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Chapter 26 - PERFORMANCE PRISM
(Andy Neely & Chris Adams)
Concepts
Performance Prism is considered to be a second-generation performance management
framework conceptualized by Andy Neely and Chris Adams. The following are the factors that
make Performance prism should replace the models like Balanced Scorecard 1.

Organisations cannot afford to focus on just two stakeholder groups - Investors and Customers. Other
stakeholders groups like employees, suppliers, government etc. should not be forgotten. This is important
for the sustainable growth of companies both profit-oriented and non-profit oriented.

2.

Most of the performance measurement models do not focus on changes that could be made to the
strategies and processes.

3.

Stakeholders expect something from the organisation. The organisation also must expect contributions
from the stakeholders. There is a ‘Quid Pro Quo’ relationship.

4.

Management are measuring too many things.

The performance Prism aims to measure the performance of an organisation from five different facets listed
below:
a.

Stakeholder (not only shareholder and customer) Satisfaction

b.

Stakeholders Contribution

c.

Strategies

d.

Processes

e.

Capabilities

Q1 / Category - Classwork/ Star Rating 1.

⭐⭐

It is on a company whose employees are not happy. They have gone on a strike three times.
They want higher wages and want permanent status with benefits like PF. They are also
saying there is too much pressure to perform without the right infrastructure. Do remember
that Performance Prism is a problem-solving technique with any stakeholder. Go in the
order of the five facets. Do not first hand think that company should succumb to every
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demand of the employees. It is Quid Pro Quo.
2.

We have to discuss and resolve the problem using Performace Prism as the company has already
implemented a Balanced Scorecard.

3.

Five Facets of Performance Prism are.
a.

Stakeholder Satisfaction
Galaxy limited must ensure the satisfaction of the employees. The impact of not keeping these
stakeholders groups satisfied is that the company might suffer financially in the longer run.
Performance measure:

b.

(i)

Employee Turnover Ratio

(ii)

Average employment duration of employees

(iii)

Number of strikes by truck drivers etc.

Stakeholders Contribution
The drivers must be given better working conditions and in turn, they should contribute towards
improving efficiency and on-time deliveries.
Performance Measure:

c.

(i)

Efficiency of Employees

(ii)

Productivity

(iii)

On-Time deliveries by Truck drivers.

Strategies
In the strategies facet of the Prism, the organisation should identify those strategies which the
organisation would adopt to ensure that the needs of the stakeholders are satisfied and the
organisation own requirements are satisfied by the stakeholders. Galaxy limited might come out
with a strategy of retaining employees by means of better pay and growth opportunities within the
company. This strategy can be called successful if the higher pay ensures that employees turnover
is reduced. As a strategy, the company can start to hire drivers on the payrolls of the company.
Performance Measure:

d.

(i)

Number of employees leaving the organisation after getting a pay hike

(ii)

Efficiency of deliveries after Truck drivers are put on employment of the company.

Processes
After identifying the strategies, organisations need to find out if they have the correct business
processes to support the strategy. The various business processes can have sub-processes. Each
process will have a process owner who is responsible for the functioning of the process. The
organisations must develop measures to evaluate how well the processes are working. Galaxy
limited could devise a recruitment process that results in transparency in the hiring and pay of
employees. The process could be owned by the Human Resources Manager. The working condition
of drivers can be improved by providing structured training and working conditions.
Performance Measures:

CA ANUJ JALOTA

https://t.me/CAFINAL_AJNext

Page 26.2

Performance Prism

e.

Super Quick Revision

(i)

Number of personnel hired at various skill levels

(ii)

hours of employee training

(iii)

maintenance log of trucks etc.

Capabilities
The company must have the right capabilities in order to support the processes. The company
must identify performance measures to set how well the capabilities are being performed.
While Galaxy limited might choose to increase the salaries of employees, an important question to
answer is whether the company has the financial capability to do so.
Performance Measures:

⭐⭐

Amount spent on new recruitments & training etc.

Q2 / Category - Homework / Star Rating 1.

It is May 2019 Exam question

2.

It is fully similar to the previous question but you have to identify activities as per value chain analysis.

3.

It is a big question. Check your answer on the website.
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