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1. Introduction:

2. For the past 4 years performance indicators have been used by Statistics
Denmark as an active managenent tool in carrying out our activities. Uilizing
performance indicators is intended to have both an internal and external aim

Firstly, the purpose was partly to inplenment the principal objectives of the
institution as defined in "Strategy 96", partly to act as a nmanagenent too
in the context of fulfilling the so-called departnental contracts (where
specific goals are established) drawn up annually, and which constitute the
operational foundation of Statistics Denmark's goal and result managenent.

Secondly, it was intended to present the results of Statistics Denmark to our
users, either as part of the official requirenments to report or in connection
with the current debate about the institution's activities.
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Content of the present report

3. The main enphasis of this report is placed on how and w thin which areas
performance i ndi cators have been put to practical uses at Statistics Denmark
and on the plans that have been drawn up for utilizing this tool in the
forthcom ng years. Furthernore, an inter-Nordic initiative aimng at conparing
performance indicators fromeach central statistical office of the Nordic
countries is described. Finally, previous experience gained in utilizing
performance indicators is briefly outlined.

4, The attention of the present report is primarily focussed on the experience
gai ned by Statistics Denmark in utilizing "statistics-specific" perfornance
i ndicators, i.e. performance indicators which are of particular relevance to

produci ng statistics, whereas nore general indicators (e.g. resources, budget
and staff) are only peripherally discussed.

5. In the context of goal and result nanagenent at Statistics Denmark
performance indicators are systematically prepared by Statistics Dennmark in the
following three areas:

Resul ts
Activities
Resources and staff

Il. Results

6. In inplenenting Statistics Denmark's "Strategy 96" and introducing the
institution's goal and result managenent, |ong-term goals have been set for the
following areas until the year 2000:

The tinme of publication of the statistics (the tine needed for the
suppliers to provide the data and the time to process this data)

The burden inposed on trade and industry in reporting data to Statistics
Denmar k

I ncone from service activities

Custoner satisfaction with paid statistical services

Supply and custoner satisfaction with dissem nation of statistics on paper
and via electroni c nedia.

7. The annual departnental contracts drawn up between the institution's
Director-Ceneral and each departnent/director determine, e.g. for the 5 above-
nmentioned key areas the results that are to be achi eved by the departnments over
the year in question in order to neet the |ong-term goals.
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8. In conpiling nmanagenent information over the past few years Statistics
Denmark has particularly ainmed at "systens" intended for continuous or annua
registration of the extent to which the goals in the areas nentioned are
real i sed. These "systens" are outlined briefly in the foll ow ng:

I1.1 The tine of publication of the statistics

9. One of the areas given the highest priority in "Strategy 96" is the
tinmeliness of the statistics. The useful ness of the statistics is enhanced if
the statistics are published as rapidly as possible. The tinme of publication

shoul d therefore be as short as possible.

The tines of publication are neasured

10. To achieve a better docunentation of the speed of the statistics a new
system for neasuring continuously the tines of publication of all publishable
statistics was established by Statistics Denmark in the autum of 1995.

11. Uniform principles have been | aid down for measuring the tinmes of
publication of all statistics published. The tines of publication are neasured
as the nunmber of cal endar days fromthe tine of the survey or fromthe end of
the survey period until the tine of publication

Targeted results

12. Targeted results for the speed of the statistics have been determined. As a
general rule statistics should be published as foll ows:

annual statistics: within the end of the followi ng year, at the | atest,

i.e. 365 days

quarterly statistics: within the end of the follow ng quarter, at the
latest, i.e. 91 days

nonthly statistics: within 2 nonths, at the latest, i.e. 61 days

Data supplier tine, division tine and printing tine

13. A targeted reduction of the tines of publication assurmes performance
i ndi cators concerning the three fundanentals of the tine of publication, i.e.

ti me needed for the external data supplier
ti me needed for the internal statistical division
time of printing
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14. Consequently, for every statistical product Statistics Denmark measures
partly the total tinme of publication, partly the tine needed for the externa
data supplier and the internal statistical division and the tine of printing.

Reports, uses and results

15. Since 1995 the nonthly, quarterly and annual perfornance indicators
concerning the tines of publication have been used as basis for targeted efforts
to reduce the tines of publication and for nonitoring continuously the extent to
which the goals for the tines of publication in each departnental contract are
being fulfilled. The statenents of the tines of publication are used externally
in the annual report and accounts of Statistics Denmark

16. The objective is to reduce the tines of publication by 30 pct. over the
peri od 1994-1999, and the results of our intensified efforts to achieve this
goal have proved to be successful. The tines of publication for nonthly,
quarterly and annual statistics were reduced by 23-28 pct. over the period 1994-
1998. The result achieved so far for nmonthly statistics inplies that data are,
on average, available within an interval of just over one-nonth. Quarterly
statistics are available within an interval of about 2% nonths after the
reference period and the tinme of publication, and annual statistics about 8%
nont hs.

17. Before the year 2000, the targeted results for the times of publication
which are for nmonthly, quarterly and annual statistics 61, 91 and 365 days,
respectively, have to be fulfilled by just over 80 pct. of all publications. In
1998, we succeeded in fulfilling this goal for 82 pct. of all publications. In
1998, the external data supplier time accounted for 61 pct. of the total tine of
publication used in producing the statistics.

1.2 The response burden

18. The business conmunity's response burden nust be as | ow as possible. Wrk
is continuously carried out by Statistics Denmark to ease the burden on the
existing statistics. Efforts to reduce the response burden is a consistent
activity enbracing:

current initiatives to enhance the efficiency of the formfilling burden
new met hods of reporting data, e.g. data reported via el ectronic nedia
reduction of the sanple size

exclusion of small units

use of admi nistrative sources
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Goal s for the burden

19. To docunent the results fromour efforts to ease the response burden
Statistics Denmark has devel oped a quantitative goal for the scope of the
response burden, which has been estinmated for the years 1996, 1997 and 1998.

20. The estimate conprises private enterprises and | egal surveys. Wich types
of questionnaires are subrmitted to each enterprise are registered centrally.
Furthernore, the tinme used by the enterprises in conpleting each type of
guestionnaire has been estinmated. In estimating the tinme of formfilling the
foll owi ng "sources" are used

Inquiries to the relevant trade organizations

Data from surveys, where the enterprises have indicated the tine of form
filling in the questionnaire.

A report prepared by the Danish Mnistry for Trade and | ndustry on the
busi ness comunity's response burden from 1996.

Statistics Dennark's own estimates

21. Statistics Denmark has estimted the response burden by adding up the tota
time of formfilling converted to nan-years for all |egal surveys.

Reports, uses and results

22. The response burden is estimted annually and appears in the series
Statistical News and in the annual report and accounts of Statistics Dennark
The nost detailed information on the response burden appears in the series
Statistical News, including:

The response burden nmeasured by nan-years and di stributed by departnent,
di vi sion and survey.

Enterprises distributed according to the nunber of questionnaire-based
surveys in which they participated over a given year

Enterprises distributed according to the response burden neasured by
hour s.

Enterpri ses and response burden distributed by industries.

23. This information is used internally for nonitoring trends in the response
burden and for setting new goals to mnimse the response burden inposed on
exi sting surveys.

24. For the period 1997-1999 the objective is to mininise the business
conmunity's response burden to a level that is, on average, 20 pct. |ower than
that of 1996. Information on the response burden over the period 1996-1998 shows
afall in the formfilling burden from 310 man-years in 1996 to 239 man-years in
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1998, corresponding to a reduction of 23 pct. 87 pct. of the total response
burden are related to EU regul ati ons and directives.

Il.3 Income fromservice activities

25. The special denands for data and statistical products nmade by specific
users nust be nmet. Service activities are therefore carried out agai nst paynent.
Expandi ng t he spectrum of individual service activities is an objective, which
in practice, is neasured on the basis of total sales. In addition to custoni zed
statistical products for specific customers the individual service activities

al so cover, e.g. services, statistics for narketing, tasks involving external
interviews and address sales fromthe Central Business Register

26. \Wen drawi ng up plans for the annual activities and concludi ng the annua
departnmental contracts the goals for incone fromservice activities for each
departnment and divi sion are determ ned.

27. The objective is to increase incone fromservice activities by 40 pct. over
the years 1994-1999. In 1998 inconme fromservices totalled DKK 54.9 mo.
corresponding to an increase of 32 pct. over the period. 1994-1998.

Il.4 Custoner satisfaction

Cust oner surveys

28. To ensure high-quality service activities Statistics Denmark has since the
aut um of 1996 conducted surveys of custoner satisfaction with paid service
activities exceeding a threshold of DKK 5, 000.

29. A concise questionnaire is forwarded to the custoner together with the
finished service activity. The questionnaire includes 7 questions relating to
custoner satisfaction with:

performance of the service activity in genera
cont ent

personal service

docunent ati on of the data supplied

time of delivery

price

30. To the questions concerning the service activity in general, content,
per sonal service and docunentation custoners are asked to indicate points
ranging froml1l to 5, where 1 is "very dissatisfied'" and 5 is "very satisfied"
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31. To the question concerning custoner satisfaction with the delivery tine of
the service activity the custoner is asked to indicate whether the service
activity was delivered "on tine", "earlier" or "after the agreed delivery tine"

32. To the question concerning custoner satisfaction with the price the
custoner is asked to indicate whether the price for the service activity in
relation to the content of the activity is considered "reasonable", "a little
t oo expensive" or "far too expensive".

33. The questionnaire is forwarded to our custoners when the finished service
activity is delivered. Furthernore, the questionnaire is forwarded once annually
to all subscribers to an annual subscription of DKK 5,000 and over. No rem nders
are nmailed. In 1997 and 1998 the response rates were 42.3 and and 48. 0,
respectively.

Reports, uses and results

34. The quarterly and annual statements are presented to Statistics Denmark's
managenent, all heads of statistical division and all other enployees. It is the
responsibility of each division to follow up specific criticismof service
activities carried out by the division. At the sane tine, Statistics Dennmark has
establ i shed internal user service conmittees in each statistical departnment and
an intersectoral nmarketing commttee responsible for follow ng up the genera
criticismvoiced in the custonmer surveys. Finally, the results fromthe custoner
sati sfaction surveys are closely examined by Statistics Denmark's nanagenent in
connection with the annual departnental contracts.

35. The annual results fromthe custoner surveys appear in an article in "News
and Information" nailed to all respondents having returned their questionnaire.
The newsletter "News and Information" is also forwarded to a broad group of
custonmers and users, including the central government admi nistration

nmuni ci palities, counties and all private service custoners. Finally, the results
al so appear in the annual report and accounts of Statistics Denmark

36. For every year during the period 1996-1998 custoner satisfaction with
performance of the service activities has constantly ranged around an average of
4.1. This inplies that Statistics Dennark's objective of custoner satisfaction
with paid service activities to range above the average figure for governnent
institutions, which is continuously neasured by the Mnistry of Finance, is thus
fulfill ed.

Il1.5 Di ssem nation

37. Efficient and user-oriented dissenmination is an essential requirenent in
Statistics Denmark's "Strategy 1996". Dissem nation of information requires that
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statistics are easily accessible and takes into account that the users have
different uses, and that the dissenination of statistics takes full advantage of
nodern technol ogy, whether statistics are published on paper or electronically.

38. Statistics Denmark has set long-termgoals for the supply of statistics and
for custoner interest in dissenination of statistics on paper and

el ectronically, and annual sub-goals are also set in this respect. The long-term
goals for the period 1994-1999 and thereby the need for performance indicators
concern

Di ssem nation of statistics on paper:
Suppl y: nunber of publications issued to be increased by 13 pct.
Custoner interest: incone fromsales of publications to be increased by
20 pct.

El ectroni ¢ di ssem nation

Supply: figures and tine series in data banks to be increased by 150
pct.

Customer interest: inconme fromsales of electronic data from data banks
to be increased by 40 pct.

39. Over the period 1994-1998 both the supply of and custoner interest in
statistics dissem nated via paper - neasured on the basis of sales of
publications - increased by 19 pct. However, it is assunmed that the
possibilities of a continual growmh in custoner interest in dissenination of
statistics via paper will be reduced, concurrently with Statistics Denmark
enhanci ng the supply and inproving the availability of statistics disseninated
via el ectroni c nmedi a.

40. Since 1994 the supply of statistics disseninated via el ectronic nedia

- nmeasured on the basis of tinme series in Statistics Dennmark's data banks - has
trebl ed, and customer interest - measured on the basis of electronic sales - has
i ncreased by 35 pct. There has been a continual, alnobst, explosive growh in
the di ssemination of statistics via the Internet - measured by "vol une of
traffic on Statistics Denmark's web site" - as the nunber of visits reached

15, 600, 77,2000 and 177,000, respectively, over the years 1996 to 1998.

1.6 O her
41. Furthernore, goals have so far been set and perfornance indicators have
been prepared concerning nedi a coverage (neasured by columm netres) and the

volurme of Internet traffic.

42. Finally, conducting a major user survey in 1997 nmade it possible for
Statistics Denmark to collect nore differentiated i nformati on on user
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satisfaction with dissem nation of statistics. Attention was focussed on the
different user groups' views about the statistical products nade avail able
today, and their needs for statistical information in the years to cone.

43. Mre and nore statistics have now been nade available on Statistics
Denmark's web site, and detail ed perfornance indicators concerning electronic

di ssem nation of information can now gradually be prepared, including the nost
frequently used types of product and which custoner categories nmake use of these
statistical products.

1. Activities

44, Changes in some of Statistics Denmark's activities are conpiled
continuously or annually, including:

Nurber of publications issued and distributed by frequency (nonthly,
gquarterly and annual statistics) type of publication (News rel eases,
Statistical News, Annual publications, etc.) and by departnent and
di vi si on.

Nunber of pages printed and distributed by departnent, division and type
of publication.

Nunber of tinme series and figures in Statistics Denmark's data banks.

Nunber of incoming and outgoing tel ephone calls and nunber of e-mails
di stributed by departnment and division

Nunber of international days of travelling distributed by departnent and
di vi si on.

Nunber of tables reported to international organizations by Statistics
Denmar k.

Nunber of EU I egal acts on statistics distributed by departnent and
division affected by the acts

Li st of which statistical topics are affected by the EU | egal acts.

45. The aimis, as far as possible, to provide a conplete description of the
level of activity in the statistics production and dissenination. At the nonent,
the information is primarily used for external reporting in the institution's
finance and budget statenment and in the annual report and accounts of Statistics
Denmar k. The annual report and accounts of Statistics Dennark require, e.g.
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i nformati on on productivity changes in core activities carried out by governnent
institutions. Statistics Dennmark is continuously considering howto provide a
conpl ete picture of the level of activity in the statistics production for use
in statistics of productivity. Quantifying many of the institution's nost
significant statistical and dissemnation activities as well as activities of
devel opnent and diversion for use in estimtes of productivity is difficult.

V. Resources and staff

46. Statenents of budgeted, used resources and manpower are continuously
prepared for the entire institution, every statistical departnent, every
statistical division or every statistical topic. The statenents conprise

Quarterly budget statenents and nonthly statenents of revenue at
institutional level for use in the principal followup on the budget
esti mat es.

Monthly statenents intended for nonitoring the extent to which budgets
and revenue goals for every departnent have been realised.

Quarterly statenents of incone fromservice activities, sales of
publications and subsi di zed work distributed by customer categories.

Mont hly statements of the nunber of working hours used and distributed
by departnment, division and statistical topic.

Annual statenents of the consunption of resources distributed by the
institution's sonme 60 statistical topics and neasured on the basis of the
nunber of man-years used. The statenents are used both internally in the
annual planning of work programmes and externally in the annual report and
accounts of Statistics Dennark.

Monthly statements of manpower at the begi nning of the nonth distributed
by staff group, contract of enploynent and working hours.

Quarterly statistics of absence due to sickness, containing detailed
i nformati on on the nunber of days and periods of sickness distributed by
sex, department and division. This information is used internally in
followi ng up the departnental contracts, conprising goals for a gradua
reducti on of absence due to sickness and externally in the annual report
and accounts of Statistics Denmark

Annual statistics of nanpower and sex equality, including detailed
information on the institution's staff distributed by departnent, sex,
age, staff group, nunber of hours enployed and absence due to sickness. To
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this is added a range of infornmation on job notices and job applications,
paid overtine work, local pay, etc.

47. The different itens of information have so far been prepared in "separate"
wor ki ng routines and the preparation is conparatively cost-consuning for severa
statenents. At present, work is in progress on inplenmenting a new conputer
system desi gned for staff administration, which will facilitate registration and
future extracts of staff data in sonme areas.

V. Pl ans for new itens of information

48. A conprehensive devel opment project was initiated in 1997 by Statistics
Denmar k, which inplied that by the end of 1998 sunmary nethodol ogi es for each
statistical product had been prepared. The sunmary net hodol ogi es are published
on the Internet (www dst.dk - at the nonment available in Danish only). From 1999
the sunmary net hodol ogies will formthe basis for an annual quality survey of
the quality of the statistical products. The quality survey will focus on the
quality of the statistical products in a broad sense, including:

cont ent

time of publication

reliability and uncertainty

conparability over tine

conparability with other statistical products
availability

docunent ati on

range of uses

49. The survey is conducted as a questionnaire-based survey, where the persons
responsi bl e for the statistical products of each division will evaluate

devel opnents in the quality of each statistical product in relation to the
actual changes nade to the products.

50. Al statistics produced by Statistics Denmark are covered by the quality
survey, including both statistics published on paper and accessi bl e through data
banks, research databases, economnmi c nodels, standardized finance systens and

ot her permanent service products.

Reports and uses

51. It is intended annually to conduct a quality survey of Statistics Dennmark's
products. The results will be conpiled for the entire institution and for every
departnent and division. For the purpose of being able to nake proposals for
general or specific initiatives to inprove developnents in the quality of our
products the quality survey will be discussed in an internal reference group
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The report is subsequently discussed by Statistics Denmark's nanagenent and by
each di vi si on.

VI. Conparability anmong the Nordic countries

52. At the neeting of the heads of the central statistical offices of the
Nordi c countries in August 1998 it was decided to set up a working group
concerning general information on the central statistical offices of the Nordic
countri es.

53. Updated material on general conditions concerning the central statistica

of fices of the Nordic countries and their activities may constitute an inportant
source of inspiration in the Nordic statistical co-operation. During the 1990s,
a frequent thene at several of the neetings of the heads of the central
statistical offices of the Nordic countries was data conparability anong the
Nordi c countries, and a recent report was prepared by a Nordic conmittee on
"Rationalisering og kostnadeffektivisering i de nordi ske sentral -

byrder" (Rationalization and cost-effectiveness in the central statistica

of fices of the Nordic countries) (see, Nordic series no. 65).

54. The aimof the new working group is to put forward proposals for tables and
sumaries, etc. which can be continuously updated and thus formthe basis of
inter-Nordic conparability and exchange of experience anong the central
statistical offices of the Nordic countries.

or gani zati on
fi nances
staff,

t echnol ogy
scope of tasks
expert results

55. The information will primarily have to be based on already existing reports
in the Nordic countries. Furthernore, the working group will select one or two
statistical areas where the use of Iimted resources will nake it possible to
conduct conparative surveys.

56. So far, the working group has held one neeting and is schedul ed to concl ude
its work at the nmiddle of May 1999. The working group will present a report for
di scussion at the next neeting of the heads of the central statistical offices
of the Nordic countries in August 1999.
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VIl. Experience of utilizing perfornmance indicators

Positive experience..

57. The way in which performance indicators are specifically used in the
current managenent of Statistics Denmark's activities has been described above.
It is also sporadically indicated how the utilization of these indicators is

i ncorporated as a central elenment in the institution's strategy for goal and
result managenment and is instrunental in targeting and enhancing the efficiency
of the institution's efforts in relation to sone of the selected areas for

whi ch specific goals are to be achieved.

58. In focussing systematically attention on a range of selected areas over
some years, the experience gained so far seens to indicate that it has been
possi ble to make an inpact on the institution's pattern of conduct in accordance
with the principal goals that have been deternined. In this context, using
performance indicators has served as a tool in presenting internally the
achieved results and thereby ensure that the achi evenent of a nunber of selected
goals is considered to be an inportant criterion of success. It is a genera
feeling at Statistics Denmark that the use of performance indicators has nade a
positive contribution to e.qg.

reduci ng the tines of publication
reduci ng the response burden
i mprovi ng custoner satisfaction,

i ncreasing incone fromservice activities

59. In addition to making positive contributions as a managenent tool in the
internal efforts to fulfil the institution's objectives, the use of performance
i ndi cators has al so been instrunental in managing the institution's externa
relations. To be able to docunment the results that have been achieved is of
great inportance in the current dialogue with users, data suppliers and
politicians. Dani sh experience of the past few years, which enbraces a periodic
political debate about the way in which the institution operates, has

hi ghli ghted the inportance of being able to reject assunptions of, e.g. an

i ncrease in the response burden, slow tinmes of publication, etc. Consequently,
an inportant external policy-aspect is also associated with utilizing

per f ormance i ndi cators.

...but also certain unintended side effects

60. In conducting an overall assessnment of Statistics Denmark's experience of
utilizing performance indicators it should, however, be nentioned that there are
al so certain unintended side effects inherent in utilizing this tool
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61. Firstly, the announcenent and inplenentation of goal and result nanagenent
- including the introduction of performance indicators - caused a certain
degree of scepticismanong Statistics Denmark's enpl oyees. Consequently, it was
- and still is - inportant to endeavour to include all enployees in

det erm ni ng/ accepting the sel ected goal s.

62. Secondly, Danish experience also linked to utilizing performance indicators
has shown that setting goals should be restricted to sone few central goals, or
el se problenms in prioritising the goals can easily occur, and naintaining focus
on the selected indicators may prove to be difficult.

63. Simlarly, Danish experience seens to indicate that it is essential to set
sonme few sel ected goals which are central and cover the institution's

activities, as one consequence of goal managenment is that the attention of the
institution is fixed or shifted towards these specific goals. Aresult of this
is that other areas not subjected to goal managenent are given lower priority.

64. Thirdly, experience also shows that one should be selective in choosing and
determi ning performance indicators. It is thus inmportant that one does not tend
to choose indicators for the only reason that they are easily neasurabl e,

i nstead of choosing indicators difficult to conpile, but which, on the other
hand, reflect what one 's wants to neasure.

65. However, bearing the latter warnings in mnd it is still our main
conclusion that Statistics Dennark has benefited fromutilizing perfornance
indicators as part of the institution's principal strategy for goal and result
managenent. Consequently, Statistics Denmark will in the forthcom ng years be
anong the central statistical offices using performance indicators as an active
managenment tool in carrying out the institution's activities, although there
will still be a need for adjusting and fine-tuning one's use of the tool

"It is not a question of rushing blindly
towards one's goal but using one's eyes
to find the right route.”

Werner von Siemens




