M Industry
Federal Government - Department of Justice

M Business Issue

Improving performance regarding both employ-
ees and prisoners

M Solution
SAS® for Performance Management

M Benefits

Better decision making — SAS clearly
visualizes the performance on various pre-
defined KPIs enabling management to take
the appropriate strategic actions.

CUSTOMER STORY

IMPROVING PERFORMANCE
OF PRISON MANAGEMENT

SAS-GENERATED BALANCED
SCORECARDS IMPROVE INSIGHT
FOR BETTER DECISIONS

Following up on the strategic plan
The Ghent Correctional Facility is

a medium-sized prison in Belgium,
detaining approximately 340 men and
45 women. The facility mainly serves
as a house of detention. About 60% of
the inmates are awaiting trial, 20% are
convicted felons, and the final 20% are
detained in the psychiatric ward. The
prison employs over 250 people.

In the light of the Copernicus Reform
induced by the Belgian federal govern-
ment, the facility committed itself to
improving efficiency, performance,
effectiveness, and the quality of its care
services. To achieve this, the prison
has established a strategic plan with
concrete KPIs. “Our strategic plan is
aimed at, among other things, improv-
ing our overall performance regarding
our employees. For instance, we are
endeavoring to increase participation
and job satisfaction for all of our staff,”
states Philippe Cryns, management
assistant at the Ghent Correctional
Facility. “We also strive to improve our
performance regarding inmates. To
give an example, we ensure that all of
our detainees receive appropriate daily
care and hygiene, for instance, provid-
ing them with soap. In the next phase,
we will also incorporate KPIs to improve
our services to visitors.”

The facility follows its performance

on the various KPIs through balanced
scorecards. “We chose SAS® for Per-
formance Management in order to gen-
erate balanced scorecards. It offered us
the most appropriate and comprehen-
sive system,” adds Cryns.

Better decisions based on better
knowledge

The SAS system supports management
in making the right decisions to achieve
all of the KPIs stated in the strategic
plan. “The balanced scorecards are
often projected during management
meetings. With graphs, color schemes,
and percentages, they clearly visual-
ize the prison’s performance per KPI,”
states Cryns.

In addition, the SAS system is ex-
tremely flexible. Information inside the
system can easily be exported to other
software packages such as MS Excel
for further analysis. Cryns notes that in
addition, the content of the system is
simple and adaptable. For instance, the
KPlIs in the system can be fine-tuned
based on the self evaluation results
from all of the prison’s staff members.
“In this way the system can evolve along
with us, taking into account new desires
and expectations.”



Philippe Cryns,
management assistant at the
Ghent Correctional Facility

“SAS has helped us make the appropriate decisions to improve over-

all satisfaction. For instance, since its implementation in 2006, absen-

teeism among the prison staff declined with more than 33 per cent.”

New strategic decisions generate results
The system has already proven its worth.
One of the main focus areas in the strategic
plan is improving team spirit. “We want to
create an atmosphere where colleagues can
count on each other,” explains Cryns. “Not
all prison staff members are keen on filling in
for their colleagues and call in sick to get out
of it.”

Management decided to install new pro-
cedures to fight absenteeism. “As soon as
the unauthorized absentees return to work,
they are invited for a meeting with their team
leader, a member of management, and the
director of personnel,” says Cryns. “Using
balanced scorecards, we are able to moni-
tor whether these meetings go through as
planned and if all related people are present.
Since we started measuring two years ago,
absenteeism among members of the prison
staff has decreased by 33.5%.”

“SAS gives detailed insight into the
evolution of KPIs, providing man-

agement the information to reach
the right strategic decisions”

High accessibility at low cost

Along with its effectiveness, the system holds
other advantages as well. It did not require
any large-scale investments in hardware

and software. It was installed and is man-

Gsas

aged locally, giving our users access to the
scorecards anytime, anywhere. Cryns: “The
SAS system is accessible through our Web
site. With our own secure personal login and
password, we can access all of the informa-
tion from any PC with an Internet connec-
tion.”

In addition, the system’s central organiza-
tion makes it extremely flexible. Adaptations
are quickly made. “New users can easily be
added,” says Cryns. “Currently the use of
balanced scorecards is being tested in six
Belgian prisons and two testing centers with-
in the Belgian Federal Department of Justice.
In time, we want to expand the scope and
involve all Belgian correctional facilities in the
system. Moreover, we can easily add new
KPIs. This supports our plan to align the stra-
tegic plans of all Belgian prisons in the future,
creating similar KPIs along with site-specific
KPlIs in order to increase comparability.”

Today the system is only accessible to a
limited number of people. But as one of the
objectives in the strategic plan mentions, it

is the organization’s desire to closely involve
all staff members. “Currently, we are still dis-
cussing how to communicate our perform-
ance on key objectives to our staff members.
Not all of them have access to a computer so
we need to find another effective method of
getting the information to them on a regular
basis. In other words, we still have some
work cut out for us,” concludes Cryns.
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Key facts

= SAS® for Performance Management
enables management of the Ghent
Correctional Facility to follow up on KPI
progress via balanced scorecards

= Detailed insight has led to effective
strategic decisions with absenteeism
among prison staff decreased by more
than 33 per cent

= Web-based system guarantees access
anytime, anywhere for a low investment
cost



