
2. Key Performance

Indicators (KPIs)

Measuring Success and Continuous Improvement

S Specific
Define goals clearly with detailed 

expectations

M Measurable
Set criteria to track progress with 

quantifiable metrics

A Achievable
Ensure goals are realistic and 

attainable with available resources

R Relevant

Align goals with broader 

organisational objectives to ensure 

they are worthwhile

T Time-framed
Specify deadlines to establish a 

clear timeline for achieving goals

✓ Define clear, specific KPIs like system uptime, user error 

rates, and client case throughput.

✓ Ensure KPIs align with the SMART model (Specific, 

Measurable, Achievable, Relevant, Time-bound).

✓ Outline methods for setting & reviewing KPI targets.

✓ Regularly assess and refine KPIs to maintain alignment 

with organisational goals.

Adjust processes 

based on evaluations 

before broader 

implementation

Evaluate change 

effectiveness and 

collect feedback

Identify 

improvement areas, 

set goals, and 

create strategies to 

enhance 

operations.

Implement changes 

on a small scale to 

access impact

KPIs provide targeted measurements for specific 

technology aspects, offering data to track progress 

and inform decisions, while identifying which initiatives 

to enhance or correct.

1. Balanced Scorecard 

Approach

Customer Metrics
✓ Satisfaction levels

✓ Service accessibility

✓ Client feedback

Internal Processes
✓ Efficiency of case 

management systems

✓ Document handling 

times

Financial Metrics
✓ Budget adherence

✓ ROI of technology 

investments

✓ Reduced BAU costs

Learning and Growth
✓ Employee adaptability 

to new software

✓ Training completion 

rates

The Balanced Scorecard approach provides a 

comprehensive overview of organisational performance, 

aligns technology initiatives with broader strategic 

objectives, and facilitates better resource allocation by 

identifying performance gaps.

✓ Update scorecards regularly to align with changing 

priorities and external factors.

✓ Incorporate short-term and long-term metrics to monitor 

progress effectively.

✓ Include financial and non-financial measures to provide a 

comprehensive view of performance.

✓ Engage key stakeholders in scorecard development to 

ensure alignment with organisational goals.

4. Continuous Process 

Optimisation
3. Feedback Loops

Feedback loops promote a culture of continuous in 

community legal centres, enhancing staff buy-in, 

providing real-time insights on technology use, and 

enabling quick strategy adjustments based on 

stakeholder input. 

Analyse 
Feedback

Act on Insights

Gather 
Feedback

✓ Establish structured feedback processes to collect 

insights regularly from all users.

✓ Leverage technology like automated survey tools to 

capture real-time feedback.

✓ Analyse and categorise feedback to identify recurring 

themes and prioritise improvements.

✓ Share how feedback is used to drive changes to maintain 

transparency.

Act Plan

DoCheck

– Optimise workflows: regularly review and streamline 

operational processes to increase efficiency and reduce 

redundancies

– Technology optimisation: continuously evaluate and 

upgrade technological tools to ensure they meet the 

dynamic needs of the legal centre. 

– Service enhancement: constantly refine client service 

strategies to enhance satisfaction and outcomes, adapting 

to client feedback and changing legal requirements
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