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Welcome and Schedule of the Workshop

* Introduction to the workshop: Richard M. Walker
* International evidence on Pl and cognitive biases: Bert George
» Strategies of public communication and engagement: Alfred Ho

* Finding from the PPR project on Pl and cognitive biases in Hong
Kong: Jiasheng Zhang

* Discussion: all




Performance Information Use

« Performance management/performance information (Pl) use is
the most enduring reform to emerge from the New Public
Management movement over 30 years ago!

* Pl has been widely used internationally as a key mechanism for
communicating public service achievements (OECD, 2005).

* In Hong Kong, the government has been committed to using Pl
as a tool to improve public services for over quarter of a
century (Cheung, 2005; Efficiency Unit, 2008).

« Key issue for today: As well as providing PIl, government needs
to understand how various stakeholders interpret Pl data to
ensure effective communication.




Reporting of Performance Measures to the Public

« Focus on outcomes and intermediate outcome measures
in public reporting

« Make the design of public performance reports citizen
friendly.

* Provide geographic segregation of data.

* Provide comparable performance benchmarks.

* Provide stories to explain and elaborate the data.

» Organise performance information by community
concerns

« Use web-based reporting to keep citizens more informed. 1

« Blend e-reporting and paper copies.

« Guarantee data accuracy and reliability.
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Hong Kong Government Departments’ Performance Reporting Practice

Reporting Practice m

Government Department Has a Performance Pledge 100%
Performance Pledge and Performance Achievement Easy Comparison 71%
Performance Achievement Report Using Percentage 73%
Performance Achievement Report Using Figure, Graph, Charts 16%
Performance Achievement Report Using Historical Benchmark 11%
Performance Achievement Report Using Social Benchmark 0%

Performance Achievement Report Using Stories 2%

*63 Hong Kong SAR Government Departments Performance Pledge and Achievem
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Pl's Previous PPR P rOj ects PUBLIC POLICY RESEARCH FUNDING SCHEME
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Project Number :
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Project Title : The "Citizen Satisfaction Assessment Tool": Applying
IH H &2 - Expectancy Disconfirmation Theory to Public Services
in Hong Kong
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« Citizen satisfaction with public St

Principal Investigator :

SerVICGS |S based on prlor HREWEA ' Professor Richard Mark WALKER

. Institution/Think Tank : City University of Hong Kong
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The Current PPR Project—Citizens’ Cognitive Biases

e Reference points: when citizens make performance
judgements, do they do this socially (between organizations) or
historically (over time)?

* Negativity bias: do citizens respond more strongly to negative
Pl than positive PI?

* Precision cues: do hard data (such as statistical information) or
soft data (such as stories) carry more weight in citizen
assessments?

 This project implemented a robust replication framework to extend

sl 00000



Over to Bert!




