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 I; FHE9;:;H; 7 IK9�
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J?9; :7BB; GK7B? IEDE IJ7J; H?97L7J; ?D:?97P?ED? KJ?B? 7? <?D? :;B�
BE ILEB=?C;DJE :;BB7 <7I; IK99;II?L7� �7 GK;IJ7 7JJ?L?JS IEDE
IJ7J? IL?BKFF7J? I;JJ; :;? :E9KC;DJ? ? 9K? 9EDJ;DKJ? :;<?D?I9EDE
7BJH;JJ7DJ;�I;P?ED?�:;B�'7DK7B;�

_ ?B H7FFEHJE Esperienze e leadingleading praticepratice in alcune ammi-
nistrazioni locali 9>; FH;I;DJ7 ? H?IKBJ7J? :;B F;H9EHIE :?
7D7B?I? 9ECF?KJE IKBB; I;? 7CC?D?IJH7P?ED? F?BEJ7 D;B F;H?E:E
�������� 9ED B\E8?;JJ?LE :? C;JJ;H; ?D ;L?:;DP7 B; leading

practice ;C;HI; :KH7DJ; B\;IF;H?;DP7 :? 7JJK7P?ED; :;BB; ?D�
DEL7P?ED? ?D J;C7 :? performance management ?DJHE:EJJ;
:7B�:;9H;JE�B;=?IB7J?LE�D���������

_ ? 6 rapporti relativi alle esperienze delle amministrazio-
ni pilota ��H;PPE
 �;H=7CE
 (EL7H7
 ,;==?E  C?B?7
 0;HE�
D7
 /D?ED; 9ECKD? :;BB7 �7II7 ,EC7=D7�
 9>; FH;I;DJ7DE
D;B :;JJ7=B?E B; 7D7B?I? ILEBJ; FH;IIE 9?7I9KD7 7CC?D?IJH7�
P?ED; ?D H;B7P?ED; 7B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?E�
D; :;BB7 performance EH=7D?PP7J?L7 ?D ;II;H; D;B ����� .7�
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B? H7FFEHJ? :;I9H?LEDE ?DEBJH; B; 7P?ED? :? C?=B?EH7C;DJE FE�
IJ; ?D ;II;H; :7BB; 7CC?D?IJH7P?ED? F?BEJ7 D;B F;H?E:E ����
���� 7B <?D; :? H7<<EHP7H; ?B 9?9BE :;BB7 performance
 B7 L7�
BKJ7P?ED; :;BB7 performance
 B7 H;:7P?ED; :;B F?7DE ; :;BB7
H;B7P?ED;�IKBB7 performance�

-K99;II?L7C;DJ; ?B *HE=;JJE >7 9E?DLEBJE ? 9ECKD? 9ED FEFE�
B7P?ED; JH7 ������ ; ������� 78?J7DJ? BE97B?PP7J? D;BB; ,;=?ED?
)8?;JJ?LE �EDL;H=;DP7� � GK;IJ; 7CC?D?IJH7P?ED? T IJ7JE H?�
LEBJE KD ?DJ;HL;DJE :? 7<<?7D97C;DJE :7 F7HJ; :;=B? ;IF;HJ? :;B
*HE=;JJE F;H B7 :;<?D?P?ED; :;B -?IJ;C7 :? '?IKH7P?ED; ; 07�
BKJ7P?ED; :;BB; Performance �-'0*� ; :;B F?7DE :;BB7 perfor-

mance �*:*� ���������� $ H?IKBJ7J? :? GK;IJ; 7JJ?L?JS IEDE IJ7J?
H?;B78EH7J? ; >7DDE 9EDI;DJ?JE :? FH;:?IFEHH; KBJ;H?EH? 9EDJ;�
DKJ?�D;B�FH;I;DJ;�'7DK7B;�

_ ?B H7FFEHJE IK? F;H9EHI? :? C?=B?EH7C;DJE D;? 9ECKD? :;BB;
H;=?ED? )8?;JJ?LE �EDL;H=;DP7
 9>; ?BBKIJH7 ?B F;H9EHIE :;B
B7LEHE :;BB; 7CC?D?IJH7P?ED? 9E?DLEBJ; ?D �7B78H?7
 �7CF7�
D?7
 *K=B?7 ; -?9?B?7 9ED B\7JJ?L?JS :? 7<<?7D97C;DJE
 FH;I;D�
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J7D:ED; ? C?=B?EH7C;DJ? 9EDI;=K?J? D;BB\7JJK7P?ED; :;B 9?�
9BE :? =;IJ?ED; :;BB7 performance ;: ;L?:;DP?7D:E 7B9KD;
;IF;H?;DP;�F7HJ?9EB7HC;DJ;�I?=D?<?97J?L;�

.KJJ; B; 7CC?D?IJH7P?ED? 9ECKD7B? 9>; >7DDE F7HJ;9?F7JE 7BB7
I;9ED:7 <7I; >7DDE FEJKJE 7LL7B;HI? :? KD7 IF;9?<?97 IJHK�
C;DJ7P?ED; :? 7D7B?I? ; :? FHE=;JJ7P?ED; C;II7 7 FKDJE
D;BB�7C8?JE :;B *HE=;JJE ; 7HH?99>?J7 7 IK7 LEBJ7
:;BB\;IF;H?;DP7 C7JKH7J7 D;B 9EHIE :;? B7LEH?� -? JH7JJ7 :;BB7
I;P?ED;�9>;�D;B�FH;I;DJ;�'7DK7B;�T�:;DEC?D7J7�

_ &E IL?BKFFE :;B 9?9BE :;BB7 performance� FH?D9?F? ; 9H?J;H?

9>; FH;I;DJ7 ?B GK7:HE :;? FH?D9?F7B? ;B;C;DJ? IK? GK7B? T EF�
FEHJKDE 9>; E=D? 7CC?D?IJH7P?ED; H?<B;JJ7 F;H H7<<EHP7H; B7
FHEFH?7 97F79?JS :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB; perfor-

mance� &7 I;P?ED; 9ECFH;D:; B7 check list KJ?B?PP78?B; :7?
9ECKD? 9EC; IJHKC;DJE F;H KD\7KJE7D7B?I? :;BB; 97H7JJ;H?�
IJ?9>;�;�:;B�<KDP?ED7C;DJE�:;B�I?IJ;C7�

_ ?B H7FFEHJE IKBB\ LEBKP?ED; ?D 9EHIE D;? 9ECKD? 97FEBKE=E
:? FHEL?D9?7
 9>; :;I9H?L; ?D EJJ?97 9ECF7H7J?L7 B\;I?JE
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:;BB\;I7C; 9ECF?KJE IKB <?D?H; :;B ���� IK? I?J? web ; FHE�
FED;
 F;H KD7 I;B;P?ED; :? 9ECKD? 97FEBKE=E :? FHEL?D9?7

7FFHE<ED:?C;DJ? 9ED:EJJ? 7JJH7L;HIE 7D7B?I? :E9KC;DJ7B;
;:�?DJ;HL?IJ;�

�KH7DJ; GK;IJE BKD=E ; 7HJ?9EB7JE F;H9EHIE
 9>; >7 L?IJE 9E?D�
LEBJ; EBJH; KD 9;DJ?D7?E :? 7CC?D?IJH7P?ED?
 IEDE ;C;HI? CEBJ?
IFKDJ? :? H?<B;II?ED; 9>; >7DDE 9EDI;DJ?JE :7 KD B7JE :? F;H�
<;P?ED7H; =B? IJHKC;DJ? FHEFEIJ?
 :7BB\7BJHE :? :;B?D;7H; 8KED;
FH7J?9>; ; FH?D9?F? :? H?<;H?C;DJE 9>; FEJ;II;HE ;II;H; KJ?B? F;H
JKJJ; B; 7CC?D?IJH7P?ED?� "B? ;B;C;DJ? :? C7==?EH; H?B;L7DP7
IEDE IJ7J? GK?D:? ?DI;H?J? IEJJE <EHC7 :? box D;BB7 I;P?ED; =?S
H?9>?7C7J7 9>; 9EDJ?;D; FH?D9?F? ; 9H?J;H? F;H BE IL?BKFFE :;B 9?�
9BE�:;BB7 performance�
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Guida alla consultazione

+K;IJE '7DK7B; ?D <EHC7 :?=?J7B; FKW ;II;H; B;JJE 9EC; KD
J;IJE JH7:?P?ED7B;
 F7=?D7 :EFE F7=?D7
 EFFKH; KJ?B?PP7D:E =B?
IJHKC;DJ?�?DJ;H7JJ?L?�:?�D7L?=7P?ED;�;�9EDIKBJ7P?ED;�FH;I;DJ?�
�7B C;DK FH?D9?F7B; T ?D<7JJ? FEII?8?B; 799;:;H; 7BB; :?L;HI;
I;P?ED? 9>; 9ECFED=EDE B\;8EEA� &7 D7L?=7P?ED; T 7JJ?L78?B;
JE997D:E E 9B?997D:E ? J;HC?D? IEJJEB?D;7J?
 DED IEBE D;B C;DK
FH?D9?F7B;
 C7 ?D JKJJ; B; F7=?D; 9>; FH;I;DJ?DE H?C7D:? E 9EB�
B;=7C;DJ?�?F;HJ;IJK7B?�
)=D? I;P?ED; :;BB\;8EEA FH;I;DJ7 FE? KD C;DK IF;9?<?9E 9>;
F;HC;JJ; :? B;==;H; ?CC;:?7J7C;DJ; ?B J;IJE :;BB7 I;P?ED;
I9;BJ7
 :? I<E=B?7HD; ?B IECC7H?E E :? H?JEHD7H; ?D:?;JHE 7B C;DK
FH?D9?F7B;� (;B 97IE I? :;9?:7 I? I<E=B?7H; ?B IECC7H?E
 7D�
9>\;IIE I? FH;I;DJ7 9EC; KD IECC7H?E ?DJ;H7JJ?LE
 9ED B7
FEII?8?B?JS :? 799;:;H; 7B 97F?JEBE E 7B F7H7=H7<E I9;BJE I;C�
FB?9;C;DJ;�JE997D:E�E�9B?997D:E�?B�J?JEBE�:;BBE�IJ;IIE�
(;B 9EHIE :;BB7 B;JJKH7 :? KD7 I;P?ED; 7FF7?EDE
 FH?C7 :? E=D?
97F?JEBE ; IEJJE97F?JEBE
 :;? 8EN :? D7L?=7P?ED; ?F;HJ;IJK7B;
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?D:?97DJ? ?B F;H9EHIE 7: 7B8;HE 9ECF?KJE� +K;IJ? 8EN DED IEBE
7?KJ7DE 7 EH?;DJ7HI? D;BB7 IJHKJJKH7 :;BB; :?L;HI; I;P?ED?
 C7
F;HC;JJEDE :? D7L?=7H; 7 H?JHEIE :? 97F?JEBE ?D 97F?JEBE <?DE 7B
C;DK FH?D9?F7B;
 I;CFB?9;C;DJ; JE997D:E E 9B?997D:E ? DE:?
:;B�F;H9EHIE�9ECF?KJE�
�BB\?DJ;HDE :;B :E9KC;DJE IEDE FH;I;DJ? DEJ;
 H7FFH;I;DJ7J;
=H7<?97C;DJ; 9ED :K; F7H;DJ;I? GK7:H; H799>?K:;DJ? ?B DKC;�
HE :;BB7 DEJ7 IJ;II7� �D9>; ?D GK;IJE 97IE I? JH7JJ7 :? DEJ;
?DJ;H7JJ?L;� JE997D:E E 9B?997D:E ?B DKC;HE :? DEJ7 I? 799;:;
7B J;IJE :;BB7 DEJ7
 ; JE997D:E 7D9EH7 ?B DKC;HE I? JEHD7 D;B
9EHFE�:;B�J;IJE�
-EDE FH;I;DJ? JH; KBJ;H?EH? IJHKC;DJ? :? D7L?=7P?ED; ; ?DJ;H�
HE=7P?ED; :;BB\;8EEA� B\?D:?9; :;BB; F7HEB; 9>?7L;
 B\?D:?9; :;?
9ECKD?�9?J7J?�;�B\?D:?9;�:;BB;�788H;L?7P?ED?�
&\?D:?9; :;BB; F7HEB; 9>?7L; FH;I;DJ7 KD7 ;B;D97P?ED; :;? J;H�
C?D? 9>?7L; F?X KJ?B?PP7J? 7BB\?DJ;HDE :;BB; I;P?ED?� .E997D:E E
9B?997D:E IK KD7 F7HEB7 9>?7L; I? 799;:; 7BB7 F7=?D7 :? 7F�
FHE<ED:?C;DJE ?D 9K? I? IF?;=7 ?B I?=D?<?97JE ; =B? KI? :;BB7 F7�
HEB7 I9;BJ7� 0;D=EDE 7D9>; FH;I;DJ7J? ? FKDJ? F?X I?=D?<?97J?L?
:;BB\;8EEA ?D 9K? ?B J;HC?D; T IJ7JE KJ?B?PP7JE� JE997D:E E 9B?9�
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97D:E IKBB; :?L;HI; LE9? I? FKW 799;:;H; :?H;JJ7C;DJ; 7BB;
F7=?D;�?D:?97J;�
&\?D:?9; :;? 9ECKD? 9?J7J? FH;I;DJ7 KD7 B?IJ7 :? JKJJ? ? 9ECKD?
9?J7J? D;BB; :?L;HI; I;P?ED? :;BB\;8EEA� .E997D:E E 9B?997D:E ?B
DEC; :? KD 9ECKD; I? EJJ?;D; KD ;B;D9E :;? FKDJ? F?X I?=D?�
<?97J?L? ?D 9K? ?B 9ECKD; T IJ7JE 9?J7JE� �D9>; ?D GK;IJE 97IE
B\;B;D97P?ED; T ?DJ;H7JJ?L7 ;: T GK?D:? FEII?8?B; 799;:;H; ?C�
C;:?7J7C;DJ;�7BB;�F7=?D;�
&\?D:?9; :;BB; 788H;L?7P?ED? FH;I;DJ7 KD7 B?IJ7 :;BB; 788H;L?7�
P?ED? ; :;=B? 79HED?C? KJ?B?PP7J? D;B J;IJE
 9ED 7B9KD? B?DA :? 7F�
FHE<ED:?C;DJE�9>;�H?C7D:7DE�7BB\;B;D9E�:;BB;�F7HEB;�9>?7L;�
(;B 9EHIE :;BB7 B;JJKH7 :;B J;IJE
 D;BB; :?L;HI; I;P?ED?
 B; F7HE�
B; 9>?7L; ; B; 788H;L?7P?ED? F?X I?=D?<?97J?L; IEDE FH;I;DJ7J;
?D <EHC7 :? ?F;HJ;IJE� R GK?D:? FEII?8?B;
 ?D KD GK7BKDGK; CE�
C;DJE
 7887D:ED7H; ?B DEHC7B; <BKIIE :? B;JJKH7 F;H 799;:;H;
7=B? ?D:?9? :;BB; F7HEB; 9>?7L; E :;BB; 788H;L?7P?ED? F;H 7FFHE�
<ED:?H; KD 9ED9;JJE E L;:;H; ?B I?=D?<?97JE :? KD7 788H;L?7P?E�
D;�
"B? ebook reader
 ? FHE=H7CC? :? B;JJKH7 ;8EEA
 ? tablet ; =B?
smartphone
 FH;I;DJ7DE ?D =;D;H; <KDP?ED? :? D7L?=7P?ED; 7
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H?JHEIE
 F;H FEJ;H JEHD7H; 7B 9EHFE :;B J;IJE 7887D:ED7JE ?D
I;=K?JE�7:�KD7�D7L?=7P?ED;�?F;HJ;IJK7B;�
 L;DJK7B? H?IEHI; on line IEDE H?9EDEI9?8?B? F;H KD7 ?9ED7 7
<EHC7 :? <H;99?7 FEIJ7 7B J;HC?D; :;B B?DA � �� +K;IJ7 ?D:?97
9>; ?B 9EBB;=7C;DJE
 I; 7JJ?L7JE
 9ED:K9; 7 J;IJ? E 7FFHE<ED�
:?C;DJ?�;IJ;HD?�7BB\;8EEA�?D�B;JJKH7�
$D<?D;
 F;H <7LEH?H; KD7 L?I?ED; ; KD7 D7L?=7P?ED; 9ECFB;I�
I?L7 :;BB; I;P?ED? :;B J;IJE
 T FH;I;DJ; B\?D:?9; ?DJ;H7JJ?LE
:;BB\?DJ;HE ;8EEA ?D JKJJ; B; IK; F7HJ?� +K;IJE ?D:?9; T DEHC7B�
C;DJ; 799;II?8?B; :7? B;JJEH? :? ;8EEA 7JJH7L;HIE <KDP?ED; :?
sommario
�E .)� �table of contents��
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Lo sviluppo del ciclo della performance.
Principi e criteri

Ottobre 2012

Leggi
Sfoglia il sommario

Torna al menu

I contenuti di questa sezione sono stati pubblicati sul sito
www.qualitapa.gov.it nel reference book “Il ciclo di gestione delle
performance nei comuni – Definizione del sistema di misurazione e
valutazione della performance organizzativa: Principi e criteri” Otto-
bre 2012

http://www.qualitapa.gov.it


Lo sviluppo del ciclo della performance.
Principi e criteri

$DJHE:KP?ED;

.;C7����&;�9ED:?P?ED?�78?B?J7DJ?

*H?D9?F?E�����;<?D?H;�B;�H;IFEDI78?B?JS�;�B7 governance

H;B7J?L7�7B�9?9BE�:?�=;IJ?ED;�:;BB7 performance

*H?D9?F?E����,7<<EHP7H;�?B�I?IJ;C7�:?�9EDJHEBBE�;�FHE�
=H7CC7P?ED;�;�?DJ;=H7H;�B?D;;�IJH7J;=?9>;
�FH?EH?JS�;
E8?;JJ?L?�EF;H7J?L?

*H?D9?F?E����$DJ;=H7H;�B7�=;IJ?ED;�:;BB;�H?IEHI;�KC7D;
;�?B�97F?J7B;�EH=7D?PP7J?LE�D;B�FHE9;IIE�:?�C?IKH7P?ED;
;�L7BKJ7P?ED;�:;BB7 performance

.;C7����$B�I?IJ;C7�:?�C?IKH7P?ED;

*H?D9?F?E�����;<?D?H;�=B?�7C8?J?�:?�C?IKH7P?ED;�;�I;B;�
P?ED7H;�?B set :;=B?�?D:?97JEH?



*H?D9?F?E�����>?7H?H;�B;�<7I?�9>;�9ECFED=EDE�?B�FHE9;I�
IE�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;
�?�IE==;JJ?�;�B;�H;�
IFEDI78?B?JS�H;B7J?L;�7B�I?IJ;C7

*H?D9?F?E����-L?BKFF7H;�KD�I?IJ;C7�?D<EHC7J?LE�?DJ;=H7�
JE�E�?DJ;=H78?B;

*H?D9?F?E����"7H7DJ?H;�B7�JH7IF7H;DP7�:;B�I?IJ;C7�:?
C?IKH7P?ED;

.;C7����&7�L7BKJ7P?ED;�:;BB7 performance

*H?D9?F?E����07BKJ7H;�B7 performance

:;BB\7CC?D?IJH7P?ED;�F;H�:;9?:;H;

*H?D9?F?E�����;<?D?H;�7C8?J?�;�C;JE:EBE=?;�:?�L7BKJ7P?E�
D;

*H?D9?F?E������>?7H?H;�?�HKEB?�;�B;�H;IFEDI78?B?JS�H;B7J?L;
7BB7�L7BKJ7P?ED;

&7 check list 7�IKFFEHJE�:;BB\7D7B?I?
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H?

Introduzione

&7 FH;I;DJ; I;P?ED; H7FFH;I;DJ7 B\;I?JE :? KD ?CFEHJ7DJ; F;H�
9EHIE :? 7D7B?I? ; L7BEH?PP7P?ED; :;BB; ;IF;H?;DP; 9ECF?KJ;
:7 KD7 I;B;P?ED; :? 7CC?D?IJH7P?ED? ?D J;C7 :? C?IKH7P?ED;
; L7BKJ7P?ED; :;BB7 performance
 9>; JHEL7DE ;IFH;II?ED; ?D
J;HC?D? :? FH?D9?F? ; 9H?J;H?� )8?;JJ?LE T GK;BBE :? <EHD?H; 7 JKJJ;
B; 7CC?D?IJH7P?ED? BE97B? KD 9EDJH?8KJE KJ?B; 7B <?D; :? ?CFEIJ7�
H; ; EJJ?C?PP7H; ?B FHEFH?E -?IJ;C7 :? C?IKH7P?ED; ; ciclo di

gestione della performance� �ED9H;J7C;DJ;
 ?DI;H;D:EI? ?D
KD GK7:HE J;HC?DEBE=?9E :;B JKJJE 9E;H;DJ; 7 GK;BBE :;B?D;7JE
:7BB; :;B?8;H; �?0$. ; :7BB; &?D;; "K?:7 FH;:?IFEIJ; :7 �(�
�$
 B7 I;P?ED; :;B?D;7 B; 9ED:?P?ED? 7BB; GK7B? ?B I?IJ;C7 :? C?�
IKH7P?ED; T ?D =H7:E :? IEIJ;D;H; ?B C?=B?EH7C;DJE DED IEBE
:;B FHEFH?E <KDP?ED7C;DJE C7 IEFH7JJKJJE :;BB7 performance

IJ;II7�:;BB\7CC?D?IJH7P?ED;�



&7 I;P?ED; D7I9; 9ED B\?:;7 :? :;B?D;7H; KD GK7:HE :? FH?D9?F?
ECE=;D;? 9>; FEII7DE <7H; :7 H?<;H?C;DJE F;H B; 7CC?D?IJH7�
P?ED? BE97B? 9>; ?DJ;D:EDE IL?BKFF7H; E FHE=;JJ7H; ex novo ?B
FHEFH?E I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; 7B <?D; :? H7<<EH�
P7H; ?B 9?9BE :? =;IJ?ED; :;BB7 performance� &7 B;JJKH7 :;? FH?D�
9?F?
 7HJ?9EB7J? ?D 9H?J;H? ; :;H?L7J? :7BB\;IF;H?;DP7 9ED9H;J7 :?
7B9KD; 7CC?D?IJH7P?ED?
 9EDI;DJ; 7 9?7I9KD7 7CC?D?IJH7P?E�
D; :? :;<?D?H; KD FHEFH?E FEI?P?ED7C;DJE ; :;<?D?H; KD7 IF;�
9?<?97 IJH7J;=?7 :? C?=B?EH7C;DJE� &7 B;JJKH7 :? FH?D9?F? ; 9H?J;H?

BKD=E ? JH; J;C? FHEFEIJ? D;BB7 I;P?ED;
 T KJ?B; 7 JKJJ; B; 7C�
C?D?IJH7P?ED? BE97B? 9>; 788?7DE :;9?IE :? 7JJ?L7H; KD F;H9EH�
IE :? 97C8?7C;DJE ?D H;B7P?ED; 7B 9?9BE :? =;IJ?ED; :;BB7 per-

formance� �B <?D; :? H;D:;HB7 IJHKC;DJE EF;H7J?LE
 B7 I;P?ED;
T 9EHH;:7J7 :7 KD7 check list 9>; 9EDI;DJ; 7: E=D? 7CC?D?�
IJH7P?ED; :? ILEB=;H; KD 7K:?J :;B FHEFH?E I?IJ;C7 :? C?IKH7�
P?ED; :;BB7 performance 9E;H;DJ; 7BB7 IJHKJJKH7 :? FH?D9?F? ;
9H?J;H? FHEFEIJ7� $DEBJH;
 ?B H?<;H?C;DJE ?D 8EN IF7HI? 7BB\?DJ;HDE
:;BB7 I;P?ED;
 7BB\;IF;H?;DP7 :;BB; 7CC?D?IJH7P?ED? 9E?DLEBJ;
D;B *HE=;JJE 07BKJ7P?ED; :;BB; performance
 <EHD?I9; KJ?B? H?<;�
H?C;DJ? 9ED9H;J? 9>; FEIIEDE E<<H?H; IFKDJ? F;H KD 9ED<HEDJE

Lo sviluppo del ciclo della performance. Principi e criteri



E F;H KD7 FHE=;JJ7P?ED; ?D 7KJEDEC?7 :;B FHEFH?E F;H9EHIE :?
C?=B?EH7C;DJE� &7 9ECF?B7P?ED; :;BB7 check list ; B7 :;<?D?P?E�
D; :? KD F?7DE :? 7P?ED? :? C?=B?EH7C;DJE 7 F7HJ?H; :7BB\;I?JE
:;BB\7D7B?I? 9EIJ?JK?I9EDE ?D J7B I;DIE KD\E997I?ED; 9ED9H;J7
F;H E=D? 7CC?D?IJH7P?ED; :? ?CF?;=7H; EF;H7J?L7C;DJ; ? 9ED�
J;DKJ?�FHEFEIJ?�
&7 FH;I;DJ; I;P?ED; >7 F;H I9EFE GK;BBE :? ?BBKIJH7H; ?D J;HC?�
D? :? FH?D9?F? ; 9H?J;H?
 =B? ;B;C;DJ? 7? GK7B? KD 9ECKD; T 9>?7�
C7JE 7 FEHH; 7JJ;DP?ED; I; ?DJ;D:; 7LL?7H; ; IL?BKFF7H; ?B 9?�
9BE :? =;IJ?ED; :;BB7 performance EH=7D?PP7J?L7� &7 I;P?ED; T
IJHKJJKH7J7�?D�

_ .;C?� $ J;C? H7FFH;I;DJ7DE =B? ;B;C;DJ? ; B; :?C;DI?ED? :?
7D7B?I? :7 9EDI?:;H7H; ;: 7FFHE<ED:?H; D;BB\7LL?E :;B 9?9BE
:? =;IJ?ED; :;BB7 performance 7 F7HJ?H; :7BB7 :;<?D?P?ED; :;B
I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance� $
JH;�J;C?�7FFHE<ED:?J?�H?=K7H:7DE�

�� &; 9ED:?P?ED? 78?B?J7DJ?� $B J;C7 :;BB; 9ED:?P?ED? 78?�
B?J7DJ? 7IIKC; F7HJ?9EB7H; ?CFEHJ7DP7 I; I? FH;D:;
?D 9EDI?:;H7P?ED; ?B <7JJE 9>; B; 7CC?D?IJH7P?ED? DED
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>7DDE D;B 9EHIE :;=B? 7DD? IFEDJ7D;7C;DJ; FHE9;�
:KJE 7 FEHH; ?D ;II;H; KD I?IJ;C7 :? C?IKH7P?ED; ;
L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7� +K;�
IJE H?IKBJ7JE JHEL7 B; IK; :;J;HC?D7DJ? 7D9>;
D;BB\?CFEIJ7P?ED; 9>; ? I?IJ;C? :? F?7D?<?97P?ED;
IJH7J;=?97
 FHE=H7CC7P?ED; ; 9EDJHEBBE ; =;IJ?ED;
:;B F;HIED7B;
 >7DDE 7IIKDJE� .7B? I?IJ;C? I? IEDE
?D<7JJ? IL?BKFF7J? 7 FH;I9?D:;H; :7BB7 FH;I;DP7 :? KD
I?IJ;C7 :? C?IKH7P?ED; ;LEBKJE� (ED I? T GK?D:? 7J�
J?L7JE GK;B FHE9;IIE :? IKFFEHJE H;9?FHE9E <H7 C?IK�
H7P?ED; ;: 7BJH; <KDP?ED? 9>; 9EIJ?JK?I9; KDE :;=B?
;B;C;DJ? <ED:7C;DJ7B? 7<<?D9>U F;H B; 7CC?D?IJH7�
P?ED? H?IKBJ? KJ?B; :EJ7HI? :? IJHKC;DJ?
 9ECF;J;DP; ;
FHE9;II?�:?�C?IKH7P?ED;�

�� $B I?IJ;C7 :? C?IKH7P?ED;� �;<?D?J? =B? 799EH=?C;DJ?
:? 9K? D;9;II?J7DE 7BJH? I?IJ;C? EF;H7J?L? 7P?;D:7B? ?D
;II;H;
 F;H FEJ;H EF;H7H; 7 IEIJ;=DE :;BBE IL?BKFFE
:;B I?IJ;C7 :? C?IKH7P?ED;
 ?B I;9ED:E J;C7 I? 9ED�
9;DJH7 IK? FH?D9?F? ; 9H?J;H? 9>; FEIIEDE KJ?BC;DJ;
=K?:7H; B7 FHE=;JJ7P?ED; ; ?B <KDP?ED7C;DJE :;B I?�
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IJ;C7 IJ;IIE� !7JJ7 I7BL7 B\7KJEDEC?7 9>; 9?7I9KD7
7CC?D?IJH7P?ED; FKW ;IFH?C;H; D;B :;<?D?H; ?B F;H?�
C;JHE :;B I?IJ;C7 :? C?IKH7P?ED;
 7FF7H; KJ?B; FH;�
I;DJ7H; KD7 I?DJ;I? :;=B? EH?;DJ7C;DJ? 9>; IJ7DDE
;C;H=;D:E ; :;? FH?D9?F? 9>; ?B GK7:HE DEHC7J?LE
:;<?D?I9;� &\?DI?;C; :;? FH?D9?F? ; :;? 9H?J;H? ;IFEIJ?
<EHD?I9; ;B;C;DJ? KJ?B? 7BB\7CC?D?IJH7P?ED; F;H :;<?�
D?H; ?B FHEFH?E :E9KC;DJE H;B7J?LE 7B I?IJ;C7 :? C?�
IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance EH=7D?P�
P7J?L7�

�� &7 L7BKJ7P?ED; :;BB7 performance� $B J;HPE J;C7 I?
9EBBE97 ?D I;GK;DP7 BE=?97 ; J;CFEH7B; H?IF;JJE 7?
FH?C? :K; ; :;<?D?I9; FH?D9?F? ; 9H?J;H? 7<<?D9>U ?B 9?9BE
:? =;IJ?ED; :;BB7 performance I? 9ECFB;J? C;:?7DJ;
B\;<<;JJ?LE ILEB=?C;DJE :;BB7 <7I; :? L7BKJ7P?ED; :;B�
B7 performance� &7 C?IKH7P?ED; ?D<7JJ? H?I9>?7 :? ;I�
I;H; KD FHE9;IIE <?D; 7 IU IJ;IIE ;: ?D GK7DJE J7B;
?DKJ?B; I; IK I? ;II7 DED I? ?DD;I97 KD F;H9EHIE :?
?CF?;=E :;=B? ?D:?97JEH? D;? FHE9;II? :;9?I?ED7B? ?D�
J;HD? ;: ;IJ;HD? 7BB\7CC?D?IJH7P?ED; ;: in primis D;B
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FHE9;IIE :? L7BKJ7P?ED; ; :;<?D?P?ED; :;B B?L;BBE :?
performance ;<<;JJ?L7C;DJ;�H;7B?PP7JE�

_ *H?D9?F?� $ FH?D9?F? H7FFH;I;DJ7DE ;B;C;DJ? :? ?D:?H?PPE KJ?B?
7: 7LL?7H; ?B 9?9BE ; 7 FHE=;JJ7H; ; IL?BKFF7H; ?B I?IJ;C7
:? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance EH=7D?PP7�
J?L7� &; 7CC?D?IJH7P?ED? FEIIEDE FH;D:;H; 7 H?<;H?C;DJE ?
FH?D9?F? FHEFEIJ? F;H ILEB=;H; KD audit :;B FHEFH?E I?IJ;C7
:?�C?IKH7P?ED;�;�FHE=;JJ7H;�?DJ;HL;DJ?�:?�C?=B?EH7C;DJE�

_ �H?J;H?� $ 9H?J;H? IEDE ;DKD9?7P?ED? <?D7B?PP7J; 7 IE<<;HC7H;
B\7JJ;DP?ED; IK 9EC; T FEII?8?B; 7JJK7H; ? FH?D9?F? H?9>?7C7J?�
&\KJ?B?JS :;? 9H?J;H? :? I;=K?JE ;DKD9?7J? :;H?L7 :7B <7JJE 9>;
;II? ?:;DJ?<?97DE 97H7JJ;H?IJ?9>; 9>; H;D:EDE ?B I?IJ;C7 :?
C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7
C7==?EHC;DJ; ?D =H7:E :? IKFFEHJ7H; ?B C?=B?EH7C;DJE :;?
FHE9;II? :;9?I?ED7B? :;BB\7CC?D?IJH7P?ED; ; B\?D9H;C;DJE
:;BB7 JH7IF7H;DP7 IKB B?L;BBE :? performance 7JJ;IE E H7=�
=?KDJE� �?7I9KD 9H?J;H?E FKW JHEL7H; 7JJK7P?ED; ?D :?L;HI?
CE:? :7 F7HJ; :;BB; :?L;HI; 7CC?D?IJH7P?ED?
 C;:?7DJ;
B\?CF?;=E :? :?L;HI? IJHKC;DJ? ; I;=K;D:E :?L;HI? F;H9EHI?�
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$DEBJH; T FHE878?B; 9>; DED I?7 FEII?8?B; H;7B?PP7H; KD H7<�
<EHP7C;DJE�I?CKBJ7D;E�:?�JKJJ?�?�9H?J;H?�:?�I;=K?JE�FHEFEIJ?�

$ FH?D9?F? ; 9H?J;H? I? H?<;H?I9EDE 7B I?IJ;C7 :? C?IKH7P?ED; ; L7�
BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7
 C7 9E?DLEB=EDE ?D
CE:E�F?X�7CF?E�B\?DJ;HE 9?9BE�:?�=;IJ?ED;�:;BB7 performance�
�B <?D; :? IKFFEHJ7H; B; 7CC?D?IJH7P?ED? BE97B? 9>; LEB;II;HE
FHE=;JJ7H; E H;L?I?ED7H; ?B FHEFH?E I?IJ;C7 :? C?IKH7P?ED; C;�
:?7DJ; B\?CF?;=E :;BB\7FFHE99?E :? I;=K?JE :;I9H?JJE
 B7 FH;I;D�
J; I;P?ED; T 9EHH;:7J7 :7 KDE IJHKC;DJE EF;H7J?LE� B7 check

list 7 IKFFEHJE :;BB7 :?7=DEI? :;B I?IJ;C7 :? C?IKH7P?ED; ; L7�
BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7� �D7B?PP7D:E
 7J�
JH7L;HIE B7 check list
 9H?J;H?E :EFE 9H?J;H?E
 B; 97H7JJ;H?IJ?9>;
:;B 9?9BE :? =;IJ?ED; :;BB7 performance
 9?7I9KD7 7CC?D?IJH7�
P?ED; FKW FHE=;JJ7H; =B? ;B;C;DJ? :;B I?IJ;C7
 ?:;DJ?<?97HD;
FKDJ? :? <EHP7 ; 9H?J?9?JS
 :;<?D?H; KD GK7:HE 9E;H;DJ; :? 7P?ED?
:?�C?=B?EH7C;DJE�
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a $DJHE�
:KP?ED;

Tema 1. Le condizioni abilitanti

$B J;C7 :;BB; 9ED:?P?ED? 78?B?J7DJ? >7 7 9>; <7H; 9ED
B\?:;DJ?<?97P?ED; :? GK;=B? ;B;C;DJ? :;B 9?9BE :? =;IJ?ED; :;BB7
performance 9>; FEIIEDE ?D<BK;DP7H; B; 97H7JJ;H?IJ?9>; :;B I?�
IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance ; 9>;
:KDGK; :;LEDE ;II;H; FHE=;JJ7J? ; =;IJ?J? I;9ED:E KD :?I;�
=DE GK7DJE F?X FEII?8?B; 9E;H;DJ; ; KD?J7H?E� &7 9E;H;DP7 :;�
H?L7 :7BB7 FH;I7 :? 9EI9?;DP7 :;B <7JJE 9>; ?B I?IJ;C7 :? C?�
IKH7P?ED; DED FKW ;II;H; 9EDI?:;H7JE C;H7 IECC7 :? :7J?
;: ?D<EHC7P?ED? FHEL;D?;DJ? :7 :?L;HI; <EDJ? C7 F?KJJEIJE 9E�
C; I;B;P?ED; :? KD set :? ?D:?97JEH? I9;BJ? 7 F7HJ?H; FHEFH?E
:7BB\;I?=;DP7 :? C?IKH7H; ; L7BKJ7H;
 JH7C?J; ;II?
 B7 perfor-

mance :;BB\7CC?D?IJH7P?ED;� &\KD?J7H?;JS H?9>?7C7 ?B <7JJE 9>;
?B I?IJ;C7 :? C?IKH7P?ED; DED FKW ;II;H; 9EIJHK?JE ; =;IJ?JE
FH?L?B;=?7D:E KD\KD?97 :?C;DI?ED;
 GK7B; 7: ;I;CF?E GK;BB7



;9EDEC?9E <?D7DP?7H?7
 C7 :;L; ;II;H; ?D =H7:E :? H7FFH;�
I;DJ7H; ?D CE:E KD?J7H?E B\7CC?D?IJH7P?ED; 9H;7D:E 9EBB;=7�
C;DJ? :?D7C?9? 9ED ? I?IJ;C? :? governance
 :? F?7D?<?97P?ED;
IJH7J;=?97 ; J;HH?JEH?7B;
 :? FHE=H7CC7P?ED; ; 9EDJHEBBE
 :? =;�
IJ?ED;�:;B�F;HIED7B;
�:?�=;IJ?ED;�:;BB7�GK7B?JS�;�:;?�I;HL?P?�

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&;�9ED:?P?ED?�78?B?J7DJ?

Principio 1. Definire le responsabilità e la
governance relativa al ciclo di gestione della
performance

-;88;D; ? J;C? 9>; ?B 9?9BE :? =;IJ?ED; :;BB7 performance JH7J�
J7 DED 9EIJ?JK?I97DE KD7 DEL?JS F;H B; 7CC?D?IJH7P?ED? BE97B?

H7H7C;DJ; GK;IJ; >7DDE 7<<HEDJ7JE ?B J;C7 ?D EJJ?97 :? I?IJ;�
C7
 7D:7D:E 9?ET 7 9EDI?:;H7H; B; <KDP?ED? :? F?7D?<?97P?ED;
IJH7J;=?97
 FHE=H7CC7P?ED; ; 9EDJHEBBE
 =;IJ?ED; :;B 8?B7D9?E

=;IJ?ED; :;B F;HIED7B;
 H;D:?9EDJ7P?ED; ; JH7IF7H;DP7
 9EC;
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;B;C;DJ? ?DJ;=H7J?� $B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;B�
B7 performance EH=7D?PP7J?L7 FKW <EHD?H; KD KJ?B; IEIJ;=DE 7
GK;IJE FHE9;IIE
 ?DJ;=H7D:E B; ?D<EHC7P?ED? 9>; 7B?C;DJ7DE
B; :;9?I?ED? 7BB\?DJ;HDE :? 9?7I9KD7 <KDP?ED; ; 9EIJ?JK;D:E KD7
IEHJ7 :? F?7JJ7<EHC7 9ECKD;� �? 9EDI;=K;DP7 KD I?IJ;C7 :?
C?IKH7P?ED; 9>; DED <KDP?ED7
 E F;==?E 7D9EH7
 DED ;I?IJ;

C?D7 B7 FEII?8?B?JS :? ?DJ;=H7H; <H7 BEHE B; <KDP?ED? EH7 H?9>?7�
C7J;� �B J;CFE IJ;IIE F;HW
 B; :;8EB;PP; ?D I;DE 7 J7B? <KD�
P?ED?
 <7DDE L;D?H; C;DE 9ED:?P?ED? ?CFEHJ7DJ? F;H B7 FHE=;J�
J7P?ED;�;:�?B�<KDP?ED7C;DJE�:;B�I?IJ;C7�
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&;�9ED:?P?ED?�78?B?J7DJ? a *H?D9?F?E�����;<?D?H;�B;�H;IFEDI78?B?JS�;�B7
governance H;B7J?L7�7B�9?9BE�:?�=;IJ?ED;�:;BB7 performance�

Criterio 1.1 Valutare il livello effettivo di leadership
all’interno dell’amministrazione e individuare le
priorità e gli obiettivi strategici degli organi di vertice
politico amministrativo
$B 9H?J;H?E I? <ED:7 IKBB7 FH;I;DP7 :? JH; ;B;C;DJ?� �DP?JKJJE B7
FH;I;DP7 :? KD7 leadership 9?ET :? KD IE==;JJE 9>; 7IIKC;
:;9?I?ED? ; I; D; 7IIKC; B7 H;IFEDI78?B?JS� $B 9H?J;H?E =K7H�
:7 EBJH; B7 :?IJH?8KP?ED; <EHC7B; :;? HKEB? JH7 ? L;HJ?9? FEB?J?9?
;: 7CC?D?IJH7J?L? ; =K7H:7 7BB\;I?JE :;B FHE9;IIE :;9?I?ED7�
B; ELL;HE FH?EH?JS ; E8?;JJ?L? IJH7J;=?9?� &; FH?EH?JS H?=K7H:7DE
B\?D:?H?PPE 9>; B\7CC?D?IJH7P?ED; ?DJ;D:; H;7B?PP7H;� &7 FH;�
I;DP7 :? ?D:?H?PP? :? H?<;H?C;DJE IEIJ?;D; B7 :;<?D?P?ED; :;B I?�
IJ;C7 :? C?IKH7P?ED; F;H9>U 9EDI;DJ; :? I;B;P?ED7H; B; 7H;;
:? C?IKH7P?ED; 9K? :;:?97H; C7==?EH; 7JJ;DP?ED;
 ?D F7HJ?9EB7�
H; ?D J;HC?D? :? ?CF7JJE� "B? E8?;JJ?L? IJH7J;=?9? ?:;DJ?<?97DE ? H?�
IKBJ7J? 9>; B\7CC?D?IJH7P?ED; ?DJ;D:; H;7B?PP7H; F;H 9ED9H;J?P�
P7H; =B? ?D:?H?PP?� &7 FH;I;DP7 :? E8?;JJ?L? IJH7J;=?9?
 :;<?D?J? ?D
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CE:E 9>?7HE T KD7 9ED:?P?ED; <ED:7C;DJ7B; F;H BE IL?BKFFE
:;B I?IJ;C7 :? C?IKH7P?ED; :7B CEC;DJE 9>; D; 9EIJ?JK?I9;
B\E==;JJE� -;DP7 E8?;JJ?L? DED T FEII?8?B; 9EIJHK?H; ?D:?97JEH?
9>; 788?7DE L7BEH; ?D J;HC?D? :? L7BKJ7P?ED; :;BB; IJH7J;=?; ;
=;IJ?ED;�:;BB;�H;B7J?L;�<7I?�EF;H7J?L;�

�II?9KH7H; KD <EHJ; commitment :7 F7HJ; :;? L;HJ?9? FEB?J?9E�7CC?D?IJH7�
J?L? ; KD 9B?C7 EH=7D?PP7J?LE FEI?J?LE :7 F7HJ; :? :?H?=;DJ? ; FEI?P?ED? EH�
=7D?PP7J?L; 9EIJ?JK?I9; KD ;B;C;DJE :? <EHP7 F;H KD\7CC?D?IJH7P?ED; 9>;
LE=B?7 C?=B?EH7H; ?B FHEFH?E 9?9BE :? =;IJ?ED; :;BB7 performance� (;B 97IE
:;B 9ECKD; :? (EL7H7 H;9;DJ;C;DJ; IEDE IJ7J? <7JJ? :?L;HI? F7II? 7B <?D;
:? F;HI;=K?H; B7 9ED:?L?I?ED; :? KD\7=;D:7 JH7 :?H;P?ED; FEB?J?97 ; :?H;P?E�
D; C7D7=;H?7B; ?D =H7:E :? :;9B?D7H; D;B J;CFE ? FH?D9?F7B? ?DJ;HL;DJ? :?
97C8?7C;DJE :? 9K? D;9;II?J7 ?B 9ECKD;� � GK;IJE <?D; I;C8H7 I?7 IJ7JE
KJ?B; F;H B\7CC?D?IJH7P?ED; FH;D:;H; 7JJE 7 B?L;BBE FEB?J?9E 9EC; 7 B?L;BBE
7CC?D?IJH7J?LE :;B <7JJE 9>; J;CF? JHEFFE :?B7J7J? F;H 7IIKC;H; :;9?I?E�
D? H;B7J?L; 7 E8?;JJ?L? IJH7J;=?9? ; FH?EH?JS
 ILKEJ7DE :? <7JJE ?B 9?9BE :;BB7
performance
 B7I9?7D:E :7 F7HJ; E ?D F;DEC8H7 B; IJH7J;=?; ; H;D:;D:E
;<<;JJ?L7C;DJ;�FE9E�KJ?B;�B7�C?IKH7P?ED;�;�B7�L7BKJ7P?ED;�
MMM�9ECKD;�DEL7H7�?J
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&;�9ED:?P?ED?�78?B?J7DJ? a *H?D9?F?E�����;<?D?H;�B;�H;IFEDI78?B?JS�;�B7
governance H;B7J?L7�7B�9?9BE�:?�=;IJ?ED;�:;BB7 performance�

Criterio 1.2 Esplicitare in appositi documenti (linee di
mandato, programmi strategici, altri documenti) gli
obiettivi e le priorità strategiche
$B 9H?J;H?E <7 :7 9EHEBB7H?E 7B FH;9;:;DJ; ; ?:;DJ?<?97 D;BB7 FH;:?�
IFEI?P?ED; :? :E9KC;DJ? KD7 9ED:?P?ED; KJ?B; 7BBE IL?BKFFE :;B
I?IJ;C7 :? C?IKH7P?ED;� .7B? :E9KC;DJ?
 ?D<7JJ?
 9EIJ?JK?I9EDE ?B
D7JKH7B; J;HH;DE :? ?D9EDJHE JH7 E8?;JJ?L? ; ?D:?97JEH? 9>; 9EC�
FED=EDE ?B I?IJ;C7 :? C?IKH7P?ED;� $D 7II;DP7 :? J7B? :E9K�
C;DJ? :?L;DJ7 ?CFEII?8?B; 9H;7H; KD 9EBB;=7C;DJE JH7 9?9BE :?
F?7D?<?97P?ED; IJH7J;=?97 ; 9?9BE :? C?IKH7P?ED; ; L7BKJ7P?ED;
:;BB7 performance EH=7D?PP7J?L7� -? F;H:; ?D<7JJ? B7 FEII?8?B?JS
:? 7D9EH7H; =B? ?D:?97JEH? D;9;II7H? F;H B7 C?IKH7P?ED; ; L7BK�
J7P?ED;�7 target 9E;H;DJ?�9ED�=B?�E8?;JJ?L?�

$B 9ECKD; :? �;H=7CE >7 :;:?97JE F7HJ?9EB7H; 7JJ;DP?ED; H?=K7H:E B7 :;�
<?D?P?ED;
 B\7==?EHD7C;DJE ; B\;<<;JJ?L7 9EDEI9;DP7 :;=B? E8?;JJ?L? IJH7J;�
=?9? :;BB\;DJ;� (;B 9ECKD; :? �;H=7CE ;I?IJEDE :?L;HI? :E9KC;DJ? 9>;
7IIEBLEDE 7 GK;IJE E8?;JJ?LE� ?B FH?CE
 :? 9K? T D;9;II7H?E <7H C;DP?ED;


Lo sviluppo del ciclo della performance. Principi e criteri



IEDE B; B?D;; FHE=H7CC7J?9>; :? C7D:7JE� �FF;D7 ?DI;:?7J7I?
 ?B I?D:79E
; B7 =?KDJ7 >7DDE :;<?D?JE 9?DGK; =H7D:? E8?;JJ?L? :7 H;7B?PP7H; D;B 9EHIE
:;B GK?DGK;DD?E ���� Y ����� �;H=7CE IEB?:7B;
 �;H=7CE I?9KH7
 �;H�
=7CE 9>; 9H;I9; D;BB7 JH7:?P?ED;
 �;H=7CE :;BB; =H7D:? EF;H; ; �;H=7�
CE JKH?IJ?97 9EHH?IFED:EDE 7: 7BJH;JJ7DJ? ?DI?;C? :? E8?;JJ?L? IJH7J;=?9? 9>;
=K?:7DE B\7P?ED; :;BB\;DJ;
 ?:;DJ?<?97D:E ? =H7D:? J;C? IK? 9K? I? 9ED9;D�
JH;HS�B\7P?ED;�7CC?D?IJH7J?L7�D;B�GK?DGK;DD?E�:?�H?<;H?C;DJE�
&7 ,** 9>; ?D:?L?:K7
 9ED KD EH?PPEDJ; J;CFEH7B; :? JH; 7DD?
 ? FHE=H7C�
C? ; FHE=;JJ? 7II;=D7J? 7? I;HL?P?
 L?;D; :? 9EDI;=K;DP7 IL?BKFF7J7 7L;D�
:E 7 H?<;H?C;DJE KD GK7:HE KD?J7H?E� $D<?D;
 ?B * "
 7FFHEL7JE 7DDK7B�
C;DJ;
 ; ?B F?7DE :;JJ7=B?7JE :;=B? E8?;JJ?L? 9EDJ;D=EDE =B? E8?;JJ?L? =;IJ?E�
D7B? ; B; H?IEHI; 7II;=D7J; 7? I;HL?P?� +K;IJ? :E9KC;DJ? IEDE
 :? <7JJE

BE IJHKC;DJE :? B7LEHE :;? :?H?=;DJ? :;B 9ECKD; :? �;H=7CE� $ :E9KC;DJ?
C;DP?ED7J? IEDE JKJJ? E==;JJE :? 7==?EHD7C;DJE F;H?E:?9E F;H GK7DJE H?�
=K7H:7�B;�FH?EH?JS�;�=B?�E8?;JJ?L?�?D�;II?�:;<?D?J?�
MMM�9ECKD;�8;H=7CE�?J
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&;�9ED:?P?ED?�78?B?J7DJ? a *H?D9?F?E�����;<?D?H;�B;�H;IFEDI78?B?JS�;�B7
governance H;B7J?L7�7B�9?9BE�:?�=;IJ?ED;�:;BB7 performance�

Criterio 1.3 Condividere a livello di vertice politico ed
amministrativo le responsabilità relative alla
definizione ed al raggiungimento dei risultati
dell’amministrazione
&7 performance 9>; B\7CC?D?IJH7P?ED; C?IKH7 7JJH7L;HIE ?B
F?7DE ; H;D:?9EDJ7 7JJH7L;HIE B7 H;B7P?ED;
 T ?B <HKJJE :? KD
FHE9;IIE :;9?I?ED7B; 9ED:?L?IE JH7 L;HJ?9; FEB?J?9E ; L;HJ?9;
7CC?D?IJH7J?LE� .7B; FHE9;IIE :;9?I?ED7B; 9ED:K9; 7 KD ?D�
:?H?PPE ;DJHE ?B GK7B; I? 9EBBE97DE =B? E8?;JJ?L? IJH7J;=?9?�
&\7CC?D?IJH7P?ED; FED; ?D ;II;H; JKJJ; B; 7P?ED? D;9;II7H?;
F;H 7JJK7H; =B? E8?;JJ?L? IJH7J;=?9? ILEB=;D:E 7B J;CFE IJ;IIE
B; IK; 7JJ?L?JS :? 7CC?D?IJH7P?ED; ; I;HL?P?E� !;HC? H;IJ7D:E
? FH?D9?F? :? I;F7H7P?ED; JH7 FEB?J?97 ;: 7CC?D?IJH7P?ED;

B\7CC?D?IJH7P?ED; D;B IKE 9ECFB;IIE H?IFED:; :;BB\?DI?;C;
:;? H?IKBJ7J? FHE:EJJ? F;HI;=K;D:E =B? E8?;JJ?L? IJH7J;=?9? ; =B?
E8?;JJ?L? :? =;IJ?ED;
 :7B CEC;DJE 9>; DED T F;DI78?B; 9>;
? :K; L;HJ?9? ;: ? :K; EH:?D? :? E8?;JJ?L? I?7DE ?D 9ED<B?JJE�
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$B 9H?J;H?E H?9>?7C7 :KDGK; KD7 9ED:?P?ED; :? KD?J7H?;JS
:;BB\7CC?D?IJH7P?ED;�

/D 7IF;JJE H?B;L7DJ; D;BB\;IF;H?;DP7 :? IL?BKFFE :;B I?IJ;C7 :? C?IKH7�
P?ED; ; L7BKJ7P?ED; :;BB7 performance :;B 9ECKD; :? 0;HED7 T IJ7JE
B\;C;H=;H; :? 9ECF;J;DP; D;BB7 =;IJ?ED; EH?PPEDJ7B; :;? FHE9;II? ; :? B7�
LEHE 9EBB;=?7B; :7 F7HJ; :;? :?H?=;DJ? ; :;? BEHE :?H;JJ? 9EBB78EH7JEH?� $B F;H�
9EHIE 7JJK7JE :7BB\7CC?D?IJH7P?ED; >7 :7JE CE:E :? ?DD;I97H; :?D7C?9>;
9EBB78EH7J?L; ; H;D:;H; ;L?:;DJ? 97F79?JS FHE<;II?ED7B? ; :? leadership

9>; DED 7L;L7DE 7LKJE CE:E :? ;IFH?C;HI? ?D FH;9;:;DP7� &E IL?BKFFE
:? J7B? 9ECF;J;DP; 9EIJ?JK?I9; KD7 9ED:?P?ED; <ED:7C;DJ7B; F;H KD7 =;�
IJ?ED; 7<<?:7J7 7 IJHKC;DJ? F?X CE:;HD? 9EC; GK;BB? C;II? ?D 97CFE :7B�
B7 H?<EHC7� .7B; 9ED:?P?ED; FKW F;H7BJHE H?L;B7HI? ?D;<<?979; I; DED T 79�
9ECF7=D7J7 :7 ?:ED;? 97C8?7C;DJ? EH=7D?PP7J?L? 9>; 9EDJH?8K?I97DE 7
IL?BKFF7H; 97F79?JS :? ?DJ;=H7P?ED; ?DJ;H�<KDP?ED7B;
 ; 7CFB?DE BE IF;JJHE
:;BB;�9ECF;J;DP;�;�:;BB;�FHE<;II?ED7B?JS�:?IFED?8?B?�
MMM�9ECKD;�L;HED7�?J
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&;�9ED:?P?ED?�78?B?J7DJ? a *H?D9?F?E�����;<?D?H;�B;�H;IFEDI78?B?JS�;�B7
governance H;B7J?L7�7B�9?9BE�:?�=;IJ?ED;�:;BB7 performance�

Criterio 1.4 Identificare in appositi documenti le
responsabilità relative al ciclo di gestione della
performance
$B 9H?J;H?E <7 :7 9EHEBB7H?E 7B FH;9;:;DJ; ;: ?:;DJ?<?97
 ?D 7F�
FEI?J? :E9KC;DJ?
 B\;IFB?9?J7P?ED; :;? HKEB? ; :;BB; H;IFEDI78?�
B?JS <EHC7B? :;=B? EH=7D? :;BB\7CC?D?IJH7P?ED; ; :? JKJJ? ? IE=�
=;JJ? 9E?DLEBJ? D;BB7 =;IJ?ED; :;B 9?9BE :;BB7 performance�
&\;IFB?9?J7P?ED; <EHC7B; :? J7B? H;IFEDI78?B?JS DED I? H?<;H?I9;
?D F7HJ?9EB7H; 7B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7
performance C7 H?=K7H:7 B\?DJ;HE 9?9BE :? =;IJ?ED; :;BB7 per-

formance� $B FEHJ7JE DEHC7J?LE ?D J7B I;DIE <EHD?I9;
KD\?DGK7:H7JKH7 :? H?<;H?C;DJE :7BB7 GK7B; DED T FEII?8?B; FH;�
I9?D:;H; C7 :? F;H IU DED ;I7KH?I9; ? FHE<?B? :? H;IFEDI78?B?JS�
$:;DJ?<?97H; B; H;IFEDI78?B?JS F;H J7B? ;B;C;DJ?
 C7=7H? 9ED H?<;�
H?C;DJ? 7D9>; 7B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED;
 T KJ?�
B; 7D9>; 7B <?D; :? 9>?7H?H; 9>; ?B I?IJ;C7 :? C?IKH7P?ED; DED
T KDE IJHKC;DJE J;9D?9E 7<<?:7JE 7: KD7 7HJ?9EB7P?ED; EH=7�
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D?PP7J?L7 C7 KDE IJHKC;DJE C7D7=;H?7B; :?<<KIE JH7 JKJJ? 9E�
BEHE 9>; EF;H7DE 7BB\?DJ;HDE :;BB\7CC?D?IJH7P?ED; ;
 F;H 9;HJ?
7IF;JJ?
 7F;HJE 7D9>; 7? IE==;JJ? 9>; I? 9EBBE97DE 7B :? <KEH?
:;BB\7CC?D?IJH7P?ED;�

&7 B?D;7 :? H;IFEDI78?B?JS :;B 9ECKD; :? ,;==?E  C?B?7 T :;<?D?J7 ?D CE:E
9>?7HE ; FH;9?IE� -EDE ?:;DJ?<?97J; B; 7H;; :? ?DJ;HL;DJE :;B 9ECKD; ; B;
H;IFEDI78?B?JS :? 9?7I9KD :?H?=;DJ; :? B?D;7 7D9>; 7JJH7L;HIE B7 H7FFH;�
I;DJ7P?ED; =H7<?97 F;H C;PPE :;BB\EH=7D?=H7CC7 :;BB7 IJHKJJKH7 7CC?�
D?IJH7J?L7� $DEBJH;
 B7 9EBB;=?7B?JS :;BB7 B?D;7 :? H;IFEDI78?B?JS T =7H7DJ?J7
=H7P?; 7BB7 9ED<;H;DP7 :;? :?H?=;DJ?� &; <KDP?ED? :? GK;IJE EH=7DE 9EBB;�
=?7B; IEDE I?7 :? J?FE 9EDIKBJ?LE I?7 FHEFEI?J?LE ?D H;B7P?ED; 7BB\7II;JJE EH�
=7D?PP7J?LE :;B B7LEHE ;
 F?X ?D =;D;H7B;
 7BB; FHE8B;C7J?9>; :? 97H7JJ;H;
JH7IL;HI7B;�:;BB\;DJ;�
&; H;IFEDI78?B?JS D;BB\;DJ; IEDE FH;I;DJ? D;B H;=EB7C;DJE
IKBB\EH:?D7C;DJE =;D;H7B; :;=B? K<<?9? ; :;? I;HL?P? 
 9EIV 9EC;
D;BB\EH=7D?=H7CC7 :;BB\;DJ;
 9>; ?:;DJ?<?97DE F;H 9?7I9KD HKEBE
 :?H;JJEH;
=;D;H7B;
 :?H;JJEH? :\7H;7
 :?H?=;DJ? ; FEI?P?ED? EH=7D?PP7J?L; 9>?7H; 9EC�
F;J;DP; ; H;IFEDI78?B?JS� �: ;II?
 ?B F?7DE =;D;H7B; :? -L?BKFFE 7JJH?8K?�
I9; E8?;JJ?L? :? H?IKBJ7JE :7 H7==?KD=;H; :? 97H7JJ;H; IJH7J;=?9E
 C;DJH;
?B * " 7JJH?8K?I9; BEHE E8?;JJ?L? :? H?IKBJ7JE :? 97H7JJ;H; =;IJ?ED7B; KD?J7�
C;DJ;�7BB;�H?IEHI;�F;H�H7==?KD=;H;�J7B?�E8?;JJ?L?�
�D9EH7 KD7 LEBJ7 ?B H;=EB7C;DJE IKBB\EH:?D7C;DJE =;D;H7B; :;=B? K<<?9? ;
:;? I;HL?P? ?:;DJ?<?97 ?B HKEBE ; B; H;IFEDI78?B?JS F;H ? :?H?=;DJ? :? KD?JS :?
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FHE=;JJE ; ?B HKEBE ; B; H;IFEDI78?B?JS :;? :?H?=;DJ? F;H B; 7JJ?L?JS 9EDJ?�
DK7J?L; :;BB\;DJ;� -? IEJJEB?D;7 ?B <7JJE 9>; ?B 9ECKD; :? ,;==?E  C?B?7 >7
ILEBJE 7D9>; KD\7D7B?I? 7FFHE<ED:?J7 F;H :;J;HC?D7H; GK7B? I?7DE B; 9EC�
F;J;DP; C7D7=;H?7B? ; J;9D?9>; D;9;II7H?; F;H H?9EFH?H; IF;9?<?9? ?D97H?�
9>? 7BB\?DJ;HDE :;BB\;DJ;� )BJH; 7 9?W
 E=D? 7DDE L?;D; ILEBJ7 KD7 L7BKJ7�
P?ED; :;B :?H?=;DJ; F;H L;H?<?97H; B\7:;=K7J;PP7 :;BB; 9ECF;J;DP; D;9;I�
I7H?; 7 H?9EFH?H; GK;BB7 :;J;HC?D7J7 FEI?P?ED; ?D9?:;D:E
 JH7 B\7BJHE
 7D�
9>; IKBB\?D:;DD?JS :? FEI?P?ED; 7? <?D? :;B I?IJ;C7 FH;C?7DJ; ; H;JH?8KJ?LE
:;BB\;DJ;�
MMM�CKD?9?F?E�H;�?J

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&;�9ED:?P?ED?�78?B?J7DJ? a *H?D9?F?E�����;<?D?H;�B;�H;IFEDI78?B?JS�;�B7
governance H;B7J?L7�7B�9?9BE�:?�=;IJ?ED;�:;BB7 performance�

Criterio 1.5 Condividere con cittadini e altri portatori
di interesse la definizione delle priorità
dell’amministrazione e le modalità di valutazione
circa il livello di attuazione degli obiettivi
�E?DLEB=;H; =B? stakeholder D;BB7 <7I; :? :;<?D?P?ED; :;=B? ?D:?�
H?PP? ; :;BB; IJH7J;=?; 9EIJ?JK?I9; KD ;B;C;DJE :? H7<<EHP7C;D�
JE :;? FHE9;II? :;9?I?ED7B? ; :;BB7 F7HJ;9?F7P?ED;� �? <?D? :;B�
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B7 FHE=;JJ7P?ED; :;B I?IJ;C7 :? C?IKH7P?ED; ?B 9H?J;H?E H?9>?7�
C7 B\?CFEHJ7DP7 9>; B\7CC?D?IJH7P?ED; ?:;DJ?<?9>? ; 9ED:?L?:7
9ED 9?JJ7:?D? ; 7BJH; 97J;=EH?; :? stakeholder
 =B? ?D:?97JEH? 7J�
JH7L;HIE ? GK7B? I7HS FE? CED?JEH7JE ?B B?L;BBE :? 7JJK7P?ED; :;B�
B; FH?EH?JS IJH7J;=?9>; ?:;DJ?<?97J;� -; GK;IJ7 9ED:?L?I?ED; DED
I? 9ECF?;
 B\?CF?;=E ex post :? ?D:?97JEH? 7B <?D; :? H;D:?9ED�
J7H; ?B B?L;BBE :? 7JJK7P?ED; :;=B? E8?;JJ?L? FKW H?IKBJ7H; E==;J�
JE :? 9EDJ;IJ7P?ED; E <H7?DJ;D:?C;DJ?� �B 9EDJH7H?E
 B7 9ED:?L?�
I?ED; ?D <7I; :? :;<?D?P?ED; :;BB; FH?EH?JS :7 KD B7JE IKFFEHJ7
F;H9EHI? :? F7HJ;9?F7P?ED; 87I7J? IK KD B?D=K7==?E 9ED:?L?IE

:7BB\7BJHE ;IFB?9?J7 ?B 9EBB;=7C;DJE JH7 E8?;JJ?L? IJH7J;=?9? ; 7P?E�
D?�9>;�B\7CC?D?IJH7P?ED;�FKW�9ECF?;H;�
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&;�9ED:?P?ED?�78?B?J7DJ? a *H?D9?F?E�����;<?D?H;�B;�H;IFEDI78?B?JS�;�B7
governance H;B7J?L7�7B�9?9BE�:?�=;IJ?ED;�:;BB7 performance�

Criterio 1.6 Rendere disponibili agli organi di vertice
politico ed amministrativo informazioni relative al
grado di attuazione delle strategie che gli stessi
possano impiegare nei propri processi decisionali
�<<?D9>U ?B I?IJ;C7 :? C?IKH7P?ED; 7IIKC7 KD7 KJ?B?JS F?;D7 T
?CFEHJ7DJ; 9>; =B? ;B;C;DJ? 9>; BE 9ECFED=EDE
 =B? ?D:?97JE�
H? ;: ? H;B7J?L? L7BEH?
 I?7DE FEHJ7J? 7 9EDEI9;DP7 :;? IE==;JJ?
FEB?J?9? 7B L;HJ?9; :;BB\7CC?D?IJH7P?ED;� .7B; ;I?=;DP7 I? B;=7
DED J7DJE 7BB7 FEII?8?B?JS 9>; ? FHE9;II? :;9?I?ED7B? FEB?J?9? I?7�
DE <ED:7J? IK :7J? ; H?IKBJ7DJ? :;H?L7DJ? :7 KD\7D7B?I? J;9D?97
E C7D7=;H?7B; :;=B? ?D:?97JEH?� R ?D<7JJ? <?I?EBE=?9E 9>; ?B FHE�
9;IIE :;9?I?ED7B; FEB?J?9E I?7 <ED:7JE IK KD7 FBKH7B?JS :? ;B;�
C;DJ?� �?W 9>; 7B 9EDJH7H?E H?B;L7 T 9>; B; :;9?I?ED?
 KD7 LEB�
J7 7IIKDJ;
 FEII7DE JHEL7H; KD7 JH7:KP?ED; ?D J;HC?D? GK7D�
J?J7J?L? 9>; H;D:; C?IKH78?B; B7 BEHE 7JJK7P?ED;� /D I?IJ;C7 :?
C?IKH7P?ED; <HK?8?B; 7=B? EH=7D? :? L;HJ?9; FEB?J?9E 7CC?D?IJH7�
J?LE 7?KJ7 GK?D:? 7 JH7:KHH; :;J;HC?D7J; I9;BJ; ?D target 7II;�
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=D78?B? 7: ?D:?97JEH? ;
 :7B CEC;DJE 9>; ?B I?IJ;C7 :? C?IKH7�
P?ED; DED 9ECFH;D:; IEBE B7 :?C;DI?ED; IJH7J;=?97 C7 7D�
9>; GK;BB7 :;BB; 7JJ?L?JS ; :;? I;HL?P?
 9EDI;DJ; :? H7FFH;I;D�
J7H; ex ante ; L7BKJ7H; ex post B; 9EDI;=K;DP; :? KD7 :;�
J;HC?D7J7 :;9?I?ED; H?IF;JJE 7BB7 performance EH=7D?PP7J?L7
:;BB\7CC?D?IJH7P?ED;�

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&;�9ED:?P?ED?�78?B?J7DJ?

Principio 2. Rafforzare il sistema di controllo e
programmazione e integrare linee strategiche,
priorità e obiettivi operativi

&\7JJ?JK:?D; :;BB\7CC?D?IJH7P?ED; 7 ?D:?L?:K7H; B; FHEFH?; FH?E�
H?JS ?D :E9KC;DJ? :? ?D:?H?PPE GK7B? B; B?D;; FHE=H7CC7J?9>;
:;BB7 =?KDJ7 :ELH;88; ?DD;I97H; KD C;997D?ICE :? :?IJH?8K�
P?ED; :;BB; H;IFEDI78?B?JS BKD=E B7 IJHKJJKH7 EH=7D?PP7J?L7� &E
IJHKC;DJE 7JJH7L;HIE ?B GK7B; H;7B?PP7H; J7B; :?IJH?8KP?ED; IE�
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DE ? I?IJ;C? :? FHE=H7CC7P?ED; ; 9EDJHEBBE 9>; I? 9ED9H;J?P�
P7DE
 D;B 97IE :;BB; 7CC?D?IJH7P?ED? BE97B?
 D;BB7 ,**
 D;B 8?�
B7D9?E FH;L;DJ?LE
 D;B * " ; D;B F?7DE :;=B? E8?;JJ?L?� +K;�
IJ? GK7JJHE :E9KC;DJ? 9ED<?=KH7DE
 7BC;DE FEJ;DP?7BC;DJ;

KD I?IJ;C7 :? E8?;JJ?L? :;<?D?J? 7 B?L;BBE IJH7J;=?9E ;: EF;H7J?LE
9>; 9EDI;DJ; :? ?D:?H?PP7H; ;: EH?;DJ7H; B\?DJ;H7 7CC?D?IJH7�
P?ED; IEBE 7 9ED:?P?ED; :? ;II;H; 9E;H;DJ;� $ 9H?J;H? :? I;=K?JE
;L?:;DP?7J? :;<?D?I9EDE =B? ;B;C;DJ? BKD=E ? GK7B? L7BKJ7H; J7B;
9E;H;DP7�
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&;�9ED:?P?ED?�78?B?J7DJ? a *H?D9?F?E����,7<<EHP7H;�?B�I?IJ;C7�:?�9ED�
JHEBBE�;�FHE=H7CC7P?ED;�;�?DJ;=H7H;�B?D;;�IJH7J;=?9>;
�FH?EH?JS�;�E8?;JJ?L?
EF;H7J?L?�

Criterio 2.1 Approvare i documenti di
programmazione entro le scadenze definite per legge
ed impiegare gli strumenti di programmazione e
controllo per verificare l’andamento
dell’amministrazione
$B 9H?J;H?E FED; ?D 9EHH;B7P?ED; <H7 BEHE :K; ;B;C;DJ? IEBE 7F�
F7H;DJ;C;DJ; :?IJ7DJ? ; 9?ET B7 J;CF;IJ?L?JS ; B\?CF?;=E :;?
:E9KC;DJ? :? FHE=H7CC7P?ED;� &\7FFHEL7P?ED; ;DJHE B; I97�
:;DP; FH;L?IJ; DEHC7J?L7C;DJ; :;? :E9KC;DJ? IEFH7 H?9>?7�
C7J?
 IJ7DJ; B\7JJK7B; I?IJ;C7 :? <?D7DP7 :;H?L7J7 FHEFH?7 :;BB;
7CC?D?IJH7P?ED? BE97B?
 T KD 7997:?C;DJE 9>; I? L;H?<?97 9ED
KD7 9;HJ7 H7H?JS� &; H7=?ED? IEDE B;=7J; 7: ;B;C;DJ? :? ?D9;H�
J;PP7 9>; H;D:EDE ?CFEII?8?B; 7FFHEL7H; :E9KC;DJ? <EHC7�
B?� .7B; H?J7H:E I? 799ECF7=D7 F;HW 7D9>; 7 H?J7H:? 9>; 9ED�
9;HDEDE ? FHE9;II? :;9?I?ED7B? ; B7 :;<?D?P?ED; :;BB; FH?EH?JS
:7 F7HJ; :;=B? EH=7D? :? L;HJ?9; FEB?J?9E 7CC?D?IJH7J?LE� $ :E�
9KC;DJ? :? FHE=H7CC7P?ED; >7DDE ?B 9ECF?JE :? H7FFH;I;DJ7�
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H; J7B; FH?EH?JS ; I? FEIIEDE 87I7H; IK ;B;C;DJ? :? ?D9;HJ;P�
P7 I;DP7 9>; GK;IJE ?CF;:?I97 B7 BEHE :;<?D?P?ED;� �B 9EDJH7�
H?E
 B7 :;<?D?P?ED; :;BB; FH?EH?JS <7LEH?I9; FHEFH?E B\7IIKDP?ED;
:? :;9?I?ED? ?D FH;I;DP7 :? ;B;C;DJ? :? ?D9;HJ;PP7 F;H9>U 9ED�
I;DJ;
 F;H ;I;CF?E 7 <HEDJ; :? H?J7H:? F;H GK7DJE 9ED9;HD; B7
:;J;HC?D7P?ED; :;BB\;DJ?JS :? H?IEHI; :?IFED?8?B?
 :? L;BE9?PP7H;
?�FHE9;II?�:;9?I?ED7B?�KD7�LEBJ7�9>;�?�:7J?�I?7DE�:?L;DJ7J?�9;HJ?�
�FF7H; ?D J7B I;DIE D;9;II7H?E FKDJ7H; B\7JJ;DP?ED;
IKBB\?CFEHJ7DP7 9>; B\;DJ; H?;I97 7 :;<?D?H; ;B;C;DJ? :;BB7 FHE�
FH?7 FHE=H7CC7P?ED; ?D J;CFE KJ?B; 7 IKFFEHJ7H; B7 =;IJ?ED;
; :KDGK; ;DJHE ? FH?C? C;I? :;BB\7DDE
 ;L?J7D:E 9>; ? :E9K�
C;DJ? 9EDJ;D;DJ? =B? E8?;JJ?L? :;BB\7CC?D?IJH7P?ED; I?7DE :;<?�
D?J? pro forma
 ?D EJJ?97 :? 7:;CF?C;DJE E GK7D:E EHC7? B7 BE�
HE KJ?B?JS H;I?:K7 T B?C?J7J7� /D 7FFHE99?E KJ?B; ?D J7B; :?H;P?ED;
7FF7H; GK;BBE :? IL?BKFF7H; ? :E9KC;DJ? :? FHE=H7CC7P?ED;

;: ?D F7HJ?9EB7H; ?B F?7DE :;BB7 performance KD?<?97JE EH=7D?�
97C;DJ; 7B * "
 ?D :K; CEC;DJ? :?IJ?DJ?� &\7CC?D?IJH7P?ED;
FKW ?D<7JJ? ?D?P?7BC;DJ; :;<?D?H; KDE I9>;C7 :? H?<;H?C;DJE
F;H ?B F?7DE :;BB7 performance � * "
 ;DJHE ? FH?C? C;I?
:;BB\7DDE
 9>; FH;L;:7 B\7HJ?9EB7P?ED; :;=B? E8?;JJ?L? IJH7J;=?9?
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IK KD EH?PPEDJ; J;CFEH7B; JH?;DD7B; ; B7 :;<?D?P?ED; JH7C?J;
?D:?97JEH? :;=B? IJ7D:7H: :? GK7B?JS 7JJ;I? F;H ? I;HL?P?
:;BB\7CC?D?IJH7P?ED; ; :;? IE==;JJ? ;IJ;HD? ;HE=7JEH? :? I;HL?P?
F;H 9EDJE :;BB\7CC?D?IJH7P?ED; �F7HJ;9?F7J;
 GKEJ7J;
 7BJH?
IE==;JJ?�� .7B; I9>;C7 :? H?<;H?C;DJE I? H;D:; F7HJ?9EB7HC;DJ;
D;9;II7H?E ?D GK;=B? ;I;H9?P? D;? GK7B? B\7CC?D?IJH7P?ED; FH;�
L;:; 9>; B7 FH;:?IFEI?P?ED; ; B\7FFHEL7P?ED; :;B 8?B7D9?E FH;�
L;DJ?LE 7LL;HH7DDE J7H:?L7C;DJ;
 7: ;I;CF?E EBJH; ?B FH?CE
JH?C;IJH;� -K99;II?L7C;DJ;
 7 I;=K?JE :;BB\7FFHEL7P?ED; :;B
8?B7D9?E
 B\7CC?D?IJH7P?ED; 9ECFB;J7 B7 FH;:?IFEI?P?ED; :;B
F?7DE :;BB7 performance � * " C;:?7DJ; B7 :;<?D?P?ED; :?
E8?;JJ?L? EF;H7J?L? ; B\7JJH?8KP?ED; :;=B? IJ;II? ; :;BB; H?IEHI; 7
:?H?=;DJ?�;�F;HIED7B;�

$B 9ECKD; :? �;H=7CE <7 H?9EHIE ?D CE:E ?DJ;=H7JE ; I?IJ;C7J?9E 7 ?D:?�
97JEH? 9EDJ;DKJ? D;B I?IJ;C7 :? C?IKH7P?ED; :;BB7 performance F;H IKF�
FEHJ7H; B; 7JJ?L?JS :? 9EDJHEBBE :? =;IJ?ED; ; FHE=H7CC7P?ED; :;=B? E8?;J�
J?L? IJH7J;=?9? ; :;=B? E8?;JJ?L? EF;H7J?L?� (;BB7 <7JJ?IF;9?;
 ?D<7JJ?
 ?B 9ED�
JHEBBE IJH7J;=?9E
 ?B 9EDJHEBBE :? =;IJ?ED; ; ?B 9EDJHEBBE :? H;=EB7H?JS 7C�
C?D?IJH7J?LE ; 9EDJ78?B;
 CED?JEH7DE KD7 I;H?; :? ?D:?97JEH? :? C?IKH7�
P?ED; :;BB7 performance B;=7J? 7 E8?;JJ?L? IJH7J;=?9? ; 7 E8?;JJ?L? =;IJ?E�
D7B?� $DEBJH; GK;IJ? JH; IE==;JJ? =7H7DJ?I9EDE ; CED?JEH7DE ?B 8KED <KD�
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P?ED7C;DJE ; 7D:7C;DJE :;BB\7CC?D?IJH7P?ED;� "B? ?D:?97JEH? IEDE FH;�
I;DJ? D;? :E9KC;DJ? IJH7J;=?9? ; =;IJ?ED7B?
 GK7B? B7 ,**
 * " ; ?B F?7�
DE :;JJ7=B?7JE :;=B? E8?;JJ?L?� (ED IEBE
 ?B 9EDJHEBBE :? =;IJ?ED; IEJJEFE�
D; I;C;IJH7BC;DJ; 7BB\7JJ;DP?ED; :;BB\EH=7DE FEB?J?9E�7CC?D?IJH7J?LE re-

port IKBB\7L7DP7C;DJE :;BB; 7JJ?L?JS :;BB\;DJ;� *7H7BB;B7C;DJ; 7BBE IJ7JE :?
7L7DP7C;DJE ?DJ;HC;:?E ?B 9EDJHEBBE :? =;IJ?ED; H;D:; :?IFED?8?B; 7BB\)$0
B\7KJEL7BKJ7P?ED; :;? :?H?=;DJ?
 ?B 9K? H?I9EDJHE L?;D;
 7 IK7 LEBJ7
 H;IE :?�
IFED?8?B;�7BB7�=?KDJ7�9ECKD7B;�
$B 9ECKD; >7 7FFHEL7JE KD :E9KC;DJE :;DEC?D7JE H;=EB7C;DJE :? EH=7�
D?PP7P?ED; Y $B 9?9BE :;BB7 performance 9>; ;IFB?9?J7 ?B 9?9BE :;BB7 perfor-

mance ; H799EH:7 ? :?L;HI? :E9KC;DJ? :? FHE=H7CC7P?ED; 7JJK7BC;DJ; ?D
KIE� $D F7HJ?9EB7H;
 ?B :E9KC;DJE ;IFB?9?J7 ?D 9>; CE:E IEDE EH=7D?PP7J;
B; :?L;HI; F7HJ? :;B 9?9BE :;BB7 performance� �;BB\7HJ?9EB7P?ED; :;B F?7DE
I? T :7JE 7CF?E H?B?;LE D;B I;9ED:E F7H7=H7<E :;B FH;I;DJ; :E9KC;DJE�
�FF;D7 ?B F?7DE :;BB7 performance I7HS IJ7JE 7FFHEL7JE :7BB7 =?KDJ7 9E�
CKD7B;
 ?B :E9KC;DJE I7HS FK88B?97JE ; H;IE :?IFED?8?B; IKB FEHJ7B; ?IJ?�
JKP?ED7B;�:;B�9ECKD;�
MMM�9ECKD;�8;H=7CE�?J
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&;�9ED:?P?ED?�78?B?J7DJ? a *H?D9?F?E����,7<<EHP7H;�?B�I?IJ;C7�:?�9ED�
JHEBBE�;�FHE=H7CC7P?ED;�;�?DJ;=H7H;�B?D;;�IJH7J;=?9>;
�FH?EH?JS�;�E8?;JJ?L?
EF;H7J?L?�

Criterio 2.2 Identificare il profilo di accountability dei
soggetti cui sono affidati obiettivi
dell’amministrazione
-; ?B I?IJ;C7 :? FHE=H7CC7P?ED; ; 9EDJHEBBE :?IJH?8K?I9;
7BB\?DJ;HDE :;BB\EH=7D?PP7P?ED; =B? E8?;JJ?L? 9>;
B\7CC?D?IJH7P?ED; I? T :7J7
 :?L;DJ7 7BBEH7 ?CFEHJ7DJ; 9>;
7BB\?DJ;HDE :;BB\EH=7D?PP7P?ED; I?7 IJ7J7 <EHC7B?PP7J7 KD7 :?�
IJH?8KP?ED; :;BB; H;IFEDI78?B?JS ?D J;HC?D? :? 9ECF?J?
 <KDP?ED?

E8?;JJ?L? ; H?IEHI;� $B F?7DE :;? 9;DJH? :? H;IFEDI78?B?JS 9EIJ?JK?�
I9; KDE IJHKC;DJE KJ?B; 7 J7B <?D; 7 9ED:?P?ED; 9>; DED I?7
?DJ;HFH;J7JE 9EC; KD7 H?=?:7 :?IJ?DP?ED; :? HKEB? 9>; :;B?C?�
J7 =B? 7C8?J? :? H;IFEDI78?B?JS� *?KJJEIJE
 7JJH7L;HIE ?B F?7DE I?
9ED:?L?:EDE 7BB\?DJ;HDE :;BB\7CC?D?IJH7P?ED; ? F;H?C;JH? :? ac-

countability :? 9?7I9KD7 FEI?P?ED; ; I? ?:;DJ?<?97DE
 EBJH; 7BB7
JH7:?P?ED7B; 9ECFED;DJ; :? H;IFEDI78?B?JS :?H;JJ7
 7BJH? HKEB? :?
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9EBB78EH7P?ED; ; 9EEH:?D7C;DJE B;=7J? 7 FHE=;JJ?
 E8?;JJ?L? ;
FHE9;II?�JH7IL;HI7B?�
/D I;9ED:E 7IF;JJE ;L?:;DP?7JE :7B 9H?J;H?E ?:;DJ?<?97JE >7 7
9>; <7H; 9ED ?B HKEBE 9>; ? IE==;JJ? H;IFEDI78?B? :;? :?L;HI?
�;DJH? :? H;IFEDI78?B?JS FEIIEDE ILEB=;H;� (ED I? ?DJ;D:; GK?
7<<;HC7H; 9>; KD 7FFHE99?E I?7 C?=B?EH; :;BB\7BJHE C7 9>; T
?CFEHJ7DJ; 9>; B\7CC?D?IJH7P?ED; I?7 9EDI7F;LEB; ; :KDGK;
788?7 :;<?D?JE I; B\7FFHE99?E 9>; I;=K; T 9EDJH7::?IJ?DJE :7
KD ;B;L7JE E :7 KD B?C?J7JE B?L;BBE :? 9E?DLEB=?C;DJE :;? H;�
IFEDI78?B?� .7B; B?L;BBE :? 9E?DLEB=?C;DJE F;H7BJHE DED H?=K7H:7
IEBJ7DJE B\?:;DJ?<?97P?ED; :;=B? E8?;JJ?L? 9>; B\7CC?D?IJH7P?ED;
?DJ;D:; F;HI;=K?H; C7 7D9>; B\?:;DJ?<?97P?ED; :;=B? ?D:?97JEH?�
+K;IJE I;9ED:E 7IF;JJE H?IKBJ7 :? F7HJ?9EB7H; ?CFEHJ7DP7 :7B
CEC;DJE 9>;
 I;88;D; 7FF7?7 9ECFH;DI?8?B; KD7 JH7IC?I�
I?ED; top down :;=B? E8?;JJ?L?
 H?IKBJ7
 ?DL;9;
 ;II;H; F?X 9H?J?�
97 B\?CFEI?P?ED; :? ?D:?97JEH? ; F?X ?D =;D;H7B; :? KD I?IJ;C7
:? C?IKH7P?ED; :;B B?L;BBE :? H7==?KD=?C;DJE :;=B? E8?;JJ?L?� $
I?IJ;C? :? FHE=H7CC7P?ED; ; 9EDJHEBBE :;LEDE ;II;H; GK?D:?
FHE=;JJ7J? ?D CE:E J7B; 9>; IK=B? ?D:?97JEH? ?CF?;=7J? 9? I?7 B7
FEII?8?B?JS :? KD H?I9EDJHE ?D J;HC?D? :? <KDP?ED7B?JS ; L7B?:?JS
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:;=B? IJ;II? :7 F7HJ; :? 9EBEHE 9>; IEDE H;IFEDI78?B? :;B H7=�
=?KD=?C;DJE�:;=B?�E8?;JJ?L?�

$B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance :;B 9ECKD;
:? �H;PPE IJ78?B?I9; KD 9EBB;=7C;DJE JH7 '79HE<KDP?ED? Y !KDP?ED? Y I;H�
L?P? Y FHE9;II? ;: 7JJ?L?JS �9>; J?;D; 9EDJE 7D9>; :? ;L;DJK7B? FHE=;JJ? 7
IKFFEHJE�
 ?D CE:E 9>; E8?;JJ?L? ;: ?D:?97JEH? 7II;=D7J? 7 9?7I9KD ;B;�
C;DJE�:;BB7�C7FF7�I?7DE�?D�9EHH;B7P?ED;�JH7�BEHE�
�E;H;DJ;C;DJ; 7B CE:;BBE :? C?IKH7P?ED; ; L7BKJ7P?ED; 7:EJJ7JE
 ?B 9E�
CKD; :? �H;PPE >7 :;<?D?JE KD7 C7FF7 :;? 9;DJH? :? H;IFEDI78?B?JS ; >7
JH799?7JE B7 H;B7P?ED; JH7 9;DJH? :? H;IFEDI78?B?JS ; 7JJ?L?JS �I;HL?P?� ;
 IK9�
9;II?L7C;DJ;
 I;B;P?ED7JE =B? ?D:?97JEH? :? FH;IJ7P?ED; F?X EFFEHJKD? F;H
? I?D=EB? 9;DJH? :? H;IFEDI78?B?JS� *;H E=D? I;HL?P?E T IJ7J7 ?DEBJH; FH;L?�
IJ7 B\?DJHE:KP?ED; :? KD CE:;BBE :? C?IKH7P?ED; CKBJ?:?C;DI?ED7B; 9>; J;�
D;II; 9EDJE
 EBJH; 9>; :;BB\;<<?9?;DP7
 7D9>; :;BB\;<<?979?7
 B7 J;CF;IJ?L?�
JS
�B\799;II?8?B?JS
�B7�JH7IF7H;DP7�;�B7�97F79?JS�:?�H7II?9KH7P?ED;�
MMM�9ECKD;�7H;PPE�?J
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&;�9ED:?P?ED?�78?B?J7DJ? a *H?D9?F?E����,7<<EHP7H;�?B�I?IJ;C7�:?�9ED�
JHEBBE�;�FHE=H7CC7P?ED;�;�?DJ;=H7H;�B?D;;�IJH7J;=?9>;
�FH?EH?JS�;�E8?;JJ?L?
EF;H7J?L?�

Criterio 2.3 Predisporre periodicamente report
destinati al vertice politico ed amministrativo che
forniscono indicazioni circa il livello di
raggiungimento degli obiettivi programmati a livello
strategico e di gestione
&7 FH;L?I?ED; :? KD I?IJ;C7 :? CED?JEH7==?E ?DJ;HDE
 H;B7J?LE
?D F7HJ?9EB7H; 7=B? E8?;JJ?L?
 9EIJ?JK?I9; KD7 9ED:?P?ED; <ED:7�
C;DJ7B; F;H9>U ?B I?IJ;C7 :? FHE=H7CC7P?ED; 9EDI;DJ7 :?
H;7B?PP7H; KD 9EDJHEBBE :;BB\7CC?D?IJH7P?ED;� &E I<EHPE :? :;�
<?D?P?ED; :;=B? E8?;JJ?L? DED FKW ?D<7JJ? ;I7KH?HI? ?D <7I; :? FHE�
=H7CC7P?ED; I;DP7 7JJ?L7H; KD F;H9EHIE :? 9EDJHEBBE 9EDJ;C�
FEH7D;E 7BB7 IJ;II7 =;IJ?ED;�  B;C;DJE KJ?B; 7 9EDI;DJ?H; J7B;
9EDJ;CFEH7D;?JS JH7 =;IJ?ED; ; 9EDJHEBBE T B\7JJH?8KP?ED; :;B�
B7 <KDP?ED; :? 9EDJHEBBE DED 7 KD7 =;D;H?97 IJHKJJKH7 EH=7D?P�
P7J?L7 C7 7=B? IJ;II? H;IFEDI78?B? :;? 9;DJH?� .7B; <KDP?ED; :?
9EDJHEBBE I? IEIJ7DP?7 D;BB\7B?C;DJ7P?ED; :;? report ; :;=B? ?D�
:?97JEH? ?D ;II? 9EDJ;DKJ?
 :7 F7HJ; :;? H;IFEDI78?B? :;? �;DJH?
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:? H;IFEDI78?B?JS ;
 D;BB\audit :? J7B? report
 :7 F7HJ; :;BB7 <KD�
P?ED; 9EDJHEBBE :? =;IJ?ED;� �?IFEHH; F;H?E:?97C;DJ; :? KD 7=�
=?EHD7C;DJE H;B7J?LE 7B B?L;BBE :? 7JJK7P?ED; :;=B? E8?;JJ?L? 9ED�
I;DJ; ?DEBJH; :? L7BKJ7H; B\7JJK7B?JS :? J7B? E8?;JJ?L? ; ?B C7DJ;�
D?C;DJE :? GK;BB7 9E;H;DP7 <H7 :?L;HI? E8?;JJ?L? 9>; :ELH;88;
;II;HI? H;7B?PP7J7 ?D <7I; :? FHE=H7CC7P?ED;� .7B? report :;�
LEDE ?DEBJH; ;II;H; H;I? :?IFED?8?B? 7=B? EH=7D? :? L;HJ?9; FEB?J?�
9E 7CC?D?IJH7J?LE ; 9?W DED =?S F;H ?DD;I97H; ?D:;8?J; ?DJHE�
C?II?ED? D;BB7 =;IJ?ED; :;=B? E8?;JJ?L? C7 F;H 9EDI;DJ?H; KD7
L7BKJ7P?ED; ?D:?F;D:;DJ; :;BB7 97F79?JS :;BB\7CC?D?IJH7P?ED;
:?�F;HI;=K?H;�=B?�E8?;JJ?L?�9>;�IEDE�IJ7J?�7II;=D7J?�

.KJJ? =B? IJHKC;DJ? :? H;D:?9EDJ7P?ED; :;B 9ECKD; :? �;H=7CE IEDE FHE�
:EJJ? I;C;IJH7BC;DJ; 9ED J;CF;IJ?L?JS ;: ?D F7HJ?9EB7H; ?B H7FFEHJE I;C;�
IJH7B; ; B7 H;B7P?ED; 7DDK7B; IEDE KJ?B?PP7J? F;H B\7==?EHD7C;DJE 7DDK7B;
:;=B? 7JJ? :? FHE=H7CC7P?ED; ?D KIE D;B 9ECKD;� (;? :E9KC;DJ? :? FHE�
=H7CC7P?ED;
 ?D F7HJ?9EB7H; D;B * "
 ?B 9ECKD; :? �;H=7CE
 ?DEBJH;
 H?�
B;L7 ; :S ;L?:;DP7 :;BB; 9H?J?9?JS ;C;HI; :KH7DJ; B7 =;IJ?ED; :;BB; 7JJ?L?�
JS 9ECKD7B?� .KJJ7L?7
 B7 H?B;L7P?ED; :;BB; 9H?J?9?JS ;C;HI; :KH7DJ; B7 =;�
IJ?ED; DED I? 87I7 IKBB7 BE=?97 C7D7=;H?7B; :;BB7 H?9;H97 :;=B? ?DJ;HL;DJ?
9EHH;JJ?L? LEBJ? 7B H7==?KD=?C;DJE :;=B? E8?;JJ?L? FH;<?II7J? C7 IKBB; 97KI;

7D9>; ;IJ;HD;
 9>; DED >7DDE 9EDI;DJ?JE ?B H7==?KD=?C;DJE :;=B? E8?;J�
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J?L? :;B * "� &7 H;=?IJH7P?ED; ; B7 =;IJ?ED; :? ?D9?:;DJ?
 ;HHEH? ; H;9B7C?
T 7<<?:7J7 7BB\K<<?9?E H;B7P?ED? 9ED ?B FK88B?9E �/,*�� +K;IJ? ;L;DJ? 7LL;HI?
7BB\7P?ED; 7CC?D?IJH7J?L7 DED IEDE 9EDI?:;H7J? 9EC; IFKDJE F;H 7P?ED?
:? C?=B?EH7C;DJE :;BB\7P?ED; 7CC?D?IJH7L7 7B <?D; :? H7==?KD=;H; JKJJ? =B?
E8?;JJ?L?�:;<?D?J?�?D�I;:;�:?�FHE=H7CC7P?ED;�
MMM�9ECKD;�8;H=7CE�?J

$B 9ECKD; :? &;99E IKFFEHJ7 B7 FHEFH?7 7JJ?L?JS :? =;IJ?ED; C;:?7DJ;
KD\7JJ?L?JS :? CED?JEH7==?E GK7:H?C;IJH7B; :;=B? IJ7J? :? 7L7DP7C;DJE :;�
=B? ?DJ;HL;DJ? FHE=H7CC7J? �FKH ?D 7II;DP7 :? 7FFB?97J?L? ?D<EHC7J?9? :;:?�
97J?�� �IF;JJE :? F7HJ?9EB7H; H?B?;LE T :7JE :7BB\?DJ;=H7P?ED;
 D;B I?IJ;C7
:? CED?JEH7==?E :;B F?7DE =;D;H7B; :? -L?BKFFE :;BB\7CC?D?IJH7P?ED;
 :?
?D<EHC7P?ED? ; :7J? 9EDJ;DKJ? 7D9>; ?D 7BJH? :E9KC;DJ? I;JJEH?7B?
 ?D F7HJ?�
9EB7H; D;B F?7DE :? =EL;HDE :;B J;HH?JEH?E
 *".� &\7P?ED; :? CED?JEH7==?E
T ILEBJ7 9ED F;H?E:?9?JS 7D9>; =H7P?; 7: 7B9KD; 9ED:?P?ED? :? IEIJ;=DE
H?9ED:K9?8?B? 7BB7 FH7J?97 EHC7? 9EDIEB?:7J7 :? CED?JEH7J; =B? E8?;JJ?L?
 7BB7
FH;I;DP7 :? KD\KD?JS :;:?97J7 7B I?IJ;C7 :? FHE=H7CC7P?ED; ; 9EDJHEBBE
;:�7B�<EHJ;�9ECC?JJC;DJ�;IFH;IIE�:7B I;=H;J7H?E�=;D;H7B; ;�:7B�I?D:79E�
MMM�9ECKD;�B;99E�?J
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&;�9ED:?P?ED?�78?B?J7DJ? a *H?D9?F?E����,7<<EHP7H;�?B�I?IJ;C7�:?�9ED�
JHEBBE�;�FHE=H7CC7P?ED;�;�?DJ;=H7H;�B?D;;�IJH7J;=?9>;
�FH?EH?JS�;�E8?;JJ?L?
EF;H7J?L?�

Criterio 2.4 Integrare il sistema dei controlli a
supporto del ciclo di gestione della performance
prevedendo che gli esiti dei controlli tecnici, di
regolarità amministrativa e contabile e finanziari
costituiscano elementi a supporto della misurazione
e valutazione della performance
$B I?IJ;C7 :;? 9EDJHEBB? :;BB\7CC?D?IJH7P?ED; T 9EIJ?JK?JE :7
KD ?DI?;C; :? FHE9;II? ?D;H;DJ? :?L;HI? ;B;C;DJ?
 :7BB7 H;=E�
B7H?JS J;9D?97 7 GK;BB7 7CC?D?IJH7J?L7 ; 9EDJ78?B;
 :7BB7 =;�
IJ?ED; ?DJ;HD7 7BB7 =;IJ?ED; :;BB; F7HJ;9?F7J;
 :7BB\7JJK7P?ED;
:;BB7 IJH7J;=?7 7BB\;GK?B?8H?E <?D7DP?7H?E 9ECFB;II?LE :;BB\;DJ;�
-? JH7JJ7 :? :?L;HI? F?7D? :? 9EDJHEBBE 9>; L7DDE 7 <E97B?PP7H;
B\7JJ;DP?ED; :;B IE==;JJE 9EDJHEBBEH; IK 7IF;JJ? IF;9?<?9? ; 9>;
FEIIEDE <EHD?H; ;B;C;DJ? CEBJE KJ?B? D;B 9?9BE :? =;IJ?ED; :;BB7
performance ;L?:;DP?7D:E ;B;C;DJ? 7 IKFFEHJE :;BB7 L7BK�
J7P?ED; ; :;? FHE9;II? :;9?I?ED7B?� &\?DJ;=H7P?ED; :? J7B? ;B;�
C;DJ? D;B I?IJ;C7 :? C?IKH7P?ED; T <ED:7C;DJ7B; F;H ;L?J7H;
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9>; ? 9EDJHEBB? I?7DE <?D? 7 IU IJ;II? ; H?IKBJ?DE ?D KD C;HE
7:;CF?C;DJE 8KHE9H7J?9E� .7B; ?DJ;=H7P?ED; I? H;7B?PP7 B7:�
:EL; B\;DJ; DED IEBE >7 :?I9?FB?D7JE 7 B?L;BBE H;=EB7C;DJ7H;
?B I?IJ;C7 C7 >7 FH;L?IJE GK7B? FHE9;II? I? 7JJ?L7DE ?D 9EHH?�
IFED:;DP7 :? 9EDJHEBB? ?B 9K? ;I?JE I?7 D;=7J?LE ; 9EC; B; ?D�
<EHC7P?ED? FHE:EJJ; :7BB; 7JJ?L?JS :? 9EDJHEBBE ?D<BK;DP7DE ?B 9?�
9BE :? =;IJ?ED; :;BB7 performance �7: ;I;CF?E :;J;HC?D7D�
:E KD DKELE focus :;BB7 C?IKH7P?ED;
 KD7 :?L;HI7 =;H7H9>?7
:? FH?EH?JS <H7 :?L;HI? 7C8?J?
 KD7 H?:;J;HC?D7P?ED; :? E8?;JJ?�
L? ; target�� &\?DJ;=H7P?ED; :;? I?IJ;C? :? 9EDJHEBBE ; :;B 9?9BE
:?=;IJ?ED; :;BB7 performance
 H?9>?;:; ?DEBJH; :? :;J;HC?D7H;
GK7B? ;I?J? :;B 9EDJHEBBE FEIIEDE 9ED:KHH; 7: KD H?F;DI7C;D�
JE :;BB\7CCEDJ7H; :;BB; H?IEHI; 9ECFB;II?L7C;DJ; :;IJ?D7J;
7: KD E8?;JJ?LE E 7 KD I;HL?P?E� .7B; FH;L?I?ED; 7JJ?L7 KD C;9�
97D?ICE :? feedback 9>; 7KC;DJ7 B\;<<?979?7 :;? 9EDJHEBB? 7D�
9EH7D:EB7�7BB7�=;IJ?ED;�:;BB7 performance�
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&;�9ED:?P?ED?�78?B?J7DJ? a *H?D9?F?E����,7<<EHP7H;�?B�I?IJ;C7�:?�9ED�
JHEBBE�;�FHE=H7CC7P?ED;�;�?DJ;=H7H;�B?D;;�IJH7J;=?9>;
�FH?EH?JS�;�E8?;JJ?L?
EF;H7J?L?�

Criterio 2.5 Produrre gli strumenti di rendicontazione
con tempestività e utilizzarli per l’attività di
programmazione dei periodi successivi
$B I?IJ;C7 :? FHE=H7CC7P?ED; ; 9EDJHEBBE
 7B J;HC?D; :;B F;H?E�
:E :? =;IJ?ED; FH;IE ?D 9EDI?:;H7P?ED;
 9EDI;DJ; :? 7B?C;D�
J7H; report 9>; H;D:?9EDJ7DE :;B B?L;BBE :? H7==?KD=?C;DJE :;�
=B? E8?;JJ?L? D;B F;H?E:E J;CFEH7B; H?IF;JJE 7B GK7B; J7B? E8?;JJ?�
L? ;H7DE IJ7J? :;<?D?J?� &7 H;D:?9EDJ7P?ED;
 H?IF;JJE 7B J;C7 :;B
9EDJHEBBE 7<<HEDJ7JE D;B FH;9;:;DJ; 9H?J;H?E
 FH;I;DJ7 :K; ;B;�
C;DJ? :? F;9KB?7H?JS ; 9?ET B7 H?B;L7DP7 ;IJ;HD7
 D;? 9ED<HEDJ?
:;=B? EH=7D? FEB?J?9? ; F?X ?D =;D;H7B; :;? FEHJ7JEH? :? ?DJ;H;II;

; B\;B;C;DJE :? L7BKJ7P?ED;
 :7B CEC;DJE 9>; B7 H;D:?9EDJ7�
P?ED; I? 9EBBE97 7B J;HC?D; :;B F;H?E:E :? =;IJ?ED;� .7B; H;D:?�
9EDJ7P?ED;
 FHE:EJJ7 :7BB\7CC?D?IJH7P?ED;
 :;L; ;II;H; H;7�
B?PP7J7 9ED J;CF;IJ?L?JS
 9?ET 7 H?:EIIE :;B J;HC?D; :;B F;H?E�
:E :? =;IJ?ED;
 ; GK;IJE ?D H7=?ED; J7DJE :? KD7 9EDL;D?;D�
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P7 ?DJ;HD7 GK7DJE :? KD7 9EDL;D?;DP7 ;IJ;HD7� &7 FHE=H7C�
C7P?ED; :;B F;H?E:E IK99;II?LE D;9;II?J7 ?D<7JJ? :? ;B;C;D�
J? :? L7BKJ7P?ED; 9?H97 B7 =;IJ?ED; :;=B? E8?;JJ?L? 7LL;DKJ7 D;B
F;H?E:E FH;9;:;DJ;� $DEBJH; KD7 J;CF;IJ?L7 H;D:?9EDJ7P?ED;
;IJ;HD7 9EDI;DJ; :? :;B?D;7H;
 F;H ;<<;JJE :;BB; H;7P?ED? FHE�
:EJJ; D;? FHEFH? ?DJ;HBE9KJEH?
 ?B GK7:HE :? 9EDI;DIE ;E 9ED�
<B?JJE 9>; B\7CC?D?IJH7P?ED; :ELHS 7<<HEDJ7H; D;B F;H?E:E :? =;�
IJ?ED;�IK99;II?LE�

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&;�9ED:?P?ED?�78?B?J7DJ? a *H?D9?F?E����,7<<EHP7H;�?B�I?IJ;C7�:?�9ED�
JHEBBE�;�FHE=H7CC7P?ED;�;�?DJ;=H7H;�B?D;;�IJH7J;=?9>;
�FH?EH?JS�;�E8?;JJ?L?
EF;H7J?L?�

Criterio 2.6 Svolgere un audit periodico e strutturato
dei rischi e del livello di regolarità della propria
attività e monitorare periodicamente la qualità
dell’organizzazione e dei processi
*E9>; IEDE E==? B; 7CC?D?IJH7P?ED? 9EDI7F;LEB? :;? H?I9>?
9>; :;H?L7DE :7BB; CE:7B?JS C;:?7DJ; B; GK7B? IEDE =;IJ?J;
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<KDP?ED? ; I;HL?P?� $ FHE<?B? :? H?I9>?E L7DDE :7BB7 8;D DEJ7 ?H�
H;=EB7H?JS
 7BB7 :?I;9EDEC?9?JS :;BB; 7JJ?L?JS
 :7BB\7II;DP7 E
?D9ECFB;J;PP7 :;BB; 9ECF;J;DP; D;9;II7H?; 7 ILEB=;H;
KD\7JJ?L?JS
 7BB7 I9EHH;JJ7 :;<?D?P?ED; :;? FHE9;II?
 :;BB7 9EC�
8?D7P?ED; 9?ET :;BB; 7JJ?L?JS D;9;II7H?; 7 FHE:KHH; KD H?IKBJ7�
JE� -;88;D; I;CFH; F?X :?<<KI; I?7DE B; ;IF;H?;DP; :? 9;H�
J?<?97P?ED; :;BB7 9EI?::;JJ7 GK7B?JS
 IF;IIE J7B? ;IF;H?;DP;
L;D=EDE H;7B?PP7J; :7BB; 7CC?D?IJH7P?ED? I;DP7 KD 9EBB;=7�
C;DJE 9ED ?B 9?9BE :? FHE=H7CC7P?ED; ; 9EDJHEBBE� &7 FHE�
=H7CC7P?ED; 9EIJ?JK?I9; 7B 9EDJH7H?E ?B CEC;DJE ?:;7B; ?D
9EHH?IFED:;DP7 :;B GK7B; :;B?D;7H; ?B GK7:HE :;? H?I9>? 9>;
B\7CC?D?IJH7P?ED; I? JHEL7 7 :EL;H 7<<HEDJ7H; JH7;D:E :7 J7B;
7D7B?I?�:K;�?CFEHJ7DJ?�;B;C;DJ?�
�7 KD B7JE ?D<EHC7P?ED? KJ?B? 7 FHE=H7CC7H; B; H?IEHI; :7 :;�
IJ?D7H; 7: 7JJ?L?JS :? audit ; C?=B?EH7C;DJE :;BB7 GK7B?JS :;?
FHE9;II?� �7BB\7BJHE ?D:?97P?ED? IKB B?L;BBE :? H7==?KD=?8?B?JS :;�
=B? E8?;JJ?L? :;<?D?J?
 ?D<EHC7P?ED? GK;IJ; KBJ?C; 9>; H?IKBJ7DE
FE? F7HJ?9EB7HC;DJ; ?CFEHJ7DJ? ?D <7I; :? L7BKJ7P?ED; :;BB7 per-

formance�

Lo sviluppo del ciclo della performance. Principi e criteri



)BJH; 9>; ?D J;HC?D? :? FHE=H7CC7P?ED;
 B\7D7B?I? :;? H?I9>? ; B;
7JJ?L?JS :? audit <EHD?I9EDE ?CFEHJ7DJ? ?D:?97P?ED? H?IF;JJE 7BB7
9E;H;DP7 ;: 7BB7 H7P?ED7B?JS :;BB7 IJHKJJKH7 EH=7D?PP7J?L7 FH;�
I;DJ;�D;BB\7CC?D?IJH7P?ED;�

� =7H7DP?7 :;BB\?DJ;=H?JS =;IJ?ED7B; ?B 9ECKD; :? �;H=7CE >7 :;<?D?JE
KD7 I;H?; :? ?IF;P?ED? ; :? 7JJ?L?JS :? audit ?DJ;HD? 7 97H7JJ;H; F;H?E:?9E�
�7BB\7D7B?I? :;B 9ECKD; :? �;H=7CE I? ;L?D9; 9>; B; ?IF;P?ED? ; B; 7D7B?I?
:? audit ?DJ;HDE L;D=EDE <7JJ? 7 97H7JJ;H; IFEJ IK 7B9KD; 7H;; H?J;DKJ; 9H?�
J?9>; ; F;H B; GK7B? B\K<<?9?E H;B7P?ED; 9ED ?B FK88B?9E �/,*� >7 H;=?IJH7JE
CEBJ;FB?9? H;9B7C? H?=K7H:E B7 =;IJ?ED; :? KD :;J;HC?D7JE I;HL?P?E E ?B FH;�
I?:?E :? KD F7HJ?9EB7H; 7H;7 :? ?DJ;HL;DJE :;BB\7P?ED; 7CC?D?IJH7J?L7� (;B�
B7 <7JJ?IF;9?; ?B DKC;HE C7==?EH; :? ?IF;P?ED? ; 7D7B?I? :? audit ?DJ;HDE T
ILEBJE�F;H�?�I;HL?P?�:?�FEB?P?7�&E97B;�;�F;H�?�I;HL?P?�:;CE=H7<?9?�
MMM�9ECKD;�8;H=7CE�?J
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&;�9ED:?P?ED?�78?B?J7DJ? a *H?D9?F?E����,7<<EHP7H;�?B�I?IJ;C7�:?�9ED�
JHEBBE�;�FHE=H7CC7P?ED;�;�?DJ;=H7H;�B?D;;�IJH7J;=?9>;
�FH?EH?JS�;�E8?;JJ?L?
EF;H7J?L?�

Criterio 2.7 Definire un’unità organizzativa dedicata al
supporto delle attività di misurazione, budgeting,
monitoraggio, controllo e valutazione
&7 FH;I;DP7 :? KD\KD?JS EH=7D?PP7J?L7 :;:?97J7 7BB; 7JJ?L?JS
:? C?IKH7P?ED;
 budgeting
 CED?JEH7==?E
 9EDJHEBBE ; L7BKJ7�
P?ED;
 GK7D:E 7D9>; DED <EHC7B?PP7J7 ?D J;HC?D? EH=7D?PP7�
J?L?
 I? 9ED<?=KH7 FHEFH?7C;DJ; D;BB7 :?IFED?8?B?JS
 7BB\?DJ;HDE
:;BB\7CC?D?IJH7P?ED;
 :? KD7 9ECF;J;DP7 C;II7 7 :?IFEI?�
P?ED; :? 9EBEHE 9>; H?L;IJEDE HKEB? :? H;IFEDI78?B?JS 9ED
B\E8?;JJ?LE :? IKFFEHJ7H;
 H799E=B?;H; E JH7IC;JJ;H; =B? ;B;C;DJ?
H;B7J?L? 7BB7 :;<?D?P?ED; :;=B? E8?;JJ?L? ; =B? ?D:?97JEH? D;9;II7H?
7BB7 H;B7J?L7 C?IKH7P?ED;� .7B; KD?JS EH=7D?PP7J?L7 I? 9EBBE97 ?D
7BJH? J;HC?D? 7BB\?DJ;HDE :;BB7 F?X 9ECFB;II7 IJHKJJKH7 EH=7D?P�
P7J?L7 ?D CE:E :7 IKFFEHJ7H; B7 9?H9EB7P?ED;
 B7 I?DJ;I? E B7
IF;9?<?97P?ED; :? ?D<EHC7P?ED? H;B7J?L; 7=B? E8?;JJ?L? ;: 7BB; 7J�
J?L?JS :;BB\7CC?D?IJH7P?ED;� $B :?C;DI?ED7C;DJE :? J7B; KD?JS ?D
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J;HC?D? :? H?IEHI; KC7D; >7 KD7 IE=B?7 C?D?C7 7B :? IEJJE :;B�
B7 GK7B; B7 <KDP?ED; :?L;DJ7 GK;BBE :? C;HE 9EBB;JJEH; :? :7J? ?
GK7B? ?B F?X :;BB; LEBJ; L;D=EDE :?I9EDEI9?KJ?� .7B; IE=B?7 L7H?7
?D F7HJ; ?D <KDP?ED; :;BB7 :?C;DI?ED; 9ECFB;II?L7 :;BB\;DJ; ?D
F7HJ; ?D H7=?ED; :;BB; <KDP?ED? ILEBJ; ; :;BB; I9;BJ; :? =;IJ?ED;
:;? I;HL?P? 9ECF?KJ;� R ?D:K88?E 9>; <H7 ? 9ECF?J? :? J7B; KD?JS
:;887 ;II;H9? GK;BBE :? 9EBC7H;
 7JJH7L;HIE B7 FHE=;JJ7P?ED;
; B7 =;IJ?ED; :;? I?IJ;C? :? C?IKH7P?ED; :;BB7 performance B;
7I?CC;JH?; ?D<EHC7J?L; J7DJE ?DJ;HD;
 <H7 :?F;D:;DJ?
 FEI?P?E�
D? EH=7D?PP7J?L;
 :?H?=;DP7 ; EH=7D? :? L;HJ?9; FEB?J?9E 7CC?D?�
IJH7J?LE
 GK7DJE ;IJ;HD;
 <H7 7CC?D?IJH7P?ED? ; IE==;JJ? B;=7J?
7BB\7CC?D?IJH7P?ED; :7 H7FFEHJ? :? <EHD?JKH7
 9EDJHEBBE
 F7HJ;9?�
F7P?ED;
 <?D7DP?7C;DJE� &; 9ECF;J;DP; :? J7B; KD?JS H?9EC�
FH;D:EDE :KDGK; GK;BB; 9>; B7 H?<EHC7 7II;=D7 7BB7 9EI?:�
:;JJ7�-JHKJJKH7�.;9D?97�7�IKFFEHJE�:;B�HKEBE�ILEBJE�:7BB\)$0�

&7 97F79?JS ;IFH;II7 :7B 9ECKD; :? ,EL?=E :? IL?BKFF7H; ?D CE:E I?�
IJ;C7J?9E ?B FHEFH?E I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 per-

formance EH=7D?PP7J?L7 FKW ;II;H; H?9ED:EJJ7
 <H7 =B? 7BJH? <7JJEH?
 7BB7
:?D7C?97 :? 9EBB78EH7P?ED; ?DIJ7KH7J7I? <H7 )$0 ; IJHKJJKH; J;9D?9>;
:;BB\7CC?D?IJH7P?ED;� $B F;H9EHIE 7FF7H; :;9?I7C;DJ; FH;I?:?7JE
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:7BB\)$0
 EH=7DE CEDE9H7J?9E
 9ED ?B IKFFEHJE 7JJ?LE :;BB7 IJHKJJKH7 J;9�
D?97 F;HC7D;DJ; 9EIJ?JK?J7 :7BB\K<<?9?E 9EDJHEBBE :? =;IJ?ED; ; :7B I;HL?P?E
F;HIED7B;� $B B7LEHE I?IJ;C7J?9E :? 7==?EHD7C;DJE ; 7FFHE<ED:?C;DJE <7J�
JE :7? :K; I;HL?P? 9?J7J? 9ED ? :?H?=;DJ? :;BB\7CC?D?IJH7P?ED; 9EIJ?JK?I9; B7
FH?D9?F7B; 9?H9EIJ7DP7 9>; >7 F;HC;IIE BE IL?BKFFE :;B I?IJ;C7J?9E ; ?B
C7DJ;D?C;DJE :? KD 7JJ;==?7C;DJE FHE7JJ?LE DEDEIJ7DJ; ?B 97C8?E :? :?�
H;JJEH;�=;D;H7B;�; I;=H;J7H?E�=;D;H7B;�
MMM�9ECKD;�HEL?=E�?J

Criterio 2.8 Portare a sistema le differenti componenti
del controllo interno non soltanto mediante interventi
regolamentari ma attraverso l’identificazione ex ante
dei livelli attesi di efficacia delle attività di controllo e
delle conseguenze collegate ad eventuali valutazioni
negative.
.H7:?P?ED7BC;DJ; ?B I?IJ;C7 :? 9EDJHEBBE ?DJ;HDE :? KD ;DJ; BE�
97B; I? 9ECFED; :? GK7JJHE ;B;C;DJ?� ?B 9EDJHEBBE :? H;=EB7H?JS
7CC?D?IJH7J?L7 ; 9EDJ78?B; �=7H7DJ?H; B;=?JJ?C?JS
 H;=EB7H?JS ;
9EHH;JJ;PP7�
 ?B 9EDJHEBBE :? =;IJ?ED; �L7BKJ7H; ;<<?979?7
 ;<<?�
9?;DP7 ; ;9EDEC?9?JS :;BB\7P?ED; 7CC?D?IJH7J?L7�
 B7 L7BKJ7�
P?ED; :;B F;HIED7B; 9ED GK7B?<?97 :?H?=;DP?7B;
 ?B 9EDJHEBBE IJH7�
J;=?9E �L7BKJ7H; B\7:;=K7J;PP7 :;BB; I9;BJ; 9ECF?KJ; ?D I;:;
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:? 7JJK7P?ED; :? F?7D? ; FHE=H7CC?�� ,;9;DJ? ?DJ;HL;DJ? DEHC7�
J?L? >7DDE ;IFB?9?J7JE KBJ;H?EH? J?FEBE=?; :? 9EDJHEBB?� ?B 9EDJHEBBE
:;=B? ;GK?B?8H? <?D7DP?7H?
 ?B 9EDJHEBBE IK=B? EH=7D?IC? =;IJ?ED7B?
;IJ;HD? 7BB\;DJ; �?D F7HJ?9EB7H; B; IE9?;JS F7HJ;9?F7J;�
 ?B 9ED�
JHEBBE�:;BB7�GK7B?JS�:;?�I;HL?P?�
$D:K88?7C;DJ; B\7JJ?L?JS :? 9EDJHEBBE I? :;B?D;7 9EC; KD ?DI?;�
C; :? FHE9;II? 9>; 7IIEH8EDE H?IEHI; :;BB\7CC?D?IJH7P?ED;
; FHEFH?E F;H GK;IJE CEJ?LE T ?CFEHJ7DJ; 9>; B\;DJ; BE97B;

J7DJE D;BB; FHE=;JJ7P?ED;
 GK7DJE D;BBE ILEB=?C;DJE :;? 9ED�
JHEBB?
 I? IE<<;HC? IK? H?IKBJ7J? 9>; ?DJ;D:; H7==?KD=;H; =H7P?;
7 J7B; 7JJ?L?JS ; IKB B?L;BBE :? ;<<?979?7 7JJ;IE� $D 7BJH? J;HC?D?
B\7CC?D?IJH7P?ED; :ELH;88; :;<?D?H;
 F;H B; :?L;HI; J?FEBE=?;
:? 9EDJHEBBE
 GK7B? IEDE ? H?IKBJ7J? 7JJ;I? ;
 IEFH7JJKJJE
 GK7B?
IEDE B; H?IEHI; :;IJ?D7J; ?D J;HC?D? :? F;HIED;
 9ECF;J;DP;
; J;CFE� R ?DEBJH; ?CFEHJ7DJ; 9>; B\7CC?D?IJH7P?ED; 9ECF?7
:;BB; 9EDI?:;H7P?ED; IK GK7B? IEDE ? FEII?8?B? ;<<;JJ? 9>;
B\7FFHE99?E 7:EJJ7JE D;BB; 7JJ?L?JS :? 9EDJHEBBE :;J;HC?D;HS IKB�
B; 7JJ?L?JS :;BB\7CC?D?IJH7P?ED;
 F;H ;I;CF?E ?D J;HC?D? :? J;C�
F;IJ?L?JS :;BB\7P?ED; 7CC?D?IJH7J?L7
 ; F?X 9ECFB;II?L7C;DJ;
IKB�B?L;BBE�:? performance EH=7D?PP7J?L7�
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$D F7HJ?9EB7H; 7FF7H; KJ?B; 9>; ? :?L;HI? 9EDJHEBB? I?7DE C;II?
7 I?IJ;C7 FED;D:E F7HJ?9EB7H; 7JJ;DP?ED; 7 JH; 7IF;JJ?� �D�
P?JKJJE B\?DJ;=H7P?ED; JH7 7JJ?L?JS :? 9EDJHEBBE ; 7JJ?L?JS :? C?IK�
H7P?ED;� $ :?L;HI? 9EDJHEBB? 9?J7J? :?<<;H?I9EDE F;H E==;JJE
 IE=�
=;JJE ; I97DI?ED; J;CFEH7B;
 C7 7: ;II;H; IEJJEFEIJ7 7 9ED�
JHEBBE T I;CFH; B\7JJ?L?JS :;BB\7CC?D?IJH7P?ED;
 B7 IK7 perfor-

mance EII;HL7J7 :7 :?L;HI? FHE<?B? ; 7 :?L;HI? B?L;BB?� $D I;9ED�
:E BKE=E B\?DJ;=H7P?ED; JH7 ? :E9KC;DJ? 7 IKFFEHJE :;B 9?9BE :?
=;IJ?ED; :;BB7 performance� &\?DJ;=H7P?ED; <H7 J7B? :E9KC;DJ?
H?9>?;:; :7 KD B7JE 9>; ? 9EDJ;DKJ? ?D ;II? FH;I;DJ? I?7DE 9E;�
H;DJ? ; 9EDI;=K;DJ?
 :7BB\7BJHE 9>; ? FHE9;II? :;9?I?ED7B? I?7DE
<ED:7J? ?D C7D?;H7 IEIJ7DP?7B; IK=B? ;B;C;DJ? 9>; FE? JHEL7�
DE ;IFB?9?J7P?ED; ?D J7B? :E9KC;DJ?� $D<?D; B\;L?:;DP7 ; B7 L?�
I?8?B?JS :;? :E9KC;DJ? :? H;D:?9EDJ7P?ED;� .7B? :E9KC;DJ? :;�
LEDE 9>?7H7C;DJ; ?D:?97H; B\;I?JE :;? 9EDJHEBB? ILEBJ? ?D:?F;D�
:;DJ;C;DJ; :7 GK7B; ;IIE I?7 ; ;IFB?9?J7H; ?B GK7:HE :? 7P?ED?
9>; B\7CC?D?IJH7P?ED; ?DJ;D:; FEHH; ?D ;II;H; F;H <7H <HEDJ;
7:�;L;DJK7B?�;B;C;DJ?�:?�9H?J?9?JS�;C;HI?�
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&;�9ED:?P?ED?�78?B?J7DJ?

Principio 3. Integrare la gestione delle risorse
umane e il capitale organizzativo nel processo
di misurazione e valutazione della
performance

/DE :;=B? ;B;C;DJ? IK 9K? ?DI?IJ; 9ED C7==?EH; <EHP7
B\?CF?7DJE :;<?D?JE :7B �� &=I� ������� 4&;==? ?B J;IJE ?D
H;J; 5 T ?B 9EBB;=7C;DJE JH7 performance EH=7D?PP7J?L7 ;
performance ?D:?L?:K7B;
 JH7 97F79?JS :;BB\7CC?D?IJH7P?ED; :?
FHE:KHH; 8KED? H?IKBJ7J? ; 97F79?JS :;? IKE? :?F;D:;DJ? :? B7�
LEH7H; 8;D;� �B :? BS :? GK7DJE IF;9?<?97J7C;DJ; FH;L?IJE
D;BB\?CF?7DJE :;BB7 H?<EHC7
 J7B; 9EBB;=7C;DJE 7FF7H; B;=7JE 7
:K;�EH:?D?�:?�;B;C;DJ?�
�7 KD B7JE B7 97F79?JS :? H7==?KD=;H; H?IKBJ7J? :7 F7HJ;
:;BB\7CC?D?IJH7P?ED; T FEI?J?L7C;DJ; ?D<BK;DP7J7 :7BB7 97F7�
9?JS :;? IKE? :?F;D:;DJ? :? B7LEH7H; 8;D;� +K;IJ\KBJ?CE ;B;�
C;DJE DED 9EIJ?JK?I9; B\KD?9E <7JJEH; 9>; :;J;HC?D7 B7 perfor-
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mance EH=7D?PP7J?L7 :;BB\7CC?D?IJH7P?ED; C7 9;HJE 7IIKC;
KD7 F;9KB?7H; ?CFEHJ7DP7� $D J;HC?D? :? FHE=;JJ7P?ED; :;B I?�
IJ;C7 :? C?IKH7P?ED; 9?W I?=D?<?97 9>; B\7CC?D?IJH7P?ED; :;�
L; 9EDI?:;H7H; <H7 ? FHEFH? 7C8?J? :? C?IKH7P?ED; 7D9>; BE IJ7�
JE :? I7BKJ; EH=7D?PP7J?L7� .7B; IJ7JE 9ECFH;D:; B; 97H7JJ;H?�
IJ?9>; ;: ?B B?L;BBE FHE<;II?ED7B; :;BB; H?IEHI; KC7D; FH;I;DJ?
D;BB\7CC?D?IJH7P?ED;
 B7 <EHC7P?ED; ; BE IL?BKFFE :;BB; IJ;I�
I;
 ?B 9B?C7 EH=7D?PP7J?LE
 B\7JJ?JK:?D; 7 IEIJ;D;H; ;B;L7J? B?L;BB?
:? FHE:KJJ?L?JS� -; BE IJ7JE :? I7BKJ; :;BB\EH=7D?PP7P?ED; DED T
7:;=K7JE
 B7 performance EH=7D?PP7J?L7 D; H?I;DJ; ; IEFH7J�
JKJJE 9\T ?B H?I9>?E 9>; I? ?DD;I9>? KD F;H9EHIE :? ?CFEL;H?C;D�
JE�:;BB\7CC?D?IJH7P?ED;�
�7BB\7BJHE B7JE
 D;B FHE9;IIE :? L7BKJ7P?ED; :;BB; I?D=EB; H?�
IEHI; KC7D; DED I? FKW DED J;D;H; ?D 9EDI?:;H7P?ED; :;BB7
performance EH=7D?PP7J?L7 9ECFB;II?L7C;DJ; H7==?KDJ7
:7BB\7CC?D?IJH7P?ED; ?DJ;I7 D;BB7 IK7 KD?J7H?;JS� &\EH=7D?ICE
F;HIED7B;
 I;88;D; 9ECFEIJE :7 ?D:?L?:K? T FKH I;CFH; H?�
9ED:K9?8?B; 7: KD 7P?;D:7 9>;
 F;H FEJ;H H7==?KD=;H; ;B;L7J?
B?L;BB? :? performance
 :;L; I7BL7=K7H:7H; B7 FHEFH?7 KD?J7H?;�
JS� &7 FH;L?I?ED; :KDGK; :? F;H9EHI? :? L7BKJ7P?ED; :;BB7 :?�
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H?=;DP7 ; :;B F;HIED7B; 9>; J;D=7DE 9EDJE 7D9>; :;B B?L;BBE
:? F;H<EC7D9; EH=7D?PP7J?L7 H7==?KDJE 7FF7H; ;II;H; KD ?:E�
D;E IJHKC;DJE :? ?DJ;=H7P?ED; <H7 =;IJ?ED; :;BB; H?IEHI; KC7�
D;�;�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance�
�? I;=K?JE IEDE ?:;DJ?<?97J? 7B9KD? 9H?J;H? 9>; FEIIEDE =K?:7H;
B7 FHE=;JJ7P?ED; :;? I?IJ;C? :? C?IKH7P?ED; ; L7BKJ7P?ED;
:;BB7 performance ?D:?L?:K7B; ?D CE:E J7B; :7 H;7B?PP7H;
B\?DJ;=H7P?ED;�:?�9K?�EH7�I?�T�F7HB7JE�

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&;�9ED:?P?ED?�78?B?J7DJ? a *H?D9?F?E����$DJ;=H7H;�B7�=;IJ?ED;�:;BB;�H?�
IEHI;�KC7D;�;�?B�97F?J7B;�EH=7D?PP7J?LE�D;B�FHE9;IIE�:?�C?IKH7P?ED;�;�L7�
BKJ7P?ED;�:;BB7 performance

Criterio 3.1 Predisporre un sistema di rilevazione
delle presenze, un codice etico e un codice
disciplinare
$ JH; IJHKC;DJ? 9?J7J? D;B 9H?J;H?E
 I;88;D; 9ED9;JJK7BC;DJ; H?�
IFED:;DJ? 7: ;I?=;DP; :?L;HI;
 >7DDE ?D 9ECKD; ?B <7JJE :?
H7FFH;I;DJ7H; FH;H;GK?I?J? D;9;II7H? 7BB7 C?IKH7P?ED; ; L7BK�
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J7P?ED; :;BB7 performance ?D:?L?:K7B;� -? JH7JJ7 ?D<7JJ? :? IJHK�
C;DJ? 7JJH7L;HIE ? GK7B? I? <EHC7B?PP7DE ; :?I9?FB?D7DE ? H;GK?�
I?J? C?D?C? :? 9ECFEHJ7C;DJE 9>; 9? I? 7JJ;D:; :7? FHEFH? :?�
F;D:;DJ? ; :?H?=;DJ?� &\7II;DP7 :? J7B? IJHKC;DJ? 9H;7 FEJ;DP?7B?
9ED:?P?ED?�:?�9ED<B?JJK7B?JS�

�ED H?<;H?C;DJE 7B I?IJ;C7 :? =;IJ?ED; :;BB; H?IEHI; KC7D;
 ?B 9ECKD; :?
�H;PPE :?IFED; :? KD I?IJ;C7 :? H?B;L7P?ED; :;BB; FH;I;DP;
 DED9>U :?
KD 9E:?9; ;J?9E:?I9?FB?D7H; ?DJ;=H7JE�  I?IJ;
 ?DEBJH;
 KD I?IJ;C7 :? FHE<?B?
FHE<;II?ED7B? :EL; IEDE ?D:?97J; B; C7DI?ED? ;: 799;DD7J; B; 9EDEI9;D�
P; ;: 78?B?JS� -EBE F;H 7B9KD? :?F;D:;DJ? I? IJ7 IF;H?C;DJ7D:E KD 8?B7D9?E
:;BB; 9ECF;J;DP; 9>; J;D=7 ;<<;JJ?L7C;DJ; 9EDJE :;BB; 9EDEI9;DP; ;:
78?B?JS H?9>?;IJ; :7B HKEBE H?9EF;HJE� *;H GK7DJE H?=K7H:7 B7 L7BKJ7P?ED;

?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance ?D:?L?:K7B; H?�
9>?;:; 9>;
 7B :? BS :;B HKEBE H?9EF;HJE ; :;BB7 FEI?P?ED; 9EDJH7JJK7B;
 ?B
:?F;D:;DJ; FEII;==7 7B9KD; 97F79?JS JH7IL;HI7B? :? 87I;
 IKBB; GK7B? L?;�
D;�L7BKJ7JE�
"H7P?; 7B I?IJ;C7 :? =;IJ?ED; :;BB; 9ECF;J;DP; 7DP?:;JJE
 B\;DJ; :?IFED;
:? KD 7:;=K7JE F?7DE :;BB7 <EHC7P?ED; 9ED H?IEHI; 7II;=D7J; 9>; 9E?D�
LEB=; E=D? :?H?=;DJ; ; FEI?P?ED; EH=7D?PP7J?L7� $B budget T =;IJ?JE ?D F7HJ;
:7BB\K<<?9?E H?IEHI; KC7D; F;H GK7DJE H?=K7H:7 B7 <EHC7P?ED; JH7IL;HI7B;

?D F7HJ; :7BB; :?H;P?ED? 7F?97B? F;H GK7DJE H?=K7H:7 B7 <EHC7P?ED; I;JJEH?7�
B;�
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&7 L7BKJ7P?ED; :;BB7 performance ?D:?L?:K7B; 7DDK7B; :;? :?H?=;DJ? <7
H?<;H?C;DJE 7 E8?;JJ?L? :? 97H7JJ;H; EH=7D?PP7J?LE
 :7? GK7B? :?I9;D:EDE
=B? E8?;JJ?L? ?D:?L?:K7B?� ?DEBJH;
 L;D=EDE IEJJEFEIJ? 7 L7BKJ7P?ED; 7D9>; ?
9ECFEHJ7C;DJ? 7JJK7J? F;H ?B BEHE F;HI;=K?C;DJE� &7 97F79?JS :? L7BKJ7�
P?ED; :;? 9EBB78EH7JEH? <7 F7HJ; :;BB; 97F79?JS EH=7D?PP7J?L; ; =;IJ?ED7B?
H?9>?;IJ; 7? :?H?=;DJ? ;: 7BB; *) ;: ;B;D97J; D;B CE:;BBE F;H B7 L7BKJ7P?E�
D; :;? :?H?=;DJ? ; :;BB; *) :;<?D?JE D;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7�
P?ED;�:;BB7 performance�
.7B; CE:;BBE F;HC;JJ; :? L7BKJ7H; 7D9>; ? 9ECFEHJ7C;DJ? EH=7D?PP7J?L?

C7 J7B? 9ECFEHJ7C;DJ? EH=7D?PP7J?L?
 F;H KD?<EHC7H; B7 L7BKJ7P?ED; ?D�
:?L?:K7B;
 DED IEDE :?<<;H;DP?7J? ?D <KDP?ED; :;BB\K<<?9?E
 :;B I;JJEH; E
:;BB\7H;7 :? H;IFEDI78?B?JS� &7 L7BKJ7P?ED; :;BB; 9ECF;J;DP; F;HC;JJ;
7BB\;DJ; :? I9;=B?;H; F;H9EHI? <EHC7J?L? 7:;=K7J? 7? <788?IE=D? EH=7D?PP7�
J?L?
 ?DJH7FH;D:;H; 7P?ED? :? C?=B?EH7C;DJE ; FH;:?IFEHH; <EHC; 9EBB7J;H7B?
:? IL?BKFFE :? 97HH?;H7� $B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 per-

formance FH;L;:; 9>; B7 L7BKJ7P?ED; L;D=7 ;<<;JJK7J7 ;DJHE ? FH?C? JH;
C;I? :;BB\7DDE IK99;II?LE� *;H <7H; 9?W T D;9;II7H?E 7JJH;PP7HI? 7<<?D9>U
I?7 ;<<;JJK7J7 KD7 H;D:?9EDJ7P?ED; :;BB7 performance EH=7D?PP7J?L7 ;D�
JHE <;88H7?E 7B :? BS :;BB7 H;B7P?ED; IKBB7 performance H?B7I9?7J7 7 =?K=DE�
.7B; I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance ?D:?L?:K7�
B; L?;D; F;H?E:?97C;DJ; 7==?EHD7JE� ?B FH;9;:;DJ; I?IJ;C7
 9ED ?B GK7�
B; I? IJ7DDE L7BKJ7D:E ? H?IKBJ7J? EJJ;DKJ? D;B ����
 T IJ7JE H?DDEL7JE 9ED
B\?DJHE:KP?ED; :;BB\7JJK7B;
 F?X 7:;H;DJ; 7BB; ?D:?97P?ED? ;IFH;II; D;B ��
&=I����������4&;==?�?B�J;IJE�?D�H;J; 5�
MMM�9ECKD;�7H;PPE�?J
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&;�9ED:?P?ED?�78?B?J7DJ? a *H?D9?F?E����$DJ;=H7H;�B7�=;IJ?ED;�:;BB;�H?�
IEHI;�KC7D;�;�?B�97F?J7B;�EH=7D?PP7J?LE�D;B�FHE9;IIE�:?�C?IKH7P?ED;�;�L7�
BKJ7P?ED;�:;BB7 performance

Criterio 3.2 Definire un programma di formazione e
aggiornamento delle competenze che tiene conto del
fabbisogno del proprio personale dirigente e
dipendente
(;B 9ECF?;H; B; I9;BJ; H;B7J?L; 7BBE IL?BKFFE :;BB; 9ECF;J;DP;
:;B F;HIED7B;
 B\7CC?D?IJH7P?ED; :;L; L;H?<?97H; 9>; J7B; IL?�
BKFFE I?7 9E;H;DJ; 7B GK7:HE :;=B? E8?;JJ?L? :;<?D?J? ?D I;:; :?
FHE=H7CC7P?ED;� &; ?D?P?7J?L; :;LEDE :;<?D?H; GK7B? ?D:?97JE�
H? 9? I? 7IF;JJ7 FEII7DE 7D:7H; ?D9EDJHE 7: KD C?=B?EH7C;DJE
E 7: KD C7DJ;D?C;DJE F;H ;<<;JJE :;BB; ?D?P?7J?L; H;7B?PP7J;�
$DEBJH; B7 <EHC7P?ED; FHE:K9; KD ?CF7JJE FEI?J?LE ?D J;HC?D?
:? IJ7JE :? I7BKJ; EH=7D?PP7J?L7 ;: T :KDGK; EFFEHJKDE 9>;
B\7CC?D?IJH7P?ED; 9ECF?7 B; FHEFH?; I9;BJ; H;B7J?L; 7 J7B? ?D?�
P?7J?L; J;D;D:E ?D 9EDJE 7D9>; GK;IJE 7C8?JE :? L7BKJ7P?ED;
;�DED�IEBE�;I?=;DP;�IF;9?<?9>;�;:�?D:?L?:K7B?�
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&;�9ED:?P?ED?�78?B?J7DJ? a *H?D9?F?E����$DJ;=H7H;�B7�=;IJ?ED;�:;BB;�H?�
IEHI;�KC7D;�;�?B�97F?J7B;�EH=7D?PP7J?LE�D;B�FHE9;IIE�:?�C?IKH7P?ED;�;�L7�
BKJ7P?ED;�:;BB7 performance

Criterio 3.3 Definire e aggiornare i profili di ruolo
(conoscenze e abilità richieste) da utilizzare per la
valutazione delle performance individuali
(;BB7 L7BKJ7P?ED; :;BB7 performance ?D:?L?:K7B;
 ?B B?L;BBE :?
9ECF;J;DP; H?9>?;IJE F;H H?9EFH?H; KD :;J;HC?D7JE HKEBE ;E
7IIKC;H; KD7 :;J;HC?D7J7 H;IFEDI78?B?JS 9EIJ?JK?I9; KD KJ?�
B; ;B;C;DJE :? C?IKH7P?ED;� �<<?D9>U J7B; ;B;C;DJE FEII7
;II;H; 9EHH;JJ7C;DJ; L7BKJ7JE T F;HW ?CFEHJ7DJ; 9>;
B\7CC?D?IJH7P?ED; J;D=7 7==?EHD7J? ? FHE<?B? :? HKEBE :? 9K? D;�
9;II?J7 ; 9?W ?D F7HJ?9EB7H; H?IF;JJE 7BB\;C;H=;H; :? DKEL;
?IJ7DP; FHEL;D?;DJ? :7BB7 IE9?;JS 9?L?B; E =;D;H7J; :7 FHE9;II?
:? H?<EHC7� $B C7DJ;D?C;DJE :? KD\7D7=H7<?97 7==?EHD7J7 :;BB;
9ECF;J;DP; :? 9K? B\7CC?D?IJH7P?ED; D;9;II?J7 9EDI;DJ; 7D�
9>; :? L7BKJ7H; ex ante ?B B?L;BBE :? H7==?KD=?8?B?JS :? :;J;HC?D7J?
E8?;JJ?L?�; standard :?�I;HL?P?E�
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&;�9ED:?P?ED?�78?B?J7DJ? a *H?D9?F?E����$DJ;=H7H;�B7�=;IJ?ED;�:;BB;�H?�
IEHI;�KC7D;�;�?B�97F?J7B;�EH=7D?PP7J?LE�D;B�FHE9;IIE�:?�C?IKH7P?ED;�;�L7�
BKJ7P?ED;�:;BB7 performance

Criterio 3.4 Definire un processo documentato e
specifico di misurazione e valutazione della
performance individuale dei dirigenti e dei dipendenti
&7 <EHC7B?PP7P?ED; :;B FHE9;IIE :? C?IKH7P?ED; ; L7BKJ7P?ED;
:;BB7 performance ?D:?L?:K7B;
 7 FH;I9?D:;H; :7=B? IF;9?<?9?
9H?J;H? I;B;P?ED7J?
 9EIJ?JK?I9; KD F7IIE <ED:7C;DJ7B; F;H EJ�
J;D;H; 9>; ?B I?IJ;C7 I?7 9EDI?:;H7JE B;=?JJ?CE :7? L7BKJ7J?� .7�
B; I?IJ;C7 :ELH;88;
 ?D F7HJ?9EB7H;
 ;L?:;DP?7H; ?B J?FE :? B;=7�
C; ?D ;II;H; <H7 C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance

EH=7D?PP7J?L7 ; C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance

?D:?L?:K7B;
�9EC;�IK==;H?JE�D;B�I;=K;DJ;�9H?J;H?E�
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&;�9ED:?P?ED?�78?B?J7DJ? a *H?D9?F?E����$DJ;=H7H;�B7�=;IJ?ED;�:;BB;�H?�
IEHI;�KC7D;�;�?B�97F?J7B;�EH=7D?PP7J?LE�D;B�FHE9;IIE�:?�C?IKH7P?ED;�;�L7�
BKJ7P?ED;�:;BB7 performance

Criterio 3.5 Assumere quale criterio di valutazione
della performance individuale dei dirigenti l’apporto
al coordinamento ed integrazione
dell’amministrazione, ai risultati annuali
dell’amministrazione e dell’area diretta
.H7 ? 9H?J;H? :? L7BKJ7P?ED; :;BB7 performance ?D:?L?:K7B; :;B
F;HIED7B; :?H?=;DJ;
 ; :;B F;HIED7B; 9>; H?L;IJ; FEI?P?ED? EH�
=7D?PP7J?L;
 H?;DJH7 B7 97F79?JS :? <7H I? 9>; B; 7JJ?L?JS ILEBJ;
D;BB\7H;7 :?H;JJ7 I?7DE 9E;H;DJ? H?IF;JJE 7B H;IJE :;BB\7JJ?L?JS
:;BB\7CC?D?IJH7P?ED;� .7B; 9E;H;DP7
 EBJH; 9>; ?D J;HC?D? :?
I?D;H=?; D;? FHE9;II? ;: ?D<EHC7P?ED; H;9?FHE97 7BB\?DJ;HDE
:;BB\7CC?D?IJH7P?ED;
 I? ;IFH?C; D;BB\;IFB?9?J7P?ED; ex ante :?
KD7 H;IFEDI78?B?JS 9ED:?L?I7 H?IF;JJE 7? H?IKBJ7J? 9ECFB;II?L?
:;BB\7CC?D?IJH7P?ED;�

(;BB\;IF;H?;DP7 :;B 9ECKD; :? ";DEL7 7FF7H; ?DJ;H;II7DJ; ?B J;DJ7J?LE
:? 7II?9KH7H; KD 8KED <KDP?ED7C;DJE :;BBE IDE:E JH7 FEB?J?97 ; mana-

gement 7JJH7L;HIE KD\;IFB?9?J7 ?D:?L?:K7P?ED; :? ]9>? <7 9>; 9EI7^ ;
 :?
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9EDI;=K;DP7
 KD7 L7BKJ7P?ED; I?IJ;C7J?97 :;BB7 performance ?D:?L?:K7�
B; ILEBJ7 7IIKC;D:E 7 H?<;H?C;DJE =B? E8?;JJ?L? 9>; B\7CC?D?IJH7P?ED; I?
FHEFED; :? H;7B?PP7H;� $D J7B; :?H;P?ED; I? CKEL; 7D9>; ?B FHE=;JJE 9>;
FH;L;:; BE IL?BKFFE I?IJ;C7J?9E :? KD I?IJ;C7 :? ?D:?97JEH? :? perfor-

mance
 IJHKJJKH7JE I;9ED:E ?B CE:;BBE :? 9HKI9EJJE :?H;P?ED7B; FHEFEIJE
:7BB7 �7B7D9;: -9EH;97H: ;: ?D =H7:E :? ;L?:;DP?7H; BE IJ7JE :;BB7 per-

formance :;BB\;DJ;� $ DKC;HEI? FHE9;II? :? H?EH=7D?PP7P?ED; ?DJH7FH;I? :7B
���� >7DDE FHE878?BC;DJ; <79?B?J7JE B\?CFB;C;DJ7P?ED; :? J7B; IJHKC;DJE
; FEHJ7JE 7: KD7 C7==?EH 9EDI7F;LEB;PP7 ; CEJ?L7P?ED; :;? :?H?=;DJ? H?�
IF;JJE 7BB7 D;9;II?JS :? ;II;H; L7BKJ7J? ?D H;B7P?ED; 7BB; F?X 9ECFB;II?L;
performance H7==?KDJ;�:7BB\7CC?D?IJH7P?ED;�
MMM�9ECKD;�=;DEL7�?J
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&;�9ED:?P?ED?�78?B?J7DJ? a *H?D9?F?E����$DJ;=H7H;�B7�=;IJ?ED;�:;BB;�H?�
IEHI;�KC7D;�;�?B�97F?J7B;�EH=7D?PP7J?LE�D;B�FHE9;IIE�:?�C?IKH7P?ED;�;�L7�
BKJ7P?ED;�:;BB7 performance

Criterio 3.6 Assumere quale criterio di valutazione
della performance individuale dei dirigenti la capacità
dimostrata nel valutare i collaboratori
$B FHE9;IIE :? L7BKJ7P?ED; :;BB7 performance ?D:?L?:K7B; H?�
9>?;:; KD7 :?IJH?8KP?ED; :;B HKEBE :? L7BKJ7JEH? JH7 ? :?L;HI?
B?L;BB? :;BB\EH=7D?PP7P?ED;� .7B; :?IJH?8KP?ED; T ;<<?979; IEBE
B7::EL; ? L7BKJ7JEH? I?7DE 7 BEHE LEBJ7 L7BKJ7J? H?IF;JJE 7BB7 97�
F79?JS :? L7BKJ7H;� (;B :;<?D?H; B; CE:7B?JS 7JJH7L;HIE B; GK7�
B? J7B; 97F79?JS L?;D; L7BKJ7J7 B\7CC?D?IJH7P?ED; :;L; J;D;H
9EDJE :;B <7JJE 9>; B7 L7BKJ7P?ED; DED T KD FHE9;IIE :;B JKJ�
JE E==;JJ?LE ; :;H?L7 =H7D F7HJ; :;BB7 IK7 KJ?B?JS ?D J;HC?D? :?
EH?;DJ7C;DJE :;? 9ECFEHJ7C;DJ? ; :7B H?9EDEI9?C;DJE 7? IE=�
=;JJ?�L7BKJ7JEH?�:?�KD7�9ECF;J;DP7�?D�C7J;H?7�
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&;�9ED:?P?ED?�78?B?J7DJ? a *H?D9?F?E����$DJ;=H7H;�B7�=;IJ?ED;�:;BB;�H?�
IEHI;�KC7D;�;�?B�97F?J7B;�EH=7D?PP7J?LE�D;B�FHE9;IIE�:?�C?IKH7P?ED;�;�L7�
BKJ7P?ED;�:;BB7 performance

Criterio 3.7 Assumere quale criterio di valutazione
della performance individuale di dirigenti e
dipendenti i comportamenti manifestati
(intraprendenza, rispetto dell’utente, del collega,
delle regole, …)
&7 L7BKJ7P?ED; :;? 9ECFEHJ7C;DJ? ?:;DJ?<?97 KD KBJ;H?EH; ;B;�
C;DJE :? IE==;JJ?L?JS D;B I?IJ;C7 :? C?IKH7P?ED; :;BB7 perfor-

mance ?D:?L?:K7B; :7B CEC;DJE 9>; ? 9ECFEHJ7C;DJ? IEDE ?D
H;7BJS ?CF?;=7J? 9EC; proxy KJ?B; 7 C?IKH7H; B\?CF;=DE FHE<K�
IE� (;BB\?CFEIJ7H; J7B; 9H?J;H?E :? C?IKH7P?ED; E99EHH; ;II;H;
9EDI7F;LEB? :;B <7JJE 9>; ?B C;:;I?CE 9ECFEHJ7C;DJE FKW H?�
9>?;:;H; 7 F;HIED; :?L;HI; :?<<;H;DJ? B?L;BB? :? ?CF;=DE ; 9>;
F;HJ7DJE D;BB7 L7BKJ7P?ED; :;? 9ECFEHJ7C;DJ? T ?DI?JE ?B H?I9>?E
:? H;7B?PP7H; I?DJ;I? DED ;GK; H?IF;JJE 7=B? I<EHP? IEIJ;DKJ?�
*KW ?D J7B I;DIE ;II;H; KJ?B; ;IFB?9?J7H; ex ante B; 9ED:?P?ED?
7BB; GK7B? :;J;HC?D7J? 9ECFEHJ7C;DJ? I?7DE H?J;DKJ? C;H?J;LEB?
:?�L7BKJ7P?ED;�FEI?J?L7�
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&;�9ED:?P?ED?�78?B?J7DJ? a *H?D9?F?E����$DJ;=H7H;�B7�=;IJ?ED;�:;BB;�H?�
IEHI;�KC7D;�;�?B�97F?J7B;�EH=7D?PP7J?LE�D;B�FHE9;IIE�:?�C?IKH7P?ED;�;�L7�
BKJ7P?ED;�:;BB7 performance

Criterio 3.8 Assumere quale criterio di valutazione
della performance individuale di dirigenti e
dipendenti le competenze tecniche e gestionali in
possesso
$B B?L;BBE :? 9ECF;J;DP; FEII;:KJ; 9EIJ?JK?I9; KD KJ?B; 9H?J;H?E
:? L7BKJ7P?ED; 7 9ED:?P?ED; 9>; J7B? 9ECF;J;DP; DED I?7DE
L7BKJ7J; :? F;H IU C7 ?D H7=?ED; :;BB; 97H7JJ;H?IJ?9>; :;BB;
7JJ?L?JS ; :;? I;HL?P? ILEBJ? :7B L7BKJ7JE ; :;=B? E8?;JJ?L? 9>;
B\7CC?D?IJH7P?ED; I? T FH;<?II7J7 ?D <7I; :? FHE=H7CC7P?ED;�
&; 9ECF;J;DP; ?D<7JJ? 9EIJ?JK?I9EDE KD7 H?IEHI7 F;H
B\7CC?D?IJH7P?ED; IEBE I; JHEL7DE 7FFB?97P?ED; D;BB; <KDP?ED?
:?�9K?�?B�L7BKJ7JE�I?�E99KF7�
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&;�9ED:?P?ED?�78?B?J7DJ? a *H?D9?F?E����$DJ;=H7H;�B7�=;IJ?ED;�:;BB;�H?�
IEHI;�KC7D;�;�?B�97F?J7B;�EH=7D?PP7J?LE�D;B�FHE9;IIE�:?�C?IKH7P?ED;�;�L7�
BKJ7P?ED;�:;BB7 performance

Criterio 3.9 Realizzare il processo di valutazione
annuale sulla base di una metodologia scritta,
trasparente e discussa con il valutato
&7 L7BKJ7P?ED; 9EDI?IJ; ?D KD =?K:?P?E ELL;HE ?D KD7 :;<?D?�
P?ED; I?DJ;J?97 :;BB\?:ED;?JS :;BB7 FH;IJ7P?ED; B7LEH7J?L7 ILEBJ7
:7 KD :;J;HC?D7JE IE==;JJE H?IF;JJE 7 9H?J;H? ; E8?;JJ?L? :;<?D?�
J? 7 FH?EH?� .7B; L7BKJ7P?ED; DED >7 L7BEH; :? F;H IU C7 ?D H7�
=?ED; :;BB; H;7P?ED? 9>; FHE:K9; D;B IE==;JJE L7BKJ7JE� &7:�
:EL; ?B L7BKJ7JE DED H?9EDEI97 B7 L7BKJ7P?ED; 9EC; 9EHH;JJ7 I?
FHE:KHHS KD ;<<;JJE 9EDJH7H?E 7 GK;BBE FEJ;DP?7BC;DJ; FEI?J?�
LE ; B;=7JE 7B H?9EDEI9?C;DJE :;B C;H?JE ;: 7BB\?D9;DJ?L7P?ED;
7B C?=B?EH7C;DJE� *;H <79?B?J7H; ?B H?9EDEI9?C;DJE T ?CFEHJ7DJ;
9>; B7 L7BKJ7P?ED; FH?C7 :? :?L;D?H; :;<?D?J?L7 I?7 :?I9KII7
9ED�?B�L7BKJ7JE�
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&;�9ED:?P?ED?�78?B?J7DJ? a *H?D9?F?E����$DJ;=H7H;�B7�=;IJ?ED;�:;BB;�H?�
IEHI;�KC7D;�;�?B�97F?J7B;�EH=7D?PP7J?LE�D;B�FHE9;IIE�:?�C?IKH7P?ED;�;�L7�
BKJ7P?ED;�:;BB7 performance

Criterio 3.10 Completare la valutazione annuale entro
i primi due mesi dell’anno successivo al periodo cui
la valutazione si riferisce
�;=B? ;<<;JJ? FEI?J?L? :;BB7 L7BKJ7P?ED; I? T :?I9KIIE D;? 9H?J;H?
FH;9;:;DJ?
 GK? I? ;L?:;DP?7 9EC; B7 L7BKJ7P?ED;
 F;H
B\7CC?D?IJH7P?ED;
 FHE:K9; ;<<;JJ? IEBE B7::EL; ?B FHE9;IIE
L?;D; ILEBJE ?D FHEII?C?JS :;B F;H?E:E :? J;CFE 9K? B7 L7BKJ7�
P?ED; IJ;II7 I? H?<;H?I9;� )99EHH; ?D<7JJ? J;D;H 9EDJE :;B B?C?J;
9E=D?J?LE B;=7JE 7B <7JJE 9>; 9ED ?B J;CFE B; F;HIED; J;D:E�
DE 7: 7BJ;H7H; ?B H?9EH:E ; 9?W FEJH;88; 7BJ;H7H; B7 L7BKJ7P?ED;
; B7 F;H9;P?ED; :? 9EHH;JJ;PP7 :;BB7 L7BKJ7P?ED; 7D9>; B7::E�
L; F7H7:EII7BC;DJ; B7 L7BKJ7P?ED; 7LL;D?II; H?=EHEI7C;DJ;
;: ?D CE:E 9EHH;JJE� *E?9>U B7 L7BKJ7P?ED; 7IIKC; L7BEH; F;H
B\7CC?D?IJH7P?ED; DED :? F;H IU C7 ?D H7=?ED; :;=B? ;<<;JJ? 9>;
FHE:K9; IKBBE IJ7JE :? I7BKJ; :;BB\EH=7D?PP7P?ED;
 B7 J;CF;IJ?�
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L?JS 9EIJ?JK?I9; KD7 9ED:?P?ED; I;DP7 B7 GK7B; B7 L7BKJ7P?ED;
I?�H?:K9;�7:�KD�9EIJE�;�F;H:;�F7HJ;�:;B�IKE�I?=D?<?97JE�

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&;�9ED:?P?ED?�78?B?J7DJ? a *H?D9?F?E����$DJ;=H7H;�B7�=;IJ?ED;�:;BB;�H?�
IEHI;�KC7D;�;�?B�97F?J7B;�EH=7D?PP7J?LE�D;B�FHE9;IIE�:?�C?IKH7P?ED;�;�L7�
BKJ7P?ED;�:;BB7 performance

Criterio 3.11. Integrare il sistema di misurazione e
valutazione della performance organizzativa e
individuale
-;88;D; B\7CC?D?IJH7P?ED; FEII7 FHE9;:;H; 7BB7 :;<?D?P?ED;
:? F?X :E9KC;DJ?
 7D9>; :?IJ?DJ?
 9>; ?:;DJ?<?97DE B; :?L;HI;
9ECFED;DJ? :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7
performance
 B7 9ED:?P?ED; ?:;7B; I? H;7B?PP7 GK7D:E L?;D;
?:;DJ?<?97JE ; :?I9?FB?D7JE ?D KD KD?9E :E9KC;DJE B\?DJ;HE FHE�
9;IIE :? C?IKH7P?ED; ; L7BKJ7P?ED; ;IFB?9?J7D:E HKEB?
 J;CF? ;
<7I? ;
 IEFH7JJKJJE
 9H?J;H? :? 9EBB;=7C;DJE JH7 ?B B?L;BBE EH=7D?P�
P7J?LE�;:�?B�B?L;BBE�?D:?L?:K7B;�:;BB7�L7BKJ7P?ED;�
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a $DJHE�
:KP?ED;

Tema 2. Il sistema di misurazione

$B J;C7 :;BB7 C?IKH7P?ED; >7 7 9>; <7H; 9ED B7 :;<?D?P?ED;
:;B 9EDJ;DKJE :;BB; CE:7B?JS :? <KDP?ED7C;DJE :;B I?IJ;C7 :?
C?IKH7P?ED; ; L7BKJ7P?ED;� .7B; I?IJ;C7 9EIJ?JK?I9; ?D<7JJ? ?B
IKFFEHJE KJ?B; 7BB\7CC?D?IJH7P?ED; F;H 7B?C;DJ7H; ? FHE9;II?
:;9?I?ED7B? ; D;9;II7H?E F;H :;<?D?H; ? :E9KC;DJ? 9>;
D;BB\?CFEIJ7P?ED; :7J7 :7B ��&=I� 7B 9?9BE :? =;IJ?ED; :;BB7
performance
 H7FFH;I;DJ7DE ?B FKDJE :? H?<;H?C;DJE
 ; 9?ET ?B
F?7DE�:;BB7 performance ;�B7 H;B7P?ED;�IKBB7 performance�
$B F?7DE T BE IJHKC;DJE 9>; :S 7LL?E 7B 9?9BE :? =;IJ?ED; :;BB7
performance ; I? 9ED<?=KH7 9EC; ?B :E9KC;DJE FHE=H7CC7�
J?9E ?D 9K?
 ?D 9E;H;DP7 9ED B; H?IEHI; FH;L?IJ;
 IEDE ;IFB?9?�
J7J? =B? E8?;JJ?L?
 =B? ?D:?97JEH? ;: ? target 9>; B\7CC?D?IJH7P?ED;
?DJ;D:; F;HI;=K?H;� �JJH7L;HIE GK;IJE IJHKC;DJE IEDE :KD�
GK; :;<?D?J? =B? ;B;C;DJ? <ED:7C;DJ7B? IK 9K? FE? I? 87I;H7DDE



B7 C?IKH7P?ED;
 B7 L7BKJ7P?ED; ; B7 9ECKD?97P?ED; :;BB7 per-

formance� $B F?7DE ; B7 H;B7P?ED; IKBB7 performance
 <EHC7�
B?PP7P?ED? IJ7J?9>; 7:EJJ7J; :7BB\7CC?D?IJH7P?ED; ?D :;J;HC?�
D7J? CEC;DJ?
 IEDE :KDGK; 7B?C;DJ7J? ; <ED:7J? IKB I?IJ;C7
:? C?IKH7P?ED; 9>; D; 9EIJ?JK?I9; B7 :?C;DI?ED; :?D7C?97� $
JH; IJHKC;DJ? IEDE ?DJ;H:?F;D:;DJ? ; <EHC7DE KD JKJJ\KDE 9>;
H?I;DJ; :;BB; I9;BJ; 9>; B\7CC?D?IJH7P?ED; 9ECF?; ?D C;H?JE
7BB7 IJHKJJKH7 ; 7BB; 97H7JJ;H?IJ?9>; :;BB\KDE E :;BB\7BJHE� $B J;�
C7 GK? 7FFHE<ED:?JE I? H?<;H?I9; 7BB; 97H7JJ;H?IJ?9>; :;B I?IJ;�
C7 :? C?IKH7P?ED; ; <EHD?I9; FH?D9?F? ; 9H?J;H? 9>; FEIIE�
DE JHEL7H; 7FFB?97P?ED; ?D:?F;D:;DJ;C;DJ; :7BB; I9;BJ; 9>;
B\7CC?D?IJH7P?ED; 9ECF?; ?D C;H?JE 7B J?FE :? F?7DE :;BB7 per-

formance ; H;B7P?ED; IKBB7 performance 9>; :;9?:; :? 7:EJJ7�
H;�
&\7D7B?I? :;BB7 IJHKC;DJ7P?ED; ;I?IJ;DJ; ; :;B GK7:HE DEHC7�
J?LE :? H?<;H?C;DJE F;H B; 7CC?D?IJH7P?ED? BE97B? F;HC;JJ; :? 7<�
<;HC7H; 9>; B7 IK99;II?ED; :;? JH; :E9KC;DJ? FHE=H7CC7�
JEH? :;BB\7CC?D?IJH7P?ED; �,**� * "� *�)� FEIIEDE ;II;H;
C;II? ?D IJH;JJ7 H;B7P?ED; 9ED ?B I?IJ;C7 :? C?IKH7P?ED; J;D;D�
:E FH;I;DJ; 9>; J7B? IJHKC;DJ? E==? >7DDE H?LEBJE B7 BEHE 7J�
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J;DP?ED; FH;L7B;DJ;C;DJ; 7BB7 :?C;DI?ED; ;9EDEC?9E�<?D7D�
P?7H?7� .7B? IJHKC;DJ?
 9ED EFFEHJKD; CE:?<?9>;
 FEIIEDE GK?D�
:? ;II;H; 7:EJJ7J? 9EC; ;B;C;DJ? 9;DJH7B? :;BB; <7I? :? C?IK�
H7P?ED; ; L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7� �7B
FKDJE :? L?IJ7 J;EH?9E
 JH7 ? :E9KC;DJ? ;I?IJ;DJ?
 ?B * "
 ?D
F7HJ?9EB7H;
 7FF7H; ;II;H; ?B :E9KC;DJE 7 F7HJ?H; :7B GK7B;
T FEII?8?B; 9ED<?=KH7H; ?B F?7DE :;BB7 performance
 9ED EF�
FEHJKD; CE:?<?9>;� �BBE IJ;IIE J;CFE 7FF7H; FEII?8?B; 9>;
B\7CC?D?IJH7P?ED; I? :EJ? :? KD F?7DE 9>; 9ED<?=KH7 KD :E9K�
C;DJE 7 IU
 9E;H;DJ; ;: ?DJ;=H7JE 9ED =B? 7BJH?
 C7 :?IJ?DJE�
�B :? BS :;BB; I9;BJ; H;B7J?L; 7BB7 9ED<?=KH7P?ED; <EHC7B; :;B
F?7DE ?D GK7DJE :E9KC;DJE
 9?W 9>; 9EDJ7 T 9>; ?D ;IIE
JHEL? ;IFH;II?ED; KD I?IJ;C7 :? C?IKH7P?ED; ?IF?H7JE 7? FH?D�
9?F? ;: 7? 9H?J;H? :? I;=K?JE ;DKD9?7J?� &7::EL; ?D<7JJ?
B\7CC?D?IJH7P?ED; DED 788?7 FHE=;JJ7JE ;E IL?BKFF7JE KD I?�
IJ;C7 :? C?IKH7P?ED; ;LEBKJE
 T 7II7? ?CFHE878?B; 9>; FEII7
:;<?D?H; KD F?7DE ;: KD7 H;B7P?ED; IKBB7 performance ?D =H7:E
:? F;HI;=K?H; B7 BEHE <?D7B?JS E==;JJ?L7 EII?7 GK;BB7 :? 9ED�
I;DJ?H; B7 C?IKH7P?ED; ; B7 L7BKJ7P?ED; :;BB7 performance

:;BB\7CC?D?IJH7P?ED;�
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$B I?IJ;C7 T BE=?97C;DJ; 9ECFEIJE :7 :K; F7HJ? 9EHH;B7J;
 9?7�
I9KD7 H;B7J?L7 7: KD 7C8?JE :? C?IKH7P?ED;� 7� B7 C?IKH7P?ED;
:;BB7 performance EH=7D?PP7J?L7� 8� B7 C?IKH7P?ED; :;BB7 per-

formance ?D:?L?:K7B;� -? IEJJEB?D;7 9>; :? I;=K?JE I? <7 H?<;H?�
C;DJE 7B J;C7 :;BB7 C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 perfor-

mance EH=7D?PP7J?L7�;�DED�:;BB7 performance ?D:?L?:K7B;�

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED;

Principio 4. Definire gli ambiti di misurazione e
selezionare il set degli indicatori

�?7I9KD7 7CC?D?IJH7P?ED; 7:EJJ7 KD I?IJ;C7 :? C?IKH7P?ED;
:;BB7 performance 9>; I? 9ECFED; :? :7J? ;: ?D:?97JEH? H;B7J?L?
7 E8?;JJ?L? IJH7J;=?9?
 E8?;JJ?L? EF;H7J?L?
 7JJ?L?JS
 I;HL?P?
 IJ7JE :?
I7BKJ; ; ?CF7JJ?� &7 FHE=;JJ7P?ED; :;B I?IJ;C7 9EDI?IJ; D;BB7
:;<?D?P?ED; :? KD CE:;BBE =;D;H7B; 9>; ?:;DJ?<?97 9EI7 I? ?D�
J;D:; C?IKH7H; ; 9EC;� (;BB7 FHE=;JJ7P?ED; :;B I?IJ;C7 T ?C�
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FEHJ7DJ; J;D;H 9EDJE :;B <7JJE 9>; ? :7J? ; B; ?D<EHC7P?ED? 9ED�
J;DKJ; D;B I?IJ;C7 :? C?IKH7P?ED; DED FEIIEDE ;II;H; B?C?�
J7J? 7? IEB? ?D:?97JEH? ; 7BB; I;H?; IJEH?9>;
 C7 :;LEDE ;II;H;
?DJ;=H7J? :7 9ECC;DJ? ; EII;HL7P?ED? H;:7JJ; :7? H;IFEDI78?�
B? :;BB; :?L;HI; KD?JS EH=7D?PP7J?L;� &7 C?IKH7P?ED; ?D<7JJ?
 ?D
GK7DJE FHE9;IIE C7D7=;H?7B;
 DED I? ;I7KH?I9; D;BB7 H?B;L7�
P?ED; :? GK7DJ?JS C7 H?9>?;:; B\;IFH;II?ED; :? =?K:?P? 9ED:?�
L?I? IKB I?=D?<?97JE :? J7B? GK7DJ?JS ; B\?CF?;=E :;BB; C;:;I?C;
D;? FHE9;II? :;9?I?ED7B? ?DJ;HD? ;: ;IJ;HD? 7BB\7CC?D?IJH7P?ED;�
$ 9H?J;H? :? I;=K?JE ;IFEIJ? ?:;DJ?<?97DE 7P?ED? 9>; FEIIEDE H7<�
<EHP7H;
 I;9ED:E :?L;HI; FHEIF;JJ?L;
 ?B I?IJ;C7 :? C?IKH7P?E�
D; ; L7BKJ7P?ED; C7 9>; DED 9EIJ?JK?I9EDE 9ED:?P?ED? ?CFH;�
I9?D:?8?B?�F;H�?B�<KDP?ED7C;DJE�:;B�I?IJ;C7�IJ;IIE�
+K;IJE FH?D9?F?E IJ7 7BB7 87I; :;BB7 FEII?8?B?JS F;H
B\7CC?D?IJH7P?ED; :? H;:?=;H; KD F?7DE :;BB7 performance ;:
KD7 H;B7P?ED; IKBB7 performance 9E;H;DJ? 9ED ?B I;DIE :7JE
:7BB7 H?<EHC7 7 J7B? :E9KC;DJ?� � FH;I9?D:;H; :7B 9EDJ;D?JEH;

:E9KC;DJE 7 IU IJ7DJ;
 * " E *:)
 ?B F?7DE :;BB7 perfor-

mance I? IEIJ7DP?7 ?D KD ?DI?;C; :? ?D:?97JEH?
 9EBB;=7J? 7?
9EDJ;DKJ? :? F?7D?<?97P?ED; ; FHE=H7CC7P?ED;
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:;BB\7CC?D?IJH7P?ED;
 9>; B\7CC?D?IJH7P?ED; :;L; I9;=B?;H; ;
C?IKH7H; ex ante� $B FH?D9?F?E 9EDI?IJ; FHEFH?E D;BB7 I9;BJ7

D;BB7 ;IFB?9?J7P?ED; 9?ET
 ex ante
 9>; B7 L7BKJ7P?ED; 7LL;HHS
7JJH7L;HIE B\7D7B?I? :? GK;=B? ?D:?97JEH? 9>; IEDE IJ7J? I;B;P?E�
D7J?�;�H?IF;JJE�7?�GK7B?�IEDE�IJ7J?�:;<?D?J? target�
(;BB7 I;B;P?ED; :;=B? ?D:?97JEH? T ?CFEHJ7DJ; 9>;
B\7CC?D?IJH7P?ED; DED I? B?C?J? 7: ?CF?;=7H; GK7DJE T :?IFED?�
8?B; C7 7:EJJ? KD 7FFHE99?E 9H?J?9E
 ?IF?H7JE :7 7B9KD? ;B;C;DJ?
:?�L7BKJ7P?ED;�

Qualità
&; ?D<EHC7P?ED? ; =B? ?D:?97JEH? ?DI;H?J? D;B F?7DE ; D;BB7 H;�
B7P?ED; :;LEDE H?IKBJ7H; KJ?B? F;H =B? ?DJ;HBE9KJEH?
 D;B I;DIE
9>; :;LEDE ;II;H; ;<<;JJ?L7C;DJ; ?CF?;=7J? :7 ;II? F;H
C?IKH7H; ; L7BKJ7H; B7 performance :;B 9ECKD;� &\KJ?B?JS

F;H ;II;H; J7B;
 H?9>?;:; 9>; ?D<EHC7P?ED? ;: ?D:?97JEH? I?7�
DE ;IFH;II? ?D CE:E 9>?7HE
 KD?LE9E ; H?<;H?J? 7: KD FH;9?IE
7H9E J;CFEH7B;� &7::EL; KD\?D<EHC7P?ED; E KD ?D:?97JEH;
DED <EII;HE ?DJH?DI;97C;DJ; KD?LE9?
 :7B CEC;DJE 9>; :?�
L;HI? ?DJ;HBE9KJEH? FEIIEDE 7JJH?8K?H; 7: ;II? :?L;HI? I?=D?�
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<?97J?
 T ?CFEHJ7DJ; 9>; ?B F?7DE ; B7 H;B7P?ED; 9>?7H?I97DE
?B�I?=D?<?97JE�7JJH?8K?JE�7BB\?D:?97JEH;�

Comprensibilità
&; ?D<EHC7P?ED? ; =B? ?D:?97JEH? ?DI;H?J? D;B F?7DE ; D;BB7
H;B7P?ED; :;LEDE ;II;H; I;B;P?ED7J? ?D CE:E :7 ;L?J7H;
J;9D?9?IC?
 H?<;H?C;DJ? 8KHE9H7J?9? E DEHC7J?L? 9ECFB;II? ;
FH;D:;D:E ?D 9EDI?:;H7P?ED; B; 9EDEI9;DP; 7 :?IFEI?P?E�
D; :;BB\?DJ;HBE9KJEH;� &; ?D<EHC7P?ED? :;LEDE ;II;H; ?DEB�
JH; EH=7D?PP7J; ?D CE:E J7B; :7 H;D:;H; ?CC;:?7J7C;DJ;
9ECFH;DI?8?B; GK7B? :E9KC;DJ? E GK7B? H;<;H;DJ? :;B 9ECK�
D;�FEIIEDE�<EHD?H;�KBJ;H?EH?�:;JJ7=B?�

Attendibilità
&; ?D<EHC7P?ED? ; =B? ?D:?97JEH? 9>; B\7CC?D?IJH7P?ED; :;9?�
:; :? H;D:;H; <HK?8?B? 7JJH7L;HIE ?B F?7DE ; B7 H;B7P?ED; :;�
LEDE ;II;H; L7BKJ7J? 9EC; 7JJ;D:?8?B? ; 9EDI;DJ?H; KD FHE�
9;IIE :? L7BKJ7P?ED; :7 F7HJ; :? E=D? ?DJ;HBE9KJEH; :;B =H7�
:E :? H?IKBJ7J? H7==?KDJE� � J7B <?D; B7 IJHKJJKH7 :;BB7 H;B7P?E�
D; IKBB7 performance :;L; ;II;H; IF;9KB7H; 7 GK;BB7 :;B
F?7DE :;BB7 performance� $D J7B CE:E
 7JJH7L;HIE B7 9ED�
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IKBJ7P?ED; :;BB7 H;B7P?ED; IKBB7 performance
 I? EJJ?;D; KD
FKDJK7B; H?I9EDJHE :;BB\7D:7C;DJE 7IIKDJE :7=B? ?D:?97JEH?
FH;I9;BJ? ; :;BB\;<<;JJ?L?JS :;BB; ?D<EHC7P?ED? 9EDJ;DKJ; D;B
F?7DE�

-;88;D; E=D? 7CC?D?IJH7P?ED; FEII7 :;<?D?H; ?D CE:E 7KJE�
DECE ?B set :? ?D:?97JEH? 9>; 9ECFED=EDE ?B FHEFH?E I?IJ;C7 :?
C?IKH7P?ED; D;? I;=K;DJ? 9H?J;H? L;D=EDE <EHD?J? set 9>; 9EIJ?�
JK?I9EDE�KD�KJ?B;�FKDJE�:?�F7HJ;DP7�

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED; a *H?D9?F?E�����;<?D?H;�=B?�7C8?J?�:?�C?IK�
H7P?ED;�;�I;B;P?ED7H;�?B set :;=B?�?D:?97JEH?

Criterio 4.1 Identificare un modello generale di
rappresentazione della performance
$B CE:;BBE :? H7FFH;I;DJ7P?ED; :;BB7 performance 9EDI?IJ; D;B
C7FF7H; =B? 7C8?J? 9>; B\7CC?D?IJH7P?ED; :;L; C?IKH7H; F;H
FEJ;H L7BKJ7H; D;B J;CFE ?B IKE B?L;BBE :? performance� .7B? 7C�
8?J? I? H?<;H?I9EDE 7=B? ?CF7JJ? 9>; B\7CC?D?IJH7P?ED; FHE:K9;
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IKB FHEFH?E 7C8?;DJ;
 7BB; IJH7J;=?; ?D 9EHIE
 7B FEHJ7<E=B?E :?
7JJ?L?JS ; I;HL?P? 9>; B\7CC?D?IJH7P?ED; ILEB=; D;BB\7C8?JE :;B�
B; FHEFH?; <KDP?ED?
 7BBE IJ7JE :? I7BKJ; ;9EDEC?9E�<?D7DP?7H?7

EH=7D?PP7J?L7 ; :;BB; H;B7P?ED? 9ED 7BJH? IE==;JJ?� �B :? BS :;B�
B; 97J;=EH?; 9ED9;JJK7B? ?CF?;=7J; F;H ?:;DJ?<?97H; =B? 7C8?J?

:;<?D?H; ?B CE:;BBE =;D;H7B; I?=D?<?97 ?D:?L?:K7H; ?B 9EDJ;DKJE
IF;9?<?9E 9>; =B? 7C8?J? FH;I9;BJ? 7IIKCEDE 9ED H?<;H?C;DJE 7B
FHEFH?E�;DJ;�

$B F?7DE :;BB7 performance ��������� :;B 9ECKD; :?  H?9; FHEFED; KD
CE:;BBE�:?�C?IKH7P?ED;�7HJ?9EB7JE�IK�F?X�7C8?J?�;�:;I9H?L;�?D�I;GK;DP7�

_ ?B�9EDJ;IJE�IE9?E�;9EDEC?9E�:;B�J;HH?JEH?E�:;B�9ECKD;�:?  H?9;�
_ B7�IJHKJJKH7�EH=7D?PP7J?L7�:;BB\7CC?D?IJH7P?ED;�
_ B\7B8;HE :;BB; performance IK::?L?IE ?D E8?;JJ?L? IJH7J;=?9?
 7JJ?L?JSI;H�
L?P?
�IJ7JE�:?�I7BKJ;�;:�?CF7JJE�

_ =B?�?CF7JJ?�7JJ;I?�F;H�B\7CC?D?IJH7P?ED;�
_ =B? E8?;JJ?L? IJH7J;=?9? :;BB\7CC?D?IJH7P?ED; ;DKD9?7J? I;9ED:E 9?DGK;
B?D;; IJH7J;=?9>; �FEB?J?9>; IE9?7B?
 F?7D?<?97P?ED; :;BB\7C8?;DJ; ; :;B
J;HH?JEH?E
 7JJ?L?JS 9KBJKH7B? ; J;CFE B?8;HE
 I;HL?P? 7? 9?JJ7:?D? ;: EH=7D?P�
P7P?ED;�:;B�9ECKD;��

_ ? B?L;BB? :? I;HL?P?E :7 ;HE=7H; H;B7J?L7C;DJ; 7� I9KEB; C7J;HD;
 :?I78?B?

7DP?7D?
 FK88B?97 ?BBKC?D7P?ED;
 78KI?L?ICE
 <HK?P?ED; :;=B? ?CF?7DJ?
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IFEHJ?L?
 <HK?P?ED; :;B 97IJ;BBE
 I;HL?P?E J;B;�7C?9E 9ECKD; ; I;HL?P?E
I7D7JEH?7�;:?B?P?7�

_ B; performance 7JJ;I; :7BB; L7H?; KD?JS EH=7D?PP7J?L; 9E;H;DJ;C;DJ;
9ED�=B?�E8?;JJ?L?�IJH7J;=?9?�;�=B?�E8?;JJ?L?�:?�I;HL?P?E�7:�;II;�H;B7J?L;�

_ BE IJ7JE :? I7BKJ; ;9EDEC?9E�<?D7DP?7H?7
 EH=7D?PP7J?L7 ; :;BB; H;B7P?E�
D?�

_ =B?�E8?;JJ?L?�:?�JKJJ;�B;�FEI?P?ED?�EH=7D?PP7J?L;�
_ B;�7P?ED?�:? follow-up ;�C?=B?EH7C;DJE�9EDJ?DKE�

MMM�9ECKD;�;H?9;�JF�?J

�D9>; ?B 9ECKD; :? �H;I9?7 >7 I9;BJE :? :EJ7HI? :? KDE IF;9?<?9E :E9K�
C;DJE 9>?7C7JE F?7DE :;BB7 performance 9>; H?FH;D:; B; B?D;; FHE=H7C�
C7J?9>; ; C;JJ; 7 I?IJ;C7 ,** ; * " ?DJHE:K9;D:E
 ?D F7HJ?9EB7H;
 IF;�
9?<?9? ?D:?97JEH? :? output� $B :E9KC;DJE ;B78EH7JE ?D9BK:; B\7B8;HE :;=B?
E8?;JJ?L? �:7=B? E8?;JJ?L? :? C7D:7JE 7 GK;BB? EF;H7J?L? ; 9EDI;=K;DJ;C;D�
J;�?D:?L?:K7B?�
�B;�H?IEHI;�KC7D;�;�<?D7DP?7H?;
�?�H;IFEDI78?B?�
MMM�9ECKD;�8H;I9?7�?J

$B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance �-'0*� :;B
9ECKD; :? �H;PPE :;<?D?I9;
 F;H ?B 9?9BE :? =;IJ?ED; :;BB7 performance� B;
<7I? �F?7D?<?97P?ED;
 FHE=H7CC7P?ED;
 9EDJHEBBE
 H;D:?9EDJ7P?ED;
 L7BKJ7�
P?ED;
 FH;C?7B?JS ; JH7IF7H;DP7�
 B; 7JJ?L?JS :7 7JJK7H; F;H 9?7I9KD7 <7I;

? H;IFEDI78?B? :? J7B? 7JJ?L?JS
 =B? IJHKC;DJ? :7 KJ?B?PP7H; ;: ? J;CF? :? 7JJK7�
P?ED;�
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$B -'0* :;<?D?I9; B7 C7FF7 IJH7J;=?97 9EC; BE IJHKC;DJE :? 87I; F;H
;<<;JJK7H; B7 L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7 :;BB; KD?JS EH�
=7D?PP7J?L;
 :;? I;HL?P?
 ; :;BB\EH=7D?PP7P?ED; D;B IKE 9ECFB;IIE� *;H B7
:;<?D?P?ED; :? J7B; C7FF7
 ?B -'0* :;B 9ECKD; :? �H;PPE I? 7LL7B; :;B�
B7 ]�7J;D7 IJH7J;=?97 :;B L7BEH;^
 H?97L7J7 :7B CE:;BBE :;BB7 97J;D7 :;B
L7BEH; :? '?9>7;B *EHJ;H
 9>; :?IJ?D=K; B; 7JJ?L?JS FH?C7H?; �?D =H?=?E I9KHE
D;BB7 .78;BB7 �� :7BB; 7JJ?L?JS :? IKFFEHJE
 :EL; B; FH?C; 9EDJH?8K?I9EDE ?D
C7D?;H7�:?H;JJ7�7BB7�=;D;H7P?ED;�:;B�L7BEH;�

Tabella 1 - Catena strategica del valore del comune di Arezzo

-L?BKFFE�;�C7DJ;D?C;DJE�:;BB;�H?IEHI;

KC7D;�;�<?D7DP?7H?;

'7DJ;D?C;DJE�:;BB;�?D<H7IJHKJJKH;

!KDP?ED?�:?�IEIJ;D?8?B?JS�:;B�I?IJ;C7�;

:;BB;�?D<H7IJHKJJKH;

";IJ?ED;�:;BB;�J;9DEBE=?;

!KDP?ED?�:?�IKFFEHJE
-KFFEHJE�7?�I;HL?P?�;�7BB;�FEB?J?9>;

?IJ?JKP?ED7B?

�E;I?ED;�IE9?7B;

-;HL?P?�?IJ?JKP?ED7B?

";IJ?ED;�:;B�J;HH?JEH?E

*EB?J?9>;�;:K97J?L;�;�9KBJKH7B?

!KDP?ED?�FH?C7H?;

*EB?J?9>;�:;BB7�I?9KH;PP7

*EHJ7JEH?�:?�?DJ;H;II?

$B -'0* IJ78?B?I9; ?DEBJH; KD 9EBB;=7C;DJE JH7 '79HE<KDP?ED? Y !KDP?ED?
Y I;HL?P? Y FHE9;II? ;: 7JJ?L?JS �9>; J?;D; 9EDJE 7D9>; :? ;L;DJK7B? FHE�
=;JJ? 7 IKFFEHJE�
 ?D CE:E 9>; E8?;JJ?L? ;: ?D:?97JEH? 7II;=D7J? 7 9?7I9KD
;B;C;DJE�:;BB7�C7FF7�I?7DE�?D�9EHH;B7P?ED;�JH7�BEHE�
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&\?DJHE:KP?ED; :;B 9?9BE :;BB7 performance
 :? KD7 L?I?ED; EB?IJ?97 :;BB7
performance ; :? KD I?IJ;C7 :? C?IKH7P?ED; CKBJ?:?C;DI?ED7B; H7FFH;�
I;DJ7 KD\?DDEL7P?ED; :? =H7D:; FEHJ7J7 F;H ?B 9ECKD;� $B <7JJE 9>; I?7 <EH�
J;C;DJ; IFEDIEH?PP7J7 :7? L;HJ?9? 7CC?D?IJH7J?L? H7FFH;I;DJ7 9;HJ7C;DJ;
KD <7JJEH; FEI?J?LE DED JH7I9KH78?B;� 'EBJE IF;IIE
 ?D?P?7J?L; 9>; 9ECFEH�
J7DE 97C8?7C;DJ? I?=D?<?97J?L? <7BB?I9EDE FHEFH?E F;H9>U C7D97 B\?CF;=DE
:;?�L;HJ?9?�:;BB\EH=7D?PP7P?ED;�
MMM�9ECKD;�7H;PPE�?J

(;B :;<?D?H;
 GK7B; CE:;BBE :? H7FFH;I;DJ7P?ED; :;BB7 FHEFH?7 perfor-

mance EH=7D?PP7J?L7
 B\7B8;HE :;BB7 performance
 ?B 9ECKD; :? -7II7H?
>7 9;H97JE :? <7H ?DJ;H7=?H; 7CC?D?IJH7JEH? ; :?H?=;DJ? :? JKJJ? ? I;JJEH?
 EH�
=7D?PP7D:E :;? =HKFF? :? B7LEHE JH7IL;HI7B? ; C?IJ? �7II;IIEH? ; :?H?=;DJ?��
$DEBJH;
 F;H ;L?J7H; B\7KJE�H;<;H;DP?7B?JS :;=B? E8?;JJ?L?
 B\7CC?D?IJH7P?ED;
>7 FH;IE ?D 9EDI?:;H7P?ED; ? :7J? FHEL;D?;DJ? :7BB\7D7B?I? :? 9EDJ;IJE ;<<;J�
JK7J7 :7BB7 :?H;P?ED; =;D;H7B; ; =B? I9;D7H? :;B?D;7J? :7? :K; F?7D? -JH7J;�
=?9? 9>; =?S ?D9BK:;L7DE ?B FKDJE :? L?IJ7 ;IFH;IIE :7? FH?D9?F7B? FEHJ7JEH?
:?�?DJ;H;II;�
MMM�9ECKD;�I7II7H?�?J

$B F?7DE :;BB7 performance ���� ����� FH;:?IFEIJE :7? :?H?=;DJ? :;B 9E�
CKD; :? �;H=7CE <EHD?I9; KD7 L?I?ED; :\?DI?;C; :;=B? 7C8?J? BKD=E ?
GK7B? ?B 9ECKD; :? �;H=7CE C?IKH7 ; L7BKJ7 B7 IK7 performance� $D F7HJ?�
9EB7H; ?B F?7DE :;BB7 performance ?:;DJ?<?97 9?DGK; 7C8?J? :? C?IKH7P?ED;
;�L7BKJ7P?ED;�
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_ *HE=H7CC? IJH7J;=?9?� ?B 9ECKD; :? �;H=7CE >7 ?:;DJ?<?97JE IKBB7 87I;
:;BB; B?D;; FHE=H7CC7J?9>; :? C7D:7JE ���� ����� B; FH?EH?JS IJH7J;=?�
9>; :;BB\;DJ;
 ?:;DJ?<?97D:E B; <7I? F;H B7 BEHE 7JJK7P?ED; ; =B? ?D:?97JEH?
F;H�C?IKH7HD;�;�L7BKJ7HD;�B7 performance�

_ �JJ?L?JS ; I;HL?P?� ?B 9ECKD; :? �;H=7CE >7 ?:;DJ?<?97JE B; 7JJ?L?JS ; ? I;H�
L?P? 9>?7L; ;HE=7J? 7 9?JJ7:?D? ; 7BJH? FEHJ7JEH? :? ?DJ;H;II; ?:;DJ?<?97D:E
F;H 9?7I9KDE :? ;II? ?D:?97JEH? :? GK7DJ?JS
 GK7B?JS
 ;<<?9?;DP7 ;: ;<<?97�
9?7�

_ -J7JE :? I7BKJ;� ?B 9ECKD; :? �;H=7CE >7 ?:;DJ?<?97JE ?D:?97JEH? LEBJ?
7BB7 C?IKH7P?ED; ; L7BKJ7P?ED; :;BB\;GK?B?8H?E ;9EDEC?9E Y <?D7DP?7H?E
:;BB\;DJ;
 :;BB7 I7BKJ; EH=7D?PP7J?L7 :;BB\EH=7D?PP7P?ED; ; :;BB7 I7BKJ;
:;BB;�H;B7P?ED?�9ED�?�9?JJ7:?D?�;�7BJH?�FEHJ7JEH?�:?�?DJ;H;II;�

_ $CF7JJ?� ?B 9ECKD; :? �;H=7CE >7 ?:;DJ?<?97JE =B? ?CF7JJ? 9>; 9ED9EHH;
7�FHE:KHH;�IKB�J;HH?JEH?E�:?�H?<;H?C;DJE�

_ benchmarking� ?B 9ECKD; :? �;H=7CE >7 ?:;DJ?<?97JE =B? 7C8?J? ; 7BJH;
7CC?D?IJH7P?ED?�9ECKD7B?�9ED�9K?�?D?P?7H;�KD�9ED<HEDJE�

$B F?7DE :;BB7 performance
 7:EJJ7JE :;<?D?J?L7C;DJ; :7 F7HJ; :;BB7 =?KDJ7
9ECKD7B; D;B C;I; :? C7==?E ���� ; ?B H;B7J?LE :E9KC;DJE :? H;D:?�
9EDJ7P?ED; �B7 H;B7P?ED; IKBB7 performance� IEDE IJ7J? 9ED9;F?J? 9EC;
IJHKC;DJ? I;CFB?9?
 :? <79?B; 9ECFH;DI?ED;
 7BJ7C;DJ; ?DJ;H7JJ?L? ; 9ED
B\E8?;JJ?LE DED IEBE :? F;HC;JJ;H; 7BB\7CC?D?IJH7P?ED; :? H799EDJ7H; GK;B�
BE 9>; >7 <7JJE
 9>; IJ7 <79;D:E ; 9>; H;7B?IJ?97C;DJ; <7HS C7 7D9>; :?
7LL?9?D7H; ? 9?JJ7:?D? ; =B? 7BJH? FEHJ7JEH? :? ?DJ;H;II; 7BB7 FHEFH?7 7CC?D?�
IJH7P?ED;�9ECKD7B;�
MMM�9ECKD;�8;H=7CE�?J
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED; a *H?D9?F?E�����;<?D?H;�=B?�7C8?J?�:?�C?IK�
H7P?ED;�;�I;B;P?ED7H;�?B set :;=B?�?D:?97JEH?

Criterio 4.2 Integrare la dimensione finanziaria nella
misurazione della performance mediante la
rilevazione di dati contabili riclassificati in centri di
costo e/o centri di responsabilità, coerenti con la
struttura organizzativa (servizi generali, settori,
servizi di linea)
-;88;D; B7 :?C;DI?ED; ;9EDEC?9E <?D7DP?7H?7 I?7 IELH7 H7F�
FH;I;DJ7J7 ?D CEBJ? :;? I?IJ;C? :? C?IKH7P?ED; 7JJK7BC;DJ; ?D
KIE D;BB; 7CC?D?IJH7P?ED?
 T ?CFEHJ7DJ; 9>; ?B I?IJ;C7 9ECF?7
KDE I<EHPE :? H?9B7II?<?97P?ED; :;BB; IF;I; E :;? 9EIJ?
 I; H?B;�
L7J?
 9E;H;DJ; 9ED B7 IJHKJJKH7 :;? 9;DJH? :? H;IFEDI78?B?JS� .7B;
I<EHPE 7IIKC; JKJJ7L?7 I?=D?<?97JE IEBE B7::EL; B\?D<EHC7P?ED;
9>; D; :;H?L7 T ;<<;JJ?L7C;DJ; ?CF?;=7J7 :7BB\7CC?D?IJH7P?E�
D; D;BB7 C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance
 ?D 97�
IE�9EDJH7H?E�I?�H?:K9;�7�C;HE�;I;H9?P?E�9EDJ78?B;�

(;B I?IJ;C7 9EDJ78?B; :;B 9ECKD; :? �H;PPE ? :7J? <?D7DP?7H? IEDE H?B;L7J?
; 7HJ?9EB7J? F;H D7JKH7 :;BB; FEIJ; 9EDJ78?B? ;: T FH;I;DJ; KDE IJH;JJE H79�
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9EH:E JH7 ?B 8?B7D9?E ; B7 ,**� $B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED;
:;BB7 performance ?DJ;=H7 B; ?D<EHC7P?ED? 9EDJ78?B? 9ED ?D<EHC7P?ED? :;H?�
L7DJ? :7? :7J? ; :7BB; FHE9;:KH; H;B7J?L? 7BB7 =;IJ?ED; :;B F;HIED7B; �:? J?FE
;9EDEC?9E
 <?D7DP?7H?E ; :? 7JJ?L?JS � FH;I;DP;
 7II;DP;
 7JJH?8KP?ED; 7
9;DJHE :? H;IFEDI78?B?JS�� -EDE
 ?DEBJH;
 H?B;L7J? :7J? 9EDJ78?B? H?9B7II?<?97J?
?D 9;DJH? :? 9EIJE ;E 9;DJH? :? H;IFEDI78?B?JS
 9E;H;DJ? 9ED B7 IJHKJJKH7 EH�
=7D?PP7J?L7 �:?H;P?ED? :? 7H;7
 I;HL?P?
 K<<?9?�� (ED L;D=EDE 7D9EH7 H?B;L7J?
:7J? 9EDJ78?B? F;H ?CF7JJE �spending review� 7D9>; I; B\7CC?D?IJH7P?ED;
F;DI7 :? ?DJHE:KHH; GK;IJE 7FFHE99?E :? F7H? F7IIE 9ED KD7 :;<?D?P?ED;
799KH7J7 :;=B? outcome� �JJK7BC;DJ; ;I?IJ; 9ECKDGK; KD FHE9;IIE :?
7D7B?I? :;B 9EBB;=7C;DJE JH7 7HJ?9EB7P?ED; :;? 97F?JEB7J? F;H 97J;=EH?; :?
IF;I7�;�7HJ?9EB7P?ED;�:;?�97F?JEB7J?�F;H�<KDP?ED?�
MMM�9ECKD;�7H;PPE�?J

$ :7J? 9EDJ78?B? :;BB\/D?ED; :;? 9ECKD? :;BB7 �7II7 ,EC7=D7 IEDE H?9B7I�
I?<?97J? ?D 9;DJH? :? 9EIJE ;E 9;DJH? :? H;IFEDI78?B?JS
 9E;H;DJ? 9ED B7 IJHKJ�
JKH7 EH=7D?PP7J?L7 �I;HL?P? =;D;H7B?
 I;JJEH?
 I;HL?P? :? B?D;7�� &; 9E:?<?9>;
:? E8?;JJ?L?
 FHE=H7CC? ; FHE=;JJ? IEDE ?CC;:?7J7C;DJ; 7IIE9?78?B? 7: KD
I;JJEH;
 I;HL?P?E E K<<?9?E� -? >7 KD7 IJH;JJ7 ?DJ;=H7P?ED; JH7 FHE=H7CC7�
P?ED; ; 9EDJHEBBE
 I?IJ;C7 9EDJ78?B; ; EH=7D?PP7P?ED;
 DED9>U JH7 :7J?
9EDJ78?B? <?D7DP?7H? ; H?B;L7P?ED? ;9EDEC?9E�F7JH?CED?7B?� �JJK7BC;DJ; T ?D
9EHIE KD7 <7I; :? IL?BKFFE :;B I?IJ;C7 9>; FH;L;:; B7 FEII?8?B?JS :? H?7=�
=H;=7H; ? :7J? 9EDJ78?B? F;H 7H;; :? ?CF7JJE =H7P?; 7B 9EBB;=7C;DJE JH7 out-

come ;: ?CF?;=E :;BB; H?IEHI; �9?W DED 7FF;D7 ?B software I7HS F?;D7�
C;DJ;�EF;H7J?LE��
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&; 7D7B?I? GK7DJ?J7J?L; IEDE I?7 I?IJ;C7J?9>; I?7 ]7 focus^ 9ED 9EDJHEBB?
IF;9?<?9? 9>; I? C;JJ;H7DDE ?D 7JJE 7 8H;L; �F;H ;I;CF?E
 KD 9HKI9EJJE
:;:?97JE 7BB; performance H;B7J?L; 7B I;HL?P?E 7I?B? D?:E�� 0? T KD7 F?;D7
?DJ;=H7P?ED; :? standard H;=?ED7B?
 D7P?ED7B? E ?DJ;HD7P?ED7B? :? H?<;H?�
C;DJE D;BB7 H?B;L7P?ED; :;BB; H?IEHI;
 :;BB; 7JJ?L?JS ; :;? H?IKBJ7J?
:;BB\7CC?D?IJH7P?ED;� ;I?IJ;
 ?D<7JJ?
 KD 7FFEI?JE 97CFE D;BB\7D7=H7<?97
:;BB\?D:?97JEH;�D;B�*:*�* "�*�)�
$ :7J? ; B; ?D<EHC7P?ED? <EHD?J; :7B I?IJ;C7 9ED<BK?I9EDE FE? I?7 D;B F?7DE
:;BB7 performance 9>; D;BB7 H;B7P?ED;� $B I?IJ;C7 :;<?D?I9; KD7 87JJ;H?7
:? ?D:?97JEH? 9>; JHEL7 KIE ?D CE:E ?DJ;=H7JE D;B F?7DE :;BB7 performance

D;BB7 ,** ; D;B * "
 <EHD;D:E B7 :?C;DI?ED; GK7DJ?J7J?L7 :;=B? E8?;JJ?L?
?D�;II?�9EDJ;DKJ?�
MMM�B787II7HEC7=D7�?J

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED; a *H?D9?F?E�����;<?D?H;�=B?�7C8?J?�:?�C?IK�
H7P?ED;�;�I;B;P?ED7H;�?B set :;=B?�?D:?97JEH?

Criterio 4.3 Integrare i dati contabili finanziari con
rilevazioni economico-patrimoniali
$B I?IJ;C7 :? H?B;L7P?ED; 9EDJ78?B; <?D7DP?7H?7 H?I9>?7 :? 9ED�
:KHH; 7: KD7 IJ?C7 DED 9EHH;JJ7 :;BB; H?IEHI; 9>; IEDE ;<<;J�
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J?L7C;DJ; D;9;II7H?; F;H H;7B?PP7H; KD :;J;HC?D7JE E8?;JJ?LE
E ILEB=;H; KD7 :;J;HC?D7J7 7JJ?L?JS� �? <7JJE L?;D; 7: ;II;�
H; ?D<?9?7J7 B7 FEII?8?B?JS :? :;<?D?H; ?D:?97JEH? :? ;<<?9?;DP7 9>;
KJ?B?PP?DE ?D<EHC7P?ED? IKBB; H?IEHI; ;9EDEC?9E�<?D7DP?7H?; ?C�
F?;=7J;� &\;GK?B?8H?E <?D7DP?7H?E
 FKH ;II;D:E KD7 :?C;DI?ED;
:? L7BKJ7P?ED; ?CFEHJ7DJ;
 T H?9ED:K9?8?B; 7BBE IJ7JE :? I7BKJ;
:;BB\7CC?D?IJH7P?ED; C7 DED H7FFH;I;DJ7 KD7 :?C;DI?ED; 7B�
JH;JJ7DJE�H?B;L7DJ;�I;�H?<;H?JE�7�IF;9?<?9?�E8?;JJ?L?�E�7JJ?L?JS�

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED; a *H?D9?F?E�����;<?D?H;�=B?�7C8?J?�:?�C?IK�
H7P?ED;�;�I;B;P?ED7H;�?B set :;=B?�?D:?97JEH?

Criterio 4.4 Specificare il legame logico esistente tra
indicatori selezionati, obiettivi e target definiti
�7B CEC;DJE 9>;
 9EC; ;L?:;DP?7JE D;B 9H?J;H?E FH;9;:;DJ;

7B9KD? E8?;JJ?L? FEIIEDE DED 7L;H; KD7 :?C;DI?ED; FHEFH?7�
C;DJ; GK7DJ?J7J?L7
 ?D F7HJ?9EB7H; GK;BB? 9EI?::;JJ? IJH7J;=?9?
 T
?CFEHJ7DJ; 9>; ?B I?IJ;C7 :? C?IKH7P?ED; 9>?7H?I97
 C;:?7DJ;
EFFEHJKD; 7D7=H7<?9>; :;=B? ?D:?97JEH?
 9>; J?FE :? H;B7P?ED;
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B\7CC?D?IJH7P?ED; 7IIKC; ;II;H9? <H7 KD :;J;HC?D7JE E8?;JJ?�
LE ; B\7D:7C;DJE :;=B? ?D:?97JEH? I;B;P?ED7J?� $D 7B9KD? 97I? B7
IF?;=7P?ED; :;B 9EBB;=7C;DJE T KD7 GK;IJ?ED; J;9D?97
 B;=7�
J7�7BB7�D7JKH7�:;=B?�E8?;JJ?L?�9>;�B\7CC?D?IJH7P?ED;�I?�FED;�

$B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance :;BB\/D?ED;
:;? 9ECKD? :;BB7 �7II7 ,EC7=D7 H?B;L7 F;H?E:?97C;DJ; ?B L7BEH; 7IIKDJE
:7=B? ?D:?97JEH? I;B;P?ED7J?
 I;9ED:E B; CE:7B?JS :;<?D?J; ?D <7I; :? FHE�
=H7CC7P?ED;� (;B F7II7JE B7 H?B;L7P?ED; L;D?L7 ;<<;JJK7J7 9ED 97:;DP7
GK7:H?C;IJH7B;� �ED ?B DKELE 7FFB?97J?LE :;:?97JE I7HS FEII?8?B; <7HB7 JH?�
C;IJH7BC;DJ;� *;H 7B9KD? J?F? :? :7JE B\7B?C;DJ7P?ED; I7HS 9EDJ?DK7 ; I7HS
GK?D:? FEII?8?B; 7L;H; KD GK7:HE :;BB7 I?JK7P?ED; 7==?EHD7JE ?D GK7BI?7I?
CEC;DJE� &\7CC?D?IJH7P?ED; >7 ILEBJE D;B 9EHIE :;=B? KBJ?C? 7DD? KD ?C�
FEHJ7DJ; B7LEHE :? KD?<?97P?ED; ;<<;JJK7JE 7 B?L;BBE 9E:?<?97 F;H ?DJ;=H7H; B;
?D<EHC7P?ED? F;H?E:?9>;� �JJK7BC;DJ; T :;<?D?JE KD KD?9E F?7DE :;? 9;D�
JH? :? 9EIJE �:? IF;I7� F;H ? � 9ECKD? 9>; 9ECFED=EDE B\/D?ED;� �: E=D?
FHE=H7CC7 T 9EDD;IIE KDE E F?X 9;DJH? :? IF;I7� $B I?IJ;C7 9EDJ78?B; :?
JKJJ? ? � 9ECKD? T IJ7JE H?F;DI7JE D;BB\EJJ?97 :;B 9EDJHEBBE :? =;IJ?ED; ; :;B
9?9BE�:?�=;IJ?ED;�:;BB7 performance�
$B I?IJ;C7 H?B;L7 B; ?DJ;H7P?ED? JH7 ?D:?97JEH? ;: ;L?:;DP?7 FEII?8?B? 97KI;
:;BBE I9EIJ7C;DJE H?IF;JJE 7? L7BEH? E8?;JJ?LE� -K? :7J? IEDE ;<<;JJK7J; :K;
J?F? :? 7D7B?I? :;=B? I9EIJ7C;DJ?� ��� F;H <7JJEH? FHE:KJJ?L?
 7JJH7L;HIE :;?
focus F;H ?:;DJ?<?97H; B; :;J;HC?D7DJ? :;=B? I9EIJ7C;DJ?� +K;IJE J?FE :?
7D7B?I? DED L?;D; <7JJ7 9ED 9EDJ?DK?JS
 C7 F;H FH?EH?JS IJ78?B?J; 7DDK7B�
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C;DJ;� ��� F;H E8?;JJ?L? :;B F?7DE
 7JJH7L;HIE KD\7D7B?I? :;BB; 97KI; D;BB7
H;B7P?ED; IKB =H7:E :? 9EDI;=K?C;DJE :;=B? E8?;JJ?L?� $ :7J? ; =B? ?D:?97JEH?
:;B I?IJ;C7 IEDE ?CF?;=7J? ?D <7I; :? L7BKJ7P?ED; :;B B?L;BBE :? H7==?KD�
=?C;DJE :;=B? E8?;JJ?L? FHE=H7CC7J? ;: I?7 =B? ?D:?97JEH? I?7 ? target IEDE
?CFEIJ7J? ex ante� R ?CFEHJ7DJ; DEJ7H; 9>; D;B *:*�* "�*�) T ?DI;H?JE
7D9>; KD L7BEH; :? benchmark I; T :?IFED?8?B; 9ED 9?J7J7 B7 <EDJ; K<<?9?7�
B;��;I� standard H;=?ED7B;
;J9���
MMM�B787II7HEC7=D7�?J

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED; a *H?D9?F?E�����;<?D?H;�=B?�7C8?J?�:?�C?IK�
H7P?ED;�;�I;B;P?ED7H;�?B set :;=B?�?D:?97JEH?

Criterio 4.5 Misurare i fattori di contesto e
complessità
&\7CC?D?IJH7P?ED; <EHD?I9; KD7 :;I9H?P?ED; :;B 9EDJ;IJE ?D
9K? I? 9EBBE97 B7 FHEFH?7 7P?ED;� &7 :;I9H?P?ED; :;B 9EDJ;IJE
9EIJ?JK?I9; KD CEC;DJE 9EDEI9?J?LE KJ?B; J7DJE 7BB\;DJ;
 F;H
L7BKJ7H; =B? ;B;C;DJ? 9>; FEJH;88;HE ?D<BK;DP7H; ? B?L;BB? :? per-

formance ;<<;JJ?L7C;DJ; H7==?KDJ?
 J7DJE 7=B? stakeholder
 9>;
JH7C?J; B7 :;I9H?P?ED; :;B 9EDJ;IJE
 IEDE FEHJ7J? 7 9EDEI9;D�
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P7 :? ?D<EHC7P?ED? KJ?B? 7D9>; 7? FHEFH? FHE9;II? :? F?7D?<?97P?E�
D;� �? I;=K?JE I? FH;I;DJ7 KD ;B;D9E :? ?D:?97JEH? 9>; FEIIE�
DE ;II;H; KI7J? F;H C?IKH7H; ; L7BKJ7H; B; :?C;DI?ED? :? 9K? I?
9ECFED;�?B�9EDJ;IJE�

Tabella 2

POPOLAZIONE FAMIGLIA
(��78?J7DJ?��AC (K9B;?�<7C?=B?7H?

-J?C7�?CC?=H7J?��FEFEB7P?ED; (KC;HE�C;:?E�:?�9ECFED;DJ?�F;H�<7C?=B?7

(7J?�������78 *;H9;DJK7B;�:?�9EFF?;�9ED�<?=B?

"?EL7D?����������EL;H��� !7C?=B?;�?D�78?J7P?ED;

SITUAZIONE ECONOMIA MERCATO, LAVORO E ISTRUZIONE
$CFH;I;�I;JJEH;�FH?C7H?E�FH;I;DJ? *HEJ;IJ?���C?B7�78�

$CFH;I;�I;JJEH;�I;9ED:7H?E�FH;I;DJ? �?IE99KF7P?ED;

$CFH;I;�I;JJEH;�J;HP?7H?E�FH;I;DJ? "?EL7D?�E99KF7J?JEJ7B;�E99KF7J?

$CFH;I;�DED�FHE<?J�FH;I;DJ? .7IIE�:?�7887D:EDE�I9EB7IJ?9E

ORDINE PUBBLICO
!KHJ?�7KJE���C?B7�78�

!KHJ?�?D�78?J7P?ED;���C?B7�78�

,7F?D;���C?B7�78�

�EHI;==?���C?B7�78�
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED; a *H?D9?F?E�����;<?D?H;�=B?�7C8?J?�:?�C?IK�
H7P?ED;�;�I;B;P?ED7H;�?B set :;=B?�?D:?97JEH?

Criterio 4.6 Corredare gli obiettivi strategici di
indicatori che misurano il livello di attuazione,
l’impatto e le risorse assegnate
&7 :;I9H?P?ED; :? KD E8?;JJ?LE IJH7J;=?9E
 7D9>; ?D J;HC?D?
GK7DJ?J7J?L?
 9EDI;DJ; B7 IK7 C?IKH7P?ED; IEBE B7::EL;
B\7D:7C;DJE :;=B? ?D:?97JEH? T ?D =H7:E :? <EHD?H;
KD\?D<EHC7P?ED; IKB B?L;BBE :? 7JJK7P?ED; :;BB\E8?;JJ?LE D;B 9EH�
IE :;B J;CFE� "B? ?CF7JJ? FEIIEDE ;II;H; C?IKH7J? 7JJH7L;HIE
?D:?97JEH? H?IF;JJE 7? GK7B? DED IEDE :;<?D?J? IF;9?<?9? target C7
F?KJJEIJE 7D:7C;DJ? J;CFEH7B? ?D 9EHH?IFED:;DP7 :;? GK7B? I?
7IIKC; B7 FEII?8?B?JS :? 7<<;HC7H; 9>; B\?CF7JJE I? T FHE:EJ�
JE I;9ED:E GK7DJE FH;L?IJE� -;88;D; IKBB\?CF7JJE FEII7DE
H?IKBJ7H; ?D<BK;DJ?
 7 LEBJ; 7D9>; ?D CE:E H?B;L7DJ;
 ;B;C;DJ?
9>; DED IEDE IEJJE ?B 9EDJHEBBE :;BB\7CC?D?IJH7P?ED;
 B\KIE :?
?D:?97JEH? :? ?CF7JJE D;BB7 L7BKJ7P?ED; :;BB; IJH7J;=?; 9EDI;DJ;
:? ;L?J7H; KD ;99;II?LE B?L;BBE :? 7KJEH;<;H;DP?7B?JS D;BB7 C?IK�
H7P?ED; :;=B? E8?;JJ?L? IJH7J;=?9?� &7 L7BKJ7P?ED; FEI?J?L7 :;BB7
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performance :? KD7 IJH7J;=?7 DED FKW :;H?L7H; IEBE :7BB7 9ED�
IJ7J7P?ED; 9>; ;II7 T IJ7J7 7JJK7J7 I;9ED:E ? J;CF? FH;L?IJ?�
�JJ;DP?ED; :;L; ;II;H; :;:?97J7 7D9>; 7BB7 GK7DJ?<?97P?ED;
:;BB; H?IEHI; 9>; B\7JJK7P?ED; D;B J;CFE :;BB\E8?;JJ?LE IJH7J;=?�
9E�7IIEH8?HS�

$B F?7DE :;BB7 performance ��������� :;B 9ECKD; :? �H?D:?I? :;:?97 KD7
I;P?ED; 7 FH;I;DJ7H; B\;I?JE :? KD\7D7B?I? :;B 9EDJ;IJE I?7 ?DJ;HDE 9>;
;IJ;HDE ?D 9K? B\;DJ; EF;H7� .7B; 7D7B?I? -1). :;B?D;7 FKDJ? :? <EHP7

FKDJ? :? :;8EB;PP7
 EFFEHJKD?JS ; C?D799; H?IF;JJE 7BB\7JJ?L?JS :;B 9ECK�
D; ; H7FFH;I;DJ7 ?B FH;IKFFEIJE 7BB\?CFEIJ7P?ED; IJH7J;=?97 :;BB\7=?H;
:;BB\;DJ;� $D<7JJ?
 ?B GK7:HE IJH7J;=?9E :;B 9ECKD;
 H?IKBJ7 9E;H;DJ; 9ED ? H?�
IKBJ7J? :;BB\7D7B?I? :;B 9EDJ;IJE� &7 IJH7J;=?7
 IL?BKFF7J7 I;9ED:E B7 BE=?97
:;BB\7B8;HE :;BB7 performance
 ?D:?L?:K7 � 7H;; IJH7J;=?9>; 7HJ?9EB7J; ?D
FHE=H7CC? 9>;
 7 BEHE LEBJ7
 ?CFB?97DE :;=B? E8?;JJ?L? IJH7J;=?9?� *;H 9?7�
I9KD E8?;JJ?LE IJH7J;=?9E L;D=EDE ?D:?L?:K7J? KDE E F?X E8?;JJ?L? EF;H7J?L?

B; 7P?ED? :7 9ECF?;H; F;H ?B H7==?KD=?C;DJE :;=B? E8?;JJ?L? ; =B? ?D:?97JEH?
KJ?B? 7BB7 C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance H;7B?PP7J7� "B? ;B;�
C;DJ? EH7 H?9>?7C7J? IEDE 9EDJ;DKJ? ?D 7FFEI?J; I9>;:; 7D7B?J?9>;� -K9�
9;II?L7C;DJ;
 L;D=EDE FHEFEIJ? :;? set :? ?D:?97JEH? KJ?B? 7 CED?JEH7H; ?B
B?L;BBE :? 8;D;II;H; <?D7DP?7H?E
 EH=7D?PP7J?LE ; :;BB; H;B7P?ED? :;B 9ECK�
D;�
MMM�9ECKD;�8H?D:?I?�?J
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(;B F?7DE :;BB7 performance B\7CC?D?IJH7P?ED; :;<?D?I9;
B\?DI?;C; :;=B? E8?;JJ?L? IJH7J;=?9? ;: EF;H7J?L? 9K? ?DJ;D:; :7H;
7JJK7P?ED; D;B 9EHIE :;B JH?;DD?E IK99;II?LE� "B? E8?;JJ?L? IJH7�
J;=?9? IEDE :;<?D?J? ?D CE:E 9E;H;DJ; 9ED ? FHE=H7CC? D;? GK7�
B? L?;D; 7HJ?9EB7J7 B7 ,**� �B <?D; :? 9EDI;DJ?H; B7 C?IKH7P?ED;
ex ante :;=B? E8?;JJ?L? IJH7J;=?9? T KJ?B; 9>; ?B I?IJ;C7 :? C?IK�
H7P?ED; :;<?D?I97 F;H 9?7I9KD FHE=H7CC7 ? I;=K;DJ? ;B;C;DJ?�

Descrizione
&\7CC?D?IJH7P?ED; :;I9H?L; B\E8?;JJ?LE IJH7J;=?9E ?D J;HC?D?
:?I9EHI?L? I?DJ;J?9? ?D CE:E :7 :7H; B\?:;7 :;B 9EDJ;DKJE :;B
FHE=H7CC7�;�:;=B?�E8?;JJ?L?�

Obiettivi operativi
*;H E=D? E8?;JJ?LE IJH7J;=?9E B\7CC?D?IJH7P?ED; ?:;DJ?<?97
=B? E8?;JJ?L? EF;H7J?L? ; B; 7P?ED? 9>; :;LEDE ;II;H; F;HI;�
=K?J?�F;H�H;7B?PP7H;�B7 IJH7J;=?7�

Fasi
*;H E=D? 7P?ED; IEDE :;<?D?J; B; <7I? BE=?9>; ; J;CFEH7B?
D;BB; GK7B?
 :KH7DJ; ?B JH?;DD?E :? H?<;H?C;DJE
 B\7P?ED; JHEL;�
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HS 7JJK7P?ED;� &\7CC?D?IJH7P?ED; :S H7FFH;I;DJ7P?ED; :?
J7B? <7I? C;:?7DJ; :?7=H7CC? 9>; 9EBBE97DE 9?7I9KD7 <7I;
D;B�FHEFH?E�EH?PPEDJ;�J;CFEH7B;�

Indicatori
"B? E8?;JJ?L? IJH7J;=?9? :;LEDE ;II;H; 7JJK7J? D;B J;CFE ; ?B
F?7DE :;BB7 performance >7 ?B 9ECF?JE :? I;B;P?ED7H; :;=B?
?D:?97JEH? 9>; 9ED ?B BEHE 7D:7C;DJE :?7DE H7FFH;I;DJ7P?E�
D; :;B B?L;BBE :? 7JJK7P?ED; :;BB; IJH7J;=?; ; 9EDI;DJ7DE :?
L7BKJ7H; I; KD :;J;HC?D7JE E8?;JJ?LE IJ7 H;7B?PP7D:EI?� &7
H;IFEDI78?B?JS H;B7J?L7 7BB\7JJK7P?ED; :;BB\7P?ED; T ?D =H7D
F7HJ; H?9ED:K9?8?B; 7BB\7CC?D?IJH7P?ED; :7B CEC;DJE 9>;
I? H?<;H?I9; 7: KD H;=EB7H; ILEB=?C;DJE :? KD7 I;GK;DP7 :?
<7I?�FHE=H7CC7J;�

/D I;9ED:E 7C8?JE 9>; =B? ?D:?97JEH? 9EDI;DJEDE :? C?IKH7H;
; L7BKJ7H; T GK;BBE H;B7J?LE 7BB\?CF7JJE FHE:EJJE :7BB\7JJK7P?ED;
:;=B? E8?;JJ?L? IJH7J;=?9?� *;H ?CF7JJE I? ?DJ;D:; B\;<<;JJE <?D7B;
9>; B\7JJK7P?ED; :? KD :;J;HC?D7JE E8?;JJ?LE IJH7J;=?9E FHE:K�
9; IKBB\7C8?;DJ; IE9?7B; ;: ;9EDEC?9E� $D GK;IJE 97IE B7 H;�
IFEDI78?B?JS T IEBE ?D F7HJ; H?9ED:K9?8?B; 7B 9ECKD; :7B CE�
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C;DJE 9>; =B? ?CF7JJ? IEDE ?D<BK;DP7J? 7D9>; :7 CEBJ;FB?9? <7J�
JEH?�9>;�DED�IEDE�IEJJE�?B�IKE�9EDJHEBBE�
.H7JJ7D:EI? :? ?D:?97JEH? 9>; C?IKH7DE FHE=H7CC? IJH7J;=?9?
J7B? ?D:?97JEH? :;LEDE ;II;H; :;9B?D7J? D;B JH?;DD?E 9K? B; 7P?ED?
IJH7J;=?9>; I? H?<;H?I9EDE
 :;<?D;D:E KD target ; :;? L7BEH?
E8?;JJ?LE�F;H�9?7I9KDE�:;=B?�7DD?�9>;�9ECFED=EDE�?B�JH?;DD?E�

*;H 9?7I9KD7 7H;7 IJH7J;=?97
 ?B 9ECKD; :? �;H?=DEB7 >7 FHE9;:KJE 7BB7
:;<?D?P?ED; E8?;JJ?L? IJH7J;=?9? ; 7BB\?D:?L?:K7P?ED; :? KD7 I;H?; :? ?D:?97JEH?
:? H?IKBJ7JE� � 9?7I9KD ?D:?97JEH; T IJ7JE ?DEBJH; 7JJH?8K?JE KD F;IE KJ?B;
?D <7I; :? L7BKJ7P?ED; :;B B?L;BBE :? 7JJK7P?ED; 9ECFB;II?LE :;BB\E8?;JJ?LE�
�ECFB;II?L7C;DJ;
 IEDE IJ7J? :;<?D?J? �� E8?;JJ?L? ; F;H =B? ?D:?97JEH? I;B;�
P?ED7J?�IEDE�IJ7J?�:;9B?D7J?�? target 7JJ;I?�F;H�=B?�7DD?�����
������;������
MMM�9ECKD;�9;H?=DEB7�<=�?J
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED; a *H?D9?F?E�����;<?D?H;�=B?�7C8?J?�:?�C?IK�
H7P?ED;�;�I;B;P?ED7H;�?B set :;=B?�?D:?97JEH?

Criterio 4.7 Accompagnare gli indicatori di impatto
(outcome) con opportuni set di dati che si riferiscono
alle condizioni di contesto e che inquadrano l’effetto
prodotto da dinamiche ambientali ed inter-
istituzionali sull’amministrazione
&7 C?IKH7P?ED; :;=B? ?CF7JJ? 9EIJ?JK?I9; <EHI; B\7C8?JE C;DE
IL?BKFF7JE :7? I?IJ;C? :? C?IKH7P?ED; :;BB7 performance :;BB;
7CC?D?IJH7P?ED? BE97B?� �?W I? B;=7 ?D F7HJ; 7B <7JJE 9>; KD7
9EHH;JJ7 C?IKH7P?ED; :;=B? ?CF7JJ? H?9>?;:; 9>;
B\7CC?D?IJH7P?ED; FH;D:7 ?D 9EDI?:;H7P?ED; JKJJ? ? IE==;JJ? 9>;
9ED B; FHEFH?; 7P?ED?
 ?D<BK;DP7DE B\7H;7 :? ?CF7JJE� $D KD7 FH?�
C7 <7I; T KJ?B; 9>; B\7CC?D?IJH7P?ED;
 ?:;DJ?<?97J; B; FHEFH?;
7H;; :? ?CF7JJE
 I;B;P?ED? GK;BB; 9>; =B? EH=7D? :? L;HJ?9; FE�
B?J?9E 7CC?D?IJH7J?LE H?J;D=EDE FH?EH?J7H?; ; ?:;DJ?<?9>? H?IF;JJE
7: ;II; KD DKC;HE B?C?J7JE :? ?D:?97JEH? ?B 9K? 7D:7C;DJE H?J?;�
D; ?D<BK;DP78?B;� &7 H;IFEDI78?B?JS IK=B? ?CF7JJ? DED T :?H;JJ7
; :KDGK; J7B? ?D:?97JEH? DED I? FEIIEDE H?<;H?H; E 7II;=D7H; 7
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I?D=EB; <?=KH; ?DJ;HD; 7BB\7CC?D?IJH7P?ED;� �FF7H; F?X 9EHH;JJE
?DL;9; H?9ED:KHH; 7=B? ?CF7JJ? GK;=B? E8?;JJ?L? IJH7J;=?9? ; GK;B�
B; 7JJ?L?JS ; I;HL?P? 9>; B\7CC?D?IJH7P?ED; ILEB=; ; 9>; :? <7JJE
9EIJ?JK?I9EDE ? 97D7B? :\7P?ED; BKD=E ? GK7B? I? FHE:K9EDE =B?
?CF7JJ? IJ;II?�

(;BB\;IF;H?;DP7 :;B 9ECKD; :? �?I9;=B?; BE IL?BKFFE :;B :E9KC;DJE IKB
I?IJ;C7 :? C?IKH7P?ED; >7 9EDI;DJ?JE :? :;<?D?H; B; H;=EB; :? H?<;H?C;DJE
F;H BE IL?BKFFE :? KDE IJHKC;DJE 97F79; :? IKFFEHJ7H; B7 L7BKJ7P?ED; :;B�
B7 performance EH=7D?PP7J?L7
 FH?C7 :;B JKJJE ?=DEH7J7� /D F7HJ?9EB7H; ?D�
L;IJ?C;DJE T IJ7JE <7JJE H?IF;JJE 7BB7 C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 per-

formance :;BB; KD?JS EH=7D?PP7J?L; ; :;=B? ?CF7JJ? FHE:EJJ? :7BB\7CC?D?�
IJH7P?ED;�D;BB;�I;?�7H;;�IJH7J;=?9>;�?:;DJ?<?97J;�
MMM�9ECKD;�8?I9;=B?;�8J�?J

*;H C?IKH7H; =B? ?CF7JJ? E99EHH; ?:;DJ?<?97H; ? 97C8?7C;DJ? 9>;
I? FHE:K9EDE D;BB\7C8?;DJ; :? H?<;H?C;DJE� &\7CC?D?IJH7P?ED;
:;L; ?:;DJ?<?97H; =B? ;<<;JJ? 9>; B\7JJK7P?ED; :;? FHEFH? E8?;JJ?L?
IJH7J;=?9? ; BE ILEB=?C;DJE :;BB; FHEFH?; 7JJ?L?JS FHE:KHH7DDE
IKBB\7C8?;DJ; C7 :;L; 7D9>; 9EBBE97H; FHE=;JJ? ; 7JJ?L?JS ?D
KD 9EDJ;IJE F?X 7CF?E 7BB\?DJ;HDE :;B GK7B; I? ?DD;IJ7DE =B? ;<�
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<;JJ? FHE:EJJ? :7? FHE=;JJ? IJH7J;=?9? ; :7BB; 7JJ?L?JS :? 7BJH? ;DJ?�
�EFE 7L;H ?:;DJ?<?97JE :;BB; 7H;; :? ?CF7JJE
 B\7CC?D?IJH7P?ED;
:ELHS I;B;P?ED7H; :;=B? ?D:?97JEH? 9>; :;I9H?L7DE =B? E8?;JJ?L?
9>; ;II7 I? FED; ;L?:;DP?7D:E B; ?DJ;H7P?ED? ; B; ?DJ;H<;H;DP;
?IJ?JKP?ED7B?� �? I;=K?JE I? FH;I;DJ7DE 7B9KD? ;I;CF? :? 7H;; :?
?CF7JJE ;�:?�H;B7J?L?�?D:?97JEH?�

Tabella 3

Area di impatto Indicatori
D��FEIJ?�7I?BE�D?:E�H;I?:;DJ?�������

D��FEIJ?�JH7IFEHJ?�I9EB7IJ?9E��D��IJK:;DJ?*)*)&�3$)( � �!�'$"&$�

D��DKEL?�H;I?:;DJ?

��'G�L;H:;�IKB�J;HH?JEH?E

��;:?<?9?�9B7II;���'�$ (. � �- ,0$3$

��H799EBJ7�:?<<;H;DP?7J7

D��;L;DJ?
�C7D?<;IJ7P?ED?�;9EDEC?9>;

D��;I;H9?P?�:?�FHEII?C?JS-$./�3$)( � �)()'$��� �&�0),)

D��DKEL;�?CFH;I;�7F;HJ;�Y�D��?CFH;I;�9>?KI;

D��9ED9;HJE
�;L;DJ?
�CEIJH;�9>;�I?�ILEB=EDE�D;B�J;HH?JEH?E

D��L?I?J7JEH?�:?�CKI;?
�I?J?�:?�?DJ;H;II;�/&./,�� �. '*)�&$� ,)

D��?I9H?JJ?�7JJ?L?�7�8?8B?EJ;9>;�9ECKD7B?
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED; a *H?D9?F?E�����;<?D?H;�=B?�7C8?J?�:?�C?IK�
H7P?ED;�;�I;B;P?ED7H;�?B set :;=B?�?D:?97JEH?

Criterio 4.8 Misurare servizi e attività
dell’amministrazione attraverso indicatori che
descrivono quantità, qualità, efficienza, efficacia e
customer satisfaction
R ?CFEHJ7DJ; 9>; B7 C?IKH7P?ED; :;? I;HL?P? ; :;BB; 7JJ?L?JS I?7
?CFHEDJ7J7 7: KD FH?D9?F?E :? CKBJ?:?C;DI?ED7B?JS 9>; I? JH7�
:K9; D;B <7JJE 9>;
 I9;BJ? =B? E==;JJ? :? C?IKH7P?ED;
 I? :;<?�
D?I97 KD set :? ?D:?97JEH? DED JHEFFE ;IJ;IE C7 J7B; :7 9ED�
I;DJ?H; KD7 C?IKH7P?ED; :?L;HI?<?97J7 :;BB; :?L;HI; :?C;DI?E�
D? :? I;HL?P?E 9>; I? T I9;BJE :? CED?JEH7H;� $D<7JJ?
 EBJH; ? ��
?D:?97JEH? I? F;H:; ?B I;DIE :;BB\KD?J7H?;JS :;BB; :?C;DI?ED? :?
7D7B?I?� "B? ?D:?97JEH? :;LEDE :;B?D;7H; B7 :?C;DI?ED; GK7DJ?�
J7J?L7 :;BB\7JJ?L?JSI;HL?P?E ; ?:;DJ?<?97H; ex ante ;B;C;DJ? H;B7�
J?L? 7B H7FFEHJE JH7 H?IEHI; ; H?IKBJ7J? �;<<?9?;DP7�
 7BB; 97H7JJ;H?�
IJ?9>; :;B FHE9;IIE :? FHE:KP?ED; ;: ;HE=7P?ED; :;B I;HL?P?E
�GK7B?JS�
 7BB7 97F79?JS :;BB\7JJ?L?JSI;HL?P?E :? IE::?I<7H; ? 8?�
IE=D? :;B :;IJ?D7J7H?E
 ?DJ;HDE E ;IJ;HDE 9>; I?7 �;<<?979?7 ;
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customer satisfaction�� �EC; ;L?:;DP?7JE :7? IK99;II?L? 9H?�
J;H? T ?CFEHJ7DJ; 9>; J7B; C;JE:E :? C?IKH7P?ED; H?=K7H:? I?7
7JJ?L?JS ; I;HL?P? =;IJ?J? ?D FHEFH?E
 I?7 7JJ?L?JS ; I;HL?P? 7<<?:7J?
7 IE==;JJ? J;HP?� +K;IJE 9H?J;H?E FKW JHEL7H; 9ED9H;J7 7JJK7P?E�
D; C;:?7DJ; B7 :;<?D?P?ED; :? KD7 I9>;:7 :? 7JJ?L?JSI;HL?P?E
7BB\?DJ;HDE :;BB7 GK7B; JHEL7DE 9EBBE97P?ED; J7DJE B; ?D<EHC7�
P?ED?�:?�97H7JJ;H;�=;D;H7B;�;�:;I9H?JJ?LE
�GK7DJE�=B?�?D:?97JEH?�

/DE :;=B? ;B;C;DJ? 9>; 97H7JJ;H?PP7DE ?B F?7DE :;BB7 performance :;B 9E�
CKD; :? *;I97H7 9EDI?IJ; D;B H?9>?7CE 9EIJ7DJ; 7BB\;I?JE :? ?D:7=?D? :?
customer satisfaction 9>; B\7CC?D?IJH7P?ED; I? FHEFED; :? ;<<;JJK7H;� �F�
F7H; 9>?7H7 F;H7BJHE B\?DJ;DP?ED; :? ?CF?;=7H; J7B? ?D:?97JEH? 7B <?D; :? ?D�
D;I97H; :?D7C?9>; :? C?=B?EH7C;DJE� .H7 B; 9?H9EIJ7DP; 9>; >7DDE H;�
IE FEII?8?B; J7B; <E97B?PP7P?ED; I? FEIIEDE H?9>?7C7H;
 ?B 9ECC?JJC;DJ
;IFH;IIE :7B :?H;JJEH; =;D;H7B;
 B7 FH;I;DP7 :? 9ECF;J;DP; 7:;=K7J;
7BB\?DJ;HDE :;BB\K<<?9?E :? 9EDJHEBBE :? =;IJ?ED; ; KD 8KED B?L;BBE :? I97C8?E
:?�?D<EHC7P?ED?�7BB\?DJ;HDE�:;BB\7CC?D?IJH7P?ED;�
MMM�9ECKD;�F;I97H7�?J

$B F?7DE :;BB7 performance ��������� :;B 9ECKD; :? "?DEI7 7HJ?9EB7
? IKE? 9EDJ;DKJ? ?D CE:E :7 H799EDJ7H; 7B B;JJEH; =B? E8?;JJ?L? 9>;
B\7CC?D?IJH7P?ED; F;HI;=K; ; ? I;HL?P? 9>; ;HE=7 H?9EHH;D:E FH;L7B;DJ;�
C;DJ; 7 ?D:?97JEH? ; 8H;L? :;I9H?P?ED?� $B :E9KC;DJE H?IKBJ7 :? 9EDI;=K;D�

Lo sviluppo del ciclo della performance. Principi e criteri
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P7 ID;BBE ; :? <79?B; B;JJKH7� *7HJ?9EB7H; 7JJ;DP?ED; L?;D; FH;IJ7J7 7? I;H�
L?P? F;H 9?7I9KDE :;? GK7B? L;D=EDE <EHD?J? ?D:?97JEH? :? 799;II?8?B?JS
 J;C�
F;IJ?L?JS
�JH7IF7H;DP7�;:�;<<?979?7�
MMM�9ECKD;�=?DEI7�J7�?J

*;H B7 C?IKH7P?ED; :;BB; 7JJ?L?JS ; :;? I;HL?P? I? IK==;H?I9;
B\7:EP?ED; :? KD 7FFHE99?E ?D9H;C;DJ7B; 9>; FH;D:7 B; CEII;
:7 KD DK9B;E C?D?CE :? 7JJ?L?JS ; I;HL?P? :;BB\7CC?D?IJH7P?ED;
; BE L7:7 FHE=H;II?L7C;DJ; 7: ?DJ;=H7H;� /D FH?CE DK9B;E :?
I;HL?P? H?IF;JJE 7? GK7B? IJHKJJKH7H; ?B I?IJ;C7 :? C?IKH7P?ED;
FKW ;II;H; H?9ED:EJJE 7=B? E8?;JJ?L? :;<?D?J? :7BB7 FEB?J?97 ?J7�
B?7D7 :? IL?BKFFE H;=?ED7B; �+-( ����������� .7B; FEB?J?97
?D:?L?:K7 7B9KD? E8?;JJ?L? :? I;HL?P?E ;II;DP?7B? F;H 7CFB?7H;
B; EFFEHJKD?JS :;=B? ?D:?L?:K?� �;9B?D7D:E J7B? E8?;JJ?L? IK? 9E�
CKD? FEIIEDE ?:;DJ?<?97HI? 9EC; FH?EH?J7H?
�>JJF�MMM�:FI�C;<�=EL�?J
E8?;JJ?L?6I;HL?P?E:;I9H?P?ED;�7IF ��

_ 7I?B?�D?:E��7DP?7D?�
_ =;IJ?ED;�:;?�H?<?KJ?�
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_ I;HL?P?E�$:H?9E�$DJ;=H7JE

�BJH?�I;HL?P?�H?IF;JJE�7?�GK7B?�IL?BKFF7H;�?B�I?IJ;C7�IEDE�

_ I;HL?P?�JH7IL;HI7B?��8?B7D9?E
�H?I9EII?ED;�J7HIK�Y�.$��
_ I;HL?P? 7BB7 F;HIED7� -FEHJ
 �?8B?EJ;9>;
 0;H:; *K88B?9E
 �?�
I78?B?�

_ I;HL?P? 7B J;HH?JEH?E�  :?B?P?7 ,;I?:;DP?7B; *K88B?97
 !?;H; ;
';H97J?
��$��Y�-�$�
�/H87D?IJ?97
�FEB?P?7�&E97B;�

$B L7BEH; 7==?KDJE :;H?L7DJ; :7BB\7:EJJ7H; KD DK9B;E C?D?CE
9ECKD; :? 7JJ?L?JS ; I;HL?P? 7BB\?DJ;HDE :;B F?7DE :;BB7 perfor-

mance :;H?L7 :7B <7JJE 9>; :?L;DJ7 FEII?8?B; IL?BKFF7H; F;H�
9EHI? :? 9ED<HEDJE ;: 7FFH;D:?C;DJE� .7B? F;H9EHI? H?IKBJ7DE
7D9EH F?X ;<<?979? I; B; 7CC?D?IJH7P?ED? :;9?:EDE :? C?IKH7�
H; ; L7BKJ7H; B; 7JJ?L?JS ;: ? I;HL?P? H?9EHH;D:E 7=B? IJ;II? ?D�
:?97JEH?� -EDE ?D<7JJ? GK;IJ; B; 9ED:?P?ED? EJJ?C7B? F;H H;7B?P�
P7H; KD benchmarking ; ?DD;I97H; :?D7C?9>; :? 7FFH;D:?�
C;DJE� -;88;D; E=D? 7CC?D?IJH7P?ED; :;887 FHE9;:;H; 7B�
B7 I;B;P?ED; :;=B? ?D:?97JEH? ?D 7KJEDEC?7 J;D;D:E 9EDJE 7D�
9>; :;BB; FHEFH?; 97F79?JS :? H?B;L7P?ED;
 I? <EHD?I9; :? I;=K?�

Lo sviluppo del ciclo della performance. Principi e criteri



JE KD\?D:?97P?ED; 9?H97 ? FEII?8?B? ?D:?97JEH? :7 ?CF?;=7H; D;BB7
C?IKH7P?ED; ; L7BKJ7P?ED; :;BB; performance H;B7J?L7 7: 7JJ?�
L?JS�;�I;HL?P?�

Tabella 4

Indicatori di Quantità Formula
(��/J;DJ?�F;H�I;HL?P?E (��/J;DJ?(��/J;DJ?�FEJ;DP?7B?��(��78?J7DJ?�

�99;II?8?B?JS�FEJ;DP?7B; (��)H;�?D�9K?�T�:?IFED?8?B;�?B�I;HL?P?E�7BB\7DDE

-F;I7�9ECFB;II?L7�F;H�78?J7DJ; -F;I7�9ECFB;II?L7(��/J;DJ?�FEJ;DP?7B?��(��78?J7DJ?�

Indicatori di qualità Formula
.;CF;IJ?L?JS�:;B�I;HL?P?E .;CF?�C;:?�:?�;HE=7P?ED;�I;HL?P?E.;CFE�C7N�9EDI;DJ?JE�F;H�B;==;

�99;II?8?B?JS�<?I?97 (��H?9>?;IJ;��(��:?F;D:;DJ?�7::;JJ?�7�H?9;P?ED;�H?9>?;IJ;

�<<?:78?B?JS (��H;9B7C?�H?IF;JJE�7�D��I;HL?P?�;HE=7J?

.H7IF7H;DP7 $DJHE:KP?ED;H;L?I?ED;�:;BB7�97HJ7�:;?�I;HL?P?

Indicatori di Efficienza Formula
�EIJE�C;:?E�F;H�KJ;DJ;78?J7DJ; �-F;I7�:?�9ECF;J;DP7�:;B�I;HL?P?E�Y� DJH7J;�:?�9ECF;J;DP7�:;B�I;HL?P?E��(��/J;DJ?�;<<;JJ?L?

�EIJE�C;:?E�KD?J7H?E �-F;I7�:?�9ECF;J;DP7�:;B�I;HL?P?E�Y� DJH7J;�:?�9ECF;J;DP7�:;B�I;HL?P?E��(��I;HL?P?�;HE=7J?

.;CFE�C;:?E�:?�;HE=7P?ED; .;CFE�JEJ7B;�:?�;HE=7P?ED;��D��I;HL?P?�;HE=7J?

�7F79?JS�:?�FHE=H7CC7P?ED;�:;B�I;HL?P?E $CF;=D?�IF;I7�9EHH;DJ;�F;H�I;HL?P?E*H;L?I?ED?�?D?P?7B;�IF;I7�9EHH;DJ;�F;H�I;HL?P?E

�7F79?JS�:?�CED?JEH7==?E�:;B�I;HL?P?E $CF;=D?�IF;I7�9EHH;DJ;�F;H�I;HL?P?E*H;L?I?ED?�7II;IJ7J;�IF;I7�9EHH;DJ;�F;H�I;HL?P?E

Indicatori di Efficacia Formula
&?L;BBE�:?�IE::?I<7P?ED;�:;BB\KJ;DP7  I?IJE�?D:7=?D?�:? customer satisfaction

*;H KD 7FFHE<ED:?C;DJE H;B7J?LE 7=B? ?D:?97JEH? 9>; FEIIEDE
;II;H; ?CF?;=7J? 7? <?D? :;BB7 C?IKH7P?ED; :;BB7 performance

:;? I;HL?P? I? H?DL?7 ?D F7HJ?9EB7H; 7BB; KJ?B? ;IF;H?;DP; C7JKH7J;
?D I;DE 7B benchmarking +9BK8 FHECEIIE :7B �?F7HJ?C;DJE
:;BB7 !KDP?ED; *K88B?97 � �!*� �MMM�GK7B?J7F7�=EL�?Jbench-

markingG9BK8��

Lo sviluppo del ciclo della performance. Principi e criteri
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*;H B\7LL?E :;B 9?9BE :;BB7 performance ; B7 C;II7 7 FKDJE :;B F?7DE
:;BB7 performance ��������� ?B 9ECKD; :? !E==?7 >7 FHE9;:KJE
7BB\?:;DJ?<?97P?ED; :? 7B9KD? I;HL?P? H?IF;JJE 7? GK7B? IEDE IJ7J? :;<?D?J? 7F�
FEI?J? standard :? GK7B?JS
 J;D;D:E ?D :;8?J7 9EDI?:;H7P?ED; B; :?C;DI?ED?
:? GK7B?JS ?D:?97J; D;BB7 :;B?8;H7 �?0$. ������� *;H 9?7I9KD I;HL?P? IEDE
IJ7J? ;L?:;DP?7J? ? :7J? H?<;H?J? 7BB\KBJ?CE 7DDE ;
 ?D 7B9KD? 97I?
 ? target FH;�
L?IJ?�F;H�=B?�7DD?�����
������;������
MMM�9ECKD;�<E==?7�?J

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED; a *H?D9?F?E�����;<?D?H;�=B?�7C8?J?�:?�C?IK�
H7P?ED;�;�I;B;P?ED7H;�?B set :;=B?�?D:?97JEH?

Criterio 4.9 L’amministrazione ha identificato gli
standard per i servizi gestiti in proprio e per i servizi
affidati a partecipate e/o concessionarie
*HE9;:;D:E 9ED KD7 9;HJ7 =H7:K7B?JS
 ?B I?IJ;C7 :? C?IKH7P?E�
D; :;BB\7CC?D?IJH7P?ED; :ELH;88; FHE=H;II?L7C;DJ; ;IJ;D�
:;H; ?B IKE F;H?C;JHE <?DE 7 H?9ECFH;D:;H; GK;BB; 7JJ?L?JS ;
I;HL?P? 9>; I;88;D; <EHC7BC;DJ; ILEBJ? :7 IE==;JJ? :?L;HI?
:7BB\7CC?D?IJH7P?ED;
 IEDE 7 GK;IJ7 H?9ED:K9?8?B?� +K;IJE 9H?�

Lo sviluppo del ciclo della performance. Principi e criteri
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J;H?E H?9>?;:; 7BB\7CC?D?IJH7P?ED; :? ?CFEIJ7H; ? FHEFH? H7FFEHJ?
9ED 7P?;D:; IF;9?7B?
 9EDJHEBB7J;
 F7HJ;9?F7J; ; IE==;JJ? 9>;
H?9;LEDE <?D7DP?7C;DJ? H?B;L7DJ?
 ?D CE:E J7B; 9>; I?7DE 9ED�
:?L?I? ex ante ; 9EIJ7DJ;C;DJ; 7==?EHD7J? ?D:?97JEH? :? GK7D�
J?JS
 GK7B?JS
 ;<<?9?;DP7
 ;<<?979?7 9>; :?L;DJ7DE BE IJHKC;DJE
:? H;=EB7P?ED; :;BB; H;B7P?ED?� $B I?IJ;C7 :? C?IKH7P?ED; H;B7�
J?LE 7 J7B? I;HL?P?
 IKFFEHJ7 B\7CC?D?IJH7P?ED; D;BB7 :;<?D?P?ED;
:;B I?IJ;C7 :? 9EDJHEBB? IKBB; IE9?;JS F7HJ;9?F7J;
 D;BB7 =;IJ?E�
D; :;B FHE9;IIE :? H?B;L7P?ED; :;? H?IKBJ7J? 9ECFB;II?L? ; D;BB7
H;:7P?ED; :;B 8?B7D9?E 9EDIEB?:7JE
 H;:7JJE I;9ED:E 9ECF;�
J;DP7�;9EDEC?97�

Lo sviluppo del ciclo della performance. Principi e criteri



';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED; a *H?D9?F?E�����;<?D?H;�=B?�7C8?J?�:?�C?IK�
H7P?ED;�;�I;B;P?ED7H;�?B set :;=B?�?D:?97JEH?

Criterio 4.10 Rilevare la qualità dei servizi erogati ai
cittadini ed alle imprese in termini di accessibilità,
tempestività, trasparenza e soddisfazione dell’utenza
$ H?9>?7C7J? ;B;C;DJ? :? C?IKH7P?ED; :;BB7 GK7B?JS :? 7JJ?L?JS ;
I;HL?P? IEDE ?DJHE:EJJ? :7BB7 :;B?8;H7 �?0$. ������ 4&;==? ?B
J;IJE ?D H;J; 5 H;:7JJ7 7B <?D; :? EH?;DJ7H; B7 L7BKJ7P?ED; :;?
I;HL?P? FK88B?9?� $ :?L;HI? ;B;C;DJ? 9EIJ?JK?I9EDE KD KJ?B; frame-

work :? H?<;H?C;DJE F;H I;B;P?ED7H; ?D:?97JEH? 9>; DED IEBE C?�
IKH?DE ?B B?L;BBE :? GK7B?JS :;? I;HL?P? C7 9>; 7D9>; 9EDI;DJ7DE
:? IF?;=7H; B; CEJ?L7P?ED? :? ;L;DJK7B? I9EIJ7C;DJ? :7=B? stan-

dard FH;L?IJ?�

Lo sviluppo del ciclo della performance. Principi e criteri
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED; a *H?D9?F?E�����;<?D?H;�=B?�7C8?J?�:?�C?IK�
H7P?ED;�;�I;B;P?ED7H;�?B set :;=B?�?D:?97JEH?

Criterio 4.11 Monitorare il proprio stato di salute
"7H7DJ?H; 9>; B\7CC?D?IJH7P?ED; F;HI;=K7 ? FHEFH? FHE=;JJ?
IJH7J;=?9? ; ILEB=7 B; 7JJ?L?JS FHE=H7CC7J; T =?S :? F;H IU KD7
I<?:7 9>; JKJJ7L?7 DED 7LH;88; I;DIE I; DED I? J;D;II;HE ?D
9EDJE
 :7D:ED; 7:;=K7J7 H7FFH;I;DJ7P?ED;
 ? L?D9EB? :? I?IJ;�
C7�9>;�E=D?�EH=7D?PP7P?ED;�FEII?;:;�
&7 ]I7BKJ;^ 9EIJ?JK?I9; KD 7C8?JE :? C?IKH7P?ED; ; L7BKJ7P?ED;
:;BB7 performance :;B JKJJE F;9KB?7H; 9>; I? 7HJ?9EB7 ?D JH; IJ7J?
:? I7BKJ; 9>; B\7CC?D?IJH7P?ED; C?IKH7 ; L7BKJ7 ?D CE:E JH7�
IL;HI7B; F;H B\7CC?D?IJH7P?ED;� $ JH; IJ7J? :? I7BKJ;
 =?S H?9>?7�
C7J? ?D FH;9;:;DP7
 I? H?<;H?I9EDE 7BB7 I7BKJ; <?D7DP?7H?7
 7B�
B7 I7BKJ; EH=7D?PP7J?L7 ;: 7BB7 I7BKJ; :;BB; H;B7P?ED?� &E -J7JE
:? -7BKJ; <?D7DP?7H?7 I? C?IKH7 ; L7BKJ7 ?D J;HC?D? :? 97F79?�
JS :;BB\7CC?D?IJH7P?ED; :? ILEB=;H; B; FHEFH?; 7JJ?L?JS ?D 9ED:?�
P?ED? :? IEIJ;D?8?B?JS ;9EDEC?97 ; ?D ;GK?B?8H?E <?D7DP?7H?E D;B
J;CFE� &E -J7JE :? -7BKJ; EH=7D?PP7J?L7 H?9>?7C7 B\?:;7 :? KD
9ECKD; 9>; <7 9H;I9;H; ; ?DDEL7H; B7 FHEFH?7 EH=7D?PP7P?ED;

Lo sviluppo del ciclo della performance. Principi e criteri



; B; FHE<;II?ED7B?JS :? 9>? ?D ;IIE B7LEH7� &E -J7JE :? -7BKJ;
:;BB; H;B7P?ED? 9ED =B? ?DJ;HBE9KJEH? :;B 9ECKD; I? FED; 9EC;
9ED:?P?ED; ?CFH;I9?D:?8?B; F;H EJJ;D;H; 8KED; performance

?D�KD�9EDJ;IJE�:?�<EHJ;�?DJ;H7P?ED;�?IJ?JKP?ED7B;�
�D9>; D;B 97IE :;BBE IJ7JE :? I7BKJ;
 9EC; F;H 7JJ?L?JS ; I;H�
L?P?
 B\EH?PPEDJ; J;CFEH7B; FH;IE 7 H?<;H?C;DJE T GK;BBE 7DDK7�
B;� �ED9;DJH7D:EI? IK KD I?D=EBE 7DDE
 B\7CC?D?IJH7P?ED; FKW
9;H97H; :? 9ECFH;D:;H; ;: ;L?:;DP?7H; 7 GK7B? 9ED:?P?ED? :?
I7BKJ; H?IKBJ7 ;<<;JJ?L7C;DJ; FEII?8?B; IEIJ;D;H; B; 9ED:?P?ED?
:? 9EDJ;IJE
 7JJK7H; ? FHEFH? FHE=H7CC? IJH7J;=?9? ; =7H7DJ?H; ?B
FEHJ7<E=B?E :? I;HL?P? FHE=H7CC7JE� �? I;=K?JE
 ?D H;B7P?ED; 7
9?7I9KDE :;? JH; IJ7J? :? I7BKJ; FHEFEIJ? I? ?:;DJ?<?97DE 7B9KD?
FEII?8?B?�?D:?97JEH?�:?�H?<;H?C;DJE�

Lo sviluppo del ciclo della performance. Principi e criteri



';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED; a *H?D9?F?E�����;<?D?H;�=B?�7C8?J?�:?�C?IK�
H7P?ED;�;�I;B;P?ED7H;�?B set :;=B?�?D:?97JEH?

Criterio 4.12 Monitorare il proprio stato di salute
finanziaria
&; H?IEHI; <?D7DP?7H?;
 B; H?IEHI; KC7D; ; B; H;B7P?ED? 9ED =B?
7BJH? IE==;JJ? H7FFH;I;DJ7DE B; :?C;DI?ED? 7JJH7L;HIE B; GK7�
B? T FEII?8?B; C?IKH7H; BE IJ7JE :? I7BKJ; :;BB\7CC?D?IJH7P?ED;�
/D\7CC?D?IJH7P?ED; 9>; H;7B?PP7 ? IKE? FHE=;JJ? ?D:;8?J7D:EI?
I?IJ;C7J?97C;DJ; E 9>; =7H7DJ?I9; BE ILEB=?C;DJE :;BB; FHE�
FH?; 7JJ?L?JS ?CFEL;H;D:E FHE=H;II?L7C;DJ; B; FHE<;II?ED7B?JS
9>; FEII?;:;
 DED IJ7 H;7B?PP7D:E KD7 8KED7 performance�
�?7I9KD7 7CC?D?IJH7P?ED; T GK?D:? 9>?7C7J7 7 :;<?D?H; :;?
9>?7H? E8?;JJ?L? F;H 9?7I9KD7 :;BB; :?C;DI?ED? H?9>?7C7J; ; 7
9H;7H; KD I?IJ;C7 :? ?D:?97JEH? 9>; CED?JEH? B\7D:7C;DJE :;B�
BE IJ7JE :? I7BKJ;� *;H GK7DJE 9ED9;HD; BE IJ7JE :? I7BKJ; ;9E�
DEC?9E <?D7DP?7H?7 J7B? ?D:?97JEH? FEIIEDE H?<;H?HI? 7BB\;GK?B?8H?E
;9EDEC?9E <?D7DP?7H?E
 7B B?L;BBE :;BB; ;DJH7J; ;: 7BB7 :;I9H?�
P?ED; :;BB; CE:7B?JS :? H;F;H?C;DJE :;BB; FHEFH?; H?IEHI;
 7B
B?L;BBE :;BB; IF;I; ;: 7BB; CE:7B?JS :? ?CF?;=E :;BB; FHEFH?; H?�

Lo sviluppo del ciclo della performance. Principi e criteri



IEHI;
 7BB; I;:? ;: 7? 8;D? F7JH?CED?7B? 9>; H?97:EDE IEJJE B7
=;IJ?ED; :;BB\7CC?D?IJH7P?ED; ;: 7BB7 :;IJ?D7P?ED; :;=B? IJ;I�
I?
 7BB\7CCEDJ7H; :;B FHEFH?E ?D:;8?J7C;DJE ; 7BB; I?JK7P?ED?
:;8?JEH?;�:?�BKD=E�F;H?E:E�7F;HJ;�

Tabella 5 - Indicatori di salute economico-finanziaria

Equilibrio economico Formula

�?F;D:;DP7�:7�JH7I<;H?C;DJ?�IJ7J7B? 9EDJH?8KJ?�JH7I<;H?C;DJ?�FK88B?9?��JEJ7B;�IF;I;�9EHH;DJ?�	�GKEJ7�97F?J7B;�H?C8EHIE
CKJK?�F7II?L?�

"H7:E�:?�9EF;HJKH7�;9EDEC?97
�;GK?B?8H?E
;9EDEC?9E ;DJH7J;�9EHH;DJ?���JEJ7B;�IF;I;�9EHH;DJ?�	�GKEJ7�97F?J7B;�H?C8EHIE�CKJK?�F7II?L?�

Entrate Formula
*H;II?ED;�JH?8KJ7H?7 =;JJ?JE�;DJH�JH?8�J?J��$�78?J7DJ?

�7F79?JS�:?�799;HJ7C;DJE�;DJH7J;�9EHH;DJ? ?CFEHJE�799;HJ7JE�7�I;=K?JE�:?�L;H?<?9>;

Spese Formula
-F;I7�9EHH;DJ;�FHE�97F?J; IF;I7�9EHH;DJ;��JEJ�78?J7DJ?

$DL;IJ?C;DJ?�7DDK?�FHE�97F?J; IF;I7�?DL;IJ?C;DJ?�7DDK?��JEJ�78?J7DJ?

Patrimonio Formula
�EJ7P?ED;�?CCE8?B?7H; ';JH?�GK7:H?�<788H?97J?�:?�FHEFH?;JS�9ECKD7B;

*7JH?CED?E�FHE�97F?J; 07BEH;�:;?�8;D?�F7JH?CED?7B?�?D:?IFED?8?B?��FEFEB7P?ED;

Indebitamento Formula
$D:;8?J7C;DJE�FHE�97F?J; ?D:;8?J7C;DJE��FEFEB7P?ED;

,?IF;JJE�:;B�*7JJE�:?�-J78?B?JS I?DE

$B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;B 9ECKD; :? �;BF7IIE 9EC�
FH;D:; B7 :;I9H?P?ED; :;? C;997D?IC? :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7
performance I?7 ?D:?L?:K7B; 9>; EH=7D?PP7J?L7 ; D; IF?;=7 B; CE:7B?JS :?
H799EH:E� �;I9H?L; =B? 7C8?J? :? C?IKH7P?ED; FH;L?IJ? :7B �� B=I� �������
4&;==? ?B J;IJE ?D H;J; 5� �;I9H?L; ?DEBJH; ?D C7D?;H7 799KH7J7 B; <7I? ; B;
H;IFEDI78?B?JS :;B 9?9BE :? =;IJ?ED; :;BB7 performance ; H799EH:E 9ED =B?
7BJH? :E9KC;DJ? :? FHE=H7CC7P?ED; ; =;IJ?ED;� R 9EHH;:7JE :7 KD7 I;�
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H?; :? I9>;:; H;B7J?L; 7BB7 :;<?D?P?ED; ; C?IKH7P?ED; :;B H7==?KD=?C;D�
JE :;=B? E8?;JJ?L? ; 7BB7 L7BKJ7P?ED; :;? :?H?=;DJ? ; :;? :?F;D:;DJ?� $D<?D;

B\7CC?D?IJH7P?ED; :;:?97 F7HJ?9EB7H; 7JJ;DP?ED; 7BB7 C?IKH7P?ED; :;? FHE�
FH?�IJ7J?�:?�I7BKJ;�<?D7DP?7H?E
�EH=7D?PP7J?LE�;�:;BB;�H;B7P?ED?�
MMM�9ECKD;�8;BF7IIE�9J�;=EL�?J

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED; a *H?D9?F?E�����;<?D?H;�=B?�7C8?J?�:?�C?IK�
H7P?ED;�;�I;B;P?ED7H;�?B set :;=B?�?D:?97JEH?

Criterio 4.13 Monitorare il proprio stato di salute
organizzativa
&\7CC?D?IJH7P?ED; :;L; <EHD?H; ?D<EHC7P?ED? H;B7J?L; 7BB7 FHE�
FH?7 I7BKJ; EH=7D?PP7J?L7 :7D:E ?D:?97P?ED; :;BB; 97H7JJ;H?IJ?�
9>; :;BB7 FHEFH?7 EH=7D?PP7P?ED;
 :;? 97C8?7C;DJ? ?DJ;HL;DK�
J?
 :;BB7 9ECFEI?P?ED; :;BB; 9ECF;J;DP;
 :;BB\;LEBKP?ED; :;B
F;HIED7B; ; :;B B?L;BBE FHE<;II?ED7B; H7==?KDJE� /BJ;H?EH? ?D<EH�
C7P?ED? FEIIEDE H?=K7H:7H; ? FHE9;II? :? ?DDEL7P?ED; C7D7�
=;H?7B; ?DJHE:EJJ?
 B; ?D?P?7J?L; :? <EHC7P?ED; FH;L?IJ; ;E H;7�
B?PP7J;
 B; ?D:7=?D? H;7B?PP7J; 7B <?D; :? ?:;DJ?<?97H; B; 7H;; :?
C?=B?EH7C;DJE
 ?B B?L;BBE J;9DEBE=?9E H7==?KDJE ; B; ?D?P?7J?L; :?
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C?=B?EH7C;DJE :;B C;:;I?CE ?D 9EHIE� &7 C?IKH7P?ED; :;BBE
IJ7JE :? I7BKJ; EH=7D?PP7J?LE :S CE:E 7BB\7CC?D?IJH7P?ED; :?
<EHD?H; KD7 H7FFH;I;DJ7P?ED; L;H?J?;H7 :;BB; ;<<;JJ?L; FEJ;DP?7�
B?JS�9>;�IJ7DJ;�B;�7JJK7B?�9ED:?P?ED?�T�?D�=H7:E�:?�;IFH?C;H;�

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED; a *H?D9?F?E�����;<?D?H;�=B?�7C8?J?�:?�C?IK�
H7P?ED;�;�I;B;P?ED7H;�?B set :;=B?�?D:?97JEH?

Criterio 4.14 Monitorare lo stato di salute delle
proprie relazioni con cittadini ed altri stakeholder
$B I?IJ;C7 :? C?IKH7P?ED; :;L; ;II;H; FHE=;JJ7JE 7D9>; 7B
<?D; :? :;<?D?H; ?B GK7:HE 9ECFB;II?LE :;BB; H;B7P?ED? <H7
B\7CC?D?IJH7P?ED; ;: ? IKE? ?DJ;HBE9KJEH?� *EIIEDE ?D J7B I;DIE
;II;H; KJ?B?PP7J? ?D:?97JEH? 9>; I? H?<;H?I9EDE 7: ?D?P?7J?L; ;: 7J�
J?L?JS 9>; 9E?DLEB=EDE ? :?L;HI? FEHJ7JEH? :? ?DJ;H;II; ; IF?;=7�
DE =B? ?CF7JJ? 7JJ;I? ; FHE:EJJ?� -;CFH; ?D J7B; 7C8?JE FEIIEDE
;II;H; C?IKH7J? ?D:?97JEH? H;B7J?L? 7? IE==;JJ? FK88B?9? ; FH?L7�
J? 9ED ? GK7B? IEDE 7JJ?L? 9EDJH7JJ? ; H;B7P?ED? E 9>; F7HJ;9?F7�
DE 7BB; :?L;HI; 7JJ?L?JS ; I;HL?P?� $D<?D; FEIIEDE ;II;H; I;B;�
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P?ED7J? ?D:?97JEH? 9>; ?:;DJ?<?97DE
 7D9>; GK7DJ?J7J?L7C;DJ;
 ?
9?JJ7:?D? ; =B? KJ;DJ? 7? GK7B? B\7CC?D?IJH7P?ED; H?LEB=; ? FHEFH?
I;HL?P? ;: ?B B?L;BBE :? IE::?I<7P?ED; 9>; J7B? I;HL?P? FHE:K9EDE�

Tabella 6 - Indicatori di salute organizzativa

Modello organizzativo Formula
-JHKJJKH7�:;BB;�H;IFEDI78?B?JS D��F�E���?H���JEJ�F;HIED7B;

.KHDEL;H�?D�;DJH7J7 D��DKEL?�:?F;D:;DJ?JEJ�F;HIED7B;

Capitale Umano Formula
�7F79?JS�EH=7D?PP7J?L7�F;HIED7B; EH;�JEJ7B?�:?�IJH7EH:?D7H?EJEJ7B;�:?F;D:;DJ?��J;IJ7�.$�

&?L;BBE�:;BB7�<EHC7P?ED;�:;B
F;HIED7B; D��:?F;D:;DJ?�B7KH;7J?��JEJ7B;�:?F;D:;DJ?��J;IJ;�.$�

Formazione Formula
"H7:E�7==?EHD7C;DJE�F;HIED7B; D��F7HJ;9?F7DJ?�7�9EHI?�:?�7==?EHD7C;DJE��JEJ7B;�:?F;D:;DJ?��J;IJ;�.$�

�EIJE�<EHC7P?ED;�FHE�97F?J; 9EIJE�<EHC7P?ED;D��:?F�I;HL���J;IJ;�.$�

Benessere organizzativo Formula
$D9;DJ?L7P?ED;�F;H�:?F;D:;DJ; ?CFEHJE�9EDJH7JJE�9EBB;JJ?LE��;9;DJH7JE�$DJ;=H7J?LE��!. �F;HIED7B;��?D:;J;HC?D7JE
�:;J;HC?D7JE�

�7F79?JS�:?�?D9;DJ?L7P?ED; <ED:E�7�:;IJ?D7P?ED;�L7H?78?B;��!. �F;HIED7B;��?D:;J;HC?D7JE
�:;J;HC?D7JE�

Pari opportunità Formula

�ED=;:?�<79EBJ7J?L? D��JEJ7B;�:?�=?EHD?�:?�9ED=;:E�<79EBJ7J?LE�9ED9;II?�:7BB\;DJ;!. �:?F;D:;DJ?
�:?H?=;DJ?	J�?D:;J;HC?D7JE�

�EC?J7JE F7H?�EFFEHJKD?JS FH;I;DP7�:;B�9EC?J7JE

ICT Formula
�?<<KI?ED;�:;BB7�FEIJ7�;B;JJHED?97 D��?D:?H?PP?�FEIJ7�;B;JJHED?97��JEJ7B;�:?F;D:;DJ?��J;IJ;�

$D<EHC7J?PP7P?ED;�:;?�I;HL?P? D��I;HL?P?�?D<EHC7J?PP7J?�EBJH;�?B�B?L;HBBE��$"$.�*��D���
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Tabella 7 - Indicatori di salute delle relazioni

Cittadini Formula
-;=D7B7P?ED?�;�H;9B7C? D��I;=D7B7P?ED?�;�H;9B7C?��D��H;I?:;DJ?

�EDJ;DP?EI?�B;=7B?�DKEL? D��9EDJ;DP?EI?�H?IEBJ?�;DJHE�B\7DDE��JEJ���EDJ;DP?EI?�7F;HJ?�D;BB\7DDE

&?L;BBE�C;:?E�:?�IE::?I<7P?ED;
H?B;L7JE

D��H?B;L7P?ED?�?D:7=?D?�:? customer satisfaction ;�=?K:?P?�;CEJ?9ED�<7LEH;LEB?��JEJ7B;�H?B;L7P?ED?�:?
customer satisfaction ;�=?K:?P?�9ED�;CEJ?9ED

�?<<KI?ED;�:;BB;�?D:7=?D?�:? customer

satisfaction
D��I;HL?P?�F;H�?�GK7B?�T�7JJ?L7�?D:7=?D;�:? customer satisfaction

Portatori di intersse Formula
partnership FK88B?9E�FH?L7J; D��FHE=;JJ?�FK88B?9E�FH?L7JE�7JJ?L7J?�:7B�9ECKD;

�EJ7P?ED?�<788H?97J?�F;H
7IIE9?7P?ED;

D��<788H?97J?�9ECKD7B?�9ED9;II?�E�9ED:?L?I?�9ED�7IIE9?7P?ED?��JEJ7B;�<788H?97J?�I;DP7  :?B?P?7
,;I?:;DP?7B;�*K88B?97

&?8;H7B?JS�7�IEIJ;=DE�:?�7IIE9?7P?ED?
9KBJKH7B?�;�IE9?7B? D��B?8;H7B?JS

�=;LEB7P?ED?�IK�J7H?<<;�;
H;=EB7C;DJ? D��H;I?:;DJ?�;E�IE==;JJ?�9>;�8;D;<?9?7DE�:?�7=;LEB7P?ED?

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED; a *H?D9?F?E�����;<?D?H;�=B?�7C8?J?�:?�C?IK�
H7P?ED;�;�I;B;P?ED7H;�?B set :;=B?�?D:?97JEH?

Criterio 4.15 Realizzare attraverso una selezione di
indicatori un’azione sistematica o selettiva di
confronto con altre amministrazioni (benchmark)
'?IKH7H; ; L7BKJ7H; B7 FHEFH?7 performance T ?CFEHJ7DJ; C7
7<<?D9>U ?B FHE9;IIE :? C?IKH7P?ED; ; L7BKJ7P?ED; FEII7 :?HI?
9ECFB;JE T D;9;II7H?E 9ED<HEDJ7HI? 7D9>; 9ED 7BJH; 7CC?�
D?IJH7P?ED?� &7 C?IKH7P?ED; 9EDI;DJ; 7BB\7CC?D?IJH7P?ED; :?
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7FH?HI? 7B 9ED<HEDJE 9ED =B? 7BJH? ;DJ? 9>; EF;H7DE D;BBE IJ;IIE
7C8?;DJ; :? H?<;H?C;DJE E ILEB=EDE B; IJ;II; 7JJ?L?JS� &; 7H;;
:? benchmark FEIIEDE H?=K7H:7H; B\?CF7JJE
 B; 7JJ?L?JS ;: ? I;H�
L?P?
 B; :?C;DI?ED? :;BBE IJ7JE :? I7BKJ;� $D 7FFEI?J; I9>;:; :?
benchmark I7H7DDE ?D:?L?:K7J? =B? ?D:?97JEH? 7JJH7L;HIE ? GK7�
B? ?B benchmark L?;D; ;<<;JJK7JE ; B7::EL; B\7CC?D?IJH7P?ED;
<EII; ?D B?D;7 H?IF;JJE 7B benchmark B7 performance

:;BB\7CC?D?IJH7P?ED;�FEJHS�;II;H;�9EDI?:;H7J7�FEI?J?L7�

&7 F7HJ;9?F7P?ED; :7 F7HJ; :;B 9ECKD; :? �;H=7CE 7BB\7JJ?L?JS :? bench-

marking H;7B?PP7J7 D;BB\7C8?JE :;B + �BK8 >7 9EDI;DJ?JE 7BB\;DJ; :? IL?�
BKFF7H; KD7 L?I?ED; 7F;HJ7 ; F7HJ;9?F7J?L7 H?IF;JJE 7? FHE9;II? :? IL?BKFFE
:? ?D:?97JEH? :? H?IKBJ7JE ?D F7HJ?9EB7H; 9ED H?<;H?C;DJE 7: ?D:?97JEH? H;B7J?L?
7?�I;HL?P?�7D7=H7<?9?�;:�7BBE�IJ7JE�:?�I7BKJ;�:;BB\EH=7D?PP7P?ED;�
MMM�9ECKD;�8;H=7CE�?J
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED; a *H?D9?F?E�����;<?D?H;�=B?�7C8?J?�:?�C?IK�
H7P?ED;�;�I;B;P?ED7H;�?B set :;=B?�?D:?97JEH?

Criterio 4.16 Dotarsi di un piano della performance
definito su base triennale e aggiornato ogni anno
&7 :;<?D?P?ED; :? KD :E9KC;DJE IK 87I; JH?;DD7B; 9>; 9>?7H?�
I97 B7 performance EH=7D?PP7J?L7 9>; B\7CC?D?IJH7P?ED; FH;�
L;:; :? H;7B?PP7H; 9EIJ?JK?I9; B\;B;C;DJE F?X ?CFEHJ7DJ; ; :?
?DDEL7P?ED; H?IF;JJE 7B F?X 7CF?E J;C7 :;B 9?9BE :? =;IJ?ED;
:;BB7 performance� $D C;H?JE I? 7IIKC; 9>; B\7CC?D?IJH7P?ED;
FEII7 I;=K?H; :?L;HI? F;H9EHI?
 :7BB\?DJHE:KP?ED; ex novo :?
KD DKELE :E9KC;DJE
 7BB\?DJ;=H7P?ED; :;? :E9KC;DJ? ;I?IJ;DJ?
�,**
 * "
 *:)�� &\7JJK7P?ED; :? J7B; 9H?J;H?E 7FF7H; ?D E=D?
97IE B;=7J7 7BB\EFFEHJKD?JS :? 9EBB;=7H; 7JJH7L;HIE ?B F?7DE
:;BB7 performance ? :?L;HI? :E9KC;DJ? :? FHE=H7CC7P?ED;
; H;D:;HD; ?DJ;BB;=?8?B; ?B 9EDJ;DKJE 7D9>; 7BB\;IJ;HDE� /B�
J;H?EH; ;B;C;DJE :? 7JJ;DP?ED; T :7JE :7B 9EBB;=7C;DJE JH7
F?7DE :;BB7 performance �GK7:HE :;=B? E8?;JJ?L?� ; 8?B7D9?E
:? FH;L?I?ED; �GK7:HE :;BB; H?IEHI;�� .7B; 9EBB;=7C;DJE 7I�
I?9KH7 B\?DJ;=H7P?ED; JH7 9?9BE :? =;IJ?ED; :;BB7 performance
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; 9?9BE :? FHE=H7CC7P?ED; ;9EDEC?9E <?D7DP?7H?7 B7::EL;
B\7CC?D?IJH7P?ED;
 ?D I;:; :? :?I9KII?ED;
 7FFHEL7P?ED;
 CE�
:?<?97 ; H;L?I?ED; :;B 8?B7D9?E
 L;H?<?97 B7 9E;H;DP7 :;? target

:;<?D?J? D;B F?7DE :;BB7 performance ; FHE9;:; 7: KD7 ;L;D�
JK7B; H;L?I?ED; J7DJE ?D I;DIE F;==?EH7J?LE GK7DJE ?D I;DIE
C?=B?EH7J?LE� /D7 ?DJ;H;II7DJ; 9ED:?P?ED;
 H;9;DJ;C;DJ; H?�
87:?J7 :7B GK7:HE DEHC7J?LE
 T 9>; ?B F?7DE :;BB7 performance

9EIJ?JK?I97 KD :E9KC;DJE KD?<?97JE EH=7D?97C;DJ; 7B * "� -?
JH7JJ7 :? KD\EFFEHJKD?JS F;H B; 7CC?D?IJH7P?ED? :? <7H ;LEBL;H;
? JH7:?P?ED7B? * " JH7I<EHC7D:EB? :7 IJHKC;DJ? 7D9?BB7H? 7B 9?�
9BE :? FHE=H7CC7P?ED; ;9EDEC?9E�<?D7DP?7H?7 7 F;HDE :;B 9?�
9BE :? =;IJ?ED; :;BB7 performance� .7B; KD?<?97P?ED; EH=7D?97
7FF7H; ?D<7JJ? FEII?8?B; 7 9ED:?P?ED; 9>; B\;DJ; BE97B; :;9?:7
:? H7<<EHP7H; J7DJE ?B 9EBB;=7C;DJE JH7 * " ; I?IJ;C7 :? C?�
IKH7P?ED;
 C;:?7DJ; KD I?IJ;C7J?9E ; :?<<KIE H?9EH:E 7: ?D:?�
97JEH? :? performance EH=7D?PP7J?L7
 ; GK7DJE ?B 9EBB;=7C;DJE
JH7 * " ; ?D:?H?PP? :? F?7D?<?97P?ED; IJH7J;=?97
 C;:?7DJ; KD
;LEBKP?ED; ?D I;DIE FBKH?;DD7B; ; IJH7J;=?9E :;B :E9KC;DJE
:? FHE=H7CC7P?ED;� $B F?7DE :;BB7 performance Y * " :?L;D�
J7 ?D J7B I;DIE ?B 87D9E :? FHEL7 F;H L;H?<?97H; B\;<<;JJ?L7 EF;H7�
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J?L?JS ;: ?B B?L;BBE :? ?DJ;=H7P?ED; :;B I?IJ;C7 :? F?7D?<?97P?ED;
; FHE=H7CC7P?ED;
 :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED;
;�:;B�I?IJ;C7�:;?�9EDJHEBB?�?DJ;HD?�

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED;

Principio 5. Chiarire le fasi che compongono il
processo di misurazione e valutazione, i
soggetti e le responsabilità relative al sistema

�<<?D9>U ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; 788?7 KD7
GK7B9>; KJ?B?JS T ?CFEHJ7DJ; 9>; ;IIE I?7 ;<<;JJ?L7C;DJ; ?C�
F?;=7JE ; DED I? H?IEBL7 D;BB7 I;CFB?9; H;:7P?ED; :? :E9KC;D�
J?� *HEFH?E 7B <?D; :? IKFFEHJ7H; B\?CF?;=E :;B I?IJ;C7 :7 F7H�
J; :;? :?L;HI? IE==;JJ? 9>; EF;H7DE D;BB\7CC?D?IJH7P?ED; T ?C�
FEHJ7DJ; 9>; I?7DE 9>?7H?J; B; H;=EB; :;B =?E9E ; 9>; 9? I?7 KD
9EIJ7DJ; H?9>?7CE
 D;? FHE9;II? :;9?I?ED7B?
 7=B? ?D:?97JEH? 9>;
IEDE IJ7J? I;B;P?ED7J? F;H B7 C?IKH7P?ED;� /D HKEBE 9;DJH7B;
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?D J7B I;DIE BE ILEB=; ?B :E9KC;DJE IKB I?IJ;C7 :? C?IKH7P?E�
D; ; L7BKJ7P?ED; :;BB7 performance D;BB7 C?IKH7 ?D 9K? 9>?7H?�
I9;
 ?D CE:E 9E;H;DJ; 7? 9H?J;H? :? I;=K?JE ;L?:;DP?7J?
 B; <7I?
9>; 9ECFED=EDE ?B FHE9;IIE :? C?IKH7P?ED;
 ? IE==;JJ? ; B;
H;IFEDI78?B?JS�H;B7J?L;�7B�I?IJ;C7�

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED; a *H?D9?F?E�����>?7H?H;�B;�<7I?�9>;�9EC�
FED=EDE�?B�FHE9;IIE�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;
�?�IE==;JJ?�;�B;�H;IFED�
I78?B?JS�H;B7J?L;�7B�I?IJ;C7

Criterio 5.1 Assicurare che gli organi di vertice
politico-amministrativo impieghino in modo esteso
indicatori nella definizione degli indirizzi e degli
obiettivi strategici
$B I?IJ;C7 :? C?IKH7P?ED; H;B7J?LE 7=B? E8?;JJ?L?
:;BB\7CC?D?IJH7P?ED; I? H;7B?PP7 I; F;H E=D? E8?;JJ?LE ?:;DJ?<?�
97JE IEDE I;B;P?ED7J? EFFEHJKD? ?D:?97JEH?� )99EHH; ?D J7B I;D�
IE ;L?J7H; 9>; =B? EH=7D? :? L;HJ?9; FEB?J?9E 7CC?D?IJH7J?LE 9ED�
<ED:7DE =B? ?D:?97JEH? 9ED B\E8?;JJ?LE
 9EI7 9>; IF;IIE 7LL?;�
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D; ; 9ED:K9; 7 FHE9;II? :;9?I?ED7B? I87=B?7J? :7B CEC;D�
JE 9>; I? 9ED<ED:; ?B <?D; 9ED BE IJHKC;DJE� �D9>; B7::EL;
B\E8?;JJ?LE FH;I;DJ? KD 97H7JJ;H; FH;L7B;DJ;C;DJ; GK7B?J7J?LE

T IF;IIE FEII?8?B; :;<?D?H; :;=B? ?D:?97JEH? proxy 9>; DED C?�
IKH7DE B\7JJK7P?ED; :?H;JJ7 :;BB\E8?;JJ?LE C7 9ED ?B BEHE 7D:7�
C;DJE IF?;=7DE I; H;7B?PP7D:E B\E8?;JJ?LE I? IEDE FHE:EJJ? =B?
;<<;JJ? FH;L?IJ?� �EIV I; B\E8?;JJ?LE T C?=B?EH7H; B7 L?L?8?B?JS :;B
L;H:; FK88B?9E 9?JJ7:?DE
 B7 :EJ7P?ED; C;:?7 :? IF7P? 7JJH;PP7�
J?
 F?KJJEIJE 9>; ? FKDJ? :? ?BBKC?D7P?ED;
 E 7D9EH7 B; EH; :? C7�
DKJ;DP?ED; ; B\;I?JE :? ?D:7=?D? :? customer satisfaction
 FEI�
IEDE <EHD?H;
 9ED ?B BEHE 7D:7C;DJE ?D<EHC7P?ED? KJ?B? 7BB7 L7�
BKJ7P?ED;�:;B�B?L;BBE�:?�H7==?KD=?C;DJE�:;BB\E8?;JJ?LE�
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED; a *H?D9?F?E�����>?7H?H;�B;�<7I?�9>;�9EC�
FED=EDE�?B�FHE9;IIE�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;
�?�IE==;JJ?�;�B;�H;IFED�
I78?B?JS�H;B7J?L;�7B�I?IJ;C7

Criterio 5.2 Integrare le rilevazioni periodiche relative
al grado di attuazione degli obiettivi strategici e di
raggiungimento degli obiettivi di gestione con dati e
informazioni derivanti dal sistema contabile
$B I?IJ;C7 :? C?IKH7P?ED; <EHD?I9;
 7JJH7L;HIE B7 IK7 7B?C;DJ7�
P?ED; :7 F7HJ; :? C7D7=;H ; :?F;D:;DJ?
 KD7 L?I?ED; :?D7C?97
:;BB7 performance :;BB\7CC?D?IJH7P?ED;� -; I? H?;I9; 7: ?DJ;�
=H7H; J7B; L?I?ED; 9ED B7 :?C;DI?ED; ;9EDEC?9E � <?D7DP?7H?7
I? EJJ?;D; KD\?D<EHC7P?ED; ?CFEHJ7DJ; IKB B?L;BBE :? 9E;H;DP7
JH7 B?L;BB? :? performance 7JJ;I? ; H?IEHI; ;9EDEC?9>; IJ7DP?7�
J; ; GK?D:? IKBB7 FEII?8?B?JS :? H;7B?PP7H; GK7DJE FHE=H7CC7�
JE� /D 8KED CE:E :? H;7B?PP7H; 9ED9H;J7C;DJ; J7B; ?DJ;=H7�
P?ED; 9EDI?IJ; D;B 9EBBE97H; 7BB\?DJ;HDE :;B I?IJ;C7 :? C?IKH7�
P?ED; ?D:?97JEH? H;B7J?L? 7 LE9? :? IF;I7 ?B 9K? 7IIEH8?C;DJE I?
H?J?;D; ;<<;JJ?L7C;DJ; 9EBB;=7JE 7BB\7JJK7P?ED; :;=B? E8?;JJ?L? E
7BB\;HE=7P?ED;�:?�I;HL?P?�
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&\;IF;H?;DP7 :;B 9ECKD; :? '7II7 ;L?:;DP?7 9EC; B\?DJ;=H7P?ED; JH7
:?C;DI?ED; 9EDJ78?B; ; 9?9BE :? =;IJ?ED; :;BB7 performance H?9>?;:7
B\7JJ?L7P?ED; :? HKEB? :? 9EEH:?D7C;DJE
 EBJH; 9>; :? IF;9?<?9? IJHKC;DJ?� �
:;<?D?H; ; =;IJ?H; ?D GK;IJE 97IE B\7=;D:7 :;B 9?9BE :? 8?B7D9?E ; :;B 9ED�
I;=K;DJ; 9?9BE :;BB7 performance T BE IJ;IIE I;=H;J7H?E =;D;H7B; 9>; ?D�
:?L?:K7�B7�J;CF?IJ?97�:?�7JJK7P?ED;�;�B;�L7H?;�H;IFEDI78?B?JS�9E?DLEBJ;�
MMM�9ECKD;�C7II7�CI�?J

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED; a *H?D9?F?E�����>?7H?H;�B;�<7I?�9>;�9EC�
FED=EDE�?B�FHE9;IIE�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;
�?�IE==;JJ?�;�B;�H;IFED�
I78?B?JS�H;B7J?L;�7B�I?IJ;C7

Criterio 5.3 Assicurare la fruibilità del sistema da
parte del consiglio ai fini dell’esercizio della funzioni
di indirizzo e monitoraggio
-;88;D; ?B I?IJ;C7 :? C?IKH7P?ED;
 ?B F?7DE ; B7 H;B7P?ED; IKB�
B7 performance
 I?7DE :E9KC;DJ? :;BB\7CC?D?IJH7P?ED;
 T ?C�
FEHJ7DJ; 9>; I?7DE H;I? 799;II?8?B? ; <HK?8?B? :?H;JJ7C;DJ; :7
F7HJ; :;B 9EDI?=B?E ; 9?W 7B <?D; :? 9EDI;DJ?H; KD ?CF?;=E :;=B?
?D:?97JEH? ?D ;II? 9EDJ;DKJ? D;BB\7C8?JE :;BB; H;B7J?L; <KDP?ED?�
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&\KIE ;<<;JJ?LE ELL?7C;DJ; :?F;D:;HS :7BB\7JJ?JK:?D; :;? �ED�
I?=B?;H?�7:�?CF?;=7H;�?D:?97JEH?�

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED; a *H?D9?F?E�����>?7H?H;�B;�<7I?�9>;�9EC�
FED=EDE�?B�FHE9;IIE�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;
�?�IE==;JJ?�;�B;�H;IFED�
I78?B?JS�H;B7J?L;�7B�I?IJ;C7

Criterio 5.4 Adottare il documento sul sistema di
misurazione e valutazione della performance con un
atto del sindaco o della giunta sulla base della
proposta presentata dall’OIV
"B? EH=7D? :? ?D:?H?PPE FEB?J?9E ILEB=EDE :K; ?CFEHJ7DJ? HKEB? H?�
IF;JJE 7B I?IJ;C7 :? C?IKH7P?ED;� �DP?JKJJE
 ;II? >7DDE ?B 9EC�
F?JE :? :;<?D?H; B; B?D;; =K?:7 :? ?D:?H?PPE IJH7J;=?9E :7 9K?
:?I9;D:EDE =B? E8?;JJ?L? :;BB\7CC?D?IJH7P?ED; ;: ?D J7B I;DIE
9EDJH?8K?I9EDE 7 :;<?D?H; KD7 F7HJ; :;B 9EDJ;DKJE :;B I?IJ;C7�
'7 ?B HKEBE <EHI; F?X ?CFEHJ7DJ; T GK;BBE :? FHECEP?ED; :;B
C;:;I?CE ;: ?CFKBIE 7BB\7CC?D?IJH7P?ED; 7<<?D9>U I? :EJ? ;E
IL?BKFF?�?B�I?IJ;C7�
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED; a *H?D9?F?E�����>?7H?H;�B;�<7I?�9>;�9EC�
FED=EDE�?B�FHE9;IIE�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;
�?�IE==;JJ?�;�B;�H;IFED�
I78?B?JS�H;B7J?L;�7B�I?IJ;C7

Criterio 5.5 Nominare l’OIV e attribuirgli il compito di
validare e sviluppare il sistema di misurazione e
valutazione
-;88;D; B\)$0 I?7 DEC?D7JE :7B I?D:79E 9ED B7 <?D7B?JS :?
CED?JEH7H; ?B <KDP?ED7C;DJE 9ECFB;II?LE :;B I?IJ;C7 :? C?�
IKH7P?ED; ; L7BKJ7P?ED; ;: ?B B?L;BBE :? JH7IF7H;DP7
 DED9>U
:? =7H7DJ?H; B7 9EHH;JJ;PP7 :;? FHE9;II? :? C?IKH7P?ED; ; L7�
BKJ7P?ED; :? 9?7I9KD7 7CC?D?IJH7P?ED;
 ?B 9ECF?JE <EHI; F?X
?CFEHJ7DJ; 9>; J7B; EH=7DE FKW ILEB=;H; H?I?;:; D;B IKF�
FEHJ7H; ; L7B?:7H; B; :;9?I?ED? 7IIKDJ; :7B management

:;BB\7CC?D?IJH7P?ED; ?D J;HC?D? :? CE:7B?JS :? C?IKH7P?ED; ;
L7BKJ7P?ED; :;BB; performance� �EC; KD7 IEHJ7 :? sparring

partner
 B\)$0 DED I? B?C?J7 7 9;HJ?<?97H; C7 9EDJH?8K?I9; 7
:;<?D?H; ?B I?IJ;C7 ; D; IEBB;9?J7 ?B C?=B?EH7C;DJE� R :KDGK;
?CFEHJ7DJ; 9>; B\)$0 EF;H? ?D IJH;JJ7 9EBB78EH7P?ED; 9ED
B\7CC?D?IJH7P?ED; ; 9ED 9EDJ?DK?JS
 DED B?C?J7D:EI? 9?ET 7BB7
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L;H?<?97 :;? :E9KC;DJ? ?D 9EHH?IFED:;DP7 :;? CEC;DJ? <EHC7B?
:?�7:EP?ED;�:;=B?�IJ;II?�

&\/D?ED; :;? 9ECKD? :;BB7 �7II7 ,EC7=D7 >7 H;=EB7HC;DJ; ?IJ?JK?JE KD
)$0 9ECFEIJE :7 JH; C;C8H? DEC?D7D:E JH; ;IF;HJ? ;IJ;HD? 7JJH7L;HIE
KDE IF;9?<?9E 87D:E 9>; D; >7 IJ78?B?JE ? H;GK?I?J?� (ED IEDE IJ7J? FH;I?
?D 9EDI?:;H7P?ED; 9H?J;H? :? ?D9ECF7J?8?B?JS ; :? ;JS D;? I;DI? :;<?D?J? :7BB7
FH?C7 :;B?8;H7 �?0$. ����� 4&;==? ?B J;IJE ?D H;J; 5 ?D C;H?JE 7? H;GK?I?J?
:;?�C;C8H?�:;=B? )$0 F;H�B;�7CC?D?IJH7P?ED?�9;DJH7B?�
&\)$0
 ?IJ?JK?JE :7BB\;IJ7J; ����
 >7 =?S :?CEIJH7JE IKB 97CFE H?=EH; ;: ?D�
:?F;D:;DP7
 H;IF?D=;D:E H?9>?;IJ; :? H;L?I?ED; :;BB; L7BKJ7P?ED? EF;H7J;
:7 7B9KD? :;? 9ECKD? 7FF7HJ;D;DJ? 7BB\/D?ED; I;DP7 CEJ?L7P?ED? I?=D?<?�
97J?L; 7 IKFFEHJE :;BB; H?9>?;IJ;� &7 9EBB78EH7P?ED; 9ED ?B :?H;JJEH; =;�
D;H7B; T CEBJE IJH;JJ7� $D staff 7 GK;IJ\KBJ?CE T IJ7JE ?IJ?JK?JE KD 7FFEI?JE
I;HL?P?E
 =;IJ?JE :7 KD :?H?=;DJ; ;IF;HJE
 F;H ?B 9EDJHEBBE IJH7J;=?9E ;: ?B
9EDJHEBBE :? =;IJ?ED;� +K;IJE I;HL?P?E 9EBB78EH7 IJH;JJ7C;DJ; 9ED B\)$0

IKFFEHJ7D:ED;�B\7P?ED;�
MMM�B787II7HEC7=D7�?J
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED; a *H?D9?F?E�����>?7H?H;�B;�<7I?�9>;�9EC�
FED=EDE�?B�FHE9;IIE�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;
�?�IE==;JJ?�;�B;�H;IFED�
I78?B?JS�H;B7J?L;�7B�I?IJ;C7

Criterio 5.6 Attribuire la responsabilità relativa al
sistema di misurazione e valutazione al direttore
generale/segretario generale e ai dirigenti al vertice
dell’amministrazione
"B? EH=7D? :? L;HJ?9; 7CC?D?IJH7J?LE :ELH;88; 7IIKC;H; KD7
H;IFEDI78?B?JS =;D;H7B; ; :?H;JJ7 H?IF;JJE 7B I?IJ;C7 :? C?IK�
H7P?ED; ; L7BKJ7P?ED; :;BB7 performance� �D9>; ?D GK;IJE 97�
IE
 9EC; =?S F;H =B? EH=7D? :? L;HJ?9; FEB?J?9E
 :?H;JJEH; =;D;H7�
B; I;=H;J7H?E =;D;H7B; ; :?H?=;DJ? :;BB\7CC?D?IJH7P?ED; >7DDE
KD :KFB?9; HKEBE H?IF;JJE 7B I?IJ;C7� �7 KD B7JE BE 7B?C;DJ7DE
IKFFEHJ7D:E B7 :;<?D?P?ED; :;=B? E8?;JJ?L? :;BB\7CC?D?IJH7P?ED;
; B7 =;IJ?ED; :;BB; 7JJ?L?JS ; :;? I;HL?P?
 :7BB\7BJHE >7DDE ?B 9EC�
F?JE :? 7II?9KH7H; B\?CF?;=E ; BE IL?BKFFE :;B I?IJ;C7 ?D B?D;7
9ED�B;�?D:?97P?ED?�<EHD?J;�:7BB\)$0�
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED; a *H?D9?F?E�����>?7H?H;�B;�<7I?�9>;�9EC�
FED=EDE�?B�FHE9;IIE�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;
�?�IE==;JJ?�;�B;�H;IFED�
I78?B?JS�H;B7J?L;�7B�I?IJ;C7

Criterio 5.7 Sostenere e verificare l’impiego effettivo
del sistema di misurazione da parte di dirigenti,
funzionari e dipendenti
$B I?IJ;C7 :? C?IKH7P?ED;
 I; 9ED9;F?JE 9EC; ?DI?;C; :? ?D:?�
97JEH?
 H?I9>?7 :? DED FHE:KHH; 7B9KD7 ?D<BK;DP7 H?IF;JJE 7B B?�
L;BBE :? performance 9>; B\7CC?D?IJH7P?ED; T ?D =H7:E :? H7=�
=?KD=;H;� -; B\E8?;JJ?LE :;B I?IJ;C7 :? C?IKH7P?ED; T GK;BBE

?D KBJ?C7 7D7B?I?
 :? IEIJ;D;H; FHE=H;II?L? C?=B?EH7C;DJ? D;B B?�
L;BBE :? performance
 7BBEH7 T ?CFEHJ7DJ; 9>; ;IIE I?7 9EIJ7D�
J;C;DJ; ?CF?;=7JE :7 9EBEHE :7B 9K? B7LEHE :?F;D:; ?B B?L;BBE :?
performance ; 9?ET :?H?=;DJ?
 <KDP?ED7H? ; :?F;D:;DJ?� -; GK;�
IJ? IE==;JJ? L;D=EDE 9EDI?:;H7J? 9EC; KJ;DJ? :;B I?IJ;C7 :?
C?IKH7P?ED;
 9?ET 9EC; IE==;JJ? 9>; H?9;LEDE ?D<EHC7P?ED?

I? 9ECC;JJ; KD FEJ;DP?7B; ;HHEH; :7B CEC;DJE 9>;
 7 8;D;
L;:;H;
 B; ?D<EHC7P?ED? >7DDE EH?=?D; :7 9EBEHE 9>; B7LEH7DE
7BB\?DJ;HDE :;BB\7CC?D?IJH7P?ED; ; 9>;
 D;B 9EHIE :;B J;CFE
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>7DDE 8;D FH;I;DJ; ?B L7BEH; 9>; =B? ?D:?97JEH? IJ7DDE 7IIK�
C;D:E
 I; GK;IJ? ?D:?97JEH? I? H?<;H?I9EDE 7BB7 BEHE 7JJ?L?JS� ,?�
IF;JJE 7: ?CFEIJ7P?ED? 9>; I? IEDE JH7:?P?ED7BC;DJ; 7<<;HC7�
J;
 B7 L;H?<?97 :;BB\?CF?;=E ;<<;JJ?LE :;B I?IJ;C7 :? C?IKH7P?ED;
I? H;7B?PP7 7<<?:7D:E FHEFH?E 7 :?H?=;DJ?
 <KDP?ED7H? ; :?F;D:;D�
J?
 ?B 9ECF?JE :? H?B;L7H; F;H?E:?97C;DJ; ?B L7BEH; :;=B? ?D:?97JE�
H? C?IKH7J? D;B I?IJ;C7 ; :;<?D?H; B; 7P?ED? D;9;II7H?; 7 C7D�
J;D;H; E C?=B?EH7H; ? JH;D: FHEFH?E 7 F7HJ?H; :7BB\7D:7C;DJE :?
J7B?�?D:?97JEH?�
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED; a *H?D9?F?E�����>?7H?H;�B;�<7I?�9>;�9EC�
FED=EDE�?B�FHE9;IIE�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;
�?�IE==;JJ?�;�B;�H;IFED�
I78?B?JS�H;B7J?L;�7B�I?IJ;C7

Criterio 5.8 Rendere accessibile il sistema di
misurazione agli stakeholder (utenti, imprese,
associazioni, aziende controllate, partner
istituzionali)
$B C?=B?EH audit IKBB7 97F79?JS :;B I?IJ;C7 :? C?IKH7P?ED; ; L7�
BKJ7P?ED; :;BB7 performance :;BB\7CC?D?IJH7P?ED; :;H?L7 :7BB7
H;7P?ED; 9>; ? FEHJ7JEH? :? ?DJ;H;II; CEIJH7DE B7::EL; L;D�
=EDE 7 9EDEI9;DP7 :;B L7BEH; :;=B? ?D:?97JEH? FH;I9;BJ?� .7B;
H;7P?ED; T J7DJE F?X KJ?B; GK7DJE F?X J7B? L7BEH? DED I? H?<;H?I9E�
DE 7B F7II7JE
 DED IEDE ?D 7BJH? J;HC?D? L7BEH? IJEH?9? H?IF;JJE 7?
GK7B? DED T F?X FEII?8?B; <7H DKBB7
 C7 I? H?LEB=EDE 7B <KJKHE�
&\799;IIE 7B I?IJ;C7 :? C?IKH7P?ED;
 H;7B?PP7JE F;H ;I;CF?E
7JJH7L;HIE KD7 FK88B?97P?ED; J;CF;IJ?L7 :;B F?7DE :;BB7 per-

formance
 DED :;L; ;II;H; IEBE <EHC7B;� &; ?D<EHC7P?ED? 9>;
L;D=EDE <EHD?J;
 9EC; 7FFHE<ED:?JE D;? FH?D9?F? I;=K;DJ?
 :;�
LEDE ;II;H; 9ECFH;DI?8?B? F;H B; :?L;HI; 97J;=EH?; :? FEHJ7�

Lo sviluppo del ciclo della performance. Principi e criteri



JEH? :? ?DJ;H;II; ; B7::EL; I?7DE IJ7J? I9;BJ? ?D:?97JEH? <HKJJE :?
IF;9?<?9>; ?FEJ;I? 9>; B\7CC?D?IJH7P?ED; >7 H?J;DKJE :? IEIJ;�
D;H;
 J7B? ?FEJ;I? :;LEDE ;II;H; IF?;=7J;� $D 97IE 9EDJH7H?E

B7 C7D97J7 9ECFH;DI?ED; :;B I?=D?<?97JE :? KD ?D:?97JEH;
 E ?B
C7D97JE 799;IIE 7B :7JE FHE=H7CC7JE F;H ?B C;:;I?CE
 FEI�
IEDE�JH7I<EHC7HI?�?D�KD\7FH?EH?IJ?97�EFFEI?P?ED;�

"B? stakeholder :;BB\/D?ED; :;? 9ECKD? :;BB7 �7II7 ,EC7=D7 �KJ;DJ?
 ?C�
FH;I;
 7IIE9?7P?ED?
 7P?;D:; 9EDJHEBB7J;
 partner ?IJ?JKP?ED7B?� EJJ;D=EDE
799;IIE on-line 7B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 perfor-

mance ; FEIIEDE IK H?9>?;IJ7 E F;H IF;9?<?9>; ;I?=;DP; 9>?;:;H; ?DJ;�
=H7P?ED? E IK==;H?H; CE:?<?9>;� $D <7I; :? ;B78EH7P?ED; :;B F?7DE IJH7J;�
=?9E 7B9KD? stakeholder >7DDE FH;J;IE B\?DJHE:KP?ED; :? standard :? I;H�
L?P?E �7: ;I;CF?E
 F;H ?B -/�*�
 <EHD;D:E ?D:?97P?ED? I?=D?<?97J?L; D;BB7
9EIJHKP?ED; :;B I?IJ;C7� $ I?D:797J?
 F;H ;I;CF?E
 IEDE ;DJH7J? IF;IIE ?D
F7II7JE D;B C;H?JE :? 7B9KD? ?D:?97JEH? 7 L7B;DP7 IE9?7B; �C?IKH; 7DJ?9H?I?

I;HL?P?�7BB7�F;HIED7�;J9���
MMM�B787II7HEC7=D7�?J
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED;

Principio 6. Sviluppare un sistema informativo
integrato o integrabile

$B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance

DED 9E?D9?:; 9ED ?B I?IJ;C7 ?D<EHC7J?LE 7P?;D:7B;� � 9ECFEH�
H; ?B I?IJ;C7 :? C?IKH7P?ED; IEDE ?D<7JJ? GK;=B? ?D:?97JEH? 9>;
B\7CC?D?IJH7P?ED; I;B;P?ED7 7B <?D; :? C?IKH7H; ; L7BKJ7H; B7
FHEFH?7 performance C;DJH; ?B I?IJ;C7 ?D<EHC7J?LE 9ECFH;D�
:; JKJJ? ? :7J? :? 9K? B\7CC?D?IJH7P?ED; :?IFED;� /D I;9ED:E
;B;C;DJE :? :?<<;H;DP7 T 9>; ?B I?IJ;C7 :? C?IKH7P?ED; T ;I�
I;DP?7BC;DJ; KD I?IJ;C7 :;<?D?JE ex ante
 9?ET FH?C7 9>; ? :7�
J? EH?=?D7DE C;DJH; =H7D F7HJ; :;? 9EDJ;DKJ? :;B I?IJ;C7 ?D<EH�
C7J?LE I? ;IJH7==EDE ex post H?IF;JJE 7BB7 =;IJ?ED; :? E8?;JJ?L?
; 7JJ?L?JS� &7 FH;I;DP7 :? KD I?IJ;C7 ?D<EHC7J?LE ?DJ;=H7JE ;:
?DJ;=H78?B; 9ED B\;IJ;HDE
 9EIJ?JK?I9; KD7 9ED:?P?ED; :? <KDP?E�
D7B?JS :;B I?IJ;C7 :? C?IKH7P?ED; C7 DED H7FFH;I;DJ7 :? F;H
IU KD7 9ED:?P?ED; D;9;II7H?7� !H7 ? :K; I?IJ;C? ;I?IJ; 7DP?
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KD H7FFEHJE :? CKJKE ?D9;DJ?LE :7B CEC;DJE 9>; FHEFH?E B7
D;9;II?JS :? IL?BKFF7H; ?B I?IJ;C7 :? C?IKH7P?ED; FKW ?D:KHH;
B\7CC?D?IJH7P?ED;�7�C?=B?EH7H;�?B�FHEFH?E�I?IJ;C7�?D<EHC7J?LE�

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED; a *H?D9?F?E����-L?BKFF7H;�KD�I?IJ;C7�?D�
<EHC7J?LE�?DJ;=H7JE�E�?DJ;=H78?B;

Criterio 6.1 Definire esplicitamente la propria
strategia di e-government
�EDI?:;H7J? ? 9EIJ? ;9EDEC?9E�<?D7DP?7H? ; EH=7D?PP7J?L? 9>;
B\?DJHE:KP?ED; :? ?DDEL7P?ED? ?D<EHC7J?9>; 9ECFEHJ7 DED9>U B7
9H;I9;DJ; 9ECFB;II?JS B;=7J7 7BB7 =;IJ?ED; :;? :7J? ?D I?IJ;C?
?DJ;=H7J?
 T ?CFEHJ7DJ; 9>; B; :;9?I?ED? H;B7J?L; I?7DE 7IIKDJ;
?D EJJ?97 IJH7J;=?97 ; <EHC7B?PP7J; ?D 7FFEI?J? :E9KC;DJ? <HK?8?�
B? :7=B? ?DJ;HBE9KJEH? ?DJ;HD? ;: ;IJ;HD? 7BB\7CC?D?IJH7P?ED;� &7
:;<?D?P?ED; :;BB7 IJH7J;=?7 :;L; J;D;H ?D 9EDJE 7D9>; ? 9EIJ?
:? ?D<EHC7J?PP7P?ED; ; B; 9EDI;=K;DP; F;H ? :?L;HI? FEHJ7JEH?
:? ?DJ;H;II; 9>; FEJH;88;HE DED ;II;H; ?CC;:?7J7C;DJ; 7L�
L7DJ7==?7J?�:7BB;�?DDEL7P?ED?�:;BB\7CC?D?IJH7P?ED;�
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"B? stakeholder :;BB\/D?ED; :;? 9ECKD? :;BB7 �7II7 ,EC7=D7 �KJ;DJ?
 ?C�
FH;I;
 7IIE9?7P?ED?
 7P?;D:; 9EDJHEBB7J;
 partner ?IJ?JKP?ED7B?� EJJ;D=EDE
799;IIE on-line 7B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 perfor-

mance ; FEIIEDE IK H?9>?;IJ7 E F;H IF;9?<?9>; ;I?=;DP; 9>?;:;H; ?DJ;�
=H7P?ED? E IK==;H?H; CE:?<?9>;� $D <7I; :? ;B78EH7P?ED; :;B F?7DE IJH7J;�
=?9E 7B9KD? stakeholder >7DDE FH;J;IE B\?DJHE:KP?ED; :? standard :? I;H�
L?P?E �7: ;I;CF?E
 F;H ?B -/�*�
 <EHD;D:E ?D:?97P?ED? I?=D?<?97J?L; D;BB7
9EIJHKP?ED; :;B I?IJ;C7� $ I?D:797J?
 F;H ;I;CF?E
 IEDE ;DJH7J? IF;IIE ?D
F7II7JE D;B C;H?JE :? 7B9KD? ?D:?97JEH? 7 L7B;DP7 IE9?7B; �C?IKH; 7DJ?9H?I?

I;HL?P?�7BB7�F;HIED7�;J9���
MMM�B787II7HEC7=D7�?J

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED; a *H?D9?F?E����-L?BKFF7H;�KD�I?IJ;C7�?D�
<EHC7J?LE�?DJ;=H7JE�E�?DJ;=H78?B;

Criterio 6.2 Realizzare un’articolazione organizzativa
che si occupi della progettazione, adesione ed
attuazione dei progetti di e-government
&7 :?IFED?8?B?JS ?D KD?9E 7C8?;DJ; :? :7J? ;: ?D<EHC7P?ED? FHE�
L;D?;DJ? :7? :?L;HI? I;JJEH? :? 7JJ?L?JS :;BB\7CC?D?IJH7P?ED; H?�
9>?;:; F7H7BB;B7C;DJ; B7 9EIJ?JKP?ED; :? KD KD?9E 9;DJHE :?
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9ECF;J;DP; 9>; IKFFEHJ? 7:;=K7J7C;DJ; ?B <KDP?ED7C;DJE
:;B I?IJ;C7 ?D<EHC7J?LE :7 KD B7JE ; B7 FHE=;JJ7P?ED; :? JKJJ;
B;�?D?P?7J?L;�:? e-government :7BB\7BJHE�

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED; a *H?D9?F?E����-L?BKFF7H;�KD�I?IJ;C7�?D�
<EHC7J?LE�?DJ;=H7JE�E�?DJ;=H78?B;

Criterio 6.3 Dotarsi di un sistema ERP, o di un
sistema gestionale equivalente, integrato con i
sistemi gestionali relativi alle diverse attività e servizi
&7 :?IFED?8?B?JS ?D KD?9E 7C8?;DJ; :? :7J? ;: ?D<EHC7P?ED? FHE�
L;D?;DJ? :7? :?L;HI? I;JJEH? :;BB\7CC?D?IJH7P?ED; 9EDI;DJ; :?
9ECF?;H; 7D7B?I? F?X :;JJ7=B?7J; ?D C?DEH; J;CFE ; :? L;H?<?�
97H; B7 IEB?:?JS :;BB; ?FEJ;I? H;B7J?L; 7B 9EBB;=7C;DJE JH7 ?D�
:?97JEH? ; performance� $B FH?D9?F7B; L7DJ7==?E :? KD I?IJ;C7
 ,* D;? 9ED<HEDJ? :;B I?IJ;C7 :? C?IKH7P?ED; :;H?L7 :KDGK;
:7BB\?D9H;C;DJE :;BB; 97F79?JS :? 7D7B?I? ; GK?D:? :? ?DJ;HL;DJE
9>; I? FEIIEDE 7JJ?L7H; 7 <HEDJ; :;BB; H?IKBJ7DP; 9>; ;C;H=E�
DE :7B I?IJ;C7 :? C?IKH7P?ED;� $D<?D; ? I?IJ;C?  ,* 9EDI;DJE�
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DE :? ?DJ;=H7H; 7FFKDJE B; :?L;HI; <EDJ? ; L;H?<?97H; ?B B?L;BBE :?
7<<?:78?B?JS�:;?�:7J?�H799EBJ?�

&7 =;IJ?ED; :;? I?IJ;C? ?D<EHC7J?L? ; :;BB; J;B;9ECKD?97P?ED? :;B 9ECKD;
:? 0;HED7 T 7<<?:7J7 7B �EEH:?D7C;DJE $DJ;HI;JJEH?7B; $D<EHC7J?97 e-gov-

ernment
 :? staff 7BB7 :?H;P?ED; =;D;H7B;� &\KD?JS
 9>; >7 B7 =;IJ?ED; :?�
H;JJ7 I?7 :;=B? ?CF?7DJ? hardware 9>; :;? I?IJ;C? ?D<EHC7J?L?
 T 9EEH:?D7J7
:7 KD :?H?=;DJ; 9ED 8KED; ;IF;H?;DP; C7JKH7J; D;B I;JJEH; ?D<EHC7J?9E

;�>7�KD�EH=7D?9E�:?�9?H97����F;HIED;�
�? F7HJ?9EB7H; H?B?;LE T B\;IJ;IE ?CF?;=E :;BB; J;9DEBE=?; $�. D;BB; 7JJ?L?JS
:? 9ECKD?97P?ED;
 C?IKH7P?ED; ; 9EDJHEBBE� *7HJ?9EB7HC;DJ; ?DJ;H;II7DJ?
IEDE B\;IJ;DI?ED; :;BB7 H;J; wi-fi 7 87IIE 9EIJE 9>; 9EFH; 8KED7 F7HJ;
:;B J;HH?JEH?E 9ECKD7B;
 I<HKJJ7D:E B7 H;J; :;? I;C7<EH? ; :;? I?IJ;C? :?
J;B;IEHL;=B?7DP7
 B7 :?IFED?8?B?JS :? KD7 datawarehouse 9>; ?DJ;=H7 JKJJ?
? database 9ECKD7B? ; ?B -$. �-?IJ;C7 $D<EHC7J?LE .;HH?JEH?7B;� ?DJ;=H7�
JE 9ED B7 97HJE=H7<?7 ; B; ?CC7=?D? :7 H?B;L7P?ED; 7;H;7 ; I7J;BB?J7H; :;B
J;HH?JEH?E� 07 ?DEBJH; EII;HL7JE 9>; ?B 9ECKD; =;IJ?I9; :?H;JJ7C;DJ; KD7
server farm =;IJ?J7 9>; T ?D 9EHIE :? JH7I<EHC7P?ED; 7B <?D; :? H;D:;HB7
KD green data center 97H7JJ;H?PP7JE :7 87II? 9EDIKC? ; H?:EJJE ?CF7JJE
7C8?;DJ7B;�
$B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; I? 7LL7B; :? KD7 F?7JJ7<EHC7 web

9>; 9EDI;DJ; B\799;IIE ; B7 =;IJ?ED; ?DJ;=H7J7 :? JKJJ; B; ?D<EHC7P?ED? ;
:;BB; FHE9;:KH; :7 F7HJ; :? JKJJ? ? IE==;JJ? ?DJ;H;II7J? �:7B B?L;BBE FEB?J?9E 7B
B?L;BBE EF;H7J?LE�� .7B; F?7JJ7<EHC7 =;IJ?I9; ?B * " ; 7D9>; B7 L7BKJ7P?ED;
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?D:?L?:K7B;� $B I?IJ;C7 9ECFB;II?LE >7 7LKJE KD\7JJK7P?ED; ?D9H;C;DJ7B;
; DED I? 87I7 IK KD7 F?7JJ7<EHC7 ?DJ;=H7J7� &7 I9;BJ7 <7JJ7 T IJ7J7 GK;BB7
:? ?DJ;=H7H; ex post B; 7FFB?97P?ED? ;I?IJ;DJ? 7B B?L;BBE :;BB\?DJ;H<799?7 9ED ?B
browser ; 7B B?L;BBE :;? :7J? 9ED KD I?IJ;C7 :? datawarehousing� &7 I9;BJ7
:? ?D<EHC7J?97 B;==;H7 >7 9EDI;DJ?JE :? 9EDJ;D;H; =B? ?DL;IJ?C;DJ? 7 L7D�
J7==?E�:?�KD7�F?X�;IJ;I7�;�F;HIED7B?PP7J7�9EF;HJKH7�7FFB?97J?L7�
MMM�9ECKD;�L;HED7�?J

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED; a *H?D9?F?E����-L?BKFF7H;�KD�I?IJ;C7�?D�
<EHC7J?LE�?DJ;=H7JE�E�?DJ;=H78?B;

Criterio 6.4 Disporre di un software applicativo a
supporto del controllo di gestione
.H7 ? :?L;HI? IJHKC;DJ? ?D<EHC7J?9? :? 9K? B\7CC?D?IJH7P?ED; FKW
:;9?:;H; :? :EJ7HI?
 F7HJ?9EB7H; ?CFEHJ7DP7 H?IF;JJE 7B J;C7
:;BB7 C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance H?L;IJEDE
? software =;IJ?ED7B? 7 IKFFEHJE :;B 9EDJHEBBE :? =;IJ?ED;� .7B?
IJHKC;DJ? EBJH; 7 <EHD?H; KD IKFFEHJE 7BB7 H799EBJ7 ; :?<<KI?E�
D; ?DJ;HD7 :;BB; ?D<EHC7P?ED? <EHD?I9EDE KD L7B?:E IKFFEHJE
7BB7 FHE=H7CC7P?ED;� (;BB7 I9;BJ7 :;? FHE:EJJ? ; :;BB; IEBK�
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P?ED? :? 9K? :EJ7HI? B\7CC?D?IJH7P?ED; :;L; FEHH; GK7B; 9H?J;H?E
FH?D9?F7B; :? L7BKJ7P?ED; GK;BBE :;BB\7KJEDEC?7 D;BB7 =;IJ?ED;
:;B software� &7 L7BKJ7P?ED; :? J7B; 7KJEDEC?7
 :;BB7 FEII?8?�
B?JS 9?ET :? CE:?<?97H; ;B;C;DJ? :? <KDP?ED7C;DJE :;B software

I;DP7 F;H GK;IJE :EL;H H?9EHH;H; 7: ?DJ;HL;DJ? ;IJ;HD?
 FEJHS
J;D;H 9EDJE
 ?DEBJH;
 :;B B?L;BBE :;BB; FHEFH?; 9ECF;J;DP; ;:
7D9>; :;B B?L;BBE :? :?<<KI?ED; ;: KIE :;B C;:;I?CE software

:7�F7HJ;�:?�7BJH;�7CC?D?IJH7P?ED?�

(;B I?IJ;C7 ?D<EHC7J?LE :;BB\/D?ED; :;? 9ECKD? :;BB7 �7II7 ,EC7=D7 B;
?D<EHC7P?ED? H;B7J?L; 7=B? E8?;JJ?L? 7II;=D7J? ; 7B B?L;BBE :? H7==?KD=?C;DJE
:;=B? IJ;II? DED9>U 7BB; performance :;BB\7CC?D?IJH7P?ED; IEDE :?<<KI;
7BB\?DJ;HDE :;BB\EH=7D?PP7P?ED; C;:?7DJ; KD7 intranet
 7JJH7L;HIE -'�,.

?B software :? business intelligence 9>; C;JJ; 7 :?IFEI?P?ED; B; ?D<EHC7�
P?ED? 7 :?L;HI? FHE<?B? :? KJ;DP7� -'�,. T KD software F;H ?B 9EDJHEBBE :?�
H;P?ED7B; ?DJ;=H7JE 9ED ? I?IJ;C? =;IJ?ED7B? H;B7J?L? 7BB; :?L;HI; 7JJ?L?JS ;
I;HL?P?� &\intranet T EH=7D?PP7J7 ?D 7H;; :? 9ED:?L?I?ED; :?<<;H;DP?7J7 �:?�
H?=;DJ?
*�)�
 9EDI?=B?;H?
 FH;I?:;DJ;
 ;J9�� :EL; IEDE 9EDJ;DKJ? FHE=;JJ? ;
report �7: ;I;CF?E� 7I?B? D?:E
 KH87D?IJ?97
 JH7IFEHJ?�� �B9KD? report IEDE
L?I?8?B? IEBE ?DJ;HD7C;DJ;
 7BJH? IEDE 7 :?IFEI?P?ED; :? JKJJ?� -? IJ7 :;9?:;D�
:E ?D GK;IJ? =?EHD? ?B I?IJ;C7 :? 799;IIE� -'�,. 7B?C;DJ7 ?D 7KJEC7J?9E
GK;IJ;�I;P?ED? intranet�
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-'�,. T 9EBB;=7JE 7? I?IJ;C? 9EDJ78?B? :;? I?D=EB? 9ECKD?� -? T FHE9;:KJE
7: KD7 KD?<?97P?ED; :;BB; 9E:?<?9>; ;: 7 KD7 ?DJ;=H7P?ED; JH7 ? FHE9;II?
:? FHE=H7CC7P?ED; ; GK;BB? 9EDJ78?B?� &7 =;IJ?ED; :;B F;HIED7B;
 7B CE�
C;DJE
 T ?D:?F;D:;DJ;
 C7 ?D KD FHEII?CE <KJKHE I7HS ?DJ;=H7J7� &7 L7�
BKJ7P?ED; T =;IJ?J7 ?DJ;HD7C;DJ; :7 -'�,.� 7 JKJJ? ? 97F?I;HL?P?E I? 9>?;�
:; :? =;IJ?H; =B? IJ7J? :? 7L7DP7C;DJE :;? FHE=;JJ? ; :;BB\?CF;=D7JE IKBBE
IJ7DP?7JE� &E IJ;IIE :?97I? F;H B\7==?EHD7C;DJE :;=B? ?D:?97JEH? KJ?B?PP7�
J? F;H ?B CED?JEH7==?E :;=B? E8?;JJ?L?� -'�,. 7B?C;DJ7 7D9>; I;P?ED? :;B
I?JE :;BB\/D?ED; ?D CE:E :7 H;D:;H; JH7IF7H;DJ; B\7P?ED; 7CC?D?IJH7J?L7�
�JJK7BC;DJ; IKB I?JE IEDE :?IFED?8?B? F;H E=D? 97FE I;HL?P?E B; I9>;:; :;?
JH;�FH?D9?F7B?�E8?;JJ?L?�9>;�:;L;�H7==?KD=;H;�
MMM�B787II7HEC7=D7�?J

/D7 97H7JJ;H?IJ?97 ?CFEHJ7DJ; :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED;
:;BB7 performance EH=7D?PP7J?L7 :;B 9ECKD; :? �;I;D7 T H7FFH;I;DJ7JE
:7BB7 IF;H?C;DJ7P?ED; :? KD IKFFEHJE ?D<EHC7J?9E ?D =H7:E :? H7FFH;I;D�
J7H;�?D�CE:E�?DJ;=H7JE�

_ "B? E8?;JJ?L? IJH7J;=?9? 9EDJ;DKJ? D;B F?7DE :;BB7 performance
 7HJ?9EB7J?
?D FHE=;JJ? ;: 7P?ED?
 9ED B\;L?:;DP?7P?ED; :;=B? IJ7J? :? 7L7DP7C;DJE
�Gannt��;�:;=B?�?D:?97JEH? target�

_ &\7HJ?9EB7P?ED; :;? I;HL?P? E<<;HJ? :7B 9ECKD; C?IKH7J? JH7C?J; ?D:?97JEH?
:?�GK7DJ?JS�;�GK7B?JS
 target ;�H;B7J?LE�IJ7JE�:?�7L7DP7C;DJE�

_ &E -J7JE :? -7BKJ;
 EH=7D?PP7J?L7
 <?D7DP?7H?7 ; :;BB; H;B7P?ED? ;IJ;HD;
�F7HJ;9?F7J;
�7JJ?L?JS�:?�9E?DLEB=?C;DJE�:;BB7�FEFEB7P?ED;
�;99���
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_ "B? outcome �?CF7JJ?� FHE:EJJ? :7BB\7P?ED; :;BB\7CC?D?IJH7P?ED; IKB 9ED�
J;IJE�;IJ;HDE�

_ $�9ED<HEDJ?�9ED�7BJH?�;DJ?��benchmark��

+K;IJE 7FFB?97J?LE
 9ECFH;D:;DJ; ? :7J? :? 7L7DP7C;DJE 7BB\7KJKDDE
����
 T IJ7JE IF;H?C;DJ7JE D;BB\7C8?JE :;B FHE=H7CC7  &$�/*), 
 :;B
�?F7HJ?C;DJE�F;H�=B?��<<7H?�H;=?ED7B?�
MMM�9ECKD;�9;I;D7�<9�?J

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED; a *H?D9?F?E����-L?BKFF7H;�KD�I?IJ;C7�?D�
<EHC7J?LE�?DJ;=H7JE�E�?DJ;=H78?B;

Criterio 6.5 Sviluppare un sito aggiornato
periodicamente con informazioni sulle attività ed i
servizi svolti e con documenti relativi
all’amministrazione
&E IL?BKFFE :? I?J? web T EHC7? KD7 IEBKP?ED; 9EDIEB?:7J7 :7
F7HJ; :? CEBJ; 7CC?D?IJH7P?ED? I;88;D; ?D CEBJ? 97I? B7 9>?7�
H;PP7 :;B I?JE H?I;DJ7 :;BB7 I9;BJ7 :? 7JJH?8K?H; 7BBE IJ;IIE <?�
D7B?JS DED I;CFH; 9E;H;DJ? <H7 BEHE� $D F7HJ?9EB7H;
 I? I;=D7B7
B7 :?<<;H;DP7 JH7 ?D<EHC7P?ED? H;B7J?L; 7: 7JJ?L?JS ; I;HL?P?
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:;BB\7CC?D?IJH7P?ED; ; 9ECKD?97P?ED; H;B7J?L7 7: ;L;DJ? ; ?D�
J;HL;DJ? :;BB\7CC?D?IJH7P?ED;� $B H?I9>?E :? <EHD?H;
 7JJH7L;HIE
KD ;99;II?LE IF7P?E B7I9?7JE 7BB7 9ECKD?97P?ED;
 ?D<EHC7P?E�
D? ?D9ECFB;J; ; :? IELH7997H?97H; ? 9ECF?J? :? H?9;H97 :7 F7HJ;
:;BB\KJ;DJ;
 T ;B;L7JE ; :ELKJE 7: KD KIE DED H7P?ED7B; :;B
97D7B; web�

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED; a *H?D9?F?E����-L?BKFF7H;�KD�I?IJ;C7�?D�
<EHC7J?LE�?DJ;=H7JE�E�?DJ;=H78?B;

Criterio 6.6 Sviluppare il sistema di misurazione
dei servizi che l’amministrazione rende
disponibili on-line
&7 FEII?8?B?JS F;H =B? KJ;DJ? :? ?DJ;H7=?H; 9ED ?B I?JE web ?D
CE:E <HKJJKEIE :;H?L7 :7 KD7 9EHH;JJ7 FHE=;JJ7P?ED;
:;BB\?D<EHC7J?PP7P?ED; :;? I;HL?P?� ,;D:;H; :?IFED?8?B? IKB I?JE
?�I;HL?P?�I?=D?<?97�
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_ 7: KD FH?CE B?L;BBE H;D:;H; :?IFED?8?B? ; 9ECFH;DI?8?B? B; ?D�
<EHC7P?ED? H;B7J?L; 7BB; 9ED:?P?ED? :? ;HE=7P?ED; :;B I;HL?�
P?E�C;:;I?CE�

_ 7: KD I;9ED:E B?L;BBE H;D:;H; FEII?8?B; B7 9ECF?B7P?ED; on-

line ; B7 JH7IC?II?ED; :;BB7 :E9KC;DJ7P?ED; D;9;II7H?7 F;H
ILEB=;H;�:;J;HC?D7J?�I;HL?P?�

_ 7: KD J;HPE B?L;BBE
 B7::EL; FEII?8?B;
 H;D:;H; FEII?8?B;
B\EJJ;D?C;DJE :;B I;HL?P?E I;DP7 9>; I?7DE D;9;II7H? KBJ;�
H?EH? ?DJ;H7P?ED? <?I?9>; 9ED B\7CC?D?IJH7P?ED;� (;B FHE=;JJ7�
H; GK;IJ? ?DJ;HL;DJ? T ?CFEHJ7DJ; 9>; B\7CC?D?IJH7P?ED; J;D�
=7 9EDJE :;BB\EFFEHJKD?JS :? IL?BKFF7H; F;H GK;IJ; 97J;=EH?;
:? I;HL?P? F7HJ?9EB7H? ?D:?97JEH? ?:ED;? 7 C?IKH7HD; B7 perfor-

mance�

Lo sviluppo del ciclo della performance. Principi e criteri



';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED; a *H?D9?F?E����-L?BKFF7H;�KD�I?IJ;C7�?D�
<EHC7J?LE�?DJ;=H7JE�E�?DJ;=H78?B;

Criterio 6.7 Rendere disponibili banche dati
accessibili anche on-line
$ :7J? ; B; ?D<EHC7P?ED? :? 9K? B\7CC?D?IJH7P?ED; :?IFED; 9EIJ?�
JK?I9EDE KD F7JH?CED?E 9EDEI9?J?LE 9>; FKW ;II;H; C;IIE 7
:?IFEI?P?ED; :;BB7 9EBB;JJ?L?JS F;H =B? KI? F?X :?L;HI?� &7 :?IFE�
D?8?B?JS T ?D<7JJ? B7 9ED:?P?ED; 9>; H;D:; FEII?8?B; KD7 L7BEH?P�
P7P?ED; 7D9>; ?D I;DIE FK88B?9E :? J7B; F7JH?CED?E 9EDEI9?�
J?LE� "B? 7IF;JJ? F?X 9H?J?9? 7 B?L;BBE EF;H7J?LE IEDE H;B7J?L? 7BB;
CE:7B?JS :? 799;IIE ; 9EDIKBJ7P?ED; :;? :7J? 9>; FEIIEDE :;�
J;HC?D7H;
 D;BB7 BEHE <7I; :? FHE=;JJ7P?ED; ?D?P?7B; ; :? C7DK�
J;DP?ED; ?D ?J?D;H;
 KD 9EIJE 9>; B\7CC?D?IJH7P?ED; :;L; FHE�
=H7CC7H;�F;H�J;CFE�
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED;

Principio 7. Garantire la trasparenza del
sistema di misurazione

/D\7CC?D?IJH7P?ED; JH7IF7H;DJ; C?=B?EH7 ?B FHEFH?E =H7:E :?
B;=?JJ?C7P?ED; 9ED =B? stakeholder
 H7<<EHP7 B7 F7HJ;9?F7P?ED;
:;CE9H7J?97
 =7H7DJ?I9; KD7 =;IJ?ED; F?X ;<<?9?;DJ; ; H7=�
=?KD=; ? FHEFH? E8?;JJ?L? ?D C7D?;H7 F?X ;<<?979;� +K;IJ7 9ED�
I?:;H7P?ED; CKEL; :7BB\;IF;H?;DP7 :? CEBJ; 7CC?D?IJH7P?ED?
9>;
 <EHD;D:E KD\?D<EHC7P?ED; ED;IJ7 :;B B?L;BBE :? H?IKBJ7J?
H7==?KDJ? ; H?:K9;D:E GK?D:? ?B FHEFH?E B?L;BBE :? EF79?JS IEDE
H?KI9?J; 7 ICKEL;H; H?IEHI; ;: 7JJ?L7H; partnership 87I7J; IK
KD�B?L;BBE�9H;I9;DJ;�:?�<?:K9?7�;�9EDI;DIE�
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED; a *H?D9?F?E����"7H7DJ?H;�B7�JH7IF7H;DP7
:;B�I?IJ;C7�:?�C?IKH7P?ED;

Criterio 7.1 Portare a conoscenza di cittadini e altre
categorie di portatori di interesse le caratteristiche
assunte dal sistema di misurazione in termini di
modello di misurazione, indicatori e strumenti di
monitoraggio disponibili
&\7:EP?ED; :? KD :E9KC;DJE IKB I?IJ;C7 :? C?IKH7P?ED; DED
T :? F;H IU 9ED:?P?ED; IK<<?9?;DJ; 7 =7H7DJ?H; 9>; ? :;IJ?D7J7H?
:;B I?IJ;C7 :? C?IKH7P?ED;
 ?DJ;HD? �:?F;D:;DJ?
 :?H?=;DJ?
 FEB?�
J?9?� ;: ;IJ;HD? �9?JJ7:?D?
 ?CFH;I;
 7BJH? stakeholder� 9ECFH;D�
:7DE ;<<;JJ?L7C;DJ; GK7B? ?D<EHC7P?ED? ?B I?IJ;C7 9EDI;DJ;
:? EJJ;D;H; ; I;9ED:E GK7B? :?C;DI?ED? I?7 IJ7JE FHE=;JJ7JE�
&\7CC?D?IJH7P?ED; :;L; ?:;DJ?<?97H; CE:7B?JS :? 9E?DLEB=?C;D�
JE 9>; 9EDI;DJ7DE 7: KD FH?CE B?L;BBE :? <7H 9EDEI9;H; ?B I?�
IJ;C7 ;: ?D KD I;9ED:E CEC;DJE :? 9E?DLEB=;H; =B? stake-

holder EH7 9?J7J? D;B FHE9;IIE :? C7DKJ;DP?ED; ; IL?BKFFE :;B
I?IJ;C7 IJ;IIE� $B feedback :;=B? stakeholder 9EDI;DJ; ?D<7J�
J? :? C?=B?EH7H; B7 <KDP?ED7B?JS :;B I?IJ;C7 H;D:;D:EBE 97F79;
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:? H?IFED:;H; 7BB; ;I?=;DP; ?D<EHC7J?L; H;7B?� &\)$0 7II?9KH7
9>; ?B :E9KC;DJE 788?7 :?<<KI?ED; ;: ?:;DJ?<?97
 J;DKJE 9EDJE
:;BB; F;9KB?7H? 9ED:?P?ED? EH=7D?PP7J?L; :;BB\7CC?D?IJH7P?ED;

IJHKC;DJ? ?:ED;? 7 9E?DLEB=;H; stakeholder ?D <7I; :? FHE=;J�
J7P?ED;
�H;L?I?ED;�E�H?;:?P?ED;�

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED; a *H?D9?F?E����"7H7DJ?H;�B7�JH7IF7H;DP7
:;B�I?IJ;C7�:?�C?IKH7P?ED;

Criterio 7.2 Comunicare il livello di risorse disponibile
per le proprie attività e la composizione delle entrate
�7B CEC;DJE 9>; B\7CC?D?IJH7P?ED; H?9EHH; F;H B\;I;H9?P?E
:;BB; FHEFH?; <KDP?ED? 7 H?IEHI; 9>; IEDE FH;B;L7J; 7BB7 9EB�
B;JJ?L?JS
 7D9>; I; ?B B;=7C; T 8;D BKD=? :7BB\;II;H; :?H;JJE
 T
?CFEHJ7DJ; 9>; 7BB7 IJ;II7 9EBB;JJ?L?JS I?7 CEIJH7JE D;B CE:E
F?X I;CFB?9; GK7B T B\7CCEDJ7H; :? H?IEHI; :? 9K?
B\7CC?D?IJH7P?ED; :?IFED; ; B\EH?=?D; :;BB; IJ;II;�
&\?D<EHC7P?ED; IKB B?L;BBE :;BB; H?IEHI; ; B7 BEHE 9ECFEI?P?ED;
DED FKW JKJJ7L?7 ;II;H; H;7B?PP7J7 C;:?7DJ; B7 I;CFB?9; FK8�
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8B?97P?ED; :;B 8?B7D9?E :? FH;L?I?ED; :7B CEC;DJE 9>; J7B;
:E9KC;DJE T I9H?JJE ?D KD B?D=K7==?E J;9D?9E 9>; H;D:; :?<�
<?9?BC;DJ; B;==?8?B; 7BB\;IJ;HDE B\?D<EHC7P?ED; F?X ?CFEHJ7DJ;
ELL;HE =B? ?CFEHJ? 9>; B\7CC?D?IJH7P?ED; FKW IF;D:;H;
D;BB\7DDE�

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED; a *H?D9?F?E����"7H7DJ?H;�B7�JH7IF7H;DP7
:;B�I?IJ;C7�:?�C?IKH7P?ED;

Criterio 7.3 Riassumere le informazioni prodotte dal
sistema contabile in modo da rendere chiara la
correlazione fra spese sostenute e risultati prodotti
$D CE:E 9ECFB;C;DJ7H; H?IF;JJE 7 GK7DJE <7JJE F;H B; ;DJH7J;
T ?CFEHJ7DJ; 9>; B\7CC?D?IJH7P?ED; H?9ECFED=7 ?B GK7:HE :;B�
B; IF;I; IEIJ;DKJ; H?9ED:K9;D:EBE 7BB; :?L;HI; <KDP?ED? ILEB�
J;� �D9>; ?D GK;IJE 97IE ?B B?D=K7==?E J;9D?9E
 F;H ;I;CF?E
BE IJ;IIE H?<;H?C;DJE 7B J;HC?D; <KDP?ED;
 FKW H?IKBJ7H; FE9E
9>?7HE ; 7BJH;JJ7DJE EF79>; FEJH;88;HE H?IKBJ7H; :?D7C?9>; B;�
=7J; 7? 9H?J;H? :;BB7 9EDJ78?B?JS <?D7DP?7H?7� &\?D<EHC7P?ED; 9ED�
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J78?B; L7 :KDGK; FHE:EJJ7 7 F7HJ?H; :7 KD7 H?;B78EH7P?ED;
:;? :7J? :;B 8?B7D9?E 9>; I?7 B;==?8?B; :7 F7HJ; :? ?DJ;HBE9KJEH?
;IJ;HD? ; 9>; :?IJ?D=K7 F;H ;I;CF?E ?D CE:E 9>?7HE B; IF;I;
IEIJ;DKJ; F;H B7 FHE:KP?ED;9ECC?JJ;DP7 :? I;HL?P?
 GK;BB;
JH7I<;H?J; 7: 7BJH? IE==;JJ? ; GK;BB; IEIJ;DKJ; F;H ?B <KDP?ED7�
C;DJE�:;=B?�EH=7D?�?IJ?JKP?ED7B?�:;BB\7CC?D?IJH7P?ED;�

$B 9ECKD; :? ,;==?E  C?B?7
 D;B ���� >7 FK88B?97JE B7 H;D:?9EDJ7P?ED;
:;BB7 performance :? ;DJ; 7HJ?9EB7J7 F;H FEB?J?9>; Y 9>; 9EHH?IFED:EDE
7=B? 7JJK7B? FHE=H7CC? IJH7J;=?9?
 FK88B?97D:E KD :E9KC;DJE ?D 9K? >7 H;�
IE DEJE
 7JJH7L;HIE B7 :;<?D?P?ED; :? 7B9KD? ?D:?97JEH? I?DJ;J?9?
 ?B =H7:E :?
H7==?KD=?C;DJE :;=B? E8?;JJ?L? 9>; I? ;H7 FH;<?II7JE D;B 9EHIE :;B �����
.7B; ;IF;H?;DP7 :? H;D:?9EDJ7P?ED; I? 9EBBE97 ?D B?D;7 :? 9EDJ?DK?JS 9ED ?B
<7JJE 9>; ?B 9ECKD; :? ,;==?E  C?B?7 T IJ7J7 B7 FH?C7 7CC?D?IJH7P?ED; 7:
7L;H :;9?IE :? 7:EJJ7H; F;H ?B 8?B7D9?E ?B CE:;BBE :? ,;D:?9EDJE �?L?9KC

IJK:?7JE :7BB; big four :;BB7 H;L?I?ED;� $B ,;D:?9EDJE �?L?9KC Y ?IF?H7JE
7 best practice ?DJ;HD7P?ED7B? ; ?D F7HJ?9EB7H; 7B 8?B7D9?E :;B 9ECKD; :?
1;BB?D=JED �(KEL7 3;B7D:7� Y F;HI;=K; E8?;JJ?L? :? C7II?C7 I;CFB?<?97�
P?ED;�;�C7II?C7�9ECFH;DI?8?B?JS�:7�F7HJ;�:;?�9?JJ7:?D?�
MMM�CKD?9?F?E�H;�?J
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED; a *H?D9?F?E����"7H7DJ?H;�B7�JH7IF7H;DP7
:;B�I?IJ;C7�:?�C?IKH7P?ED;

Criterio 7.4 Attivare sul proprio sito o mediante linea
telefonica un servizio di informazione su richiesta
(ED T FEII?8?B; 7IIKC;H; 9>; B; ?D<EHC7P?ED? :? 9K? KD IE=�
=;JJE FEHJ7JEH; :? ?DJ;H;II; D;? 9ED<HEDJ? :;BB\7CC?D?IJH7P?ED;
D;9;II?J7 FEII7DE ;II;H; FH;L;DJ?L7C;DJ; ?:;DJ?<?97J; ; FE�
IJ7J; IK KD I?JE� .7B; 9ECFB;J;PP7 ?D<EHC7J?L7 ?D<7JJ? FHE:KH�
H;88; KD\?D;L?J78?B; 9ECFB;II?JS D;BB7 H?9;H97 7 JKJJE :7DDE
:;BB7 JH7IF7H;DP7� 'EBJ? F?X ;<<?979; H?IKBJ7 ;II;H; KD C;997�
D?ICE :? ?D<EHC7P?ED; 9>; 9EDI;DJ7 :? I;B;P?ED7H; ?D CE:E
H7F?:E B\?D<EHC7P?ED; H?9>?;IJ7 E ?B 97D7B; F?X 7:7JJE F;H EJJ;�
D;HB7�I;9ED:E�J;CF?�9;HJ?�;�?D�CE:E�7<<?:78?B;�
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED; a *H?D9?F?E����"7H7DJ?H;�B7�JH7IF7H;DP7
:;B�I?IJ;C7�:?�C?IKH7P?ED;

Criterio 7.5 Rendere pubblici e visibili le
caratteristiche, gli standard e i risultati raggiunti
nell’erogazione dei propri servizi
�:EJJ7D:E KD 7FFHE99?E :? =H7:K7B; ;IJ;DI?ED; :;BB; 7JJ?L?JS
; :;? I;HL?P? F;H ? GK7B? IEDE H;I; DEJ; ?D<EHC7P?ED? ?D J;CFE
H;7B; IKB I?JE
 T ?CFEHJ7DJ; 9>; B\7CC?D?IJH7P?ED; I? 7FH7 7B
9ED<HEDJE 9ED =B? KJ;DJ? 7JJK7B? ; FEJ;DP?7B?� .7B; 9ED<HEDJE T
FEII?8?B; IEBE B7::EL; ex ante IEDE ?D:?L?:K7J? =B? standard

:;? I;HL?P? ; H;I? DEJ? ? B?L;BB? FHE=H7CC7J? ?D :E9KC;DJ? GK7B?
?B F?7DE :;BB7 performance E B; 97HJ; :;? I;HL?P?� .7B; ?D�
<EHC7P?ED; :;L; F;HW ;II;H; 799ECF7=D7J7 :7 KD 7==?EH�
D7C;DJE 9EIJ7DJ; IKB B?L;BBE ;<<;JJ?LE :;? I;HL?P? ;HE=7J?� &7
DED J;CF;IJ?L?JS :;BB; ?D<EHC7P?ED? :7DD;==?7 ?D FH?CE BKE=E
B\7CC?D?IJH7P?ED; F;H9>U ?CF;:?I9; 7BB\7CC?D?IJH7P?ED; IJ;I�
I7 :? 7JJ?L7H; H;7P?ED? ; 9EHH;JJ?L? ; 7BB\KJ;DJ; :? CE:?<?97H; B;
FHEFH?; 7IF;JJ7J?L;� &\;I?JE F?X FHE878?B; :;BB\EF79?JS T ?D GK;�
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IJE 97IE B;=7JE 7: KD 87IIE B?L;BBE :? IE::?I<7P?ED; H?B;L7JE
D;BB;�?D:7=?D?�F;H?E:?9>;�:? customer satisfaction�

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED; a *H?D9?F?E����"7H7DJ?H;�B7�JH7IF7H;DP7
:;B�I?IJ;C7�:?�C?IKH7P?ED;

Criterio 7.6 Integrare le informazioni relative ai servizi
erogati con dati di benchmark e confronti con altre
amministrazioni
-? JH7JJ7 :? KD\KBJ;H?EH; ;LEBKP?ED; :;B 9H?J;H?E ?:;DJ?<?97JE ?D
FH;9;:;DP7� &\7CC?D?IJH7P?ED; 9ECKD?97 ?D<7JJ? JH7C?J; ?D:?�
97JEH? DED IEBE B\?D<EHC7P?ED; H;B7J?L7 7 FHEFH?; 7JJ?L?JS ;E
I;HL?P? C7 7D9>; ?B B?L;BBE :? I;HL?P?E H7==?KDJE :7 7BJH; 7C�
C?D?IJH7P?ED? ;
 I?=D?<?97J?L7C;DJ;
 :7BB7 C?=B?EH; <H7 B; 7BJH;
7CC?D?IJH7P?ED?� �CC;JJ;H; KD7 :;J;HC?D7J7 :?IJ7DP7 E 9;�
B;8H7H; KD :;J;HC?D7JE FH?C7JE I?=D?<?97 ?D E=D? 97IE H;D:;H;
B\KJ;DJ; 9EI9?;DJ; :;BB7 FEII?8?B?JS :? B?L;BB? :?<<;H;DP?7J? :? per-

formance� $B 9H?J;H?E 7FF7H; JHEL7H; 9EHH;JJ7 7FFB?97P?ED; JKJ�
J7L?7 7 9ED:?P?ED; 9>; ?B 9ED<HEDJE 7LL;D=7 <H7 7CC?D?IJH7�
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P?ED? 9>; FH;I;DJ7DE ;B;C;DJ? :? ECE=;D;?JS �F;H 97H7JJ;H?IJ?�
9>; :;B I;HL?P?E
 FHE<?BE :? KJ;DP7 ; 9EDJ;IJE :? H?<;H?C;DJE� ;
H?IF;JJE 7: 7JJ?L?JSI;HL?P? F;H ? GK7B? T FEII?8?B;
 IJ7DJ; B7 :?�
IFED?8?B?JS :? H?IEHI;
 7JJ?L7H; C;997D?IC? :? 9EHH;P?ED;�C7D�
J;D?C;DJE�:;?�B?L;BB?�:? performance�

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED; a *H?D9?F?E����"7H7DJ?H;�B7�JH7IF7H;DP7
:;B�I?IJ;C7�:?�C?IKH7P?ED;

Criterio 7.7 Attivare sul sito web modalità di
interazione che prevedano la possibilità per cittadini
e altri stakeholder di rendere pubblici i propri pareri
in relazione alle attività ed ai servizi ottenuti
-EDE FE9>; B; ;IF;H?;DP; :? :?7BE=E 8?KD?LE9E JH7 KJ;DJ? ;
7CC?D?IJH7P?ED; �?B <;DEC;DE T F?KJJEIJE :?<<KIE D;B 97IE
:? 7BJH? IE==;JJ? GK7B? 7: ;I;CF?E F7HJ?J?
 =?EHD7B? ; I?J? :?
?D<EHC7P?ED;�� +K;IJ7 FEII?8?B?JS
 EBJH; 7 <EHD?H; KD 97D7B;
:? 9EDJ7JJE F;H KJ;DJ? ; FEHJ7JEH? :? ?DJ;H;II;
 :S CE:E
7BB\7CC?D?IJH7P?ED; :? 9ECFH;D:;H; ;B;C;DJ? :? <EHP7 E :? 9H?�
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J?9?JS 9>; FEJH;88;HE 7BJH?C;DJ? H;IJ7H; ?D I;9ED:E F?7DE� /D7
I;B;P?ED; :? E8?;JJ?L?
 7JJ?L?JS ;E I;HL?P? H?IF;JJE 7? GK7B? 7JJ?L7�
H; J7B; 97D7B; :? 9ECKD?97P?ED; FKW 9EIJ?JK?H; KD 8KED FKDJE
:? F7HJ;DP7
 F;H FE? ;IJ;D:;H; B7 FEII?8?B?JS :? 9ECC;DJE ;
H;7P?ED; 7BB\?DJ;HE F?7DE :;BB7 performance ;: 7BB7 H;B7P?ED;
IKBB7 performance�

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����$B�I?IJ;C7�:?�C?IKH7P?ED; a *H?D9?F?E����"7H7DJ?H;�B7�JH7IF7H;DP7
:;B�I?IJ;C7�:?�C?IKH7P?ED;

Criterio 7.8 Rendere disponibili sul proprio sito
informazioni relative all’assetto istituzionale ed
organizzativo, ai componenti degli organi politici e ai
dirigenti e responsabili di unità organizzativa
&\7CC?D?IJH7P?ED; FKW 9;H97H; :? H?:KHH; B7 :?IJ7DP7 9ED ?
FHEFH? FEHJ7JEH? :? ?DJ;H;II;
 H;D:;D:E 7=;LEB; ; 9ECFB;J7
B\?D<EHC7P?ED; H;B7J?L7 7BB; F;HIED; 9>; EF;H7DE 7B IKE ?DJ;H�
DE
 J7DJE 7BB\?DJ;HDE :;=B? EH=7D? ?IJ?JKP?ED7B? GK7DJE D;BB; :?�
L;HI; FEI?P?ED? EH=7D?PP7J?L;� ,;D:;H; B\?D<EHC7P?ED; :?IFE�
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D?8?B; IKB I?JE I?=D?<?97 7D9>; :7H; L?I?8?B?JS 7 J7B? IE==;JJ? 7=�
=?KD=;D:E B\?CC7=?D; :;B LEBJE ; ? 9EDJ7JJ? 7? GK7B? T FEII?8?B;
<7H;�H?<;H?C;DJE�F;H�9ECKD?97H;�
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a $DJHE�
:KP?ED;

Tema 3. La valutazione della performance

$B J;C7 :;BB7 L7BKJ7P?ED; :;BB7 performance 9EIJ?JK?I9; FHE87�
8?BC;DJ; ?B F?X FHE8B;C7J?9E JH7 GK;BB? FHEFEIJ? :7B CEC;DJE
9>; I? H?<;H?I9; 7BB7 97F79?JS :;BB\7CC?D?IJH7P?ED; :? ?CF?;=7�
H; ;<<;JJ?L7C;DJ; B; ?D<EHC7P?ED? :;H?L7DJ? :7BB\?DI?;C; :;=B?
?D:?97JEH? ; :;? L7BEH? :;<?D?J? D;B F?7DE� "B? ?CF?;=>? FEII?8?B?
IEDE L7H? ; 9ECFH;D:EDE B\7IIKDP?ED; :? :;9?I?ED? ?D C;H?JE
7BB7 =;IJ?ED;
 B7 :;<?D?P?ED; :;=B? 7JJ? :? FHE=H7CC7P?ED;
 B7
=;IJ?ED; :;BB; H;B7P?ED? 9ED 9?JJ7:?D? ; 7BJH; 97J;=EH?; :? stake-

holder
 B\7JJ?L7P?ED; :? F;H9EHI? :? ?DDEL7P?ED;
 B7 9ECKD?97�
P?ED; ?DJ;H?IJ?JKP?ED7B; ;
 IEFH7JJKJJE
 B7 :;<?D?P?ED; :;B B?L;BBE
:? performance ;<<;JJ?L7C;DJ; H7==?KDJE� $D FH;I;DP7 :? 9ED�
:?P?ED? 78?B?J7DJ? <7LEH;LEB? ; :? KD I?IJ;C7 :? C?IKH7P?ED; IL?�
BKFF7JE
 B\KIE :? ?D:?97JEH? 7 IKFFEHJE :;? FHE9;II? :;9?I?ED7B?
:?L;DJ7 J;9D?97C;DJ; FEII?8?B; C7 DED T 7KJEC7J?9E� �EBEHE



9>; 7BB\?DJ;HDE :;BB\7CC?D?IJH7P?ED; 7IIKCEDE :;9?I?ED? FEI�
IEDE 9ECKDGK; :;9?:;H; :? DED 87I7H; ?B FHEFH?E FHE9;IIE
:;9?I?ED7B; IKBB; ?D<EHC7P?ED? <EHD?J; :7B I?IJ;C7 :? C?IKH7�
P?ED;� $D GK;IJE 97IE I? H;7B?PP7 KD7 9ED:?P?ED; :? ?D;<<?979?7
:;B�I?IJ;C7�:?�C?IKH7P?ED;�9>;�D;�H?:K9;�CEBJE�B\KJ?B?JS�
�D9>; B7 L7BKJ7P?ED;
 ?D GK7DJE FHE9;IIE
 :;L; I;=K?H; 7B9K�
D? FH?D9?F? 9>; B7 H;D:7DE ;<<?979; ; 9>; D; H;D:7DE =B? ;I?J?
KJ?B? F;H C?=B?EH7H; B7 performance� -7H;88; :;B JKJJE ?DKJ?B;
F;H B\7CC?D?IJH7P?ED; valutare per valutare� �B 9EDJH7H?E B7 L7�
BKJ7P?ED; I? 9EBBE97 BE=?97C;DJ; ; J;CFEH7BC;DJ; GK7B; D;�
9;II7H?E FH;IKFFEIJE F;H B\7JJ?L7P?ED; :? KD KBJ;H?EH; 9?9BE :?
=;IJ?ED; :;BB7 performance ;: ?B C?=B?EH7C;DJE FHE=H;II?LE
:;B�I?IJ;C7�:?�C?IKH7P?ED;�
�D9>; ?D GK;IJE 97IE
 9EC; D;? J;C? FH;9;:;DJ?
 ?B H?<;H?C;DJE
FH?D9?F7B; T 7BB7 L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7�
$B FHE9;IIE :? L7BKJ7P?ED; :;BB7 performance ?D:?L?:K7B; H;IJ7
?D J7B KD FHE9;IIE F;H 9;HJ? 7IF;JJ? :?IJ?DJE
 I;FFKH IJH;JJ7�
C;DJ; 9EHH;B7JE ;: ?DJ;H:?F;D:;DJ;
 7 GK;BBE :;BB7 L7BKJ7P?E�
D;�EH=7D?PP7J?L7�
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&7�L7BKJ7P?ED;�:;BB7 performance

Principio 8. Valutare la performance
dell’amministrazione per decidere

07BKJ7H; F;H L7BKJ7H; DED T KJ?B;� *KW ;II;H; KD FHE9;IIE
9E;H;DJ;
 9EHH;JJE ; 9ECFB;JE C7 I; DED FHE:K9; 9EDI;�
=K;DP; D;? FHE9;II? :;9?I?ED7B? :;BB\7CC?D?IJH7P?ED; T ?DKJ?B;�
-; :7 KD B7JE T L;HE 9>; ?B FHE9;IIE :;9?I?ED7B; FH;I;DJ7
KD7 9;HJ7 9ECFB;II?JS
 J7B; :7 H;D:;H; ?D=;DK7 B\?:;7 9>;
B; :;9?I?ED? FEII7DE ;II;H; :;J;HC?D7J; ?D C7D?;H7 C;997�
D?9?IJ?97 :7 L7BKJ7P?ED? E==;JJ?L;
 :\7BJH7 F7HJ; KD FHE9;IIE
:;9?I?ED7B; 9>; DED J;D=7 9EDJE :? GK7DJE ;C;HIE ?D FH;�
9;:;DP7 H?IKBJ7 FE9E 9H;:?8?B; ;
 ?D:;<?D?J?L7
 H?I9>?EIE F;H
B\7CC?D?IJH7P?ED; ; F;H ? IKE? FEHJ7JEH? :? ?DJ;H;II;� /D FHE�
9;IIE :;9?I?ED7B; 9>; FH;D:7 ?D 9EDI?:;H7P?ED; B7 L7BKJ7P?E�
D; ; B7 9EDI?:;H? KD IKE FH;IKFFEIJE C7D7=;H?7B; H?;I9; ?DEB�
JH; 7 C;=B?E ?DJ;=H7H; ;B;C;DJ? ; 9EDI?:;H7P?ED? :? 7BJH7 D7JK�
H7��FEB?J?97
�IE9?7B;
�I9?;DJ?<?97��
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&7�L7BKJ7P?ED;�:;BB7 performance a *H?D9?F?E����07BKJ7H;�B7 perfor-

mance :;BB\7CC?D?IJH7P?ED;�F;H�:;9?:;H;

Criterio 8.1 Esplicitare le finalità del processo di
valutazione
*;H FH;D:;H; 9EI9?;DP7 9>; B7 L7BKJ7P?ED; DED T KD FHE9;I�
IE <?D; 7 IU IJ;IIE
 B\7CC?D?IJH7P?ED; FKW ?DJ;HL;D?H; 7 B?L;BBE
IJ7JKJ7H?E
 H;=EB7C;DJ7H; ; FHE9;:KH7B; 7B <?D; :? 9EDI;DJ?H;
9>; =B? ;I?J? :;BB7 L7BKJ7P?ED; I?7DE GK7DJE C;DE 799;II?8?�
B? ; <HK?8?B? :7 F7HJ; :;? IE==;JJ? 9>; 7IIKCEDE :;9?I?ED?� -;
B\7CC?D?IJH7P?ED; DED FHE9;:; 7: KD7 H?<B;II?ED; FH?C7 ;: 7B�
B7 <EHC7B?PP7P?ED; :;BB; 9EDI;=K;DP; 9>; FEIIEDE :;H?L7H;
:7B FHE9;IIE L7BKJ7J?LE
 ?B H?I9>?E 9>; 9EHH; T GK;BBE :? ?DD;�
I97H; KD7 :?D7C?97 :? 9ED<KI?ED; <H7 B?L;BB? :? L7BKJ7P?ED; ;
9H;7H; 9ED<B?JJK7B?JS IJHKC;DJ7B?� &7 9EDI;=K;DP7 F?X ;L?:;DJ;
:? J7B; 9ED:?P?ED? T B7 :;B;=?JJ?C7P?ED; :;BB\7CC?D?IJH7P?ED; ;
:;BBE IJ;IIE FHE9;IIE :? L7BKJ7P?ED; 9>; 7 GK;B FKDJE :?L;DJ7
?DKJ?B;�
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&7�L7BKJ7P?ED;�:;BB7 performance a *H?D9?F?E����07BKJ7H;�B7 perfor-

mance :;BB\7CC?D?IJH7P?ED;�F;H�:;9?:;H;

Criterio 8.2 Dare evidenza del reale livello di
performance raggiunto anche quando è basso o
negativo
&7 L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7 >7 F;H <?D7B?JS
GK;BB7 :? IJ78?B?H;
 ?D :;<?D?J?L7
 I; B\7CC?D?IJH7P?ED; T KD7
8KED7 7CC?D?IJH7P?ED; D;B I;DIE 9>; >7 ILEBJE ? IKE? 9ECF?J?
8;D;� -; :7BB7 H;B7P?ED; IKBB7 performance ;C;H=; 9>;
B\7CC?D?IJH7P?ED; >7 H;7B?PP7JE ?B C7II?CE :;BB7 performance

9>; FEJ;L7 H;7B?PP7H;
 ?D JKJJ? =B? 7C8?J? FH;I? ?D 9EDI?:;H7P?E�
D;
 GK;IJE ;B;C;DJE 9H;7 ?B IEIF;JJE 9>; ?B FHE9;IIE :? L7BK�
J7P?ED; ;: ?B :E9KC;DJE 9>; D; H?FEHJ7 =B? ;I?J? I?7DE IJ7J? F;D�
I7J? ; H;7B?PP7J? 7 <?D? 9;B;8H7J?L? ; DED 9ED B\?DJ;DJE :? ?D<EH�
C7H; ?D CE:E ?CF7HP?7B; H?IF;JJE 7 GK7DJE H;7B?PP7JE� R 9EC�
F?JE FH;9?IE :;B F;H9EHIE :? L7BKJ7P?ED; :;BB7 performance :?
KD\7CC?D?IJH7P?ED; IE<<;HC7HI? 7DP?JKJJE ;: ?D F7HJ?9EB7H; IK
GK7DJE DED T 7D:7JE I;9ED:E GK7DJE FH;L?IJE
 ?:;DJ?<?97D:E
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B; 97KI; ; <EHD;D:E IF?;=7P?ED? :;B C7D97JE H7==?KD=?C;DJE
:;=B?�E8?;JJ?L?�

&7 H;B7P?ED; IKBB7 performance :;B 9ECKD; :? �;H=7CE ;L?:;DP?7 ?B
C7D97JE H7==?KD=?C;DJE :? KD :;J;HC?D7JE target C;:?7DJ; B\?CF?;=E :?
;CEJ?9EDI ;LE97J?L; ; :?L;HI?<?97J; 7 I;9ED:7 9>; B7 performance I?7 ?D�
<;H?EH; 7BB; 7IF;JJ7J?L; �;CEJ?9ED =?7BB7� ; :;9?I7C;DJ; 87II7 �;CEJ?9ED
HEII7�� $DEBJH;
 D;BB7 I9>;:7 IEDE ?DI;H?J? 8H;L? 9ECC;DJ? ?D 9EHH?IFED�
:;DP7 :;=B? ?D:?97JEH? 9>; <EHD?I9EDE IF?;=7P?ED; :;BB7 H7=?ED; 9>; >7
:;J;HC?D7JE�?B�C7D97JE�H7==?KD=?C;DJE�:;B target�
MMM�9ECKD;�8;H=7CE�?J

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&7�L7BKJ7P?ED;�:;BB7 performance a *H?D9?F?E����07BKJ7H;�B7 perfor-

mance :;BB\7CC?D?IJH7P?ED;�F;H�:;9?:;H;

Criterio 8.3 Intervenire prioritariamente sugli ambiti
della performance che hanno registrato una
valutazione bassa e/o negativa
/DE :;? FH?D9?F7B? 9EDJH?8KJ? 9>; B7 L7BKJ7P?ED; FKW :7H;
7BB\7CC?D?IJH7P?ED; T GK;BBE :? ?:;DJ?<?97H; =B? ;B;C;DJ? 9>; H?�
9>?;:EDE C7==?EH; 7JJ;DP?ED; ; H?IF;JJE 7? GK7B? I? H;D:; EF�
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FEHJKDE ; D;9;II7H?E KD 7FFHE<ED:?C;DJE :? 7D7B?I?� �<<?:7HI?
7BB7 L7BKJ7P?ED; F;H :;B?D;7H; KD FH?CE EH:?D; :? FH?EH?JS :;=B?
?DJ;HL;DJ? 9EHH;JJ?L? :;BB; I9;BJ; ;<<;JJK7J; FH;I;DJ7 ?B L7DJ7=�
=?E :? H?:KHH; ? J;CF? :;9?I?ED7B? ; H;D:;HB? J;CF;IJ?L? H?IF;JJE
7BB; D;9;II?JS :? ?DJ;HL;DJE IK ;HHEH? E ?D9?:;DJ?� $DEBJH; B7 H?�
<B;II?ED; IK=B? 7C8?J? 7 C?DEH; B?L;BBE :? performance FKW ?D�
D;I97H; D;BB\7CC?D?IJH7P?ED; KD KBJ;H?EH; F;H9EHIE :? H?<B;I�
I?ED; D;BB7 :?H;P?ED; :? H?F;DI7H; B\EFFEHJKD?JS IJ;II7 :? C7D�
J;D;H; KD FHE=H7CC7
 KD I;HL?P?E
 KD7 CE:7B?JS :? =;IJ?ED;
:;BB; FHEFH?; H;B7P?ED? E :;B FHEFH?E 7II;JJE EH=7D?PP7J?LE� 07�
B; B7 F;D7 :? IEJJEB?D;7H; 9>; ?:;DJ?<?97H; ; 7CC;JJ;H; B; FHE�
FH?; :;8EB;PP; T 9ED:?P?ED; D;9;II7H?7
 7D9>; I; DED IK<<?�
9?;DJ;
�F;H�7IIKC;H;�B7�:;9?I?ED;�:?�FHEL7H;�7�H?IEBL;HB;�

$B FHE9;IIE :? L7BKJ7P?ED; 7JJ?L7JE :7BB\/D?ED; :;? 9ECKD? :;BB7 �7II7
,EC7=D7 I? 9EDJH7::?IJ?D=K; F;H B7 97F79?JS :? 7DJ?9?F7H; ? J;CF? FH;L?IJ?
DEHC7J?L? ; IEFH7JJKJJE F;H B7 FH;L?I?ED; :? L7BKJ7P?ED? ?DJ;HC;:?;�
&\/D?ED; EH=7D?PP7 KD7 9ED<;H;DP7 :? I;HL?P?E ?DJ;HC;:?7 7=B? ?D?P? :? I;J�
J;C8H; F;H ;I7C?D7H; ? report IKBB7 =;IJ?ED; :;B FH?CE I;C;IJH; :? 9?7�
I9KD ;DJ;� &7 9ED<;H;DP7 ;I7C?D7 ?D F7HJ?9EB7H; B; 97KI; 9>; >7DDE ?C�
F;:?JE ?B H7==?KD=?C;DJE :;=B? E8?;JJ?L? ; FHEFED; :? H?J7H7HB? E :? IEIJ?JK?HB?
9ED 7BJH? E8?;JJ?L?� $B :?H;JJEH; =;D;H7B; FH;I;DJ7 ?D J7B; E997I?ED; BE IJ7�

Lo sviluppo del ciclo della performance. Principi e criteri



JE :? 7L7DP7C;DJE :;=B? E8?;JJ?L? 7II;=D7J? 7? -?D:79?7II;IIEH? :? H?<;�
H?C;DJE� $B L;H87B; :;BB7 9ED<;H;DP7 L?;D; H;:7JJE 7 9KH7 :;? :?H?=;DJ? ;
:;=B? ?D97H?97J? :? FEI?P?ED; EH=7D?PP7J?L7 ; ;IFB?9?J7 =B? ?DJ;HL;DJ? :7 7J�
JK7H;�
MMM�B787II7HEC7=D7�?J

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&7�L7BKJ7P?ED;�:;BB7 performance a *H?D9?F?E����07BKJ7H;�B7 perfor-

mance :;BB\7CC?D?IJH7P?ED;�F;H�:;9?:;H;

Criterio 8.4 Sollecitare gli organi di vertice politico ad
una revisione delle linee di indirizzo che tenga conto
dell’esito della valutazione e del livello di
performance raggiunto dall’amministrazione
-; B; B?D;; :? ?D:?H?PPE :;<?D?I9EDE KD GK7:HE IJH7J;=?9E :?
BKD=E F;H?E:E ;DJHE ?B GK7B; I? ?I9H?L; B\7P?ED;
:;BB\7CC?D?IJH7P?ED;
 ?B C7D97JE H7==?KD=?C;DJE :;B B?L;BBE :?
performance 7JJ;IE E KD H?IKBJ7JE IKF;H?EH; 7BB; 7IF;JJ7J?L;
?DJ;HL;D=EDE 7 CKJ7H; ?B GK7:HE IJH7J;=?9E ; FEIIEDE H?9>?;�
:;H; KD KBJ;H?EH; ?DJ;HL;DJE :? :;<?D?P?ED; :;BB; FH?EH?JS� �?L;D�
J7 7BBEH7 ?CFEHJ7DJ; 9>; D;B :;<?D?H; J7B; FH?EH?JS
 ?B L;HJ?9; FE�
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B?J?9E J;D=7 9EDJE :;=B? ;<<;JJ? 9>; B\7CC?D?IJH7P?ED; T IJ7J7 ?D
=H7:E :? H;7B?PP7H; ; :;<?D?I97 B; FH?EH?JS :? ?DJ;HL;DJE 7D9>;
?D <KDP?ED; :;BB\;<<;JJ?L7 97F79?JS :? 7JJK7P?ED; ;L?J7D:E :? :;�
<?D?H; ?D:?H?PP? B7 9K? 7JJK7P?ED; T =?S ?D F7HJ;DP7 :?<<?9?B;
 ?C�
FHE878?B;�E�?D9E;H;DJ;�H?IF;JJE�7BB\7CC?D?IJH7P?ED;�

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&7�L7BKJ7P?ED;�:;BB7 performance a *H?D9?F?E����07BKJ7H;�B7 perfor-

mance :;BB\7CC?D?IJH7P?ED;�F;H�:;9?:;H;

Criterio 8.5 Mantenere allineata la gestione della
performance e la gestione economico finanziaria
attraverso l’analisi dei riflessi che le scelte gestionali
avranno sulle dinamiche di assorbimento delle
risorse e viceversa (spending review)
� <HEDJ; :? :;9?I?ED? ?D C;H?JE 7BB7 =;IJ?ED; :;BB7 FHEFH?7 per-

formance
 B\7CC?D?IJH7P?ED; DED IEBE FHE9;:; 7: KD7 L;H?<?�
97 :;BB7 FEII?8?B?JS :? C7DJ;D;H; ? target FH;L?IJ? C7 I? ?DJ;H�
HE=7 9?H97 ? H?<B;II? 9>; B; :;9?I?ED? 7LH7DDE IKBB7 :?D7C?97 :?
7IIEH8?C;DJE :;BB; H?IEHI; :?IFED?8?B? ;
 :? 9EDI;=K;DP7
 IKB
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8?B7D9?E� *7H?C;DJ?
 B7::EL; F;H ;I?=;DP; :? ;GK?B?8H?E 9EC�
FB;II?LE
 B\7CC?D?IJH7P?ED; 9ECF?7 KD7 H;L?I?ED; :;BB; FHE�
FH?; I9;BJ; :? IF;I7
 T ?CFEHJ7DJ; 9>; I?7 L7BKJ7JE B\;<<;JJE 9>;
J7B? I9;BJ; FHE:KHH7DDE IKBB7 performance� .7B; 7BB?D;7C;DJE
IKFFEHJ7 D;B J;CFE KD FHE=H;II?LE C?=B?EH7C;DJE :;BB7 GK7�
B?JS�:;BB7�IF;I7��spending review��

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&7�L7BKJ7P?ED;�:;BB7 performance a *H?D9?F?E����07BKJ7H;�B7 perfor-

mance :;BB\7CC?D?IJH7P?ED;�F;H�:;9?:;H;

Criterio 8.6 Aggiornare il piano della performance in
modo da renderlo del tutto coerente con lo scenario
delineato nella relazione sulla performance
*?7DE ; H;B7P?ED; I97JJ7DE KD7 <EJE=H7<?7 :;BB\7CC?D?IJH7P?E�
D; ?D KD :;J;HC?D7JE CEC;DJE ; FE?9>U B7 I97JJ7DE ?D :K;
CEC;DJ? :?L;HI? B\;I?JE 9>; D; :;H?L7 FEJH;88; ;II;H; DED
:;B JKJJE 9E;H;DJ;� .7B; H?I9>?E I? B;=7 7D9>; 7BB7 F7HJ?9EB7H;
J;CF?IJ?97 :? 7:EP?ED; 9>; L;:; ?B F?7DE :;BB7 performance

H;B7J?LE 7BB\7DDE N 7:EJJ7JE ;DJHE =;DD7?E :;BBE IJ;IIE 7DDE
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9?ET :;9?I7C;DJ; FH?C7 9>; L;D=7 7:EJJ7J7 B7 H;B7P?ED; IKB�
B7 performance H;B7J?L7 7BB\7DDE N��� *KW GK?D:? 7997:;H; 9>;
B\7CC?D?IJH7P?ED; 788?7 F;H ;I;CF?E C7DJ;DKJE D;B F?7DE
target IJ78?B? ?D 9EHH?IFED:;DP7 F;H ;I;CF?E :? KD I;HL?P?E ;
9>;
 IK99;II?L7C;DJ;
 B7 H;B7P?ED; ;L?:;DP? KD\?D97F79?JS :?
H7==?KD=;H; GK;B B?L;BBE :? target� -; B\7CC?D?IJH7P?ED; ILEB�
=; ?B FHE9;IIE :? L7BKJ7P?ED; I;9ED:E ? 9H?J;H? ;DKD9?7J?
 ?B H?�
I9>?E EH7 H?9>?7C7JE H?IKBJ7 IKF;H7JE :7B <7JJE 9>; B7 H;B7P?ED;
T IK99;II?L7 7B F?7DE C7 B7 L7BKJ7P?ED; 7LL?;D; ?D 9EDJ;C�
FEH7D;7� .KJJ7L?7 T FHE878?B; 9>; ?D E=D? 97IE I? 9H;? KD :?�
I7BB?D;7C;DJE 9K? B\7CC?D?IJH7P?ED; FKW H?C;:?7H; 7II;IJ7D�
:E ?B F?7DE ; H;D:;D:EBE 9E;H;DJ; 7BB7 H;B7P?ED;� -? JH7JJ7 ?D
7BJH? J;HC?D? :? JH7:KHH; 7D9>; 7 B?L;BBE <EHC7B; GK;BB7 9E;H;D�
P7 BE=?97 JH7 C?IKH7P?ED; ; L7BKJ7P?ED; =?S H?9>?7C7J7 ?D 7BJH?
9H?J;H?�
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&7�L7BKJ7P?ED;�:;BB7 performance a *H?D9?F?E����07BKJ7H;�B7 perfor-

mance :;BB\7CC?D?IJH7P?ED;�F;H�:;9?:;H;

Criterio 8.7 Riconsiderare la strategicità di un
obiettivo se la sua attuazione non è avvenuta nei
termini programmati
-;88;D; DED I?7 FEII?8?B; :;<?D?H; KD 9H?J;H?E =;D;H7B; 7
FH?EH? F;H JKJJ? =B? E8?;JJ?L? IJH7J;=?9? :;BB\7CC?D?IJH7P?ED;

B\7CC?D?IJH7P?ED; :;L; J;D;H 9EDJE :;B <7JJE 9>; B7 IJH7J;=?9?�
JS >7 KD7 IK7 IF;9?<?97 :?C;DI?ED; J;CFEH7B;� -; KD E8?;JJ?�
LE IJH7J;=?9E DED L?;D; 7JJK7JE D;? J;HC?D? FH;L?IJ? 7FF7H; EF�
FEHJKDE 9>; B\7CC?D?IJH7P?ED; =?KIJ?<?9>? ?B IKE C7DJ;D?C;DJE
FHEL7D:E 9>; FEHJ;HS ? 8;D;<?9? 7JJ;I? C7B=H7:E B7 C7D97J7
7JJK7P?ED;�D;?�J;HC?D?�FHE=H7CC7J?�
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&7�L7BKJ7P?ED;�:;BB7 performance a *H?D9?F?E����07BKJ7H;�B7 perfor-

mance :;BB\7CC?D?IJH7P?ED;�F;H�:;9?:;H;

Criterio 8.8 Identificare specifiche azioni di
miglioramento se la performance di un servizio non è
stata in linea a quanto programmato
*E?9>U B7 C?IKH7P?ED; :;BB7 performance :? KD I;HL?P?E 7L�
L?;D; ?D J;HC?D? CKBJ?:?C;DI?ED7B?
 KD7 L7BKJ7P?ED; 87II7 E
D;=7J?L7 :;B B?L;BBE :? I;HL?P?E ;HE=7JE FKW ;II;H; B;=7J7 7
CEBJ;FB?9? EH:?D? :? 97KI;� $D E=D? 97IE B7 L7BKJ7P?ED; :E�
LH;88; 799ECF7=D7HI? 7: KD7 ?:;DJ?<?97P?ED; :;BB; 7P?ED? 9>;
B\7CC?D?IJH7P?ED; H?J?;D; KJ?B? 7B <?D; :? H?FH?IJ?D7H; E C7DJ;D;�
H; ? B?L;BB? :? I;HL?P?E 9>; T H?KI9?J7 7 =7H7DJ?H; ?D F7II7JE� .7B?
7P?ED? I? 97D:?:7DE :? F;H IU 7 :?L;D?H; E8?;JJ?L? EF;H7J?L? F;H
B7�FHE=H7CC7P?ED;�:;BB\7DDE�IK99;II?LE�
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&7�L7BKJ7P?ED;�:;BB7 performance a *H?D9?F?E����07BKJ7H;�B7 perfor-

mance :;BB\7CC?D?IJH7P?ED;�F;H�:;9?:;H;

Criterio 8.9 Attivare relazioni inter-istituzionali in
presenza di impatti disallineati rispetto alle
aspettative
&7 97F79?JS :;BB\7CC?D?IJH7P?ED; :? ?D<BK;DP7H; :;J;HC?D7J;
7H;; :? ?CF7JJE :?F;D:; IF;IIE :7BB\7P?ED; 9ED9EC?J7DJ; ;
J7BLEBJ7 9ED9EHH;DJ; :? 7BJH? IE==;JJ? ?B 9K? ?DJ;HL;DJE I? H;7B?PP7
D;BB; C;:;I?C; 7H;; :? policy� -; B7 L7BKJ7P?ED; 9?H97 =B?
?CF7JJ? =;D;H7J? :7BB7 FHEFH?7 7P?ED; DED T :;B JKJJE IE::?�
I<79;DJ;
 EBJH; 7 H?<B;JJ;H; IKBB\?:ED;?JS :;BB; FHEFH?; I9;BJ;

B\7CC?D?IJH7P?ED; FKW :;9?:;H; :? 7JJ?L7HI? 7 B?L;BBE ?DJ;H�?IJ?JK�
P?ED7B;
 9E?DLEB=;D:E C7==?EHC;DJ; D;? FHEFH? FHE9;II? :;�
9?I?ED7B? 7BJH? IE==;JJ? ; ?DI;H;D:EI?
 <EHC7BC;DJ; E ?D<EHC7B�
C;DJ;
�D;?�FHE9;II?�:;9?I?ED7B?�:;=B?�IJ;II?�
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&7�L7BKJ7P?ED;�:;BB7 performance a *H?D9?F?E����07BKJ7H;�B7 perfor-

mance :;BB\7CC?D?IJH7P?ED;�F;H�:;9?:;H;

Criterio 8.10 Avviare percorsi di apprendimento e
benchmarking nei confronti di quelle amministrazioni
che siano riuscite ad ottenere migliori performance
$B benchmarking DED T FEII?8?B; B7::EL; B\7CC?D?IJH7P?ED;
DED 788?7 I9;BJE
 ex ante
 :? 87I7H; ?B FHEFH?E FHE9;IIE :? C?�
IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance IK=B? IJ;II? ?D:?97�
JEH? I9;BJ? :7BB7; 7CC?D?IJH7P?ED;? 9ED 9K? 7LL?;D; ?B 9ED<HED�
JE� &\7FFH;D:?C;DJE T ?D<7JJ? FEII?8?B; I; ? FHE9;II? :;9?I?ED7B?
IEDE IJ7J? ?D<EHC7J? :7 ;B;C;DJ? ECE=;D;? ; I; ?B 9ED<HEDJE T
7LL;DKJE I?IJ;C7J?97C;DJ; D;B J;CFE� -EBE ?D GK;IJE 97IE I?
?DD;I97DE :?D7C?9>; =;IJ?ED7B? 9>; =;D;H7DE EFFEHJKD?JS :?
9ED<HEDJE�;�7FFH;D:?C;DJE�
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&7�L7BKJ7P?ED;�:;BB7 performance a *H?D9?F?E����07BKJ7H;�B7 perfor-

mance :;BB\7CC?D?IJH7P?ED;�F;H�:;9?:;H;

Criterio 8.11 Attivare meccanismi di verifica del livello
complessivo di coerenza tra decisioni assunte
dall’amministrazione e valutazione della performance
&\7CC?D?IJH7P?ED; FKW I9;=B?;H; :? H?9EHH;H; 7 :?L;HI? IJHK�
C;DJ? F;H H;7B?PP7H; KD7 L;H?<?97 :;B B?L;BBE :? 9E;H;DP7 JH7
FHE9;IIE :;9?I?ED7B; ;: ;I?JE :;BB7 L7BKJ7P?ED;� &\)$0 7FF7H;
?D J7B I;DIE J?JEB7JE 7 ;L?:;DP?7H; ;L;DJK7B? ?D9E;H;DP; I;DP7
F;H7BJHE ;DJH7H; D;B C;H?JE :;BB; :;9?I?ED?
:;BB\7CC?D?IJH7P?ED; C7 ILEB=;D:E KD\7P?ED; :? IEBB;9?JE 7BB7
:;<?D?P?ED; :;? 7P?ED? 9E;H;DJ? 9ED B\;I?JE :;BB7 L7BKJ7P?ED;�
';997D?IC? <EHC7B? 7FF7?EDE DED 9E;H;DJ? 9ED B7 BE=?97 C7�
D7=;H?7B; ; FEJ;DP?7BC;DJ; :7DDEI? B7::EL; FEIIEDE 7IIK�
C;H; KD7 D7JKH7 I7DP?ED7JEH?7 E ;II;H; IJHKC;DJ7B?PP7J? :7
F7HJ; :;BB\7CC?D?IJH7P?ED; IJ;II7 7B <?D; :? IEJJH7HI? :7BB; FHE�
FH?; H;IFEDI78?B?JS� �;B H;IJE
 B7::EL; B\7CC?D?IJH7P?ED; DED
FH;D:;II; ?D 9EDI?:;H7P?ED; B; IK; IJ;II; L7BKJ7P?ED? I7H7D�
DE�9?JJ7:?D?�; stakeholder 7:�799EH=;HI;D;�

Lo sviluppo del ciclo della performance. Principi e criteri



';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&7�L7BKJ7P?ED;�:;BB7 performance

Principio 9. Definire ambiti e metodologie di
valutazione

-KFFEHJ7H; B\7CC?D?IJH7P?ED; D;B :;<?D?H; B; C;JE:EBE=?; 9>;
IKFFEHJ;H7DDE ?B FHE9;IIE :? L7BKJ7P?ED; :;BB7 performance T
KDE :;? 9ECF?J? <ED:7C;DJ7B? :;=B? )$0� 'EBJ; 7CC?D?IJH7P?E�
D?
 IF?DJ; :7BB7 8KED7 LEBEDJS :? C?IKH7H; B7 FHEFH?7 perfor-

mance
 9ECF?EDE B\;HHEH; :? 7HH;IJ7H; ?B 9?9BE :? =;IJ?ED; :;BB7
performance ?D 9EHH?IFED:;DP7 :? J7B; <7I; DED <?D7B?PP7D:E
B7 L7BKJ7P?ED;� *7H?C;DJ? 7BJH; 7CC?D?IJH7P?ED? 9ED<ED:EDE B7
L7BKJ7P?ED; 9ED KD7 H?B;L7P?ED; 7 9EDIKDJ?LE� $D GK;IJ? 97I? ?B
H?I9>?E 9>; BE I<EHPE 9ECF?KJE D;BB; <7I? :? C?IKH7P?ED; I? H?�
IEBL7 ?D KD DKBB7 :? <7JJE E F;==?E 7D9EH7 ?D KD7 L7BKJ7P?ED;
F7HP?7B;�;�IJHKC;DJ7B?PP7J7�H?IKBJ7�CEBJE�7BJE�
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&7�L7BKJ7P?ED;�:;BB7 performance a *H?D9?F?E�����;<?D?H;�7C8?J?�;
C;JE:EBE=?;�:?�L7BKJ7P?ED;

Criterio 9.1 Valutare attraverso un processo
articolato, i diversi ambiti che compongono la
performance organizzativa
/D\7CC?D?IJH7P?ED; 9>; 788?7 9ECF?KJE BE I<EHPE :? :;<?D?H;

7JJH7L;HIE BE IL?BKFFE :;B I?IJ;C7 :? C?IKH7P?ED; :;BB7 per-

formance
 =B? 7C8?J? :? 9K? I? 9ECFED; B7 FHEFH?7 performance

EH=7D?PP7J?L7
 <?D7B?PP7 J7B; I<EHPE I; :;<?D?I9; ?B B?L;BBE :? per-

formance H7==?KDJE J;D;D:E 9EDJE :? 9?7I9KDE :? J7B? 7C8?J?�
*E?9>U B7 performance
 D;BB7 IK7 :?C;DI?ED; EH=7D?PP7J?L7

T KD <;DEC;DE CKBJ?:?C;DI?ED7B;
 ?B FHE9;IIE :? L7BKJ7P?E�
D; DED I? ILEB=; ?D CE:E 9ECFB;JE B7::EL; IEBE 7B9KD; :?�
C;DI?ED? ; 7B9KD? 7C8?J? IEDE FH;I? ?D 9EDI?:;H7P?ED;� /D7
<E97B?PP7P?ED; ;99;II?L7 IKBB\7C8?JE :;=B? E8?;JJ?L? IJH7J;=?9?
:;BB\7CC?D?IJH7P?ED; E IKBB7 :?C;DI?ED; ;9EDEC?9E <?D7DP?7�
H?7 FKW 9ED:KHH; 7 L7BKJ7P?ED? F7HP?7B? ;
 F;HJ7DJE
 DED 9EH�
H;JJ;� *;H FEJ;H 9ECF?;H; 9EHH;JJ7C;DJ; ?B FHE9;IIE :? L7BKJ7�
P?ED; T GK?D:? ?CFEHJ7DJ; 9>; B\7CC?D?IJH7P?ED; ?:;DJ?<?9>? ex
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ante B7 H?B;L7DP7 :;? :?L;HI? 7C8?J? :? C?IKH7P?ED;
 C;:?7DJ;
F;H ;I;CF?E KD I?IJ;C7 :? F;I7JKH7
 ; I?7 ex post 9E;H;DJ;
D;B�:;<?D?H;�B7�IK7�L7BKJ7P?ED;�<?D7B;�

&7 H;B7P?ED; IKBB7 performance :;B 9ECKD; :? �H;PPE T 9ECFEIJ7 :7
:K; I;P?ED? :? 9K? B7 FH?C7 :;:?97J7 7B 9?JJ7:?DE� .7B; I;P?ED; T F;DI7J7
F;H ;II;H; 97H?97J7 IKB I?JE ; 9EIJ?JK?H; KD :E9KC;DJE 7 I; I97H?978?B;
:7B I?JE :;B 9ECKD;
 9EDIJ7 :? 9?H97 �� F7=?D; ;: T IJHKJJKH7J7 ?D KD7 8H;�
L; ?DJHE:KP?ED; :? FH;I;DJ7P?ED; 7 9KH7 :;B :?H;JJEH; EF;H7J?LE ; GK7JJHE
97F?JEB?� (;B FH?CE T 7D7B?PP7JE ?B 9EDJ;IJE ;IJ;HDE
 D;B I;9ED:E ?B 9EDJ;�
IJE ?DJ;HDE
 GK?D:? D;B J;HPE B7 I7BKJ; <?D7DP?7H?7 ;
 D;B GK7HJE ;: KBJ?CE
97F?JEBE
 ? H?IKBJ7J? H7==?KDJ?� +K;IJ7 I;P?ED; I? 9ED9BK:; 9ED KD GK;IJ?E�
D7H?E�F;H�H?9>?;:;H;�KD�F7H;H;�7B�9?JJ7:?DE�IKBB7�H;B7P?ED;�
MMM�9ECKD;�7H;PPE�?J
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&7�L7BKJ7P?ED;�:;BB7 performance a *H?D9?F?E�����;<?D?H;�7C8?J?�;
C;JE:EBE=?;�:?�L7BKJ7P?ED;

Criterio 9.2 Utilizzare gli indicatori del sistema in fase
di valutazione del livello di raggiungimento degli
obiettivi (performance organizzativa)
&7 L7BKJ7P?ED; H;B7J?L7 7BB7 H;7B?PP7P?ED; :? KD E8?;JJ?LE 9>;
B\7CC?D?IJH7P?ED; >7 :;9?IE :? F;HI;=K?H; T KD FHE9;IIE
9ECFB;IIE 9>; :;L; J;D;H 9EDJE :? CEBJ;FB?9? ;B;C;DJ? :? ?D�
<EHC7P?ED;� .KJJ7L?7
 7<<?D9>U I? FEII7 F7HB7H; 9EHH;JJ7C;DJ;
:? L7BKJ7P?ED;
 J7B; =?K:?P?E :;L; 87I7HI? 7D9>; IKB <7JJE 9>;
=B? ?D:?97JEH? 9>; IEDE IJ7J? ?:;DJ?<?97J? F;H C?IKH7H; ?B B?L;BBE
:? 7JJK7P?ED; :;BB\E8?;JJ?LE 788?7DE E C;DE H7==?KDJE ?B L7BE�
H; FH;L?IJE� &7::EL; ?D<7JJ? I?7DE 7II;DJ? ?D:?97JEH?
 E F;H9>U
DED ?:;DJ?<?97J? ?D <7I; :? :;<?D?P?ED; :;BB\E8?;JJ?LE
 E F;H9>U
DED H?B;L7J?
 L7BKJ7H; ?D CE:E E==;JJ?LE I; B\E8?;JJ?LE I?7 IJ7�
JE H7==?KDJE :?L;DJ7 F?X :?<<?9?B;� �D9>; B7::EL; F;H7BJHE I?7�
DE IJ7J? :;<?D?J? :?L;HI? ?D:?97JEH? 7 9EHH;:E :;BB7 C?IKH7P?ED;
:;BB\E8?;JJ?LE
 T ?CFEHJ7DJ; 9>; D;B FHE9;IIE :? L7BKJ7P?ED;
DED I? 9H;?DE C;997D?9?IC? ; 9? I? ?DJ;HHE=>? IKBB; H7=?ED? 9>;
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FEIIEDE 7L;H :;J;HC?D7JE ?B C7D97JE H7==?KD=?C;DJE :7 F7H�
J;�:;BB\?D:?97JEH;�:;B�L7BEH;�FH;L?IJE�

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&7�L7BKJ7P?ED;�:;BB7 performance a *H?D9?F?E�����;<?D?H;�7C8?J?�;
C;JE:EBE=?;�:?�L7BKJ7P?ED;

Criterio 9.3 Adottare all’interno di ciascun ambito di
valutazione, metodi specifici e differenziati di
determinazione del livello di performance raggiunto
&\?D<BK;DP7 7BB\?DJ;HDE :? KD\7H;7 :? ?CF7JJE
 B\7JJK7P?ED; :? KD7
:;J;HC?D7J7 IJH7J;=?7
 ?B B?L;BBE :;? I;HL?P? ;HE=7J?
 BE IJ7JE :?
I7BKJ; EH=7D?PP7J?L7
 IEDE 7C8?J? 9>; H?9>?;:EDE IF;9?<?9>;
C;JE:EBE=?; F;H FEJ;H ;II;H; L7BKJ7J?� &7 FH;:?IFEI?P?ED; :?
7:;=K7J? set :? ?D:?97JEH? 9EHH;:7J? :? target ; L7BEH? IJEH?9?
9EIJ?JK?I9;
 9EC; =?S ;L?:;DP?7JE
 KD FH;IKFFEIJE D;9;II7�
H?E
 C7 B\7CC?D?IJH7P?ED;
 9ED ?B IKFFEHJE :;BB\)$0
 :;L; IJ7�
8?B?H; ex ante ?D 9>; CE:E :7BB7 H?B;L7P?ED; :;? L7BEH? H;=?�
IJH7J? 7 9EDIKDJ?LE ?D 9EHH?IFED:;DP7 :;=B? ?D:?97JEH? FH;I9;B�
J? I? ?DJ;D:; :;<?D?H; KD =?K:?P?E I?DJ;J?9E IKB B?L;BBE :? perfor-
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mance H7==?KDJE ?D 9?7I9KD 7C8?JE� *EIIEDE ;II;H; ?D J7B 97�
IE KJ?B? 9H?J;H? GK7B? B7 F;I7JKH7 :;=B? ?D:?97JEH? ; :;BB; :?C;D�
I?ED? ?DJ;HD; 7 9?7I9KD 7C8?JE :? C?IKH7P?ED;� �BJHE 9H?J;H?E
KJ?B; T B\?:;DJ?<?97P?ED; :? ?DJ;HL7BB? :? I;DI?8?B?JS ?DJEHDE 7B L7�
BEH; target :;<?D?JE F;H 9?7I9KDE :;=B? ?D:?97JEH?� $D E=D? 97IE

B\7CC?D?IJH7P?ED; :ELH;88; ;L?J7H; KD FHE9;IIE :? L7BKJ7P?E�
D; 87I7JE IK ;B;C;DJ? ;99;II?L7C;DJ; C;997D?9?IJ?9? E IK 7B�
=EH?JC? 9ECFB;II?� $B C;JE:E :? L7BKJ7P?ED; :;L; ?DEBJH; 9>?7H?�
H; I; ; ?D 9>; CE:E FEJH7DDE ;II;H; FH;I? ?D 9EDI?:;H7P?ED;

D;BB7 <7I; :? L7BKJ7P?ED;
 ;B;C;DJ? :? 9EDJ;IJE ;E ;99;P?ED?
9>; DED ;H7DE IJ7J? 9EDI?:;H7J? :KH7DJ; B7 <7I; :? FHE=H7C�
C7P?ED;�
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&7�L7BKJ7P?ED;�:;BB7 performance a *H?D9?F?E�����;<?D?H;�7C8?J?�;
C;JE:EBE=?;�:?�L7BKJ7P?ED;

Criterio 9.4 Assicurare la coerenza della valutazione
della performance organizzativa
&7 L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7
 :7JE ?B B?L;BBE
:? ;J;HE=;D;?JS :;BB; 7JJ?L?JS ILEBJ; :7 KD ;DJ; BE97B;
 :;L;
H?9>?7C7H; ;B;C;DJ? IF;9?<?9? H;B7J?L? 7 9?7I9KD7 :? ;II;� (;B
L7BKJ7H; B7 IK7 performance EH=7D?PP7J?L7
 B\7CC?D?IJH7P?ED;
:;L; J;D;H; 9EDJE :? JH; EH:?D? :? ;J;HE=;D;?JS 9>; D;B =?K:?P?E
<?D7B; :;LEDE 9ECFEHI? ?D CE:E 9E;H;DJ;� $B FH?CE EH:?D; H?�
=K7H:7 ? :?L;HI? 7C8?J? 9>; 9ECFED=EDE ?B I?IJ;C7� ?CF7JJ?

IJH7J;=?;
�7JJ?L?JS�;�I;HL?P?
 IJ7JE�:?�I7BKJ;�
/D\7CC?D?IJH7P?ED; FKW :?CEIJH7H; :? ;II;H; IJ7J7 ?D =H7:E
:? H;7B?PP7H; B; IK; IJH7J;=?; I;DP7 9>; GK;IJE I? I?7 F;HW
JH7:EJJE ?D KD C?=B?EH7C;DJE :;? I;HL?P? ; IK8;D:E
 7DP?
 KD
F;==?EH7C;DJE :;B FHEFH?E IJ7JE :? I7BKJ;� $D GK;IJE 97IE ?B B?�
L;BBE :? performance EH=7D?PP7J?L7 DED FEJHS 9EDI?:;H7HI? :;B
JKJJE FEI?J?LE ; B\7CC?D?IJH7P?ED; :ELHS :7H; ;L?:;DP7 :? J7B;
F;==?EH7C;DJE� /D I;9ED:E EH:?D; :? ;J;HE=;D;?JS H?=K7H:7
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B; :?L;HI; 7HJ?9EB7P?ED? EH=7D?PP7J?L; ?D 9K? I? ILEB=; B\7JJ?L?JS�
-; =B? IJ7J? :? I7BKJ; ; B7 97F79?JS :? ?D<BK;DP7H; :;J;HC?D7�
J; 7H;; :? ?CF7JJE IEDE H?9ED:K9?8?B? 7 H;IFEDI78?B?JS :?<<KI;
7BB\?DJ;HDE :;BB\7CC?D?IJH7P?ED;
 GK7D:E I? L7BKJ7DE FHE=;JJ?
IJH7J;=?9? ; I;HL?P? ?B H?<;H?C;DJE 7 IF;9?<?9>; 7HJ?9EB7P?ED? EH�
=7D?PP7J?L; T F?X 9>?7HE� &7 L7BKJ7P?ED; :;L; 9EDI;DJ?H; :?
9ECFH;D:;H; GK7B? 7HJ?9EB7P?ED? EH=7D?PP7J?L; >7DDE C;=B?E
EF;H7JE ; ?B =?K:?P?E H;B7J?LE 7BB\;DJ; D;BB7 IK7 KD?J7H?;JS :;L;
;II;H; 9E;H;DJ; 7BB7 L7BKJ7P?ED; :;BB; 7HJ?9EB7P?ED? EH=7D?P�
P7J?L; 9>; BE 9ECFED=EDE� .;HPE EH:?D; :? ;J;HE=;D;?JS T :7�
JE :7BB7 L7BKJ7P?ED; ?D:?L?:K7B;� -;88;D; =B? 7C8?J? :? L7BKJ7�
P?ED; JH7 ? :K; B?L;BB? DED I?7DE =B? IJ;II?
 ?B FHE9;IIE :? L7BKJ7�
P?ED; :;BB7 performance EH=7D?PP7J?L7 :;L; J;D;H 9EDJE :;=B?
;I?J? :;B FHE9;IIE :? L7BKJ7P?ED; :;BB7 performance ?D:?L?:K7�
B;� /D B?L;BBE :? L7BKJ7P?ED; ?D:?L?:K7B; C;:?E 7BJE FKW ;II;H;
9E;H;DJ; IEBE 9ED KD B?L;BBE :? performance EH=7D?PP7J?L7 C;�
:?E�7BJ7�;�L?9;L;HI7�
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&7�L7BKJ7P?ED;�:;BB7 performance a *H?D9?F?E�����;<?D?H;�7C8?J?�;
C;JE:EBE=?;�:?�L7BKJ7P?ED;

Criterio 9.5 Adottare una relazione sulla performance
di struttura analoga al piano della performance
-;88;D; ? :K; :E9KC;DJ? 788?7DE KD EH?PPEDJ; J;CFEH7B; :?<�
<;H;DJ;
 JH?;DD7B; ?B F?7DE ; 7DDK7B; B7 H;B7P?ED;
 :7H; 7=B?
IJ;II? KD7 IJHKJJKH7 9E;H;DJ; 9EDI;DJ; :? IKFFEHJ7H; ? FHE�
9;II? :? C?IKH7P?ED; ; L7BKJ7P?ED; ?D CE:E F?X IJHKJJKH7JE ;
7=B? stakeholder :? FH;D:;H; 9ED<?:;DP7 9ED :E9KC;DJ? 7D7�
BE=>?� (; :;H?L7 ?DEBJH; KD C7==?EH; B?L;BBE :? JH7IF7H;DP7 FE?�
9>U B\7CC?D?IJH7P?ED; 87I7 ?B IKE FHE9;IIE :? L7BKJ7P?ED; IK
E8?;JJ?L?
 ?D:?97JEH? ; target :? 9K? 7L;L7 H;IE :?IFED?8?B? ? :7J?
?D�FH;9;:;DP7�
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&7�L7BKJ7P?ED;�:;BB7 performance a *H?D9?F?E�����;<?D?H;�7C8?J?�;
C;JE:EBE=?;�:?�L7BKJ7P?ED;

Criterio 9.6 Rendere comprensibile l’esito del
processo di valutazione anche da parte di un
pubblico di non addetti ai lavori
(KC;H? ; F7HEB; :? =;H=E J;9D?9E FEIIEDE E<<H?H;
KD\?D<EHC7P?ED; 9ECFB;J7 :;B B?L;BBE :? performance H7==?KDJE
:7BB\7CC?D?IJH7P?ED; 7: KD FK88B?9E 7JJ;DJE C7 7B J;CFE
IJ;IIE FEIIEDE H7FFH;I;DJ7H; KD EIJ79EBE F;H B7 9ECFH;D�
I?ED; :7 F7HJ; :;BB7 C7==?EH F7HJ; :;? DED 7::;JJ? 7? B7LEH?�
$DEBJH;
 B\KJ?B?PPE :? IEB? ?D:?97JEH? 9>; 9>?7H?I9EDE I; KD E8?;J�
J?LE T IJ7JE
 ?DJ;H7C;DJ;
 ?D F7HJ; E F;H DKBB7
 H7==?KDJE
 DED
<EHD?I9; ?D<EHC7P?ED? KBJ;H?EH? IKB F;H9>U 9?W I?7 7LL;DKJE� *;H
GK;IJE CEJ?LE B\7CC?D?IJH7P?ED; :;L; FHE=;JJ7H; ? IKE? IJHK�
C;DJ? :? H;D:?9EDJ7P?ED; ?D C7D?;H7 9>; I?7DE FH;L?IJ; I;P?E�
D? 9>; 9EDJ;D=EDE KD B?D=K7==?E I;CFB?<?97JE ; :7DDE IF?;�
=7P?ED; :? GK7DJE 7997:KJE JH7C?J;
 7: ;I;CF?E
 I?C8EB?
 9E�
C; B; ;CEJ?9ED� &7 H;B7P?ED; IKBB7 performance 9EIV 9EC; ?B
I?JE E 7BJH? :E9KC;DJ? :? H;D:?9EDJ7P?ED;
 FEIIEDE ;II;H; ?D
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J7B I;DIE IJHKJJKH7J? ?D CE:E J7B; :7 9EDI;DJ?H; 7=B? stakehold-

er :? 799;:;H; 7 :?L;HI? B?L;BB? :? :;JJ7=B?E ?D<EHC7J?LE 7 I;9ED�
:7�:;?�H?IF;JJ?L?�B?L;BB?�:?�?DJ;H;II;�;�:?�9ECF;J;DP7�

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&7�L7BKJ7P?ED;�:;BB7 performance a *H?D9?F?E�����;<?D?H;�7C8?J?�;
C;JE:EBE=?;�:?�L7BKJ7P?ED;

Criterio 9.7 Realizzare nel processo di valutazione
confronti con la performance raggiunta da altre
amministrazioni
*;H KD7 I;B;P?ED; :? ?D:?97JEH? E F;H ?DI?;C? :? 7JJ?L?JS

B\7CC?D?IJH7P?ED; FKW :;9?:;H; :? ?DI;H?H; D;BB7 H;B7P?ED; IKB�
B7 performance
 D;B I?JE E ?D 7BJH? :E9KC;DJ? :? H;D:?9EDJ7P?E�
D;
 DED IEBJ7DJE ?B L7BEH; 7 9EDIKDJ?LE H7==?KDJE :7BB7 FHEFH?7
EH=7D?PP7P?ED; C7 7D9>; ?B L7BEH; H7==?KDJE :7 7BJH; 7CC?D?�
IJH7P?ED? 7D7BE=>;� -? JH7JJ7 :? KD 9ED<HEDJE 9>; FKW 9EDI;D�
J?H; 7 9?JJ7:?D? ;: 7BJH? stakeholder :? 7L;H; KD\?D<EHC7P?ED;
9ECF7H7J?L7 ; 9>; H;D:;H; F?X E==;JJ?L7 B7 L7BKJ7P?ED;� R
?CFEHJ7DJ; 9>; J7B; 7FFHE99?E I?7 7IIKDJE ?D CE:E I;B;JJ?LE
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I9;=B?;D:E :? 9ED<HEDJ7HI? 9ED 7CC?D?IJH7P?ED? 9>; FH;I;DJ7�
DE ;B;C;DJ? :? ECE=;D;?JS E
 B7::EL; ?B 9ED<HEDJE 7LL;D=7
9ED H;7BJS :?IECE=;D;;
 IF?;=7D:E =B? ;B;C;DJ? :? F;9KB?7H?JS
9>;�FEIIEDE�IF?;=7H;�F7HJ;�:;BB;�:?<<;H;DP;�

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&7�L7BKJ7P?ED;�:;BB7 performance

Principio 10. Chiarire i ruoli e le responsabilità
relative alla valutazione

$B FHE9;IIE :? L7BKJ7P?ED; T KD FHE9;IIE 9>; L;:; ?CF;=D7J7
7DP?JKJJE B\7CC?D?IJH7P?ED;� -; T L;HE 9>; B\)$0 ILEB=; KD
HKEBE :? L;H?<?97 ; IKF;HL?I?ED; 7B FHE9;IIE :? L7BKJ7P?ED;
 T
8;D; 9>?7H?H; 9>; T B\7CC?D?IJH7P?ED; IJ;II7 9>; L7BKJ7 B7
FHEFH?7 performance EH=7D?PP7J?L7 ; FHEFED; =B? ;B;C;DJ? :?
J7B; L7BKJ7P?ED; �?D:?97JEH?� ?D C7D?;H7 ?CF7HP?7B; 7? FHEFH?
FEHJ7JEH? :? ?DJ;H;II; 7<<?D9>U =B? IJ;II? FEII7DE <EHC7HI? KD
EF?D?ED; 9?H97 ?B B?L;BBE :? performance H7==?KDJE� &\;I?JE :?
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J7B; L7BKJ7P?ED; 9EDI?IJ;
 <EHC7BC;DJ;
 D;BB7 H;:7P?ED; :?
KD7 H;B7P?ED; IKBB7 performance
 C7 IEIJ7DP?7BC;DJ;
D;BB\7IIKDP?ED; :? H;IFEDI78?B?JS 9?H97 ?B B?L;BBE :? performance

;<<;JJ?L7C;DJ; H7==?KDJE� 07B; B7 F;D7 ?DEBJH; :? IEJJEB?D;7H;
9>; B7 L7BKJ7P?ED;
 I;88;D; BE=?97C;DJ; IK99;II?L7 7BB7 C?�
IKH7P?ED; ;: 7B CED?JEH7==?E
 T KD FHE9;IIE 9>;
B\7CC?D?IJH7P?ED; :;L; 78?JK7HI? 7 ILEB=;H; 9ED 9EDJ?DK?JS
F;H ;L?J7H; 9>; I? JH7:K97 ?D KD FHE9;:?C;DJE 9EDJH7::?IJ?DJE
:7 H?=?:?JS ; J7B; :7 DED 9EDI;DJ?H; B\7IIKDP?ED; :? :;9?I?ED?
J;CF;IJ?L;�

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&7�L7BKJ7P?ED;�:;BB7 performance a *H?D9?F?E������>?7H?H;�?�HKEB?�;
B;�H;IFEDI78?B?JS�H;B7J?L;�7BB7�L7BKJ7P?ED;

Criterio 10.1 Verificare che l’amministrazione renda
disponibili in modo oggettivo gli elementi su cui si
fonda la propria valutazione
-? JH7JJ7 ?DL;HE :;B 9ECF?JE F?X ?CFEHJ7DJ; 9>; =B? )$0 IEDE
9>?7C7J? 7 ILEB=;H; D;B CEC;DJE ?D 9K?
 :KH7DJ; B7 <7I; :? L7�
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BKJ7P?ED; :7 KD B7JE IEBB;9?J7DE B\7CC?D?IJH7P?ED; 7 FH;D:;H;
?D 9EDI?:;H7P?ED; ?B L7BEH; 7IIKDJE 7 9EDIKDJ?LE :7=B? ?D:?97�
JEH? FH;I9;BJ? ?D <7I; :? C?IKH7P?ED;
 :7BB\7BJHE L;H?<?97DE 9>;
B\7CC?D?IJH7P?ED; FHE9;:7 7BB7 :;J;HC?D7P?ED; :? J7B? L7BEH?
I;DP7 C7D?FEB7P?ED? E ?DJ;HFH;J7P?ED? EFFEHJKD?IJ?9>;� &\)$0
C;:?7DJ; FHEFH?7 H;B7P?ED; DED L7BKJ7 B7 performance EH=7�
D?PP7J?L7 C7 9;HJ?<?97 9>; ?B FHE9;IIE :? L7BKJ7P?ED; I?7 7LL;�
DKJE 9EHH;JJ7C;DJ;
 87I7D:EI? IK KD I?IJ;C7 :? C?IKH7P?ED;
IEB?:E�;�IK�C;JE:EBE=?;�:;<?D?J; ex ante�

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&7�L7BKJ7P?ED;�:;BB7 performance a *H?D9?F?E������>?7H?H;�?�HKEB?�;
B;�H;IFEDI78?B?JS�H;B7J?L;�7BB7�L7BKJ7P?ED;

Criterio 10.2 Assicurare che l’organo di vertice
politico si assuma la responsabilità del livello di
performance organizzativa raggiunta dall’amministra-
zione
$B B?L;BBE :? performance EH=7D?PP7J?L7 L?;D; :;J;HC?D7JE
:7BB\7CC?D?IJH7P?ED; C;:?7DJ; KD FHE9;IIE 9>; :;L; ;II;H;
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GK7DJE F?X ?CF7HP?7B; FEII?8?B;
 C7 B7 L7BKJ7P?ED; 9ED ?B IKE
;I?JE DED T KD FHE9;IIE :;B JKJJE E==;JJ?LE FE?9>U 7 9ECF?;H�
BE IEDE IE==;JJ? 9>?7C7J? 7: 7IIKC;HI? FH;9?I; H;IFEDI78?B?�
JS� &\EH=7DE :? L;HJ?9; FEB?J?9E FKW ;II;H; 9>?7C7JE 7 F7HJ;�
9?F7H; :?H;JJ7C;DJ; 7B FHE9;IIE :? L7BKJ7P?ED;
 <EHD;D:E L7�
BKJ7P?ED? ;: ?D<EHC7P?ED? KJ?B?
 EFFKH; 7IIKC;H; KD HKEBE F?X
F7II?LE
 B?C?J7D:EI? 7 H;9;F?H; B; L7BKJ7P?ED? ILEBJ; :7BB\7C�
C?D?IJH7P?ED;� �ECF?KJE ?B F;H9EHIE J7B; EH=7DE I? 7IIKC; B7
H;IFEDI78?B?JS :;B B?L;BBE :? performance H7==?KDJE :7BB\7CC?�
D?IJH7P?ED; 7:EJJ7D:E B7 H;B7P?ED; IKBB7 performance ;: ?C�
F;=D7D:EI? 7 J;D;HD; ?D :;8?J7 9EDI?:;H7P?ED; ? 9EDJ;DKJ?�
-7H;88; :;B H;IJE CEBJE :7DDEIE F;H B\7CC?D?IJH7P?ED; I;
B\EH=7DE :? L;HJ?9; FEB?J?9E :?I9EDEI9;II; ? H?IKBJ7J? 9EDJ;DKJ?
D;BB7 H;B7P?ED;�IKBB7 performance�
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&7�L7BKJ7P?ED;�:;BB7 performance a *H?D9?F?E������>?7H?H;�?�HKEB?�;
B;�H;IFEDI78?B?JS�H;B7J?L;�7BB7�L7BKJ7P?ED;

Criterio 10.3 Assegnare al direttore generale /
segretario generale la responsabilità di guidare il
processo di valutazione della performance
organizzativa
$B L;HJ?9; 7CC?D?IJH7J?LE :;L; 7II?9KH7H; 9>; ?B FHE9;IIE :?
L7BKJ7P?ED; I? 9ECF?7 ; 9>; ?D J7B; FHE9;IIE I?7DE FH;I? ?D
9EDI?:;H7P?ED; JKJJ? =B? ;B;C;DJ? KJ?B? 7 H;D:;H; B7 L7BKJ7P?E�
D; F?X 9ECFB;J7 ; ?CF7HP?7B;� $B :?H;JJEH; =;D;H7B;  I;=H;J7�
H?E =;D;H7B; FKW ILEB=;H; KD HKEBE :? <EHJ; ?CFKBIE ;: 7II?�
9KH7H; 9>; B7 L7BKJ7P?ED; 788?7 BKE=E ; I?7 9EDI;=K;DJ; 7BB7
C?IKH7P?ED;� $B L;HJ?9; 7CC?D?IJH7J?LE ILEB=; ?DEBJH; KD HKEBE
9>?7L; D;BB\7II?9KH7H; B7 9E;H;DP7 JH7 L7BKJ7P?ED; :;BB7 per-

formance EH=7D?PP7J?L7
 L7BKJ7P?ED; :;BB7 performance :;B�
B; 7HJ?9EB7P?ED? EH=7D?PP7J?L; ; L7BKJ7P?ED; :;BB7 performance

?D:?L?:K7B;�

(;BB\;IF;H?;DP7 :? L7BKJ7P?ED; :;B 9ECKD; :? �H;PPE ?B :?H;JJEH; EF;H7J?�
LE
 9ED ?B 9EDJH?8KJE :;B 9EDJHEBBE :? =;IJ?ED; ; :7B :?H?=;DJ; :;B I;HL?P?E

Lo sviluppo del ciclo della performance. Principi e criteri



-L?BKFFE )H=7D?PP7J?LE
 ;I;H9?J7 KD HKEBE 9>?7L; D;B FHE9;IIE :? L7BKJ7�
P?ED; :;BB7 performance EH=7D?PP7J?L7� *;H BE ILEB=?C;DJE :? J7B; 9ECF?�
JE ?B :?H;JJEH; T 9E7:?KL7JE :7 KD :? 9EC?J7JE :? :?H;P?ED; 9>; >7 ?B 9EC�
F?JE :? ?D:?L?:K7H; ? 9H?J;H? F;H ECE=;D;?PP7H; ? 9ECFEHJ7C;DJ? EH=7D?P�
P7J?L?
 JH7 ? GK7B? B7 L7BKJ7P?ED;
 ; :? :;<?D?H; 7D9>; =B? 7IF;JJ? EF;H7J?L?
;: 7FFB?97J?L? :;B FHE9;IIE :? L7BKJ7P?ED; EH=7D?PP7J?L7 ; ?D:?L?:K7B;� $B
9EC?J7JE :? :?H;P?ED; DED ;DJH7
 9ECKDGK;
 D;B C;H?JE :;BB; I?D=EB; L7�
BKJ7P?ED?�
MMM�9ECKD;�7H;PPE�?J

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&7�L7BKJ7P?ED;�:;BB7 performance a *H?D9?F?E������>?7H?H;�?�HKEB?�;
B;�H;IFEDI78?B?JS�H;B7J?L;�7BB7�L7BKJ7P?ED;

Criterio 10.4 Informare tempestivamente il consiglio
l’esito della valutazione
$B 9EDI?=B?E
 I;88;D; DED I?7 9>?7C7JE D;9;II7H?7C;DJ; 7
ILEB=;H; KD HKEBE 7JJ?LE D;B FHE9;IIE :? L7BKJ7P?ED;
 9EIJ?�
JK?I9; KDE :;? D7JKH7B? :;IJ?D7J7H? :;BB7 H;B7P?ED; IKBB7 per-

formance ; F?X ?D =;D;H7B; :;BB; ?D<EHC7P?ED? :;H?L7DJ? :7BB7
L7BKJ7P?ED;� .7B; EH=7DE :;L; ;II;H; FEHJ7JE 7 9EDEI9;DP7
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:;? 9EDJ;DKJ? :;BB7 L7BKJ7P?ED; H;D:;D:E FEII?8?B? 7FFHE<ED�
:?C;DJ? H?9>?;IJ? D;BB\EJJ?97 :? KD7 F?;D7 accountability

:;BB\7CC?D?IJH7P?ED; D;? 9ED<HEDJ? :;? :?L;HI? =HKFF? 9EDI?=B?7�
H?� &\7CC?D?IJH7P?ED; 7<<?:7 ?D F7HJ?9EB7H; 7: KD EH=7DE :? 9ED�
JHEBBE ?B 9ECF?JE :? ILEB=;H; KD7 L;H?<?97 7 B?L;BBE IJH7J;=?9E :;?
H?IKBJ7J? 9EDI;=K?J? ; :;B B?L;BBE :? 7JJK7P?ED; :;? FHE=H7CC?
I;9ED:E B; B?D;; 7FFHEL7J; :7B 9EDI?=B?E �9EDJHEBBE IJH7J;=?�
9E��

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&7�L7BKJ7P?ED;�:;BB7 performance a *H?D9?F?E������>?7H?H;�?�HKEB?�;
B;�H;IFEDI78?B?JS�H;B7J?L;�7BB7�L7BKJ7P?ED;

Criterio 10.5 Coinvolgere nella valutazione il
personale dirigente e i ruoli organizzativi che hanno
responsabilità di gestione
&7 L7BKJ7P?ED; T KD FHE9;IIE 9>; H?9>?;:; DED IEBJ7DJE B7 :;�
J;HC?D7P?ED; :? KD =?K:?P?E I?DJ;J?9E ; KD?9E H;B7J?LE 7B B?L;B�
BE :? performance H7==?KDJE :7BB\7CC?D?IJH7P?ED; C7 7D9>;
KD\7D7B?I? :;? <7JJEH? :;J;HC?D7DJ? J7B; =?K:?P?E� &E ILEB=?C;D�
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JE :? J7B; 7D7B?I? H?9>?;:; ?B 9EDJH?8KJE :? 9EBEHE 9>; 7BB\?DJ;HDE
:;BB\7CC?D?IJH7P?ED; H?L;IJEDE HKEB? :? H;IFEDI78?B?JS ; B; 9K?
:;9?I?ED? IEDE ?D =H7D F7HJ; 7BB\EH?=?D; :;? H?IKBJ7J? EJJ;DKJ?� .7�
B; 9E?DLEB=?C;DJE FKW 7IIKC;H; KDE IJ?B; F7HJ;9?F7J?LE
 FH;�
L;:;D:E KD7 F7HJ;9?F7P?ED; :;B management D;BBE IJ;IIE
FHE9;IIE :? L7BKJ7P?ED;
 EFFKH; KDE IJ?B; F?X :?H;P?ED7B;
 J7�
B; 9?ET :7 FEHH; ?B management :? <HEDJ; 7: KD7 L7BKJ7P?ED;
H?IF;JJE 7BB7 GK7B; FHEFEHH; 9ECC;DJ? ; 7D7B?I?� /D7 L7BKJ7�
P?ED; 9>; FH;I9?D:7 :7 J7B; 9ED<HEDJE H?I9>?7 :? EH?=?D7H; 9ED�
J;IJ7P?ED? ?DJ;HD; 7BB7 IJ;II7 7CC?D?IJH7P?ED; E ?D97FF7H; ?D
;HHEH? :ELKJ? 7BB\7I?CC;JH?7 ?D<EHC7J?L7 JH7 IE==;JJE L7BKJ7JEH;
;�<;DEC;D?�L7BKJ7J?�
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&7�L7BKJ7P?ED;�:;BB7 performance a *H?D9?F?E������>?7H?H;�?�HKEB?�;
B;�H;IFEDI78?B?JS�H;B7J?L;�7BB7�L7BKJ7P?ED;

Criterio 10.6 Concludere la valutazione entro tempi
congrui rispetto alla chiusura delle procedure di
rilevamento dei dati
07BKJ7H; 7 :?IJ7DP7 :? J;CFE KD :;J;HC?D7JE <;DEC;DE FH;�
I;DJ7 KD H?I9>?E <EHJ; :? ;HHEH; FE?9>U
 87D7BC;DJ; C7 ?D;IE�
H78?BC;DJ;
 9ED ?B J;CFE B; ?D<EHC7P?ED? :?L;DJ7DE E8IEB;J; ;
?B BEHE ?CF?;=E H?I;DJ; :;? B?C?J? :;BB7 IJ;II7 C;CEH?7� $B FHE�
9;IIE :? L7BKJ7P?ED; :ELH;88; ILEB=;HI? F;H JKJJ7 B7 :KH7J7
:;BB7 =;IJ?ED; ; <EHC7B?PP7HI? 7B J;HC?D; :;BB7 IJ;II7 KD7 LEB�
J7 9>; ? :7J? 7 9EDIKDJ?LE IEDE IJ7J? H?B;L7J?� -7H;88; 9EHH;JJE
9>; KD\7CC?D?IJH7P?ED; =;IJ?II; B; <7I? :? L7BKJ7P?ED; :;BB7
performance EH=7D?PP7J?L7 ;DJHE ?B FH?CE JH?C;IJH; :;BB\7DDE
IK99;II?LE 7 GK;BBE H;B7J?LE 7BB7 L7BKJ7P?ED; ; 9?W 7D9>; F;H
9EDI;DJ?H; 9>; B7 L7BKJ7P?ED; I?7 ?D =H7:E :? ?D<EHC7H; ?B FHE�
9;IIE :;9?I?ED7B; J;CF;IJ?L7C;DJ;� �B <?D; :? H;D:;H; F?X H7�
F?:? ? J;CF? :? L7BKJ7P?ED; KDE IJHKC;DJE ;<<?979; T GK;BBE :?
FH;L;:;H; CEC;DJ? ?DJ;HC;:? :? L7BKJ7P?ED; :KH7DJ; B\7DDE
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9EC; 7: ;I;CF?E KD7 L7BKJ7P?ED; ?DJ;HC;:?7 E KD7 L7BKJ7�
P?ED; E=D? JH?C;IJH;� -? FH;9?I7 9>; B7 DEHC7J?L7 :? H?<;H?C;D�
JE H?9>?;:; 9>; B7 H;B7P?ED; IKBB7 performance I?7 <EHC7B?PP7�
J7 ;DJHE ?B FH?CE I;C;IJH; :;BB\7DDE C7 GK;IJE DED I?=D?<?97
9>; :;887 ;II;H; FK88B?97 7 =?K=DE� $B �� =?K=DE H7FFH;I;D�
J7 KD7 :7J7 KBJ?C7 :? <EHC7B?PP7P?ED; :? KD FHE9;IIE 9>;
 9E�
C; 7FF;D7 H?9EH:7JE
 :ELH;88; 7JJ?L7HI? ; 9ED9BK:;HI?
 D;BB7
IEIJ7DP7
�CEBJE�FH?C7�

$B 9ECKD; :? �;H=7CE >7 H?J;DKJE EFFEHJKDE ILEB=;H; KD7 L7BKJ7P?ED;
?DJ;HC;:?7 :;B B?L;BBE :? performance EH=7D?PP7J?L7 H7==?KDJE D;B =?K=DE
����� .7B; L7BKJ7P?ED;
 H;I7 FEII?8?B; :;BB\?CFEIJ7P?ED; :;B F?7DE :;BB7
performance ���������
 T IJ7J7 FK88B?97J7 IKB I?JE :;B 9ECKD;� � I;=K?�
JE :? GK;BB7 7JJ?L?JS :? L7BKJ7P?ED; IEDE IJ7J; :;<?D?J; 7P?ED? :? H;L?I?ED;
:;B F?7DE �DKEL; I9>;:; :? KD\7H;7 IJH7J;=?97 ; :? 7B9KD? I;HL?P?� =?S E=�
=;JJE :;B F;H9EHIE :? C?=B?EH7C;DJE FEHJ7JE 7L7DJ? D;BB\7C8?JE :? GK;IJE
FHE=;JJE�D;B������
MMM�9ECKD;�8;H=7CE�?J
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a .;�
C7����&7�L7BKJ7P?ED;�:;BB7 performance a *H?D9?F?E������>?7H?H;�?�HKEB?�;
B;�H;IFEDI78?B?JS�H;B7J?L;�7BB7�L7BKJ7P?ED;

Criterio 10.7 Condividere l’esito della valutazione con
cittadini ed altre categorie di portatori di interesse
&\7CC?D?IJH7P?ED; L7BKJ7 F;H 9ECFH;D:;H; I; B; FHEFH?; :;�
9?I?ED? >7DDE FHE:EJJE =B? ;<<;JJ? FH;L?IJ? ; F;H JH7HH; ?DI;=D7�
C;DJ?
 C7 B\7CC?D?IJH7P?ED; L7BKJ7 7D9>; ; IEFH7JJKJJE F;H
B;=?JJ?C7H; B7 FHEFH?7 7P?ED; D;? 9ED<HEDJ? :;? FEHJ7JEH? :? ?DJ;�
H;II;� (; 9EDI;=K; 9>; J7B? IE==;JJ? 9EIJ?JK?I9EDE :;IJ?D7J7�
H? ?CFEHJ7DJ? :;BB7 L7BKJ7P?ED; ; :;LEDE ;II;H; FEHJ7J? 7 9E�
DEI9;DP7 :;=B? ;I?J? :? J7B; FHE9;IIE� &\7CC?D?IJH7P?ED; FKW
L7BKJ7H; :? 9E?DLEB=;H; 7B9KD? FEHJ7JEH? :? ?DJ;H;II; =?S :K�
H7DJ; BE IJ;IIE FHE9;IIE :? L7BKJ7P?ED; 7B <?D; :? ?DJ;=H7H;
?B FKDJE :? L?IJ7 ?DJ;HDE ; :;<?D?H; KD7 L7BKJ7P?ED; 9ED:?L?I7
E F7HJ;9?F7J7� .7B; 7FFHE99?E FKW ;II;H; B?C?J7JE 7: 7B9KD?
7C8?J? :? C?IKH7P?ED; E 7: 7B9KD? ;B;C;DJ?
 C7
 I; FH;I;DJ;

7HH?99>?I9; ?B FHE9;IIE :? L7BKJ7P?ED;� $D IK7 7II;DP7

B\7CC?D?IJH7P?ED; :;L; 9ECF?;H; KDE I<EHPE F;H H;D:;H; B7
L7BKJ7P?ED; 9ECFH;DI?8?B; :7 F7HJ; :;? IKE? ?DJ;HBE9KJEH?� /D
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7FFHE99?E F7II?LE
 :? I;CFB?9; 97H?97C;DJE :? KD <?B; 9EDJ;�
D;DJ; B7 H;B7P?ED; IKBB7 performance IKB I?JE
 H?I9>?7 :? ;II;�
H; 9EDJHEFHE:K9;DJ; C;DJH; ?D9EDJH? :? FH;I;DJ7P?ED; ;E :?�
I9KII?ED; FEIIEDE 9H;7H; C7==?EH; 7JJ;DP?ED; ; :?IFED?8?B?�
JS�
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a $DJHE�
:KP?ED;

La check list a supporto dell’analisi

� 9ECFB;C;DJE :;B FH;I;DJ; :E9KC;DJE 9>; :;I9H?L; ? FH?D�
9?F? ;: ? 9H?J;H? 9>; FEIIEDE ?IF?H7H; B\7CC?D?IJH7P?ED; D;BB7
FHE=;JJ7P?ED; ; D;BBE IL?BKFFE :;B I?IJ;C7 :? C?IKH7P?ED; ;
L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7 T IJ7J7 :;<?D?J7
KD7 check list 9>; 9EDI;DJ; :? H;7B?PP7H; KD audit :;B I?IJ;C7
?D ;II;H;� &7 check list T KDE IJHKC;DJE F;DI7JE F;H IKFFEH�
J7H; B\7D7B?I? :;B I?IJ;C7 :? C?IKH7P?ED; :;BB; 7CC?D?IJH7P?ED?
9E?DLEBJ; D;B FHE=;JJE ]L7BKJ7P?ED; :;BB; performance^ I;9ED�
:E�KDE�I9>;C7�ECE=;D;E�:?�H?<;H?C;DJE�
&7 check list 9EDI;DJ; :? 9ECF?;H; KD\7D7B?I? ?D I;GK;DP7 :;?
JH; J;C? H;B7J?L? 7B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7
performance :?I9KII? D;B :E9KC;DJE� (;BB7 check list ? .;C?
I? 7HJ?9EB7DE ?D <7JJEH?� �?7I9KD <7JJEH;
 9EHH?IFED:;DJ; 7? FH?D�
9?F? ;DKD9?7J? D;B FH;I;DJ; :E9KC;DJE
 H7FFH;I;DJ7 KD 9EC�



FED;DJ; KJ?B; 7BB7 :;<?D?P?ED; :;B I?IJ;C7 :? C?IKH7P?ED;� &7
check list T�IJHKJJKH7J7�?D�CE:E�J7B;�:7�9EDI;DJ?H;�

_ B7 L;H?<?97 :;BB7 FH;I;DP7 :? :;J;HC?D7J? <7JJEH?
 ; :KDGK; ?B
H?IF;JJE IEIJ7DP?7B; :;? FH?D9?F?
 D;B I?IJ;C7 :? C?IKH7P?ED;
:;BB\7CC?D?IJH7P?ED;�

_ B7 FHE=;JJ7P?ED; :? ;L;DJK7B; 7P?ED? :? C?=B?EH7C;DJE H;B7�
J?L7C;DJ;�7?�<7JJEH?�C7D97DJ?�E�97H;DJ?�

_ )=D? <7JJEH; T 7HJ?9EB7JE ?D<?D; ?D 9H?J;H? 9>; H7FFH;I;DJ7DE
B; KD?JS ;B;C;DJ7H? :? 7D7B?I? :7 FH;D:;H; ?D 9EDI?:;H7P?E�
D;�

&7 check list I? IE<<;HC7 ?D F7HJ?9EB7H; IKBB\7D7B?I? :;B I?IJ;C7
:? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7
B7I9?7D:E ?D I;9ED:E F?7DE B7 C?IKH7P?ED; ; L7BKJ7P?ED; :;B�
B7 performance ?D:?L?:K7B;� .7B; :?C;DI?ED; :? L7BKJ7P?ED; ?D�
:?L?:K7B; L?;D; 9ECKDGK; FH;I7 ?D 9EDI?:;H7P?ED; C;:?7DJ;
B7 FH;L?I?ED; :? 9H?J;H? :? 7D7B?I? 9EDD;II? 7BB7 performance :;?
I?D=EB?�:?H?=;DJ?�;�:?F;D:;DJ?�
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*;H EII;HL7H; ;I;CF? :? F;H9EHI? :? 7D7B?I? 9ECF?KJ? 7JJH7�
L;HIE B\7FFB?97P?ED; :;BB7 check list T FEII?8?B; 7FFHE<ED:?H;
B7 B;JJKH7 :;BB; I;P?ED?� &\;IF;H?;DP7 :;B 9ECKD; :? �H;PPE

&\;IF;H?;DP7 :;B 9ECKD; :? �;H=7CE
 &\;IF;H?;DP7 :;B 9E�
CKD; :? (EL7H7
 &\;IF;H?;DP7 :;B 9ECKD; :? ,;==?E  C?B?7

&\;IF;H?;DP7 :;B 9ECKD; :? 0;HED7
 &\;IF;H?;DP7 :;BB\/D?ED;
:;?�9ECKD?�:;BB7��7II7�,EC7=D7�

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a &7
check list 7�IKFFEHJE�:;BB\7D7B?I?

Temi e Fattori

$ J;C? ;: ? <7JJEH? FH;I? ?D 9EDI?:;H7P?ED; :7BB7 check list IEDE
?�I;=K;DJ?�

_ . '� �� &; 9ED:?P?ED? 78?B?J7DJ?� -? <7 H?<;H?C;DJE 7=B? ;B;�
C;DJ? :;B 9?9BE :? =;IJ?ED; :;BB7 performance 9>; FEIIEDE
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?D<BK;DP7H; B; 97H7JJ;H?IJ?9>; :;B I?IJ;C7 :? C?IKH7P?ED; ;
L7BKJ7P?ED;��$�<7JJEH?�FH;I?�?D�9EDI?:;H7P?ED;�IEDE�

e !�..), ��� Governance ;�EH=7D?PP7P?ED;�
e !�..), ����-?IJ;C7�:?�9EDJHEBBE�;�FHE=H7CC7P?ED;�
e !�..), ����";IJ?ED;�:;B�F;HIED7B;�

_ . '� �� $B I?IJ;C7 :? C?IKH7P?ED;� $D GK;IJ7 I;P?ED; IEDE
7D7B?PP7J? =B? ;B;C;DJ? 9>; 9ECFED=EDE ?B I?IJ;C7� $ <7JJEH?
FH;I?�?D�9EDI?:;H7P?ED;�IEDE�

e !�..), �����C8?J?�;�C;JE:EBE=?;�:?�C?IKH7P?ED;�
e !�..), �� *HE9;IIE
 IE==;JJ? ; B; H;IFEDI78?B?JS :;B
I?IJ;C7�

e !�..), ����&?L;BBE�:?�?D<EHC7J?PP7P?ED;�:;B�I?IJ;C7�
e !�..), ����&?L;BBE�:?�JH7IF7H;DP7�:;B�I?IJ;C7�

_ . '� �� &7 L7BKJ7P?ED; :;BB7 performance� $D GK;IJ7 I;�
P?ED; IEDE 7D7B?PP7J? =B? ;B;C;DJ? 9>; <7LEH?I9EDE
B\;<<?979?7 :;B FHE9;IIE :? L7BKJ7P?ED;� $ <7JJEH? FH;I? ?D 9ED�
I?:;H7P?ED;�IEDE�
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e !�..), �� ,?<B;II? :;BB7 L7BKJ7P?ED; IK? FHE9;II? :;9?�
I?ED7B?�

e !�..), �����C8?J?�;�C;JE:EBE=?;�:?�L7BKJ7P?ED;�
e !�..), ��� *HE9;IIE
 IE==;JJ? ; H;IFEDI78?B?JS :;B I?�
IJ;C7�

�EC; =?S ?D:?97JE
 7BB\?DJ;HDE :? E=D? <7JJEH; JHEL7DE 9EBBE97�
P?ED; 9H?J;H? H;B7J?L? 7BB; CE:7B?JS 7JJH7L;HIE B; GK7B? ?B <7JJEH;
JHEL7 7FFB?97P?ED; 7BB\?DJ;HDE :;B I?IJ;C7 :? C?IKH7P?ED;
:;BB\7CC?D?IJH7P?ED;� &\7D7B?I? :;? 9H?J;H?
 :;B B?L;BBE :? 9EH�
H?IFED:;DP7 9?ET JH7 ?B 9H?J;H?E FH;I;DJ; D;BB7 check list ;
B7 I?JK7P?ED; ?D 9K? I? JHEL7 ?B I?IJ;C7 :? C?IKH7P?ED;
:;BB\7CC?D?IJH7P?ED;
 9EDI;DJ; :? :;<?D?H; B; 97H7JJ;H?IJ?9>; :?
GK;IJ\KBJ?CE�
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a &7
check list 7�IKFFEHJE�:;BB\7D7B?I?

Il processo di analisi

&7 check list 9EIJ?JK?I9; KDE IJHKC;DJE :? 7D7B?I? KJ?B; 7 :;�
<?D?H; BE IJ7JE :;? I?IJ;C? :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7
performance EH=7D?PP7J?L7�:?�KD\7CC?D?IJH7P?ED;�
&7 check list FKW ;II;H; KJ?BC;DJ; ?CF?;=7J7 :7BB\7CC?D?IJH7�
P?ED; F;H ILEB=;H; KD\7KJE:?7=DEI? :;B I?IJ;C7 :? C?IKH7P?E�
D; ; L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7 E F;H IJHKJ�
JKH7H;�KD�F;H9EHIE�:?�:?7=DEI?�7<<?:7JE�7�IE==;JJ?�J;HP?�
�JJH7L;HIE B7 :?I9KII?ED; :;? I?D=EB? 9H?J;H? ; B7 L?I?ED;
:\?DI?;C; :;=B? IJ;II? ;C;H=EDE B; 97H7JJ;H?IJ?9>;
 ? FKDJ? :?
<EHP7 ; B; 9H?J?9?JS :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED;�
&7 9ECF?B7P?ED; <?D7B; :;BB7 check list 9EIJ?JK?I9; ?D<7JJ? ?B CE�
C;DJE :? <EHC7B?PP7P?ED; :? KD FHE9;IIE :? 7D7B?I? 9>;
 F;H
;II;H; ;<<?979;
 H?9>?;:; B7 F7HJ;9?F7P?ED; :? :?L;HI? IE==;JJ?
7BB\?DJ;HDE�:;BB\7CC?D?IJH7P?ED;�
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� FH;I9?D:;H; :7BB7 I9;BJ7 :? ILEB=;H; B\7D7B?I? :?H;JJ7C;DJ;
E 7<<?:7HD; BE ILEB=?C;DJE 7: KD 9EDIKB;DJ; ;IJ;HDE
 T <ED�
:7C;DJ7B; B7 9EBB78EH7P?ED; :?H;JJ7 :;B :?H;JJEH; =;D;H7B;I;�
=H;J7H?E =;D;H7B; ; :;=B? K<<?9? :? staff �; :;BB7 IJHKJJKH7 J;9D?�
97� 9>; I? E99KF7DE GKEJ?:?7D7C;DJ; :;BB7 :;<?D?P?ED; ; :;B�
B7 =;IJ?ED; :;B I?IJ;C7 :? C?IKH7P?ED;� &7 9ECF?B7P?ED; :;BB7
check list H?9>?;:; ?DEBJH; 9>; I? H;D:7DE :?IFED?8?B? 7 <EHD?H;
?D<EHC7P?ED? :?L;HI? IE==;JJ? 7BB\?DJ;HDE :;BB\7CC?D?IJH7P?ED;
;: ?D =;D;H7B; 9>; I?7 FEII?8?B; EII;HL7H; ?B <KDP?ED7C;DJE
:;B�I?IJ;C7�:?�C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7�
�B <?D; :? 7D7B?PP7H; 9?7I9KDE :;? 9H?J;H? :? I;=K?JE FHEFEIJ?
FKW ;II;H; KJ?B; ILEB=;H; KD7 :?I7C?D7 7 B?L;BBE <EHC7B; 7DP?�
JKJJE :;? I;=K;DJ? IJHKC;DJ? E :? :E9KC;DJ? 9>; D; 7HJ?9EB7DE
?�9EDJ;DKJ?�

_ ,;=EB7C;DJ?� H;=EB7C;DJE :? EH=7D?PP7P?ED;
 H;=EB7C;DJE
:? 9EDJ78?B?JS
 H;=EB7C;DJE :? audit :;? FHE9;II?
 H;=EB7�
C;DJE :? GK7B?JS
 B?D;; =K?:7 F;H ?B I?IJ;C7 :? 9EDJHEBBE :?
=;IJ?ED;�
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_ �E9KC;DJ? :? FHE=H7CC7P?ED;� B?D;; :? ?D:?H?PPE
 F?7DE
:;BB7 performance
 ,**
 * "
 F?7DE :;=B? E8?;JJ?L?
 8?B7D�
9?E
 8?B7D9?E FBKH?;DD7B;
 FHE=H7CC7 :;BB; EF;H; FK88B?9>;

F?7DE�:?�=EL;HDE�:;B�J;HH?JEH?E
 F?7DE�:;?�I;HL?P?�

_ �E9KC;DJ? :? H;D:?9EDJ7P?ED;� H;B7P?ED; IKBB7 perfor-

mance
 H;D:?9EDJE
 H;B7P?ED; 7B H;D:?9EDJE
 8?B7D9?E IE9?7�
B;�

_ �E9KC;DJ? H;B7J?L? 7B I?IJ;C7 ?D<EHC7J?LE ; ?D<EHC7J?9E� =;�
IJ?ED; :;BB7 87D97 :7J?
 7FFB?97J?L? :? I?IJ;C7
 7FFB?97J?L?
IF;9?<?9?�F;H�7JJ?L?JS�;�I;HL?P?
�I?JE�;�IJHKC;DJ7P?ED; web�

_ *HE=;JJ?� IF;H?C;DJ7P?ED? =;IJ?ED7B?
 ?DDEL7P?ED? EH=7D?PP7�
J?L;
 partnership
 9EDIKB;DP;
 FHE=;JJ? H;=?ED7B? ; D7P?ED7B?

benchmarking�

&\E8?;JJ?LE :;BB7 9ECF?B7P?ED; DED T IEBE :? 97H7JJ;H; 9EDEI9?�
J?LE C7 9EDI?IJ; D;B <EHD?H; ?B GK7:HE :? H?<;H?C;DJE F;H FHE=;J�
J7H; ; H;7B?PP7H; 7P?ED? :? C?=B?EH7C;DJE 9>; IK99;II?L7C;D�
J;�I7H7DDE�FEIJ;�?D�;II;H;�:7�E=D?�7CC?D?IJH7P?ED;�
�? I;=K?JE I? FH;I;DJ7 B\;B;D9E :;? <7JJEH? FH;I? ?D 9EDI?:;H7�
P?ED;� $ <7JJEH? ; ? 9H?J;H? IEDE FH;I;DJ7J? ?D <EHC7 :? J78;BB7�
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&7 J78;BB7 T IJHKJJKH7J7 ?D CE:E :7 H;D:;H; 7=;LEB; B\7D7B?I?
; FKW ;II;H; :?H;JJ7C;DJ; 9ECF?B7J7 9ED =B? ;B;C;DJ? H799EBJ?�
$D J7B CE:E
 7JJH7L;HIE B7 9ECF?B7P?ED; :;BB7 J78;BB7
 ;C;H=;
KD GK7:HE ECE=;D;E :? 7D7B?I? <H7 B; 7CC?D?IJH7P?ED? 9E?DLEB�
J;�

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a &7
check list 7�IKFFEHJE�:;BB\7D7B?I?

TEMA 1. Le condizioni abilitanti

�<<?D9>U ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 per-

formance EH=7D?PP7J?L7 :;BB\7CC?D?IJH7P?ED; EF;H? 7 IKFFEH�
JE :;? FHE9;II? C7D7=;H?7B? ;: ?D :;<?D?J?L7 :;B C?=B?EH7C;DJE
:;BB7 performance
 T ?CFEHJ7DJ; 9>; I?7DE FH;I;DJ? 7BB\?DJ;HDE
:;BB\EH=7D?PP7P?ED; 7B9KD; 9ED:?P?ED? 9EI?::;JJ; 78?B?J7DJ?�
.7B? 9ED:?P?ED? DED I? H?<;H?I9EDE :?H;JJ7C;DJ; 7B I?IJ;C7 :?
C?IKH7P?ED; C7 H?=K7H:7DE B; <7I? 9>; 9ECFED=EDE ?B 9?9BE :?
=;IJ?ED;�:;BB7 performance�
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$�<7JJEH?�FH;I?�?D�9EDI?:;H7P?ED;�IEDE�

FATTORE 1. Governance e organizzazione
$B <7JJEH; I? H?<;H?I9; 7: ;B;C;DJ? GK7B? B7 FH;I;DP7 :? KD7
leadership 7BB\?DJ;HDE :;BB\EH=7D?PP7P?ED;
 B7 :;<?D?P?ED;
:? 9>?7H; H;IFEDI78?B?JS ?D H;B7P?ED; 7? H?IKBJ7J?
:;BB\7CC?D?IJH7P?ED;
 ?B H799EH:E JH7 F?7D?<?97P?ED; IJH7J;�
=?97
 FHE=H7CC7P?ED; =;D;H7B; ; L7BKJ7P?ED; :;BB7 per-

formance EH=7D?PP7J?L7�;:�?D:?L?:K7B;�

FATTORE 2. Sistema di programmazione e controllo
$B <7JJEH; I? H?<;H?I9; 7: ;B;C;DJ? GK7B? B7 FH;I;DP7 :? KD
7:;=K7JE I?IJ;C7 ?D<EHC7J?LE
 B7 H;D:?9EDJ7P?ED; I?IJ;�
C7J?97 :;? H?IKBJ7J?
 B7 97F79?JS :? ?:;DJ?<?97H; ; FHE=;JJ7H;
? C?=B?EH7C;DJ? ; ? 97C8?7C;DJ? :7 7FFEHJ7H;
7BB\EH=7D?PP7P?ED;�

FATTORE 3. Gestione del personale
$B <7JJEH; I? H?<;H?I9; 7: ;B;C;DJ? GK7B? B7 :;<?D?P?ED; :?
KD GK7:HE I?IJ;C7J?9E :? H?<;H?C;DJE F;H B7 =;IJ?ED; :;B
F;HIED7B; I;9ED:E 9H?J;H? :? ;J?9?JS ; :? H;=EB7H?JS
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B\;IFB?9?J7P?ED; :? H;GK?I?J? 9KBJKH7B? ; FHE<;II?ED7B? �B; 9EC�
F;J;DP; H?9>?;IJ;� F;H 9?7I9KD EF;H7JEH;
 B7 L7BEH?PP7P?E�
D; :;BB7 FHE<;II?ED7B?JS ; :;B C;H?JE :;? :?H?=;DJ? ; :;B F;H�
IED7B;�

&\7D7B?I? :;? <7JJEH? FHEFEIJ? >7 F;H E8?;JJ?LE =;D;H7B; GK;BBE :?
:;<?D?H; B; 97H7JJ;H?IJ?9>; :? ;B;C;DJ? 9>; ?D<BK;DP7DE ?B I?IJ;�
C7 :? C?IKH7P?ED; :;BB7 performance EH=7D?PP7J?L7� &\7D7B?I?
:;? <7JJEH? :? I;=K?JE FHEFEIJ? H?9>?;:; KD <EHJ; CEC;DJE :? ?D�
J;H7P?ED; 9ED B\7CC?D?IJH7P?ED;
 ? IKE? L;HJ?9? FEB?J?9?
 7CC?D?�
IJH7J?L?
�?�:?H?=;DJ?�;:�?B�F;HIED7B;�

Tabella 8 - FATTORE 1. Governance e organizzazione.

CRITERI Sì/
No

Analisi del criterio ed
eventuali documenti di

riferimento

��� �BB\?DJ;HDE�:;BB\7CC?D?IJH7P?ED;�;I?IJ;�KD7 leadership 9>;�?D:?L?:K7�B;�FH?EH?JS�:7�I;=K?H;�;�=B?
E8?;JJ?L?�IJH7J;=?9?�:7�9EDI;=K?H;�

��� &\7CC?D?IJH7P?ED;�:;<?D?I9;�?D�7FFEI?J?�:E9KC;DJ?��B?D;;�:?�C7D:7JE
�FHE=H7CC?�IJH7J;=?9?
�7BJH?
:E9KC;DJ?��=B?�E8?;JJ?L?�;�B;�FH?EH?JS�IJH7J;=?9>;�

��� &;�H;IFEDI78?B?JS�H;B7J?L;�7BB7�:;<?D?P?ED;�;:�7B�H7==?KD=?C;DJE�:;?�H?IKBJ7J?�:;BB\7CC?D?IJH7P?ED;
IEDE�9ED:?L?I;�:7B�L;HJ?9;�FEB?J?9E�;�:7B�L;HJ?9;�7CC?D?IJH7J?LE�

��� &\7CC?D?IJH7P?ED;�?:;DJ?<?97�?D�7FFEI?J?�:E9KC;DJ?�B;�H;IFEDI78?B?JS�H;B7J?L;�7B 9?9BE�:?�=;IJ?ED;
:;BB7 performance�

���
$�9?JJ7:?D?�;�=B?�7BJH?�FEHJ7JEH?�:?�?DJ;H;II;�IEDE�9E?DLEBJ?�D;B�FHE9;IIE�:?�:;<?D?P?ED;�:;BB;�FH?EH?JS
:;BB\7CC?D?IJH7P?ED;�;�H?9;LEDE�H;D:?9EDJ7P?ED;�F;H?E:?97�:;B�B?L;BBE�:?�7JJK7P?ED;�:;=B?
E8?;JJ?L?�

��� "B?�EH=7D?�:?�L;HJ?9;�FEB?J?9E�;:�7CC?D?IJH7J?LE�:?IFED=EDE�:?�?D<EHC7P?ED?�H;B7J?L;�7B�=H7:E�:?
7JJK7P?ED;�:;BB;�IJH7J;=?;�D;?�FHEFH?�FHE9;II?�:;9?I?ED7B?�
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Tabella 9 - FATTORE 2. Sistema di programmazione e controllo.

CRITERI Sì/
No

Analisi del criterio ed
eventuali documenti

di riferimento

��� $B�9EDI?=B?E�7FFHEL7�?�:E9KC;DJ?�:?�FHE=H7CC7P?ED;�;DJHE�B;�I97:;DP;�:;<?D?J;�F;H�B;==;�;:�?CF?;=7
=B?�IJHKC;DJ?�:?�FHE=H7CC7P?ED;�;�9EDJHEBBE�F;H�L;H?<?97H;�B\7D:7C;DJE�:;BB\7CC?D?IJH7P?ED;�

���
&\7CC?D?IJH7P?ED;�>7�?:;DJ?<?97JE��;DJH?�:?�H;IFEDI78?B?JS�9K?�IEDE�7II;=D7J?�E8?;JJ?L?�;�H?IEHI;��$
H;IFEDI78?B?�:?�J7B?�9;DJH?�?DJ;HL;D=EDE�D;B�FHE9;IIE�:?�:;<?D?P?ED;�:;=B?�E8?;JJ?L?�;�:?�I;B;P?ED;�:;=B?
?D:?97JEH?�F;H�B7�H;B7J?L7�C?IKH7P?ED;�

��� *;H?E:?97C;DJ;�IEDE�FH;:?IFEIJ? report :;IJ?D7J?�7B�L;HJ?9;�FEB?J?9E�;:�7CC?D?IJH7J?LE�9>;�<EHD?I9EDE
?D:?97P?ED;�:;B�B?L;BBE�:?�H7==?KD=?C;DJE�:;=B?�E8?;JJ?L?�IJH7J;=?9?�;�EF;H7J?L?�

��� "B?�;I?J?�:;?�9EDJHEBB?�J;9D?9?
�:?�H;=EB7H?JS�7CC?D?IJH7J?L7�;�9EDJ78?B;�;�<?D7DP?7H?�9EIJ?JK?I9EDE�;B;C;DJ?
7�IKFFEHJE�:;BB7�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance�

��� "B?�IJHKC;DJ?�:?�H;D:?9EDJ7P?ED;�IEDE�FHE:EJJ?�9ED�J;CF;IJ?L?JS�;�IEDE�KJ?B?PP7J?�F;H�B\7JJ?L?JS�:?
FHE=H7CC7P?ED;�:;?�F;H?E:?�IK99;II?L?�

���
&\7CC?D?IJH7P?ED;�ILEB=;�KD audit F;H?E:?9E�;�IJHKJJKH7JE�:;?�H?I9>?�;�:;B�B?L;BBE�:?�H;=EB7H?JS�:;BB7
FHEFH?7�7JJ?L?JS�;�:;<?D?I9;�;�CED?JEH7�F;H?E:?97C;DJ;�FHE=H7CC?�:?�C?=B?EH7C;DJE�;:�?DDEL7P?ED;�:;?
FHE9;II?�;�:;BB\EH=7D?PP7P?ED;�

��� &\7CC?D?IJH7P?ED;�:?IFED;�:?�KD\KD?JS�EH=7D?PP7J?L7�:;:?97J7�7BB;�7JJ?L?JS�:? budgeting
�CED?JEH7==?E�;
9EDJHEBBE�:?�:?�=;IJ?ED;�

���
*EHJ7H;�7�I?IJ;C7�B;�:?<<;H;DJ?�9ECFED;DJ?�:;B�9EDJHEBBE�?DJ;HDE�DED�IEBJ7DJE�C;:?7DJ;�?DJ;HL;DJ?
H;=EB7C;DJ7H?�C7�7JJH7L;HIE�B\?:;DJ?<?97P?ED; ex ante :;?�B?L;BB?�7JJ;I?�:?�;<<?979?7�:;BB;�7JJ?L?JS�:?
9EDJHEBBE�;�:;BB;�9EDI;=K;DP;�9EBB;=7J;�7:�;L;DJK7B?�L7BKJ7P?ED?�D;=7J?L;�
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Tabella 10 - FATTORE 3. Gestione del personale

CRITERI Sì/
No

Analisi del criterio ed
eventuali documenti di

riferimento

��� &\7CC?D?IJH7P?ED;�:?IFED;�:?�KD�I?IJ;C7�:?�H?B;L7P?ED;�:;BB;�FH;I;DP;
�:?�KD�9E:?9;�;J?9E�;�:?�KD
9E:?9;�:?I9?FB?D7H;�

��� &\7CC?D?IJH7P?ED;�>7�:;<?D?JE�KD�FHE=H7CC7�:?�<EHC7P?ED;�;�7==?EHD7C;DJE�:;BB;�9ECF;J;DP;
9>;�J?;D;�9EDJE�:;B�<788?IE=DE�:;B�FHEFH?E�F;HIED7B;�:?H?=;DJ;�;�:?F;D:;DJ;�

��� &\7CC?D?IJH7P?ED;�FHELL;:;�7�:;<?D?H;�;�7==?EHD7H;�?�FHE<?B?�:?�HKEBE��9EDEI9;DP;�;�78?B?JS
H?9>?;IJ;��:7�KJ?B?PP7H;�F;H�B;�L7BKJ7P?ED?�:;BB; performance ?D:?L?:K7B?�

��� &\7CC?D?IJH7P?ED;�:?IFED;�:?�KD�FHE9;IIE�:E9KC;DJ7JE�;�IF;9?<?9E�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;
:;BB7 performance ?D:?L?:K7B; :;?�:?H?=;DJ?�;�:;?�:?F;D:;DJ?�

��� &7�L7BKJ7P?ED;�:;BB7 performance ?D:?L?:K7B; :;?�:?H?=;DJ?�H?B;L7�B\7FFEHJE�7B�9EEH:?D7C;DJE�;:
?DJ;=H7P?ED;�:;BB\7CC?D?IJH7P?ED;
�7?�H?IKBJ7J?�7DDK7B?�:;BB\7CC?D?IJH7P?ED;�;�:;BB\7H;7�:?H;JJ7�

��� &7�L7BKJ7P?ED;�:;BB7 performance ?D:?L?:K7B; :;?�:?H?=;DJ?�H?B;L7�B7�97F79?JS�:?CEIJH7J7�D;B
L7BKJ7H;�?�9EBB78EH7JEH?�

��� &7�L7BKJ7P?ED;�:;BB7 performance ?D:?L?:K7B; :?�:?H?=;DJ?�;�:?F;D:;DJ?�H?B;L7�?�9ECFEHJ7C;DJ?
C7D?<;IJ7J?��?DJH7FH;D:;DP7
�H?IF;JJE�:;BB\KJ;DJ;
�:;B�9EBB;=7
�:;BB;�H;=EB;
�`�

��� &7�L7BKJ7P?ED;�:;BB7 performance ?D:?L?:K7B; :?�:?H?=;DJ?�;�:?F;D:;DJ?�H?B;L7�B;�9ECF;J;DP;
J;9D?9>;�;�=;IJ?ED7B?�?D�FEII;IIE�

��� &7�L7BKJ7P?ED;�7DDK7B;�7LL?;D;�IKBB7�87I;�:?�KD7�C;JE:EBE=?7�I9H?JJ7
�T�JH7IF7H;DJ;�;�:?I9KII7
9ED�?B�L7BKJ7JE�

���� &7�L7BKJ7P?ED;�7DDK7B;�T�;<<;JJK7J7�;DJHE�?�FH?C?�:K;�C;I?�:;BB\7DDE�IK99;II?LE�

����
&\7CC?D?IJH7P?ED;�>7�<EHC7B?PP7JE�?B�FHEFH?E�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7
performance ?D:?L?:K7B; ?D�KD�:E9KC;DJE�?DJ;=H7JE�9ED�GK;BBE�H;B7J?LE�7BB7�C?IKH7P?ED;�;
L7BKJ7P?ED;�:;BB7 performance EH=7D?PP7J?L7�
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';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a &7
check list 7�IKFFEHJE�:;BB\7D7B?I?

TEMA 2. Il sistema di misurazione

+K7B; FH;C;II7 7BB\7D7B?I? :;B I;9ED:E J;C7 ?:;DJ?<?97JE
 I?
H?9EH:7 9>; F;H I?IJ;C7 :? C?IKH7P?ED; DED I? ?DJ;D:; ?B I?IJ;�
C7 ?D<EHC7J?LE ; ?D<EHC7J?9E 7P?;D:7B;
 C7 ?D I;DIE 7CF?E
?B CE:;BBE :? H7FFH;I;DJ7P?ED; :;BB; 7JJ?L?JS ILEBJ; ; :;? H?IKB�
J7J? :? 9ECF;J;DP7 :;BB\EH=7D?PP7P?ED;� .7B; CE:;BBE ?D9BK:;
B7 :;<?D?P?ED; :;BB7 C;JE:EBE=?7 7:EJJ7J7 7? <?D? :;BB7 C?IKH7�
P?ED; :;BB7 performance EH=7D?PP7J?L7 ; ?D:?L?:K7B;� *;H KD
7FFHE<ED:?C;DJE IKB I?=D?<?97JE ?D J;HC?D? J;9D?9? ; C7D7=;�
H?7B; :? I?IJ;C7 :? C?IKH7P?ED; :? H?DL?7 7 GK7DJE :;<?D?JE D;B
'7DK7B; F;H BE IL?BKFFE :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7�
P?ED;�:;BB7 performance EH=7D?PP7J?L7�
�? I;=K?JE I? FH;I;DJ7 B\;B;D9E :;? <7JJEH? 9>; :;I9H?LEDE ?B I?�
IJ;C7 :? C?IKH7P?ED; :;BB7 performance ; IEDE FH;I? ?D 9ED�
I?:;H7P?ED;�
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FATTORE 4. Ambiti e metodologie di misurazione
$ 9H?J;H? 9EDI?:;H7J? C?H7DE 7 L;H?<?97H; I; ?B I?IJ;C7 7HJ?9E�
B7 ; :;<?D?I9; =B? 7C8?J? :? C?IKH7P?ED;
 B; H;B7J?L; C;JE:E�
BE=?; :? H?B;L7P?ED; ;: ?B 9EBB;=7C;DJE BE=?9E ;I?IJ;DJ; <H7
;II?�

FATTORE 5. Processo, i soggetti e le responsabilità del
sistema

$ 9H?J;H? 9EDI?:;H7J? C?H7DE 7 L;H?<?97H; I; ?B I?IJ;C7 :?IJH?�
8K?I9; JH7 ? IE==;JJ? :;BB\7CC?D?IJH7P?ED; B; H;IFEDI78?B?�
JS H;B7J?L; 7BB7 H?B;L7P?ED;
 7BB\7==?EHD7C;DJE
 7BB\7D7B?I? ;
7BB\audit :;?�FHE9;II?�:?�H?B;L7P?ED;�:?�:7J?�;�?D:?97JEH?�

FATTORE 6. Livello di informatizzazione del sistema
$ 9H?J;H? 9EDI?:;H7J? C?H7DE 7 L;H?<?97H; I; ?B I?IJ;C7 T
?DJ;=H7JE ; =;IJ?JE 7BB\?DJ;HDE :;BB\7CC?D?IJH7P?ED; ; D;?
9ED<HEDJ? :;BB\KJ;DP7 ?D CE:E KD?J7H?E 7JJH7L;HIE EFFEHJKD?
IJHKC;DJ?�?D<EHC7J?9?�

FATTORE 7. Livello di trasparenza del sistema
$ 9H?J;H? 9EDI?:;H7J? C?H7DE 7 L;H?<?97H; I; ?B I?IJ;C7 T 79�
9;II?8?B; 7BB\?DJ;HDE ;: 7BB\;IJ;HDE
 I;9ED:E 9H?J;H? :;<?D?J?
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7 FH?EH? ; I;9ED:E 97D7B? ?:ED;? H?IF;JJE 7BB; ;I?=;DP; ?D�
<EHC7J?L;�:;BB;�:?L;HI;�97J;=EH?;�:?�KJ;DJ?�;:�?DJ;HBE9KJEH?�

&\7D7B?I? :;? <7JJEH? FHEFEIJ? >7 F;H E8?;JJ?LE =;D;H7B; GK;BBE :?
:;<?D?H; B\;IJ;DI?ED; ; B7 FHE<ED:?JS :;B I?IJ;C7 :? C?IKH7P?E�
D; :;BB7 performance EH=7D?PP7J?L7� .7B; 7D7B?I? H?9>?;:;
 EB�
JH; 7BB\7D7B?I? :E9KC;DJ7B;
 KD\EII;HL7P?ED; :?H;JJ7 :;=B? ;B;�
C;DJ? 9>; 9ECFED=EDE ?B I?IJ;C7
 ELL;HE :? E8?;JJ?L? ;: ?D:?�
97JEH?�
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Tabella 11 - FATTORE 4. Ambiti e metodologie di misurazione.

CRITERI Sì/
No

Analisi del criterio ed
eventuali documenti di

riferimento

��� &\7CC?D?IJH7P?ED;�>7�?:;DJ?<?97JE�KD�CE:;BBE�=;D;H7B;�:?�H7FFH;I;DJ7P?ED;�:;BB7 performance

:;I9H?JJE�?D�KD�:E9KC;DJE�IKB -?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance�

��� (;B�I?IJ;C7�IEDE�H?B;L7J?�:7J?�9EDJ78?B?�H?9B7II?<?97J?�?D�9;DJH?�:?�9EIJE�;E�9;DJH?�:?�H;IFEDI78?B?JS

9E;H;DJ?�9ED�B7�IJHKJJKH7�EH=7D?PP7J?L7��I;HL?P?�=;D;H7B?
�I;JJEH?
�I;HL?P?�:?�B?D;7��

��� (;B�I?IJ;C7�IEDE�?DJ;=H7J?�?�:7J?�9EDJ78?B?�<?D7DP?7H?�9ED�H?B;L7P?ED?�;9EDEC?9E�F7JH?CED?7B?�

��� $B�I?IJ;C7�IF;9?<?97�?B�B;=7C;�BE=?9E�;I?IJ;DJ;�JH7�?D:?97JEH?�I;B;P?ED7J?
�E8?;JJ?L?�; target :;<?D?J?

��� &\7CC?D?IJH7P?ED;�H?B;L7�F;H?E:?97C;DJ;�?D:?97JEH?�9>;�:;I9H?LEDE�;B;C;DJ?�:?�9EDJ;IJE�;
9ECFB;II?JS�KJ?B?�7�9ECFH;D:;H;�B;�9ED:?P?ED?�?D�9K?�7LL?;D;�B7�=;IJ?ED;�

��� "B?�E8?;JJ?L?�IJH7J;=?9?�IEDE�9EHH;:7J?�:?�?D:?97JEH?�9>;�D;�C?IKH7DE�B\7JJK7P?ED;
�B\?CF7JJE ;�B;
H?IEHI;�

���
"B?�?D:?97JEH?�:? ?CF7JJE �outcome��IEDE�799ECF7=D7J?�:7�EFFEHJKD? set :?�:7J?�9>;�I?�H?<;H?I9EDE
7BB;�9ED:?P?ED?�:?�9EDJ;IJE�;�9>;�C?IKH7DE�B\;<<;JJE�FHE:EJJE�:7�:?D7C?9>;�7C8?;DJ7B?�;:�?DJ;H�
?IJ?JKP?ED7B?�IK=B? ?CF7JJ? :;BB\7CC?D?IJH7P?ED;�

��� I;HL?P?�;�7JJ?L?JS�:;BB\7CC?D?IJH7P?ED;�IEDE�C?IKH7J?�7JJH7L;HIE�?D:?97JEH?�9>;�:;I9H?LEDE�GK7DJ?JS

GK7B?JS
�;<<?9?;DP7
�;<<?979?7�; customer satisfaction�

��� &\7CC?D?IJH7P?ED;�>7�?:;DJ?<?97JE�=B? standard F;H�?�I;HL?P?�=;IJ?J?�?D�FHEFH?E�;�F;H�?�I;HL?P?�7<<?:7J?�7
F7HJ;9?F7J;�;E�9ED9;II?ED7H?;�

���� *;H�?�I;HL?P?�;HE=7J?�7?�9?JJ7:?D?�;:�7BB;�?CFH;I;
�?B�I?IJ;C7�H?B;L7�B7�GK7B?JS�:;BB\;HE=7P?ED;�?D�J;HC?D?
:?�799;II?8?B?JS
�J;CF;IJ?L?JS
�JH7IF7H;DP7�;:�;<<?979?7�

���� &\7CC?D?IJH7P?ED;�>7�?:;DJ?<?97JE�<H7�=B?�7C8?J?�:?�C?IKH7P?ED;�:;BB7 performance B7�FHEFH?7�I7BKJ;�7
B?L;BBE�:?�;DJ;�

���� &\7CC?D?IJH7P?ED;�CED?JEH7�7JJH7L;HIE�KD7�I;B;P?ED;�:?�?D:?97JEH?�?B�FHEFH?E�IJ7JE�:?�I7BKJ;
;9EDEC?9E�<?D7DP?7H?7��;GK?B?8H?E�;9EDEC?9E
�;DJH7J;
�IF;I;
�?D:;8?J7C;DJE
�F7JH?CED?E��

����
&\7CC?D?IJH7P?ED;�CED?JEH7�7JJH7L;HIE�?D:?97JEH?�?B�FHEFH?E�IJ7JE�:?�I7BKJ;�EH=7D?PP7J?L7
�97H7JJ;H?IJ?9>;�:;B�F;HIED7B;
�9B?C7�EH=7D?PP7J?LE
�IL?BKFFE�:;BB;�9ECF;J;DP;
�EH=7D?PP7P?ED;

;J9���

���� &\7CC?D?IJH7P?ED;�CED?JEH7�7JJH7L;HIE�?D:?97JEH?�BE�IJ7JE�:?�I7BKJ;�:;BB;�FHEFH?;�H;B7P?ED?�9ED�=B?
stakeholder �KJ;DJ?
�?CFH;I;
�7IIE9?7P?ED?
�7P?;D:;�9EDJHEBB7J;
 partner ?IJ?JKP?ED7B?��

���� &\7CC?D?IJH7P?ED;�ILEB=;�7JJH7L;HIE�?D:?97JEH?�KD\7P?ED;�I?IJ;C7J?97�E�I;B;JJ?L7�:?�9ED<HEDJE�9ED
7BJH;�7CC?D?IJH7P?ED?��benchmark��

����
&\7CC?D?IJH7P?ED;�I?�T�:EJ7J7�:?�KD F?7DE�:;BB7 performance 9>;�7==?EHD7�7DDK7BC;DJ;�;
C7DJ?;D;�9E;H;DJ;�7B�FHEFH?E�8?B7D9?E��?DJ;=H7P?ED; 9?9BE�:?�=;IJ?ED;�:;BB7 performance ;�9?9BE�:?
FHE=H7CC7P?ED;�;9EDEC?9E�<?D7DP?7H?7��
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Tabella 12 - FATTORE 5. Processo, soggetti e responsabilità del sistema.

CRITERI Sì/
No

Analisi del criterio ed
eventuali documenti di

riferimento

��� (;BB7�:;<?D?P?ED;�:;=B?�?D:?H?PP?
�:;=B?�E8?;JJ?L?�IJH7J;=?9?�;�:;=B?�E8?;JJ?L?�:?�=;IJ?ED;
:;BB\7CC?D?IJH7P?ED;�T�;IJ;IE�?B�H?9EHIE�7:�?D:?97JEH?�

��� "B?�?D:?97JEH?�:;B�I?IJ;C7�IEDE�?CF?;=7J?�?D�<7I;�:?�L7BKJ7P?ED;�:;B�B?L;BBE�:?�H7==?KD=?C;DJE�:;=B?
E8?;JJ?L?�:;BB\7CC?D?IJH7P?ED;��performance EH=7D?PP7J?L7��

��� $B�9EDI?=B?E�KJ?B?PP7�?B�I?IJ;C7�:?�C?IKH7P?ED;�7?�<?D?�:;BB\;I;H9?P?E�:;BB7�<KDP?ED?�:?�?D:?H?PPE�;
CED?JEH7==?E�

��� $B�I?D:79E=?KDJ7�>7�7:EJJ7JE�?B�I?IJ;C7�IKBB7�87I;�:;BB7�FHEFEIJ7�FH;I;DJ7J7�:7BB\)$0�

��� &\)$0 T�IJ7JE�DEC?D7JE�;�ILEB=;�KD\7P?ED;�:?�L7B?:7P?ED;�;�IL?BKFFE�:;B�I?IJ;C7�:?�C?IKH7P?ED;�;
L7BKJ7P?ED;�

��� $B�:?H;JJEH;�=;D;H7B;I;=H;J7H?E�=;D;H7B; 7II?9KH7�B\?CF?;=E�;�BE�IL?BKFFE�:;B�I?IJ;C7�?D�B?D;7�9ED
B;�?D:?97P?ED?�<EHD?J;�:7BB\)$0�

��� $�:?H?=;DJ?�;�<KDP?ED7H?�9ED�FEI?P?ED;�:?�H;IFEDI78?B?JS�?CF?;=7DE�?B�I?IJ;C7�D;BB\7C8?JE�:;?�FHEFH?
FHE9;II?�:;9?I?ED7B?�

���
"B? stakeholder �KJ;DJ?
�?CFH;I;
�7IIE9?7P?ED?
�7P?;D:;�9EDJHEBB7J;
 partner ?IJ?JKP?ED7B?��>7DDE
799;IIE�7B�I?IJ;C7�;�FEIIEDE�IK�H?9>?;IJ7�E�F;H�IF;9?<?9>;�;I?=;DP;�9>?;:;H;�?DJ;=H7P?ED?�E
IK==;H?H;�CE:?<?9>;�

Tabella 13 - FATTORE 6. Livello d’informatizzazione del sistema.

CRITERI Sì/
No

Analisi del criterio ed eventuali
documenti di riferimento

��� &\7CC?D?IJH7P?ED;�>7�:;<?D?JE�;IFB?9?J7C;DJ;�B7�FHEFH?7 IJH7J;=?7 :? e-government ?D�KDE
:;?�IKE?�:E9KC;DJ?�

��� &\7CC?D?IJH7P?ED;�>7�KD7�FHEFH?7�7HJ?9EB7P?ED;�EH=7D?PP7J?L7�9>;�I?�E99KF7�:;BB7
FHE=;JJ7P?ED;
�7:;I?ED;�;:�7JJK7P?ED;�:;?�FHE=;JJ?�:? e-government�

��� &\7CC?D?IJH7P?ED;�:?IFED;�:?�KD�I?IJ;C7  ,*
�E�:?�KD�I?IJ;C7�=;IJ?ED7B;�;GK?L7B;DJ;

?DJ;=H7JE�9ED�?�I?IJ;C?�=;IJ?ED7B?�H;B7J?L?�7BB;�:?L;HI;�7JJ?L?JS�;�I;HL?P?�

��� &\7CC?D?IJH7P?ED;�:?IFED;�:?�KD software 7FFB?97J?LE�7�IKFFEHJE�:;B 9EDJHEBBE�:?�=;IJ?ED;�

��� &\7CC?D?IJH7P?ED;�>7�KD�I?JE�7==?EHD7JE�F;H?E:?97C;DJ;�9ED�?D<EHC7P?ED?�IKBB;�7JJ?L?JS�;:�?
I;HL?P?�ILEBJ?�;�9ED�:E9KC;DJ?�H;B7J?L?�7BB\7CC?D?IJH7P?ED;�

��� &\7CC?D?IJH7P?ED;�H;D:;�:?IFED?8?B?�IKB�I?JE�I;HL?P? on-line��-?�?D:?9>?DE�GK;BB?
C7==?EHC;DJ;�KJ?B?PP7J?�:7=B?�KJ;DJ?�

��� &\7CC?D?IJH7P?ED;�:?IFED;�:?�87D9>;�:7J?�799;II?8?B?�7D9>; on-line �I;�I?
�IF;9?<?97H;�?B
J?FE�:?�?D<EHC7P?ED?�9>;�9EDJ;D=EDE��
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Tabella 14 - FATTORE 7. Il livello di trasparenza del sistema.

CRITERI Sì/
No

Analisi del criterio ed
eventuali documenti di

riferimento

��� &\7CC?D?IJH7P?ED;�FEHJ7�7�9EDEI9;DP7�:?�9?JJ7:?D?�;:�7BJH;�97J;=EH?;�:? stakeholder ?B�FHEFH?E
CE:;BBE�:?�C?IKH7P?ED;
�=B?�?D:?97JEH?�;�=B?�IJHKC;DJ?�:?�CED?JEH7==?E�

��� &\7CC?D?IJH7P?ED;�9ECKD?97�?B�B?L;BBE�:?�H?IEHI;�?CF?;=7JE�D;BB;�FHEFH?;�7JJ?L?JS�;�9ECKD?97�B7
9ECFEI?P?ED;�:;BB;�;DJH7J;�9>?7H;D:ED;�B\EH?=?D;�;�B7�:?I9H;P?ED7B?JS�

��� &\7CC?D?IJH7P?ED;�H?7IIKC;�B;�?D<EHC7P?ED?�FHE:EJJ;�:7B�I?IJ;C7�9EDJ78?B;�?D�CE:E�:7�H;D:;H;
9>?7H7�B7�9EHH;B7P?ED;�<H7�IF;I;�IEIJ;DKJ;�;�H?IKBJ7J?�FHE:EJJ?�

��� &\7CC?D?IJH7P?ED;�>7�7JJ?LE�IKB�FHEFH?E�I?JE�E�C;:?7DJ;�B?D;7�J;B;<ED?97�KD�I;HL?P?E�:?
?D<EHC7P?ED;�IK�H?9>?;IJ7�

��� &\7CC?D?IJH7P?ED;�H;D:;�FK88B?9?�;�L?I?8?B?�B;�97H7JJ;H?IJ?9>;
�=B? standard ;�?�H?IKBJ7J?�H7==?KDJ?
D;BB\;HE=7P?ED;�:;?�FHEFH?�I;HL?P?�

��� &\7CC?D?IJH7P?ED;�?DJ;=H7�B;�?D<EHC7P?ED?�H;B7J?L;�7?�I;HL?P?�;HE=7J?�9ED�:7J?�:? benchmark ;
9ED<HEDJ?�9ED�7BJH;�7CC?D?IJH7P?ED?�

��� $�9?JJ7:?D?�;�=B?�7BJH? stakeholder :;BB\7CC?D?IJH7P?ED;�FEIIEDE�799;:;H;�?D�CE:E�7JJ?LE�7B�I?JE
web ;�H;D:;H;�FK88B?9?�?�FHEFH?�F7H;H?�?D�H;B7P?ED;�7BB;�7JJ?L?JS�;:�7?�I;HL?P?�EJJ;DKJ?�

���
&\7CC?D?IJH7P?ED;�H;D:;�:?IFED?8?B?�IKB�FHEFH?E�I?JE�?D<EHC7P?ED?�H;B7J?L;�7BB\7II;JJE�?IJ?JKP?ED7B;
;:�EH=7D?PP7J?LE
�7?�9ECFED;DJ?�:;=B?�EH=7D?�FEB?J?9?�;�7?�:?H?=;DJ?�;�H;IFEDI78?B?�:?�KD?JS
EH=7D?PP7J?L7�

TEMA 3. La valutazione della performance

';DK a &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H? a &7
check list 7�IKFFEHJE�:;BB\7D7B?I?

&7 L7BKJ7P?ED; :;BB7 performance H7FFH;I;DJ7 ?B <?D; KBJ?CE
:;BB7 C?IKH7P?ED;� .7B; L7BKJ7P?ED; I? H;7B?PP7 D;B CEC;DJE
?D 9K? B; ?D<EHC7P?ED? 9EDJ;DKJ; D;=B? ?D:?97JEH? :;B I?IJ;C7
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L;D=EDE ?DJ;HFH;J7J; 7BB7 BK9; :;=B? E8?;JJ?L? 9>;
B\7CC?D?IJH7P?ED; 7L;L7 ?B 9ECF?JE :? H7==?KD=;H; ; I? JH7:K�
9EDE ?D KD =?K:?P?E� $B FHE9;IIE :? L7BKJ7P?ED; T H;IE 9EC�
FB;IIE :7 JH; EH:?D? :? <7JJEH?� $D FH?CE BKE=E
 B7 L7BKJ7P?ED;
 7B
F7H? :;BB7 C?IKH7P?ED;
 T KD FHE9;IIE CKBJ?:?C;DI?ED7B; 9>;
FH;D:; ?D 9EDI?:;H7P?ED; 7B J;CFE IJ;IIE CEBJ;FB?9? 7C8?J? :?
F;H<EC7D9; �?CF7JJ?
 IJH7J;=?7
 7JJ?L?JS ; I;HL?P?
 IJ7J? :? I7BKJ;

benchmarking
 ;J9�� $D I;9ED:E BKE=E
 9?7I9KDE :? J7B? 7C8?J?
>7 H;IFEDI78?B?
 ?DJ;HBE9KJEH?
 EH?PPEDJ? J;CFEH7B? ; 9EDJ;IJ? :?
H?<;H?C;DJE IF;9?<?9?
 ; F;HJ7DJE E99EHH; IF;9?<?97H; ?B F;H9EH�
IE :? L7BKJ7P?ED;� $D J;HPE BKE=E B7 L7BKJ7P?ED; T KD FHE9;I�
IE 9>; I? 9ECF?; B7::EL; 7LL?;D; KD7 9ED:?L?I?ED; :;BB\;I?JE
:;BB7 L7BKJ7P?ED; IJ;II7 9ED ? IE==;JJ? ? 9K? ?DJ;H;II? IEDE
?D<BK;DP7J? :7BB7 performance :;BB\7CC?D?IJH7P?ED;� -; J7B;
9ED:?L?I?ED; DED 7LL?;D; B7 L7BKJ7P?ED; :;BB7 performance

EH=7D?PP7J?L7 :?L;DJ7 KD ;I;H9?P?E 7KJEH;<;H;DP?7B; 9>; :?<<?�
9?BC;DJ;�?DD;I97�C?=B?EH7C;DJ?�:;BB7 performance H;7B;�
�? I;=K?JE I? FH;I;DJ7 B\;B;D9E :;? <7JJEH? 9>; :;I9H?LEDE ?B
FHE9;IIE�:?�L7BKJ7P?ED;�;�B;�9ED:?P?ED?�F;H�KD7�IK7�;<<?979?7�
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FATTORE 8. Riflessi della valutazione sui processi
decisionali

$ <7JJEH? FKDJ7DE B\7JJ;DP?ED; IK? FHE9;II? :;9?I?ED7B? 9>;
B\7CC?D?IJH7P?ED; 7JJ?L7 7 I;=K?JE :;BBE ILEB=?C;DJE :;B
FHE9;IIE :? L7BKJ7P?ED; ?D ?J?D;H; ; 7B J;HC?D; :;B 9?9BE :?
=;IJ?ED;�:;BB7 performance�

FATTORE 9. Ambiti e metodologie di valutazione
$ <7JJEH? 9EDI?:;H7J? C?H7DE 7 L;H?<?97H; I;
B\7CC?D?IJH7P?ED; H;7B?PP7 KD F;H9EHIE :? L7BKJ7P?ED; 9E;�
H;DJ; H?IF;JJE 7B I?IJ;C7 :? C?IKH7P?ED; ; ?D =H7:E :? ;IFB?�
9?J7H;�KD7�L7BKJ7P?ED;�:;?�:?L;HI?�B?L;BB?�EH=7D?PP7J?L?�

FATTORE 10. Processo, soggetti e responsabilità della
valutazione

$ <7JJEH? 9EDI?:;H7J? C?H7DE 7 L;H?<?97H; I;
B\7CC?D?IJH7P?ED; >7 9>?7H7C;DJ; :;<?D?JE ?B FHE9;IIE :?
L7BKJ7P?ED; ; I; B; H;IFEDI78?B?JS B;=7J; 7=B? ;I?J? :;BB7 L7�
BKJ7P?ED;�IEDE�IJ7J;�:;<?D?J;�9ED�9>?7H;PP7�

Lo sviluppo del ciclo della performance. Principi e criteri



&\7D7B?I? :;? <7JJEH? FHEFEIJ? >7 F;H E8?;JJ?LE =;D;H7B; GK;BBE
:? 9EDI;DJ?H; 7BB; 7CC?D?IJH7P?ED? :? ?CFEIJ7H; F;H9EHI? :? L7�
BKJ7P?ED; 9>; I?7DE EH?;DJ7J? 7: KD C?=B?EH7C;DJE 9ECFB;II?�
LE :;BB7 performance� .7B; 7D7B?I? H?9>?;:;
 EBJH; 7BB\7D7B?I? :E�
9KC;DJ7B;
 KD\EII;HL7P?ED; :;BB; :?D7C?9>; :? ?CF?;=E :;BB;
L7BKJ7P?ED?�D;?�FHE9;II?�:;9?I?ED7B?�

Tabella 15 - FATTORE 8. Riflessi della valutazione sui processi decisionali.

CRITERI Sì/
No

Analisi del criterio ed
eventuali documenti di

riferimento
��� &\7CC?D?IJH7P?ED;�>7�;IFB?9?J7JE�B;�<?D7B?JS�:;B�FHE9;IIE�:?�L7BKJ7P?ED;�

��� &\7CC?D?IJH7P?ED;�>7�:7JE�;L?:;DP7�7B�H;7B;�B?L;BBE�:? performance H7==?KDJE
�7D9>;�I;
87IIE�E�D;=7J?LE�

��� &\7CC?D?IJH7P?ED;�?DJ;HL?;D;�FH?EH?J7H?7C;DJ;�IK=B?�7C8?J?�:;BB7 performance 9>;�>7DDE
H;=?IJH7JE�KD7�L7BKJ7P?ED;�87II7�;E�D;=7J?L7�

��� "B?�EH=7D?�:?�L;HJ?9;�FEB?J?9E�J;D=EDE�9EDJE�:;BB\;I?JE�:;BB7�L7BKJ7P?ED;�;�:;B�B?L;BBE�:?
performance H7==?KDJE�:7BB\7CC?D?IJH7P?ED;�F;H�H;L?I?ED7H;�B;�FHEFH?;�B?D;;�:?�?D:?H?PPE�

��� &\7CC?D?IJH7P?ED;�7BB?D;7�B7�=;IJ?ED;�:;BB7 performance 7BB7�=;IJ?ED;�;9EDEC?9E�<?D7DP?7H?7
7JJH7L;HIE�B\7D7B?I?�:;=B?�;<<;JJ?�IKBB7 performance FHE:EJJ?�:7�L7H?7P?ED?�:;?�B?L;BB?�:?�IF;I7�

��� &\7CC?D?IJH7P?ED;�7==?EHD7�?B F?7DE�:;BB7 performance ?D�CE:E�:7�H;D:;HBE�:;B�JKJJE�9E;H;DJ;
7BBE�I9;D7H?E�:;B?D;7JE�D;BB7�H;B7P?ED;�IKBB7 performance�

��� &\7CC?D?IJH7P?ED;�H?9EDI?:;H7�B7�IJH7J;=?9?JS�:?�KD�E8?;JJ?LE�I;�B7�IK7�7JJK7P?ED;�DED�T
7LL;DKJ7�D;?�J;HC?D?�FHE=H7CC7J?�

��� &\7CC?D?IJH7P?ED;�?:;DJ?<?97�IF;9?<?9>;�7P?ED?�:?�C?=B?EH7C;DJE�I;�B7 performance :?�KD
I;HL?P?E�DED�T�IJ7J7�?D�B?D;7�7�GK7DJE�FHE=H7CC7JE�

��� &\7CC?D?IJH7P?ED;�7JJ?L7�H;B7P?ED?�?DJ;H�?IJ?JKP?ED7B?�?D�FH;I;DP7�:? ?CF7JJ? :?I7BB?D;7J?�H?IF;JJE
7BB;�7IF;JJ7J?L;�

���� &\7CC?D?IJH7P?ED;�7LL?7�F;H9EHI?�:?�7FFH;D:?C;DJE�; benchmarking D;?�9ED<HEDJ?�:?�GK;BB;
7CC?D?IJH7P?ED?�9>;�I?7DE�H?KI9?J;�7:�EJJ;D;H;�C?=B?EH? performance�

���� &\7CC?D?IJH7P?ED;�FEII?;:;�C;997D?IC?�:?�L;H?<?97�:;B�B?L;BBE�9ECFB;II?LE�:?�9E;H;DP7�JH7
:;9?I?ED?�7IIKDJ;�:7BB\7CC?D?IJH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance�
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Tabella 16 - FATTORE 9. Ambiti e metodologie di valutazione.

CRITERI Sì/
No

Analisi del criterio ed eventuali
documenti di riferimento

��� &\7CC?D?IJH7P?ED;�L7BKJ7
�7JJH7L;HIE�KD�FHE9;IIE�7HJ?9EB7JE
�?�:?L;HI?�7C8?J?�9>;
9ECFED=EDE�B7 performance EH=7D?PP7J?L7�

��� "B?�?D:?97JEH?�:;B�I?IJ;C7�IEDE�?CF?;=7J?�?D�<7I;�:?�L7BKJ7P?ED;�:;B�B?L;BBE�:?
H7==?KD=?C;DJE�:;=B?�E8?;JJ?L?�:;BB\7CC?D?IJH7P?ED;��performance EH=7D?PP7J?L7��

��� &\7CC?D?IJH7P?ED;�>7�:;<?D?JE
�F;H�9?7I9KD�7C8?JE�:?�L7BKJ7P?ED;
�C;JE:?�IF;9?<?9?�;
:?<<;H;DP?7J?�:?�:;J;HC?D7P?ED;�:;B�B?L;BBE�:? performance H7==?KDJE�

��� $B�FHE9;IIE�7II?9KH7�KD7�L7BKJ7P?ED;�9E;H;DJ;�JH7�:?L;HI?�7C8?J?�;�JH7�B?L;BBE�EH=7D?PP7J?LE
;�B?L;BBE�?D:?L?:K7B;�

��� &7�IJHKJJKH7�:;BB7 H;B7P?ED;�IKBB7 performance T�9E;H;DJ;�9ED�GK;BB7�:;B F?7DE�:;BB7
performance�

��� &7 H;B7P?ED;�IKBB7 performance T�IJHKJJKH7J7�?D�CE:E�J7B;�:7�;II;H;�9ECFH;DI?8?B;�7D9>;
:7�F7HJ;�:?�KD�FK88B?9E�:?�DED�7::;JJ?�7?�B7LEH?�

��� &\7CC?D?IJH7P?ED;�H;7B?PP7�D;B�FHE9;IIE�:?�L7BKJ7P?ED;�9ED<HEDJ?�9ED�B7 performance

H7==?KDJ7�:7�7BJH;�7CC?D?IJH7P?ED?�

Tabella 17 - FATTORE 10. Processo, soggetti e responsabilità della valutazione.

CRITERI Sì/
No

Analisi del criterio ed eventuali
documenti di riferimento

���� &)$0�7II?9KH7�9>;�B\7CC?D?IJH7P?ED;�H;D:7�:?IFED?8?B?�?D�CE:E�E==;JJ?LE�=B?�;B;C;DJ?
IK�9K?�I?�<ED:7�B7�FHEFH?7�L7BKJ7P?ED;�

���� &\EH=7DE�:?�L;HJ?9;�FEB?J?9E�I?�7IIKC;�9>?7H7C;DJ;�B7�H;IFEDI78?B?JS�:;B�B?L;BBE�:?
performance EH=7D?PP7J?L7�H7==?KDJ7�:7BB\7CC?D?IJH7P?ED;�

���� $B�:?H;JJEH;�=;D;H7B;� I;=H;J7H?E�=;D;H7B; I?�7IIKC;�B7�H;IFEDI78?B?JS�:?�=K?:7H;�?B
FHE9;IIE�:?�L7BKJ7P?ED;�:;BB7 performance EH=7D?PP7J?L7�

���� $B�9EDI?=B?E�T�?D<EHC7JE�J;CF;IJ?L7C;DJ;�:;BB\;I?JE�:;BB7�L7BKJ7P?ED;�

���� $B�F;HIED7B;�:?H?=;DJ;�;�?�HKEB?�EH=7D?PP7J?L?�9>;�>7DDE�H;IFEDI78?B?JS�:?�=;IJ?ED;�IEDE
9E?DLEBJ?�D;B�FHE9;IIE�:?�L7BKJ7P?ED;�

���� &7�L7BKJ7P?ED;�I?�9ED9BK:;�;DJHE�J;CF?�9ED=HK?�H?IF;JJE�7BB7�9>?KIKH7�:;BB;�FHE9;:KH;
:?�H?B;L7C;DJE�:;?�:7J?�

���� &\;I?JE�:;BB7�L7BKJ7P?ED;�T�9ED:?L?IE�9ED�9?JJ7:?D?�;:�7BJH;�97J;=EH?;�:?�FEHJ7JEH?�:?
?DJ;H;II;�
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Collegamenti

�B <?D; :? H;D:;H; F?X 7=;LEB; ?B F;H9EHIE :? 7FFHE<ED:?C;DJE
I? I;=D7B7DE :? I;=K?JE ? 9EDJ;DKJ? :;BB; 7BJH; I;P?ED? 9>;
9ECFED=EDE�?B�C7DK7B;�

_ ?B H7FFEHJE  IF;H?;DP; ; leading practice ?D 7B9KD; 7CC?D?�
IJH7P?ED? BE97B? 9>; FH;I;DJ7 ? H?IKBJ7J? :;B F;H9EHIE :? 7D7B?I?
9ECF?KJE IKBB; I;? 7CC?D?IJH7P?ED? F?BEJ7 D;B F;H?E:E ����
���� 9ED B\E8?;JJ?LE :? C;JJ;H; ?D ;L?:;DP7 B; leading prac-

tice ;C;HI; :KH7DJ; B\;IF;H?;DP7 :? 7JJK7P?ED; :;BB; ?DDE�
L7P?ED? ?D J;C7 :? performance management ?DJHE:EJJ; :7B
:;9H;JE�B;=?IB7J?LE�D���������

_ ? � H7FFEHJ? H;B7J?L? 7BB; ;IF;H?;DP; :;BB; 7CC?D?IJH7P?ED?
F?BEJ7 ��H;PPE
 �;H=7CE
 (EL7H7
 ,;==?E  C?B?7
 0;HED7

/D?ED; 9ECKD? :;BB7 �7II7 ,EC7=D7�
 9>; FH;I;DJ7DE D;B
:;JJ7=B?E B; 7D7B?I? ILEBJ; FH;IIE 9?7I9KD7 7CC?D?IJH7P?ED;
?D H;B7P?ED; 7B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7
performance EH=7D?PP7J?L7 ?D ;II;H; D;B ����� .7B? H7FFEH�



J? :;I9H?LEDE ?DEBJH; B; 7P?ED? :? C?=B?EH7C;DJE FEIJ; ?D ;I�
I;H; :7BB; 7CC?D?IJH7P?ED? F?BEJ7 D;B F;H?E:E �������� 7B
<?D; :? H7<<EHP7H; ?B 9?9BE :;BB7 performance
 B7 L7BKJ7P?ED;
:;BB7 performance
 B7 H;:7P?ED; :;B F?7DE ; :;BB7 H;B7P?ED;
IKBB7 performance�

_ ?B H7FFEHJE IK? F;H9EHI? :? C?=B?EH7C;DJE D;? 9ECKD? :;BB;
H;=?ED? )8?;JJ?LE �EDL;H=;DP7
 9>; ?BBKIJH7 ?B F;H9EHIE :;B
B7LEHE :;BB; 7CC?D?IJH7P?ED? 9E?DLEBJ; ?D �7B78H?7
 �7CF7�
D?7
 *K=B?7 ; -?9?B?7 9ED B\7JJ?L?JS :? 7<<?7D97C;DJE
 FH;I;D�
J7D:ED; ? C?=B?EH7C;DJ? 9EDI;=K?J? D;BB\7JJK7P?ED; :;B 9?�
9BE :? =;IJ?ED; :;BB7 performance ;: ;L?:;DP?7D:E 7B9KD;
;IF;H?;DP;�F7HJ?9EB7HC;DJ;�I?=D?<?97J?L;�

_ ?B H7FFEHJE IKBB\ LEBKP?ED; ?D 9EHIE D;? 9ECKD? 97FEBKE=E
:? FHEL?D9?7
 9>; :;I9H?L; ?D EJJ?97 9ECF7H7J?L7 B\;I?JE
:;BB\;I7C; 9ECF?KJE IKB <?D?H; :;B ���� IK? I?J? web ; FHE�
FED;
 F;H KD7 I;B;P?ED; :? 9ECKD? 97FEBKE=E :? FHEL?D9?7

7FFHE<ED:?C;DJ? 9ED:EJJ? 7JJH7L;HIE 7D7B?I? :E9KC;DJ7B;
;:�?DJ;HL?IJ;�
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Esperienze e leading pratice in alcune ammini-
strazioni locali

$DJHE:KP?ED;

���&\7JJK7P?ED;�:;BB7�H?<EHC7�D;BB;�7CC?D?IJH7P?ED?
BE97B?

����&7�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance

D;BB7�FK88B?97�7CC?D?IJH7P?ED;

����&\?:;DJ?<?97P?ED;�:? leading pratice

����$B�F;H9EHIE�:?�7D7B?I?�FHEFEIJE�7BB;�7CC?D?IJH7P?ED?
BE97B?�F?BEJ7

���$B�9?9BE�:;BB7�F;H<EC7D9;�D;BB;�7CC?D?IJH7P?ED?�F?�
BEJ7

����&;�7CC?D?IJH7P?ED?�F?BEJ7

����&;��ED:?P?ED?��8?B?J7DJ?

����$B�I?IJ;C7�:?�C?IKH7P?ED;



����"B?�?D:?97JEH?

����&7�L7BKJ7P?ED;�:;BB7 performance

����$B�F?7DE�:;BB7 performance

����&7�H;B7P?ED;�IKBB7 performance

�� Lesson learned ;�C?=B?EH7C;DJ?�?DJH7FH;I?

����&; lesson learned IK?�I?IJ;C?�:?�C?IKH7P?ED;�;�L7�
BKJ7P?ED;

����&; leading pratice ;C;HI;

�����P?ED?�:?�C?=B?EH7C;DJE�?DJH7FH;I;

��� Lesson learned :7?�F;H9EHI?�:?�C?=B?EH7C;DJE
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';DK a  IF;H?;DP;�; leading pratice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B?

Introduzione

$B FH;I;DJ; H7FFEHJE FHEFED; B\;I?JE :? KD F;H9EHIE :? 7D7B?I?
9ECF?KJE IK KD7 I;B;P?ED; :? � 7CC?D?IJH7P?ED? BE97B? F?BEJ7
�� 9ECKD? ; � /D?ED; :? 9ECKD;� 9ED B\E8?;JJ?LE :? C;JJ;H; ?D
;L?:;DP7 leading pratice ;C;HI; D;B F;H9EHIE :? ?CFB;C;DJ7�
P?ED; :;? 9EDJ;DKJ? :? H?<EHC7 :;B �� &=I� ������� 4&;==? ?B
J;IJE�?D�H;J; 5�
&7 I9;BJ7 :? ;L?:;DP?7H; B; ;IF;H?;DP; ?D KD GK7:HE KD?J7H?E I?
FED; B\E8?;JJ?LE :? FEHJ7HB; 7BB\7JJ;DP?ED; 7DP?JKJJE :;BB; 7BJH;
7CC?D?IJH7P?ED? BE97B? ; GK?D:? F?X ?D =;D;H7B; :? GK7DJ? 9E?D�
LEBJ? D;BB7 FHE=;JJ7P?ED; ; D;BB\7JJK7P?ED; :? F;H9EHI? :? ?DDE�
L7P?ED; ; 97C8?7C;DJE 9>; 788?7DE 7 9>; <7H; 9ED BE IL?BKF�
FE�:;B 9?9BE�:?�=;IJ?ED;�:;BB7 performance�
&\7D7B?I? :? I;=K?JE FHEFEIJ7
 9E;H;DJ;C;DJ; 7BB\?CFEIJ7P?ED;
=;D;H7B; :7J7 7B FHE=;JJE D;BB\7C8?JE :;B GK7B; ?B FH;I;DJ;
H7FFEHJE I? ?DI;H?I9;
 I? <E97B?PP7 IKB J;C7 :;BB7 C?IKH7P?ED;

http://www.funzionepubblica.gov.it/media/155296/testo_del_decreto_150_del_27ottobre09.pdf
http://www.funzionepubblica.gov.it/media/155296/testo_del_decreto_150_del_27ottobre09.pdf


; L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7� $B B?L;BBE :;BB7
performance :? ;DJ; 7FF7H; ?D<7JJ? ;II;H; GK;BBE H?IF;JJE ?B
GK7B; 7: E==? B; 7CC?D?IJH7P?ED? IE<<HEDE KD C?DEH; B?L;BBE
:? 9ECF;J;DP; ; :? ;IF;H?;DP; :7 FH;D:;H; 7 H?<;H?C;DJE ;
9?W J7DJE F;H KD7 IJEH?97 97H;DP7 :;? I?IJ;C? :? C?IKH7P?ED;
; L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7
 J7DJE F;H
B\E8?;JJ?L7 :?<<?9EBJS :? C?IKH7H;
 9E;H;DJ;C;DJ; 7: KD 7FFHE9�
9?E CKBJ?�:?C;DI?ED7B;
 B7 performance :? KD7 FK88B?97 7CC?�
D?IJH7P?ED;�
$B H7FFEHJE 7HJ?9EB7 ? FHEFH? 9EDJ;DKJ? ?D JH; 97F?JEB?� $B FH?CE
97F?JEBE ?:;DJ?<?97 KD GK7:HE J;HC?DEBE=?9E :? H?<;H?C;DJE
 :;�
I9H?L; ?B F;H9EHIE :? 7D7B?I? ILEBJE ; =B? IJHKC;DJ? ?CF?;=7J? F;H
?:;DJ?<?97H; ;IF;H?;DP; ; leading pratice� $B I;9ED:E 97F?JE�
BE <EHD?I9; KD GK7:HE :;BB\;I?JE :;BB7 review 9ECF?KJ7 IKBB;
� 7CC?D?IJH7P?ED? BE97B? F?BEJ7 FH;I; ?D 9EDI?:;H7P?ED;
 :7D�
:E ;L?:;DP7 7BB; 97H7JJ;H?IJ?9>; FH;I;DJ? D;? I?IJ;C? :? C?IK�
H7P?ED; ; L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7 ?D KIE
FH;IIE B; IJ;II;� $B J;HPE 97F?JEBE H?9>?7C7 ?D J;HC?D? :? les-

son learned ; :? leading pratice
 =B? 7IF;JJ? F?X I?=D?<?97J?L? :;B�
B; 7D7B?I? ILEBJ;
 <EHD;D:E IFKDJ? :? H?<B;II?ED; ;
 IEFH7JJKJJE
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FHE=;JJ7P?ED; F;H B; 7BJH; 7CC?D?IJH7P?ED? C;JJ;D:E 7 I?IJ;�
C7 B; lesson learned ?D J;HC?D? :? FH?D9?F? 9K? B; 7CC?D?IJH7�
P?ED? BE97B? FEIIEDE ?IF?H7HI? D;B FHE=;JJ7H; ; C?=B?EH7H; ?B FHE�
FH?E 9?9BE�:?�=;IJ?ED;�:;BB7 performance�

*;H ?D9H;C;DJ7H; ?B B?L;BBE :? :;JJ7=B?E :;BB\7D7B?I? 9ED H?<;H?�
C;DJE 7 9?7I9KD7 I?D=EB7 7CC?D?IJH7P?ED; F?BEJ7 T FEII?8?B;
7FFHE<ED:?H; B7 B;JJKH7 :;BB; I;P?ED?� &\;IF;H?;DP7 :;B 9ECKD;
:? �H;PPE
 &\;IF;H?;DP7 :;B 9ECKD; :? �;H=7CE

&\;IF;H?;DP7 :;B 9ECKD; :? (EL7H7
 &\;IF;H?;DP7 :;B 9ECKD;
:? ,;==?E  C?B?7
 &\;IF;H?;DP7 :;B 9ECKD; :? 0;HED7

&\;IF;H?;DP7�:;BB\/D?ED;�:;?�9ECKD?�:;BB7��7II7�,EC7=D7�
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';DK a  IF;H?;DP;�; leading pratice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B?

1. L’attuazione della riforma nelle
amministrazioni locali

&7 H?<EHC7 ?DJHE:EJJ7 IKB <?D?H; :;B ���� :7B �� &=I� �������
4&;==? ?B J;IJE ?D H;J; 5 >7 FEIJE ;D<7I?
 JH7 =B? 7BJH?
 IK JH; 9ED�
9;JJ?
 FED;D:EB? ?D IJH;JJ7 H;B7P?ED; B\KDE 9ED B\7BJHE� B7 C?IKH7�
P?ED;
 B7 C;H?JE9H7P?7 ; B7 JH7IF7H;DP7� $ JH; 9ED9;JJ? D; IEJ�
J?DJ;D:EDE KD GK7HJE 9>; H7FFH;I;DJ7 7B J;CFE IJ;IIE ?B FKD�
JE :? F7HJ;DP7 ; ?B FKDJE :\7HH?LE :;B F;H9EHIE :? H?<EHC7 9>;
B; 7CC?D?IJH7P?ED? FK88B?9>; ?J7B?7D; :ELH7DDE 9EDJH?8K?H; 7:
7JJK7H; ?D GK;IJ? 7DD?� -? JH7JJ7 :;B 9ED9;JJE :? performance�
&7 H?<EHC7 I? ?DI;H?I9; ?D KD CEC;DJE IJEH?9E ?D 9K? B; perfor-

mance :;BB7 FK88B?97 7CC?D?IJH7P?ED; IEDE J7BLEBJ7 F;H9;F?�
J; 9EC; ?DIK<<?9?;DJ?� .7B; F;H9;P?ED; :;H?L7 F7H7:EII7BC;D�
J; DED :7 ?D<EHC7P?ED? JH7JJ; :7 I?IJ;C? :? C?IKH7P?ED; ; L7BK�
J7P?ED; :;? H?IKBJ7J? C7 :7 KD7 9ED:?P?ED; :? EF79?JS
 :? 9EDE�
I9;DP7 F7HP?7B; E I9EHH;JJ7 :;BB7 D7JKH7 ; :;B B?L;BBE :? H?IKBJ7J?
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9>; B; 7CC?D?IJH7P?ED? FK88B?9>; FHE:K9EDE� � GK;IJE :7JE I?
7==?KD=; F;H7BJHE B7 :?<<?9EBJS :? H?9EDEI9;H; ; FH;C?7H; ?B C;�
H?JE :? GK;? C7D7=;H FK88B?9? 9>; 9EDJH?8K?I9EDE F?X :? 7BJH? 7
H7==?KD=;H; H?IKBJ7J? ?CFEHJ7DJ?
 7D9>; GK7D:E GK;IJ? H?IKBJ7J?
I?�FHE:K9EDE�;�IEDE�;L?:;DJ?�
&\?CFEIJ7P?ED; :;BB\7JJK7B; F;H9EHIE :? H?<EHC7
 D;B IKE :;9B?�
D7H; ?D CE:E ;IFB?9?JE ? JH; 9ED9;JJ? EH7 H?9>?7C7J?
 I? :?I9EIJ7
:7B FH;9;:;DJ;
 ;: 7D7BE=E F;H9EHIE
 7LL?7JE D;B ���� JH7C?�
J; ?B �� &=I� ������� 4&;==? ?B J;IJE ?D H;J; 5 ; ?D9;DJH7JE IKB
9ED9;JJE :? 9EDJHEBBE� �D9>; ?D GK;B 97IE F;H7BJHE
 7B 9;DJHE
:;BB7 H?<EHC7
 ;H7 ?B 9ED9;JJE
 ?CFB?9?JE
 :? performance
 ?DJ;IE
?D J;HC?D? :? H?IKBJ7J? H?IF;JJE 7? GK7B? L;D?L7DE :;9B?D7J? ? :?L;H�
I?�B?L;BB?�7�9K?�I?�FKW�9EBBE97H;�B\7JJ?L?JS�:?�9EDJHEBBE�
&\7IF;JJE <EHI; F?X ?DDEL7J?LE :;B 9?J7JE �� &=I� �������
4&;==? ?B J;IJE ?D H;J; 5
 H?IF;JJE 7? JH; 9ED9;JJ? FH?C7 H?9>?7�
C7J?
 H?I?;:; :KDGK; D;BB\7L;H FEIJE B\;D<7I? 7DP?JKJJE IKB 9ED�
9;JJE :? performance
 FED;D:EBE 7B 9;DJHE :;B :?I;=DE 9EC�
FB;II?LE :;BB7 H?<EHC7� -? JH7JJ7 :? KD 9ED9;JJE 7CF?E
 :? :;H?�
L7P?ED; 7D=BEI7IIED;
 ; 9>; F;H B7 FH?C7 LEBJ7 JHEL7 ;IFH;I�
I?ED; 9ECF?KJ7 ?D KD J;IJE DEHC7J?LE� Performance H?9>?7C7
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7B J;CFE IJ;IIE ?B FEJ;DP?7B;
 B\7P?ED; ; ?B H?IKBJ7JE EJJ;DKJE :7
KD IE==;JJE� (;B H?<;H?H; J7B; 9ED9;JJE 7BB7 FK88B?97 7CC?D?�
IJH7P?ED; ;C;H=; JKJJ7 B7 9ECFB;II?JS :;B <;DEC;DE 7 9K? 9?
I?�FKW�H?<;H?H;�7JJH7L;HIE�?B�J;HC?D; performance�
.7B; 9ECFB;II?JS I? ;IFH?C; D;BB\;I?=;DP7 :? :;<?D?H; ;B;C;DJ?
9EC; �?� ?B 9?9BE :? =;IJ?ED; :;BB7 performance �7HJ� ��
 ?DJ;DIE
9EC; B7 I;GK;DP7 BE=?97 ; J;CFEH7B; :;BB; <7I? 9>; 9EDJH7:�
:?IJ?D=KEDE B7 H;7B?PP7P?ED; :? KD7 performance
 �??� ? B?L;BB?
:? performance �7HJ� ��
 :? ;DJ;
 :? =HKFFE ; ?D:?L?:K7B;
 �???�
=B? 7C8?J? :;BB7 performance EH=7D?PP7J?L7 �7HJ� ��
 :7BB\?CF7JJE
:;BB; FEB?J?9>; 7BB\;<<?9?;DP7
 ; �?L� =B? 7C8?J? :;BB7 performance

?D:?L?:K7B; �7HJ� ��
 :7B 9EDJH?8KJE 7BB7 performance EH=7D?PP7�
J?L7�7BB;�9ECF;J;DP;�
&7 9ECFB;II?JS :;B 9ED9;JJE :? performance
 I? 799ECF7=D7
7BB7 9ECFB;II?JS :? 9EBB;=7H; 9ED9H;J7C;DJ; J7B; 9ED9;JJE 7=B?
7BJH? FH?C7 H?9>?7C7J?� C?IKH7P?ED;
 JH7IF7H;DP7 ; C;H?JE9H7�
P?7� &; 7CC?D?IJH7P?ED? FK88B?9>; IEDE 9>?7C7J; :7BB7 H?<EH�
C7 7 H;7B?PP7H; KD I?IJ;C7 9>; 9EDI;DJ7 BEHE :? C?IKH7H; ;
L7BKJ7H; B7 performance
 7 FH;C?7H; ?B C;H?JE 7B FHEFH?E ?DJ;H�
DE ;: 7: 7II?9KH7H; B7 JH7IF7H;DP7 7BB\;IJ;HDE D;? 9ED<HEDJ? :?
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KJ;DJ? ;: 7BJH; 97J;=EH?; :? FEHJ7JEH? :? ?DJ;H;II;� $D J7B I;DIE
B7 H?<EHC7DJ; :;<?D?I9; KD7 JH7?;JJEH?7 9>; JHEL7 B; 7CC?D?IJH7�
P?ED? FK88B?9>; ?J7B?7D; :? E==? 7: KDE IJ7JE F?KJJEIJE :?<<;H;D�
P?7JE ;: ;J;HE=;D;E ; B; EH?;DJ7 L;HIE KD FKDJE :? 7HH?LE 9E�
CKD;
 9>; L;:; B; 7CC?D?IJH7P?ED? FK88B?9>; 9EC; EH=7D?P�
P7P?ED? ?D =H7:E :? H;7B?PP7H; ; H;D:?9EDJ7H; B?L;BB? :? perfor-

mance C?=B?EH?�
&7 H?<EHC7 :;B?D;7J7 D;B �� &=I� ������� 4&;==? ?B J;IJE ?D H;�
J; 5 <EHD?I9; ?D B?D;7 J;EH?97 KD <EHJ; ?CFKBIE 7B 97C8?7C;D�
JE F;H9>U ?CFED; 7BB; 7CC?D?IJH7P?ED? :? FHE=;JJ7H; KD 97C�
8?7C;DJE 9>; H?9>?;:; B\7:EP?ED; :? KD DKELE B?D=K7==?E
 :?
DKEL? IJHKC;DJ? ; :? KD :?L;HIE 7FFHE99?E C7D7=;H?7B;� �? F;H
IU B7 <EHP7 :;BB\?CFKBIE DED 7II?9KH7 F;HW 9>; B7 H?<EHC7 JHE�
L? 7JJK7P?ED;� �EC; =?S H?9>?7C7JE
 B; FK88B?9>; 7CC?D?IJH7�
P?ED?
 H?IF;JJE 7BB7 97F79?JS :? =;IJ?H; B7 FHEFH?7 performance

I? JHEL7DE E==? 7 IJ7:? :? ;LEBKP?ED; :?<<;H;DP?7J?
 ?D H7=?ED;
:;BB; FHEFH?; 97H7JJ;H?IJ?9>; ?IJ?JKP?ED7B? ;: EH=7D?PP7J?L;
 C7
7D9>; ?D H;B7P?ED; 7: KD B?L;BBE 7JJK7B; :? performance DED
I;CFH;�9E?D9?:;DJ;�
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(; H?IKBJ7 9>;
 7 <HEDJ; :? KD ?CFKBIE ; :? KD7 JH7?;JJEH?7 J;E�
H?97C;DJ; ECE=;D;? F;H JKJJ; B; FK88B?9>; 7CC?D?IJH7P?ED?
 ?
F;H9EHI? :? 7JJK7P?ED;
 JH7C?J; ? GK7B? FHE:KHH; ;<<;JJ?L7 ?DDE�
L7P?ED;
 F;H ;II;H; ;<<?979? :ELH;88;HE ;II;H; H;7B?PP7J? J;�
D;D:E 9EDJE :? J7B? F;9KB?7H?JS� R B7 FHE=;JJ7P?ED; :? GK;IJ?
F;H9EHI? :? 7JJK7P?ED; 9>; FEHJ7 ?D<7JJ? 7 IF;H?C;DJ7H; IEBK�
P?ED? 9>; JH7:K9EDE ? FH?D9?F? :;BB7 DEHC7 ?D FH7J?9>; C7D7�
=;H?7B?�
�KDGK; B7 <7I; :? IF;H?C;DJ7P?ED;
 J7DJE ?D J;HC?D? :? FHE=;J�
J7P?ED; GK7DJE D;BB; IK; <7I? EF;H7J?L;
 9EIJ?JK?I9; BE IDE:E
F;H H;D:;H; ;<<?979; ?B F;H9EHIE :? 7JJK7P?ED; :;BB7 H?<EHC7�
.7B; ;<<?979?7 I? C?IKH7 7D9>; ?D J;HC?D? :? ;IF;H?;DP; FEI?J?L;
9>; ;C;H=EDE
 FHE=H;II?L7C;DJ;
 GK7D:E B; 7CC?D?IJH7P?ED?
7<<HEDJ7DE ? :?L;HI? 7IF;JJ? ?D 9K? FH?D9?F? ; 9H?J;H? :;<?D?J? D;BB7
H?<EHC7 :;LEDE JHEL7H; 7JJK7P?ED;� .7B? ;IF;H?;DP;
 7:;=K7�
J7C;DJ; L7BEH?PP7J;
 FEIIEDE <EHD?H; :;BB; IEBKP?ED? 9K? <7H;
H?<;H?C;DJE ?D FH;I;DP7 :? 9H?J?9?JS D;B F;H9EHIE :? 7JJK7P?ED;
:;BB7�H?<EHC7�
&7 L7BEH?PP7P?ED; :? GK;IJ; FH?C; ;IF;H?;DP; 9EIJ?JK?I9; KD
CEC;DJE <ED:7C;DJ7B; I?7 B7::EL; ;II; 788?7DE :7JE FHEL7
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:;BB\;<<?979?7 :;BB; IEBKP?ED? 7:EJJ7J;
 I?7 B7::EL; 7B 9EDJH7H?E
788?7DE ;L?:;DP?7JE B?C?J?
 E 9H?J?9?JS
 9>; 7JJH7L;HIE
KD\EFFEHJKD7 7D7B?I? FEIIEDE 9ED:KHH; 7: ;L?J7H; ?B H?F;J;HI?
:? ;HHEH?� .H7C?J; ?B H?<;H?C;DJE 7: ;IF;H?;DP; ;: ?B JH7I<;H?C;D�
JE :;BB; IJ;II; JH7C?J; F;H9EHI? :? benchmarking I? :;<?D?I9E�
DE 9EIV F;H9EHI? F?X E C;DE 9EDI7F;LEB? ; FHE=H7CC7J?
 9>;
:7DDE ?CFKBIE 7BB7 FHEF7=7P?ED; :;BB\?DDEL7P?ED;
 7DP?JKJJE
J;IJ?CED?7DE :;BB7 FEII?8?B?JS IJ;II7 9>; B\;LEBKP?ED; 788?7
BKE=E
 I;9ED:7H?7C;DJ; F;H9>U I? FKW <7H; H?<;H?C;DJE 7: ;B;�
C;DJ? 9ED9H;J?
 9>; JH7:K9EDE ?D IJHKC;DJ? ; FH7J?9>; C7D7�
=;H?7B?
�=B?�I9>;C?�9ED9;JJK7B?�FH;I;DJ?�D;B�J;IJE�:?�H?<EHC7�
R 7BB7 BK9; :? GK;IJ; 9EDI?:;H7P?ED? 9>; D;B FH;I;DJ; H7FFEHJE
I? H799EB=EDE ; FEHJ7DE 7: ;I;CF?E B; ;IF;H?;DP; 9ECF?KJ;
:7 KD7 I;B;P?ED; :? 7CC?D?IJH7P?ED? BE97B? D;B F;H9EHIE :? 7J�
JK7P?ED; :;BB7 H?<EHC7 ?DJHE:EJJ7 :7B �� &=I� ������� 4&;==? ?B
J;IJE ?D H;J; 5� &\7D7B?I? :? � 7CC?D?IJH7P?ED? F?BEJ7
 9ECF?KJ7
D;B FH?CE GK7:H?C;IJH; :;B ���� >7 ?D<7JJ? 9EDI;DJ?JE :? FEH�
J7H; 7: ;L?:;DP7 9ED:?P?ED?
 9?H9EIJ7DJ;
 IJHKC;DJ? ; F;H9EHI?
9>; EH7 I? FEHJ7DE 7BB\7JJ;DP?ED; :? JKJJ; B; 7BJH; 7CC?D?IJH7�
P?ED? ; :? 9EBEHE 9>;
 :7 :?L;HI; FHEIF;JJ?L; ; 9ED HKEB? :?<�
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<;H;DJ?
 IEDE ?CF;=D7J? D;B BKD=E F;H9EHIE :? ?DDEL7P?ED; ;
C?=B?EH7C;DJE�:;BB7�FK88B?97�7CC?D?IJH7P?ED;�

';DK a  IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B? a
���&\7JJK7P?ED;�:;BB7�H?<EHC7�D;BB;�7CC?D?IJH7P?ED?�BE97B?

1.1 La misurazione e valutazione della
performance nella pubblica amministrazione

$B 9?9BE :? =;IJ?ED; :;BB7 performance I? 9ECFED; ;II;DP?7B�
C;DJ; :? JH; <7I? BE=?9>;� &7 C?IKH7P?ED; ?DJ;I7 9EC; :;<?D?�
P?ED; :;? H?IKBJ7J? 9>; I? ?DJ;D:EDE C?IKH7H; ; :;B L7BEH; tar-

get 9>; ;II? 7IIKC;H7DDE F;H ;<<;JJE :;BB7 =;IJ?ED;� &7 =;�
IJ?ED; ?DJ;I7 9EC; CED?JEH7==?E :;B L7BEH; 7IIKDJE ?D ?J?D;H;
:7=B? ?D:?97JEH? ; 9ECFH;DI?ED; :;B I?=D?<?97JE =;IJ?ED7B;
 :;B�
B; 97KI; ; :;BB; 9EDI;=K;DP;
 9>; :;J;HC?D7J? L7BEH? 9ECFEH�
J7DE� &7 L7BKJ7P?ED;
 ?D<?D;
 ?DJ;I7 9EC; <7I; :? =?K:?P?E 9?H�
97 B\7:;=K7J;PP7 :;B B?L;BBE :? performance H7==?KDJE H?IF;JJE
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7 GK7DJE FHE=H7CC7JE ; 7BB; 9?H9EIJ7DP; EH=7D?PP7J?L; ; :?
9EDJ;IJE�:;J;HC?D7J;I?�
*;H GK7DJE :;? 9ED9;JJ? EH7 H?9>?7C7J? I? :?I9KJ7 :7 7DD? �;
I? FEII7 9EDJ?DK7H; 7 :?I9KJ;H;� 7FF7H; KJ?B; FHEL7H; 7 :7H;
:;BB; 8H;L? :;<?D?P?ED?
 FH?C7 :? 7FFHE<ED:?H; ?D J;HC?D? EF;H7�
J?L? ?D 9EI7 9EDI?IJ7DE B7 C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 per-

formance EH=7D?PP7J?L7�
&7 performance T ?B H?IKBJ7JE 9>; I? 9EDI;=K; ILEB=;D:E KD7
:;J;HC?D7J7 7JJ?L?JS� �EIJ?JK?I9EDE ;B;C;DJ? :? :;<?D?P?ED; :;B�
B7 performance ?B H?IKBJ7JE
 ;IFH;IIE ex ante 9EC; E8?;JJ?LE
;: ex post 9EC; ;I?JE
 ?B IE==;JJE 9K? J7B; H?IKBJ7JE T H?9ED�
:K9?8?B; ; B\7JJ?L?JS 9>; L?;D; FEIJ7 ?D ;II;H; :7B IE==;JJE
F;H H7==?KD=;H; ?B H?IKBJ7JE� &\?DI?;C; :? GK;IJ? ;B;C;DJ? 9ED�
I;DJ; :? :?IJ?D=K;H; JH7� performance EH=7D?PP7J?L7 �9?ET
:;BB\7CC?D?IJH7P?ED; 9EDI?:;H7J7 D;B IKE 9ECFB;IIE E ?D H?<;�
H?C;DJE 7: KD7 IK7 KD?JS EH=7D?PP7J?L7� ; performance ?D:?L?�
:K7B; �9?ET :? KD I?D=EBE IE==;JJE�� $ C;:;I?C? ;B;C;DJ? 9ED�
I;DJEDE 7D9>; :? :?IJ?D=K;H; JH7 performance FHE=H7CC7J7

9?ET C?IKH7J7 ex ante
 ; performance H;7B?PP7J7
 9?ET L7BKJ7�
J7 ex post� $D<?D;
 ?B H?9>?7CE 7BB\7JJ?L?JS ILEB=;D:E B7 GK7B; I?
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H;7B?PP7 KD7 performance ?D:K9; 7 H?<B;JJ;H; IKBB7 CKBJ?:?C;D�
I?ED7B?JS :? J7B; 9ED9;JJE� /D H?IKBJ7JE ?D<7JJ? I? H;7B?PP7 F;H
B\;<<;JJE 9ED=?KDJE :? 7JJ?L?JS 9>; I? ILEB=EDE BKD=E :?L;HI; :?�
C;DI?ED?� :7BB\EH=7D?PP7P?ED; :;B B7LEHE
 7BB\?CF?;=E :? H?IEH�
I; ;9EDEC?9>; ; <?D7DP?7H?; E IJHKC;DJ7B?
 :7BB\79GK?IJE :? 8;�
D? ; I;HL?P? 7B JH7I<;H?C;DJE :? ?D<EHC7P?ED? ; H?IEHI;� +K;IJE
;B;C;DJE H;D:; B7 performance
 B7 IK7 C?IKH7P?ED; ; B7 IK7
L7BKJ7P?ED;
�9ED9;JJ?�CKBJ?:?C;DI?ED7B?�
&7 C?IKH7P?ED; :;BB7 performance T ?B FHE9;IIE 9>; >7 F;H
;I?JE B\?:;DJ?<?97P?ED; ; B7 GK7DJ?<?97P?ED;
 JH7C?J; ?D:?97JEH?

:;? H?IKBJ7J? EJJ;DKJ?� &7 C?IKH7P?ED; 9ED9;HD; ? H?IKBJ7J? EJJ;�
DKJ? :7BB\7CC?D?IJH7P?ED; ?D J;HC?D? :? FHE:EJJ? �output� ; ?C�
F7JJ? �outcome�� '7 B7 C?IKH7P?ED; H?=K7H:7 7D9>; B; 7JJ?L?�
JS :7 ILEB=;H; F;H 9EDI;=K?H; J7B? H?IKBJ7J? ; B; H?IEHI; �in-

put� 9>; H;D:EDE FEII?8?B? J7B? 7JJ?L?JS� H?IEHI; �input�
 7JJ?L?JS

FHE:EJJ? �output� ; ?CF7JJ? �outcome� H7FFH;I;DJ7DE =B? E==;J�
J? :? C?IKH7P?ED;�  <<?9?;DP7
 ;<<?979?7
 GK7B?JS
 IE::?I<7P?ED;
:;BB\KJ;DJ;
 ;9EDEC?9?JS
 ;GK?JS H7FFH;I;DJ7DE 7B9KD; :;BB;
:?C;DI?ED? :? C?IKH7P?ED; :;BB7 performance� &7 C?IKH7P?E�
D; T :KDGK; KD FHE9;IIE :? I;B;P?ED; ;: ?CF?;=E :? ?D:?97JE�
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H? 9>; I? 9EBB;=7 ?D CE:E IJH;JJE 7BB\7D7B?I? :;BB7 performance

9?ET 7BB7 9ECFH;DI?ED; :;BB; 9ED:?P?ED? 7BB; GK7B? KD :;J;HC?�
D7JE B?L;BBE :? performance I? :;J;HC?D7� &\7D7B?I? 9EBBE97 B7
performance D;B IKE 9EDJ;IJE
 ?D:?L?:K7 standard ; F7H7C;�
JH? :? H?<;H?C;DJE
 9EBB;=7 B7 C?IKH7P?ED; 9ED GK7DJE FH;L?IJE
?D�<7I;�:?�FHE=H7CC7P?ED;�
&7 L7BKJ7P?ED; :;BB7 performance I? H;7B?PP7 D;B CEC;DJE
?D 9K? B; ?D<EHC7P?ED? H;B7J?L; 7 H?IEHI;
 7JJ?L?JS
 FHE:EJJ? ;
?CF7JJ? L;D=EDE ?DJ;HFH;J7J; 7BB7 BK9; :;=B? E8?;JJ?L? 9>;
B\7CC?D?IJH7P?ED; 7L;L7 ?B 9ECF?JE :? H7==?KD=;H;� $B FHE9;IIE
:? L7BKJ7P?ED; T J?F?97C;DJ; KD FHE9;IIE 9ECF7H7J?LE
 :? H7<�
<HEDJE 9?ET JH7 ?B L7BEH; 9>; =B? ?D:?97JEH? :;<?D?J? ?D <7I; :? C?�
IKH7P?ED; >7DDE 7IIKDJE ; ?B L7BEH; E8?;JJ?LE 9>; ;H7 IJ7JE
:;<?D?JE� �7B CEC;DJE 9>; J7B? E8?;JJ?L? I? 9EBBE97DE J?F?97C;D�
J; IK F?X B?L;BB?
 9EHH;B7J? C7 :?<<;H;DJ?
 ; 9?7I9KDE :? J7B? B?L;BB?
>7 ?DJ;HBE9KJEH?
 EH?PPEDJ? J;CFEH7B?
 L7H?78?B? 7C8?;DJ7B? :?<<;�
H;DJ?
 I; DED L?;D; 9>?7H?JE ?D H;B7P?ED; 7 GK7B; J?FE :? E8?;JJ?L?
7LL?;D; B7 L7BKJ7P?ED; ;
 IEFH7JJKJJE
 GK7B; <?D7B?JS B7 L7BKJ7�
P?ED; >7
 9?ET GK7B? 9EDI;=K;DP; FEIIEDE :;H?L7H; :7B FHE�
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9;IIE L7BKJ7J?LE
 ?B H?I9>?E :? 9ED<ED:;H; ? F?7D? ; :? JH7I<;H?H;
=?K:?P?�:7�KD�B?L;BBE�7BB\7BJHE�I?�<7�CEBJE�7BJE�
-JH;JJ7C;DJ; 9EHH;B7JE 7BB7 L7BKJ7P?ED; T ?B CED?JEH7==?E :;BB7
performance� -; B7 L7BKJ7P?ED; I? 9EBBE97 7B J;HC?D; :;B F;�
H?E:E 9K? KD :;J;HC?D7JE E8?;JJ?LE I? H?<;H?I9;
 ?B CED?JEH7==?E
9EDI?IJ; D;B 9ED<HEDJE F;H?E:?9E ; I?IJ;C7J?9E :;? :7J? H?B;L7J?
; :;=B? E8?;JJ?L? :;<?D?J?� .7B; 9ED<HEDJE T <?D7B?PP7JE 7: ?D9EH�
FEH7H; B; ?D<EHC7P?ED? D;B FHE9;IIE :;9?I?ED7B;
 7D9EH7D:E
GK;IJ\KBJ?CE 7BB7 H;7BJS� $B CED?JEH7==?E 9ECFH;D:; ?B 9ED9;J�
JE :? 9EDJHEBBE ?D ?J?D;H; :;BB\7P?ED; :;BB\7CC?D?IJH7P?ED; C7
7D9>; B\?DJ;HL;DJE 9EHH;JJ?LE� -; =B? IJHKC;DJ? :? CED?JEH7==?E
FH;I;DJ? ?D KD I?IJ;C7 DED :7DDE ;D<7I? 7 GK;IJ7 :?C;DI?ED;
; F;HJ7DJE DED L;D=EDE :;<?D?J? ?D C7D?;H7 J7B; :7 IKFFEHJ7H;
? FHE9;II? :;9?I?ED7B?
 B\7P?ED; :? 9EDJHEBBE 9EDI;=K;DJ; H?IKB�
J7�C;DE�;<<?979;�
*;H GK7DJE 9ED9;HD; ?B B?L;BBE EH=7D?PP7J?LE 9K? I? H?<;H?I9; B7
C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7 T
EFFEHJKDE :?IJ?D=K;H; JH7 ?B B?L;BBE :;BB; KD?JS EH=7D?PP7J?L; ;:
?B�B?L;BBE�:;BB\7CC?D?IJH7P?ED;�9EDI?:;H7J7�D;B�IKE�9ECFB;IIE�
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�EC; 7D9>; H?9>?7C7JE D;? :E9KC;DJ? �(�$
 B7 L7BKJ7P?ED;
:;BB; KD?JS EH=7D?PP7J?L; 9EIJ?JK?I9; KD7 F7HP?7B; DEL?JS F;H
=B? ;DJ? BE97B? :7B CEC;DJE 9>; =?S CEBJ? ;DJ?
 ?D 7FFB?97P?ED;
:;BB; :?IFEI?P?ED? H;B7J?L; 7B I?IJ;C7 :? FHE=H7CC7P?ED; ;
9EDJHEBBE
 >7DDE ?:;DJ?<?97JE FHEFH? �;DJH? :? H;IFEDI78?B?JS� $D
9EDI?:;H7P?ED; :;B B?L;BBE :? ;J;HE=;D;?JS :;? CE:;BB? EH=7D?P�
P7J?L? :;BB; 7CC?D?IJH7P?ED? IJ;II;
 B7 :;<?D?P?ED; :? GK7B; I?7
?B B?L;BBE ?DJ;HDE 9>; 9EHH?IFED:; 7BB7 KD?JS EH=7D?PP7J?L7
 T
H?C;II7 7BB\7KJEDEC7 L7BKJ7P?ED; :;BB\7CC?D?IJH7P?ED;� (;B�
B; 7CC?D?IJH7P?ED? :? :?C;DI?ED? H?:EJJ;
 B\KD?JS EH=7D?PP7J?L7
FKW :? <7JJE 9E?D9?:;H; 9ED B; I?D=EB; F;HIED;
 ?D J7B 97IE B7
L7BKJ7P?ED; :;BB\KD?JS EH=7D?PP7J?L7 9E?D9?:; 9ED �F7HJ; :;BB7�
L7BKJ7P?ED;�:;BB7 performance ?D:?L?:K7B;�
&7 L7BKJ7P?ED; :;BB7 performance :;BB\7CC?D?IJH7P?ED; D;B
IKE 9ECFB;IIE
 9EIJ?JK?I9; KD7 DEL?JS 7IIEBKJ7 F;H =B? ;DJ? BE�
97B?� .7B; L7BKJ7P?ED;
 <?D7B?PP7J7 7 :;<?D?H; KD GK7:HE KD?J7H?E
:;? H?IKBJ7J? 9EDI;=K?J? :7BB\7CC?D?IJH7P?ED;
 :;L; D;9;II7H?7�
C;DJ; FH;D:;H; ?D 9EDI?:;H7P?ED; F?X 7C8?J? :? C?IKH7P?ED; ;
<ED:7HI? IK=B? ;I?J? <EHD?J? :7B I?IJ;C7 :? C?IKH7P?ED;� �7B CE�
C;DJE 9>; =B? ;I?J? :;BB7 L7BKJ7P?ED; :;LEDE <EHD?H; ;B;C;DJ?
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KJ?B? 7BBE ILEB=?C;DJE :? 7D7B?I? 9ECF7H7J; D;B J;CFE ; 9ED 7B�
JH; EH=7D?PP7P?ED? �benchmarking� B7 L7BKJ7P?ED; :;L; ;II;�
H; ILEBJ7 I;9ED:E 9H?J;H? 9>; I?7DE 7BC;DE ?D F7HJ; ECE=;D;?�
)CE=;D;E FKW ;II;H; ?B CE:;BBE 9ECFB;II?LE :;B I?IJ;C7 :?
C?IKH7P?ED; 9>; ?:;DJ?<?97 7C8?J? ; :?C;DI?ED? :? C?IKH7P?E�
D;
 ECE=;D;? FEIIEDE ;II;H; ? I?D=EB? I;HL?P? B7 9K? perfor-

mance I? C?IKH7
 ECE=;D;? FEIIEDE ;II;H; =B? ?D:?97JEH? ?C�
F?;=7J?�F;H�C?IKH7H;�
�EC; I7HS F?X 7CF?7C;DJ; :?I9KIIE ?D I;=K?JE
 H;B7J?L7C;D�
J; 7BB; 97H7JJ;H?IJ?9>; :;B FHE9;IIE :? C?IKH7P?ED; ; L7BKJ7P?E�
D; :;BB7 performance
 KD7 :;BB; 9ED:?P?ED? <ED:7C;DJ7B? 7<<?D�
9>U C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance I?7DE ;<<?�
979?
 T 9>; B\7CC?D?IJH7P?ED;
 J7DJE H?=K7H:E =B? ;I?J? :;BB7 L7�
BKJ7P?ED;
 GK7DJE ?D H?<;H?C;DJE 7=B? ;B;C;DJ? IK? GK7B? ;II7 I?
<ED:7
 9?ET ?B I?IJ;C7 :? C?IKH7P?ED; IJ;IIE
 7II?9KH? B7 C7I�
I?C7 JH7IF7H;DP7 ; 9ED<HEDJ78?B?JS :;BB;�?D<EHC7P?ED?�
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';DK a  IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B? a
���&\7JJK7P?ED;�:;BB7�H?<EHC7�D;BB;�7CC?D?IJH7P?ED?�BE97B?

1.2 L’identificazione di leading practice

$B FH;I;DJ; H7FFEHJE FHEFED; ? H?IKBJ7J? ;C;HI? D;BB\7C8?JE :;B
FHE=;JJE L7BKJ7P?ED; :;BB; performance� .7B; FHE=;JJE I? FHE�
FED;
 D;BB\7C8?JE :;B *)( governance ; �P?ED? :? I?IJ;C7

)8?;JJ?LE � Y �EDL;H=;DP7
 �II;  Z �7F79?JS ?IJ?JKP?ED7B;
;: ?D B?D;7 9ED B7 H;9;DJ; H?<EHC7 :;BB7 FK88B?97 7CC?D?IJH7�
P?ED; ;: ?D F7HJ?9EB7H; ?B �� &=I� ������� 4&;==? ?B J;IJE ?D H;�
J; 5
 :? H7<<EHP7H; B7 97F79?JS :;BB; 7CC?D?IJH7P?ED? FK88B?9>;
?J7B?7D; :? FEHH; ?D ;II;H; FEB?J?9>; F?X ;<<?979? ; I;HL?P? FK8�
8B?9? C?=B?EH?
 7JJH7L;HIE B\7JJK7P?ED; :;B 9?9BE :? =;IJ?ED; :;BB7
performance�
&\?D?P?7J?L7 FHE=;JJK7B;
 9>; ?B �?F7HJ?C;DJE :;BB7 !KDP?ED;
*K88B?97 � �!* >7 9EEH:?D7JE ; ILEBJE 9ED ?B IKFFEHJE EF;H7�
J?LE :? !EHC;P*�
 I? H?LEB=; IF;9?<?97C;DJ; 7? 9ECKD? 9ED FE�
FEB7P?ED; JH7 ? ������ ; ? ������� 78?J7DJ?
 :;BB; H;=?ED? )8?;J�
J?LE �EDL;H=;DP7
 9ED B\E8?;JJ?LE :? ?D:?L?:K7H; ; GK7B?<?97H; B;
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9ECF;J;DP; D;9;II7H?; 7 =7H7DJ?H; B\;<<?979; 7JJK7P?ED; :;B
9?9BE :? =;IJ?ED; :;BB7 performance
 KJ?B?PP7D:E I?IJ;C? 7FFHE�
FH?7J? :? C?IKH7P?ED; ; L7BKJ7P?ED; :;? H?IKBJ7J?
 7B <?D; :? C?�
=B?EH7H;�B7�GK7B?JS�:;?�I;HL?P?�
�EC; =?S H?9>?7C7JE D;BB\?DJHE:KP?ED;
 ?B �� &=I� �������
4&;==? ?B J;IJE ?D H;J; 5 :;B ���� >7 FEIJE JKJJ; B; 7CC?D?IJH7�
P?ED? :? <HEDJ; 7BB\EFFEHJKD?JS :? H?C;JJ;H; C7DE
 JH7 B\7BJHE
 7:
KD I?IJ;C7 C7? 9ECF?KJ7C;DJ; :;<?D?JE FH?C7 :\EH7� ?B I?IJ;�
C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance EH=7D?P�
P7J?L7� � 8;D L;:;H;
 FH?C7 :;B ����
 DED I? KI7L7 F7HB7H;
:? performance FH;<;H;D:E H?<;H?HI? 7: KDE :;=B? ;B;C;DJ? 9>;
9ECFED=EDE B7 performance ; 9?ET 7? H?IKBJ7J?� $B 97C8?7C;D�
JE :? B?D=K7==?E >7 ?D H;7BJS I;=D7JE KD 97C8?7C;DJE :? FH?E�
H?JS� :7 KD 7FFHE99?E IEIJ7DP?7BC;DJ; <?D7B?PP7JE 7 ?CFEIJ7H;
; H7<<EHP7H; ? I?IJ;C? :? FHE=H7CC7P?ED; ; 9EDJHEBBE 7: KD 7F�
FHE99?E F?X 7CF?E
 <?D7B?PP7JE
 ?D KBJ?C7 7D7B?I?
 7 IEIJ;D;H;
?B C?=B?EH7C;DJE :;BB; 7CC?D?IJH7P?ED? FK88B?9>; ?D J;HC?D? :?
performance
 ?DJ;=H?JS ; JH7IF7H;DP7� �EC; I? IEDE 7JJH;PP7J?
?�9ECKD?�
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'EBJ? ;DJ? 7L;L7DE =?S ?D F7II7JE ?DJH7FH;IE F;H9EHI? :? 97C�
8?7C;DJE
 7B9KD? I? ;H7DE CEII? ;I7JJ7C;DJ; D;BB7 :?H;P?ED;
?D:?97J7 :7BB7 H?<EHC7
 7BJH? >7DDE 9EC?D9?7JE FHEFH?E =H7P?;
7BB\?CFKBIE :;=B? KBJ?C? J;CF?� R ?D GK;IJE I9;D7H?E 9>; I?
T 9EBBE97J7 B7 FH?C7 B?D;7 :? 7JJ?L?JS :;B FHE=;JJE
 :;IJ?D7J7
7BB\7D7B?I? :;BB\;IF;H?;DP7 ?D 9EHIE FH;IIE 7B9KD; 7CC?D?IJH7�
P?ED?�F?BEJ7�
La Linea 1 del progetto� �ED B\E8?;JJ?LE :? FEHJ7H; ?D ;L?:;D�
P7 ;IF;H?;DP; 9>; FEJ;II;HE 9EIJ?JK?H; KD H?<;H?C;DJE F;H B7
FHE=;JJ7P?ED; ; BE IL?BKFFE :? KD I?IJ;C7 :? C?IKH7P?ED; ;
L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7 F;H B\;DJ; BE97�
B;
 =B? ;IF;HJ? 9E?DLEBJ? D;BB7 &?D;7 � :;B FHE=;JJE >7DDE ?D�
9EDJH7JE KD7 I;B;P?ED; :? � 7CC?D?IJH7P?ED? IF7HI; F;H JKJJE
?B J;HH?JEH?E D7P?ED7B;� &; 7CC?D?IJH7P?ED?
 � 9ECKD? ; � /D?E�
D; :? 9ECKD?
 IEDE IJ7J; I9;BJ; <H7 ;DJ? :? :?C;DI?ED? F?99EB;
; C;:?;� .7B; I9;BJ7 T IJ7J7 CEJ?L7J7 :7BB; 97H7JJ;H?IJ?9>; :;B
FHE=;JJE 9>;
 J;HC?D7J7 KD7 FH?C7 <7I; :? 7D7B?I?
 I? FHEFED;
:? 7<<?7D97H; KD7 I;B;P?ED; :? 7CC?D?IJH7P?ED? :;BB; � H;=?E�
D? :;BB\)8?;JJ?LE �EDL;H=;DP7
 D;BB7 FHE=;JJ7P?ED; :? 7P?ED? :?
C?=B?EH7C;DJE�:;B�FHEFH?E�I?IJ;C7�:?�C?IKH7P?ED;�
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-EDE IJ7J; 9EIV 7D7B?PP7J; B; ;IF;H?;DP; :;? 9ECKD? :? �;H�
=7CE
 (EL7H7
 0;HED7
 ,;==?E  C?B?7
 �H;PPE
 :;BB\/D?ED;
:;? 9ECKD? :;BB7 �7II7 ,EC7=D7
 ; :? :K; 9ECKD? :;B -K:

(EB7 ; �7I7H7DE� 7CC?D?IJH7P?ED? :?L;HI;
 :KDGK;
 :7?
������� 78?J7DJ? 9?H97 :? 0;HED7
 7? ������ :? �7I7H7DE
 C7
JKJJ; 7BB; FH;I;
 ?D CE:E F?X E C;DE ?DJ;DIE
 9ED B; E997I?ED?
?DD;I97J;�:7BB7�H?<EHC7�
�EC; C;=B?E IF;9?<?97JE :? I;=K?JE
 F;H 9?7I9KD7 7CC?D?IJH7�
P?ED; IEDE IJ7J; 7D7B?PP7J; 7B9KD; 9ED:?P?ED? 78?B?J7DJ?
 GK7�
B? B7 leadership 7BB\?DJ;HDE :;BB\7CC?D?IJH7P?ED;
 B; 97H7JJ;H?�
IJ?9>; 7IIKDJ; :7B I?IJ;C7 :? FHE=H7CC7P?ED; ; 9EDJHEBBE ;
GK;BB; 7IIKDJ; :7B I?IJ;C7 :? =;IJ?ED; :;B F;HIED7B;� $D KD
I;9ED:E CEC;DJE I? T 7D7B?PP7JE ?B I?IJ;C7 :? C?IKH7P?ED;
; L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7 D;BB; IK7 7H�
9>?J;JJKH7� -? IEDE 9?ET FH;I? ?D 9EDI?:;H7P?ED; =B? 7C8?J? :?
C?IKH7P?ED; ; L7BKJ7P?ED;
 B; C;JE:EBE=?;
 ?B FHE9;IIE
 ? IE=�
=;JJ? ; B; H;IFEDI78?B?JS :;B I?IJ;C7
 B; 9ECFED;DJ? 9EDJ78?B?
; ;NJH79EDJ78?B?
 ?B B?L;BBE :? ?D<EHC7J?PP7P?ED; ; :? JH7IF7H;D�
P7� $D<?D; I? IEDE 7D7B?PP7J? GK;BB? 9>; FEIIEDE ;II;H; 9EDI?�
:;H7J? ? C7JJED? :;B I?IJ;C7 ; 9?ET =B? ?D:?97JEH?� &\7D7B?I? 9EIV
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ILEBJ7
 >7 C;IIE ?D ;L?:;DP7 9EC;
 :;<?D;D:E 7FFHE99? IF;�
9?<?9?
 7BJ;HD7J?L? 7 LEBJ;
 B; :?L;HI; 7CC?D?IJH7P?ED? >7DDE I7�
FKJE
 FH;D:;D:E B; CEII; :7 FKDJ? :? F7HJ;DP7 7D9>; CEBJE
:?IJ7DJ?
 IL?BKFF7H; ?B FHEFH?E I?IJ;C7 :? C?IKH7P?ED; ?D CE:E
9E;H;DJ; 9ED GK7DJE :;B?D;7JE :7BB7 DEHC7� (;IIKD7 7CC?�
D?IJH7P?ED; >7 7:EJJ7JE KD 7FFHE99?E 9EF;HD?97DE� *?KJJEIJE
B; 7CC?D?IJH7P?ED? 7D7B?PP7J; >7DDE 7:EJJ7JE KD 7FFHE99?E ?D�
9H;C;DJ7B;
 <7JJE :? F7II? F?X E C;DE ?CFEHJ7DJ? ; F?X E C;DE
ECE=;D;?�
La Linea 2 del progetto� $B FHE=;JJE >7 FH;L?IJE B7 &?D;7 �
EBJH; 9>; F;H KD ?DJ;H;II; ?DJH?DI;9E 7D9>; ?D <KDP?ED; :;BB7
IK99;II?L7 L7BEH?PP7P?ED; :;BB; lesson learned :;H?L7DJ? :7
;II7
 ?D KD7 IK99;II?L7 <7I;
 ;IJ;I7 7BB; 7CC?D?IJH7P?ED? :;B�
B; H;=?ED? :;BB\)8?;JJ?LE �EDL;H=;DP7� �JJH7L;HIE KD F;H9EHIE
:? 7KJE�97D:?:7JKH7
 ? 9ECKD? ; B; /D?ED? :? 9ECKD? :? �7B7�
8H?7
 �7CF7D?7
 *K=B?7 ; -?9?B?7
 9ED FEFEB7P?ED; JH7 ������
; ������� 78?J7DJ?
 >7DDE 7LKJE B7 FEII?8?B?JS :? 7:;H?H; 7BB7
&?D;7 � :;B FHE=;JJE 9>; FH;L;:; B7 F7HJ;9?F7P?ED; 7: KD F;H�
9EHIE <?D7B?PP7JE 7BB\7JJK7P?ED; :;B 9?9BE :? =;IJ?ED; :;BB7 per-

formance
 ?D B?D;7 9ED B; FH;L?I?ED? :;B :;9H;JE B;=?IB7J?LE ���
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:;B ����� &; 7CC?D?IJH7P?ED? 9>; >7DDE 7:;H?JE I? IJ7DDE EH7
9ED<HEDJ7D:E 9ED ;IF;HJ? GK7B?<?97J? 7B <?D; :? FHE=;JJ7H; ; H;7�
B?PP7H; BE IL?BKFFE :;B I?IJ;C7 :? C?IKH7P?ED; :;BB7 perfor-

mance ; F;HL;D?H; 7: KD7 FH?C7 FH;:?IFEI?P?ED; E 7: KD C?�
=B?EH7C;DJE�:;B F?7DE�:;BB7 performance�
(;B IKE :?I;=DE =;D;H7B;
 ?B FHE=;JJE I? FED; B\E8?;JJ?LE :? ?D�
D;I97H; ; IKFFEHJ7H;
 D;BB; 7CC?D?IJH7P?ED? F?BEJ7 ;
 IEFH7J�
JKJJE
 D;BB; 7CC?D?IJH7P?ED? 9E?DLEBJ; D;BB7 &?D;7 �
 F;H9EHI? :?
C?=B?EH7C;DJE 9EDJH7::?IJ?DJ? :7BBE IL?BKFFE :? DKEL; 9ECF;�
J;DP; ?D J;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance

EH=7D?PP7J?L7
 :7BB7 H;7B?PP7P?ED; :? F;H9EHI? :? 7<<?7D97C;D�
JE ; 9ED<HEDJE ?D BE9E
 ; :7BB7 L7BEH?PP7P?ED; ; 9ED:?L?I?ED;
 7
B?L;BBE�J;HH?JEH?7B;
�:;BB;�;IF;H?;DP;�;C;HI;�
$B FHE=;JJE >7 FH;IE 7LL?E 7 <;88H7?E ���� ; I? T 9ED9BKIE D;B
=?K=DE�:;B������
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';DK a  IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B? a
���&\7JJK7P?ED;�:;BB7�H?<EHC7�D;BB;�7CC?D?IJH7P?ED?�BE97B?

1.3 Il percorso di analisi proposto alle
amministrazioni locali pilota

-LEB=;H; KD7 :?7=DEI? I;9ED:E ;B;C;DJ? ECE=;D;? :? 7D7B?I?

:;? FHEFH? I?IJ;C? :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 perfor-

mance EH=7D?PP7J?L7
 9EIJ?JK?I9; B7 FH;C;II7 F;H H;7B?PP7H;
KD F;H9EHIE :? C?=B?EH7C;DJE 9ED:?L?IE� �JJH7L;HIE B7 :?7=DE�
I? ?D<7JJ? I? :;<?D?I9; KD FEI?P?ED7C;DJE :;? I?IJ;C? :? C?IK�
H7P?ED; ; L7BKJ7P?ED; :? 9?7I9KD7 :;BB; 7CC?D?IJH7P?ED? 9E?D�
LEBJ; ; I? FKW F;HJ7DJE FHE9;:;H; 7: 7JJ?L7H; 7P?ED? :? C?=B?E�
H7C;DJE�ECE=;D;;�F;H�9EDJ;DKJ?�;�<?D7B?JS�
�B <?D; :? L7BEH?PP7H; GK7DJE F?X FEII?8?B; B; B;P?ED? 7FFH;I;
7JJH7L;HIE B\7D7B?I?
 T IJ7JE FHE=;JJ7JE KDE IJHKC;DJE ad hoc

IJHKJJKH7JE ?D J;HC?D? :? check list
 :? ;B;D9E 9?ET :? ;B;C;DJ? :?
7D7B?I?� &7 check list T IJ7J7 IJHKJJKH7J7 ?D CE:E :7 9EDI;DJ?H;
:? 9ECF?;H; KD\7D7B?I? ?D I;GK;DP7 :? JH; J;C? H;B7J?L? 7B I?IJ;�
C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance :? I;=K?JE
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?DJHE:EJJ?� �?7I9KD J;C7 H7FFH;I;DJ7 KD7 :?C;DI?ED; :? 7D7�
B?I? KJ?B; 7 9ECFH;D:;H; B; 97H7JJ;H?IJ?9>; ;: ?B <KDP?ED7C;DJE
:;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance

EH=7D?PP7J?L7�
$�J;C?�?D�9K?�T�IJ7J7�7HJ?9EB7J7�B7 check list IEDE�

Tema 1. Le condizioni abilitanti
-? <7 H?<;H?C;DJE 7=B? ;B;C;DJ? :;B 9?9BE :? =;IJ?ED; :;BB7
performance 9>; FEIIEDE ?D<BK;DP7H; B; 97H7JJ;H?IJ?9>;
:;B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�

Tema 2. Il sistema di misurazione
$D GK;IJ7 I;P?ED; :;BB7 check list IEDE 7D7B?PP7J? =B? ;B;�
C;DJ? 9>; 9ECFED=EDE ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BK�
J7P?ED;�:;BB7 performance EH=7D?PP7J?L7�

Tema 3. Gli indicatori
&\KBJ?C7 I;P?ED; :;BB7 check list FED; 7JJ;DP?ED; 7=B? ;B;�
C;DJ?�9EIJ?JK;DJ?�:;B�I?IJ;C7�;�9?ET�=B?�?D:?97JEH?

$ J;C? I? 7HJ?9EB7DE ?D <7JJEH?� �?7I9KD <7JJEH; H7FFH;I;DJ7 KD
9ECFED;DJ; KJ?B; 7BB7 :;<?D?P?ED; :;B I?IJ;C7 :? C?IKH7P?E�
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D;� &7 check list T IJ7J7 IJHKJJKH7J7 ?D CE:E J7B; :7 9EDI;D�
J?H; 7DP?JKJJE B7 L;H?<?97 :;BB7 FH;I;DP7 :? :;J;HC?D7J? <7JJEH?
7BB\?DJ;HDE :;B I?IJ;C7 :? C?IKH7P?ED; :;BB\7CC?D?IJH7P?ED; ;:
?D I;9ED:E BKE=E B7 FHE=;JJ7P?ED; :? KD ;L;DJK7B; IL?BKFFE
:;? <7JJEH? C7D97DJ? E 97H;DJ?� )=D? <7JJEH; T IJ7JE GK?D:? 7HJ?�
9EB7JE ?D 9H?J;H? 9>; H7FFH;I;DJ7DE B; KD?JS ;B;C;DJ7H? :? 7D7�
B?I?� &\7HJ?9EB7P?ED; :;BB7 check list F;H 9H?J;H? T IJ7J7 FHE=;JJ7�
J7 7D9>; 7B <?D; :? 9EDI;DJ; 9>; J7B; IJHKC;DJE
 EBJH; 7 <?D? :?
7D7B?I?
 FEJ;II; ;IFH?C;H; KD7 FHEFH?7 <KDP?ED; ?D J;HC?D? :?
B?D;7 =K?:7 7B C?=B?EH7C;DJE :;B I?IJ;C7 :? C?IKH7P?ED; ; L7�
BKJ7P?ED; :;BB7 performance H;D:;D:EBE
 ?D F7HJ?9EB7H;
 7:7J�
JE 7 IKFFEHJ7H; ?D CE:E ;<<?979; B7 FH;:?IFEI?P?ED; :;B F?7DE
:;BB7 performance�
�E;H;DJ;C;DJ; 7B focus :7JE 7B FHE=;JJE
 B7 check list I? T IE<�
<;HC7J7 ?D F7HJ?9EB7H; IKBB\7D7B?I? :;B I?IJ;C7 :? C?IKH7P?ED; ;
L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7 B7I9?7D:E ?D I;�
9ED:E F?7DE B7 C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance

?D:?L?:K7B;
 <7JJEH; :? 7D7B?I? 9ECKDGK; H?9>?7C7JE ?D :?L;HI?
;B;C;DJ?�
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$B 9ECF?JE :? ILEB=;H; B7 :?7=DEI? :;B 9?9BE :? =;IJ?ED; :;BB7
performance
 ;: ?D F7HJ?9EB7H; :;B I?IJ;C7 :? C?IKH7P?ED; ;
L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7
 :;BB; 7CC?D?�
IJH7P?ED? BE97B? F?BEJ7 T IJ7JE 7<<?:7JE 7: KD F7D;B :? ;IF;HJ?
9>; >7DDE 9EBB78EH7JE ?D CE:E IJH;JJE 9ED B; 7CC?D?IJH7P?ED?
IJ;II;� &7 check list T IJ7J7 FH;I;DJ7J7 7BB; 7CC?D?IJH7P?ED?
BE97B? F?BEJ7 9E?DLEBJ; :KH7DJ; KD ?D9EDJHE :? %?9A )<< :;B
FHE=;JJE� �: E=D? ;IF;HJE 9E?DLEBJE D;B FHE=;JJE T IJ7JE B7�
I9?7JE KD C7H=?D; :? 7KJEDEC?7 D;B =;IJ?H; B\?DJ;H7P?ED; 9ED
B\7CC?D?IJH7P?ED; IEFH7JJKJJE 7B <?D; :? ;L?J7H; 9>; B7 IECC?�
D?IJH7P?ED; :;BB7 check list <EII; L?IIKJ7 9EC; CEC;DJE :?
L7BKJ7P?ED;�E�9;HJ?<?97P?ED;�
$D B?D;7 =;D;H7B;
 ?B F;H9EHIE :? 7D7B?I?
 9K? T IJ7JE 7JJH?8K?JE
?B 97H7JJ;H; :? review
 I? T ILEBJE 7JJH7L;HIE ?D9EDJH? D;? GK7B?
B\;IF;HJE
 ?D 9EBB78EH7P?ED; 9ED :?L;HI; <?=KH; :;BB; 7CC?D?�
IJH7P?ED? BE97B? F?BEJ7
 >7 H799EBJE ; L;H?<?97JE =B? ;B;C;DJ? KJ?B?
7 :7H; 9ECF?B7P?ED; 7BB7 check list ; IEFH7JJKJJE 7: ;L?:;DP?7�
H; 97H7JJ;H?IJ?9>;
 FKDJ? :? <EHP7 ; 9H?J?9?JS :;? I?IJ;C? :? C?IK�
H7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance EH=7D?PP7J?L7�
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&7 9ECF?B7P?ED; :;BB7 check list
 >7 9EDI;DJ?JE :? ?:;DJ?<?97H;
;B;C;DJ? :? FEII?8?B; ?DJ;HL;DJE ; :;9B?D7H; 7P?ED? :? C?=B?E�
H7C;DJE� &7 FHE=;JJ7P?ED; :? J7B? 7P?ED? :? C?=B?EH7C;DJE :7
F7HJ; :;BB\7CC?D?IJH7P?ED; ;: ?D 9EBB78EH7P?ED; 9ED =B? ;IF;HJ?
>7 H7FFH;I;DJ7JE
 ?DI?;C; 7BB7 9ECF?B7P?ED; :;BB7 check list

B\;I?JE I?9KH7C;DJ; F?X KJ?B; ?D J;HC?D? :? IEIJ;=DE 7BB7 FHE�
=;JJ7P?ED; :;B 97C8?7C;DJE ;: 7BB7 :?<<KI?ED; :;BB; ?DDEL7�
P?ED? ?DJHE:EJJ; :7B �� &=I� ������� 4&;==? ?B J;IJE ?D H;J; 5
:;B ����� �EC; H?FEHJ7JE D;? I;=K;DJ? F7H7=H7<?
 B\7D7B?I? ; B7
FHE=;JJ7P?ED; >7DDE ?D<7JJ? 9EDI;DJ?JE :? :;B?D;7H; F;H9EHI? :?
C?=B?EH7C;DJE :?<<;H;DP?7J? ; IF;9?<?9?
 :;<?D?J? FHEFH?E 7 F7HJ?�
H; :7BB; F;9KB?7H?JS :? 9?7I9KD7 7CC?D?IJH7P?ED;� �EDJ;CFE�
H7D;7C;DJ; B\7D7B?I? >7 FEHJ7JE ?D ;L?:;DP7 leading practice

9EDI;DJ;D:E JH7 B\7BJHE :? ;IFH?C;HB; DED ?D J;HC?D? =;D;H7B?
C7 9ED IF;9?<?9E H?<;H?C;DJE 7? J;C? ;: 7? <7JJEH? FH?C7 H?9>?7�
C7J?�
�B J;HC?D; :? GK;IJ7 FH?C7 <7I; :? 7D7B?I? T IJ7J7 7JJ?L7J7 KD7
I;9ED:7 <7I; <E97B?PP7J7 IKB J;C7 :;BB7 L7BKJ7P?ED; :;BB7 per-

formance� � J7B <?D; =B? ;IF;HJ? >7DDE 7<<?7D97JE B; 7CC?D?�
IJH7P?ED? D;BB\7D7B?I? :;B HKEBE ILEBJE :7? L7H? IE==;JJ? D;B FHE�
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9;IIE :? L7BKJ7P?ED;
 :;BB; 97H7JJ;H?IJ?9>; :7J; 7BB7 H;B7P?ED;
IKBB7 performance ; :;=B? ;<<;JJ? =;D;H7B? :;BB7 L7BKJ7P?ED; IKB
FHE9;IIE�:;9?I?ED7B;�:;BB\7CC?D?IJH7P?ED;�

&7 check list T BE IJHKC;DJE F;DI7JE F;H IKFFEHJ7H; B\7D7B?I?
:;B I?IJ;C7 :? C?IKH7P?ED; :;BB; 7CC?D?IJH7P?ED? BE97B? F?BEJ7
9E?DLEBJ; I;9ED:E KDE I9>;C7 ECE=;D;E :? H?<;H?C;DJE� .7B;
IJHKC;DJE 7<<HEDJ7 ?D I;GK;DP7 ? JH; J;C? ?D FH;9;:;DP7 ?D�
JHE:EJJ?� �?7I9KD J;C7 H7FFH;I;DJ7 KD7 :?C;DI?ED; :? 7D7B?I?
KJ?B; 7 9ECFH;D:;H; B; 97H7JJ;H?IJ?9>; ;: ?B <KDP?ED7C;DJE :;B
I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance EH�
=7D?PP7J?L7� $ J;C? I? 7HJ?9EB7DE ?D <7JJEH?� �?7I9KD <7JJEH; H7F�
FH;I;DJ7 KD 9ECFED;DJ; KJ?B; 7BB7 :;<?D?P?ED; :;B I?IJ;C7 ;
B\7D7B?I? T IJHKJJKH7J7 ?D CE:E J7B; :7 L;H?<?97H; B7 9EDI?IJ;DP7
:?�J7B;�<7JJEH;�

Tema 1. Le condizioni abilitanti del sistema di
misurazione
(;BB7 check list I? <7 H?<;H?C;DJE 7: 7B9KD? <7JJEH? 9>; FEIIEDE
?D<BK;DP7H; B7 FHE=;JJ7P?ED; ; B7 9ED9H;J7 ?CFB;C;DJ7P?ED;
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:;B I?IJ;C7 :? C?IKH7P?ED; :;BB7 performance EH=7D?PP7J?L7� $
<7JJEH?�FH;I?�?D�9EDI?:;H7P?ED;�IEDE�

Fattore 1.1. I leader dell’organizzazione.
&\7D7B?I? C?H7 7 L7BKJ7H; I; ? leader IEDE ?:;DJ?<?97J? ; IEB?�
:7B?
 IEDE IJ78?B?J; B; H;IFEDI78?B?JS F;H ? H?IKBJ7J? :;BB7 =;�
IJ?ED; ;: T ;IFB?9?J7JE ?B H799EH:E EF;H7J?LE JH7 FHE=H7C�
C7P?ED; =;D;H7B; ; I?IJ;C7 :? L7BKJ7P?ED; :;BB7 perfor-

mance EH=7D?PP7J?L7�;:�?D:?L?:K7B;�

Fattore 1.2. Il sistema di programmazione e controllo.
&\7D7B?I? C?H7 7 L7BKJ7H; I; B\7CC?D?IJH7P?ED; :?IFED; :?
KD 7:;=K7JE I?IJ;C7 ?D<EHC7J?LE
 <EHD?I9; KD7 H;D:?9ED�
J7P?ED; I?IJ;C7J?97 :;? H?IKBJ7J? ; ?D:?L?:K7 J;CF;IJ?L7�
C;DJ; ? C?=B?EH7C;DJ? ; ? 97C8?7C;DJ? :7 7FFEHJ7H;
7BB\EH=7D?PP7P?ED;� &\;DJ; 7II?9KH7 B7 JH7IF7H;DP7 ;
B\?CF7HP?7B?JS :;B I?IJ;C7 :? L7BKJ7P?ED; :;BB7 performance

7D9>;�7JJH7L;HIE�B7�9EIJ?JKP?ED;�:?�KD )$0�
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Fattore 1.3. La gestione del personale.
&\7D7B?I? C?H7 7 L7BKJ7H; I; B\EH=7D?PP7P?ED; I? T :EJ7J7 :?
KD GK7:HE I?IJ;C7J?9E :? H?<;H?C;DJE F;H B7 =;IJ?ED; :;B
F;HIED7B; I;9ED:E 9H?J;H? :? ;J?9?JS ; :? H;=EB7H?JS ; IJ78?�
B?I9; ? H;GK?I?J? 9KBJKH7B? ; FHE<;II?ED7B? �B; 9ECF;J;DP; H?�
9>?;IJ;� F;H 9?7I9KD EF;H7JEH;� $B I?IJ;C7 :? L7BKJ7P?ED; ;
:? FH;C? H?9EDEI9; ; L7BEH?PP7 B7 FHE<;II?ED7B?JS ;: ?B C;�
H?JE :;? :?H?=;DJ?� $B I?IJ;C7 :? L7BKJ7P?ED; ; :? FH;C? H?9E�
DEI9; ; L7BEH?PP7 B7 FHE<;II?ED7B?JS ;: ?B C;H?JE :;B F;HIE�
D7B;�

&\7D7B?I? :;? <7JJEH? FHEFEIJ? >7 F;H E8?;JJ?LE =;D;H7B; GK;BBE
:? :;<?D?H; B; 97H7JJ;H?IJ?9>; :? ;B;C;DJ? 9>; ?D<BK;DP7DE ?B I?�
IJ;C7 :? C?IKH7P?ED; :;BB7 performance EH=7D?PP7J?L7� .7B;
7D7B?I? H?9>?;:; KD <EHJ; CEC;DJE :? ?DJ;H7P?ED; 9ED
B\7CC?D?IJH7P?ED;
 ? IKE? L;HJ?9? FEB?J?9?
 7CC?D?IJH7J?L?
 ? :?H?�
=;DJ?�;:�?B�F;HIED7B;�
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Tema 2. Il sistema di misurazione
$D GK;IJ7 I;P?ED; :;BB7 check list IEDE 7D7B?PP7J? ? <7JJEH?
9>; 9ECFED=EDE ?B I?IJ;C7 ;: ?B CE:;BBE :? H7FFH;I;DJ7P?ED;
:;BB; 7JJ?L?JS ILEBJ; ; :;? H?IKBJ7J? :? 9ECF;J;DP7
:;BB\EH=7D?PP7P?ED;� �B <?D; :? ;IFB?9?J7H; C;=B?E ?B I?=D?<?97JE
9>; B7 check list 7JJH?8K?I9; 7B J;HC?D; I?IJ;C7 :? C?IKH7P?ED;
; L7BKJ7P?ED; :;BB7 performance
 I? H?9>?7C7DE ? FH?D9?F? 9>;
B7 :;B?8;H7 �?0$. ������� 4&;==? ?B J;IJE ?D H;J; 5 :;<?D?I9;
?D C;H?JE� .7B; :;B?8;H7
 D;BB\;L?:;DP?7H; ? FH?D9?F? 9>; :;LEDE
?IF?H7H; KD\7CC?D?IJH7P?ED;
 D;BB7 FHE=;JJ7P?ED; ;
D;BB\?CF?;=E :? J7B; I?IJ;C7
 ;L?:;DP?7 9EC;
 F;H ;II;H; ;<<?�
979;
�?B�I?IJ;C7�:;L;�;II;H;�IJHKJJKH7JE�?D�CE:E�:7�

_ 9EDI;DJ?H; B7 C?IKH7P?ED;
 B7 L7BKJ7P?ED; ; B7 H7FFH;I;DJ7�
P?ED; ?D CE:E ?DJ;=H7JE ;: ;I7KIJ?LE
 :;B B?L;BBE :? perfor-

mance 7JJ;IE �9>; B\7CC?D?IJH7P?ED; I? ?CF;=D7 7 9EDI;�
=K?H;� ; H;7B?PP7JE �;<<;JJ?L7C;DJ; 9EDI;=K?JE�
 9ED ;L?:;D�
P?7P?ED;�:;=B?�;L;DJK7B?�I9EIJ7C;DJ?�

_ 9EDI;DJ?H; KD\7D7B?I? 7FFHE<ED:?J7 :;BB; 97KI; B;=7J; 7 J7B?
I9EIJ7C;DJ?
�FH;L;:;D:E�IK99;II?L?�B?L;BB?�:?�:;JJ7=B?E�
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_ 9EDI;DJ?H; :? ?D:?L?:K7H; ;B;C;DJ? I?DJ;J?9? :? L7BKJ7P?ED;
:\?DI?;C;�H?=K7H:E�7BB\7D:7C;DJE�:;BB\7CC?D?IJH7P?ED;�

_ 9EDI;DJ?H; KD CED?JEH7==?E 9EDJ?DKE :;BB7 performance

:;BB\7CC?D?IJH7P?ED; 7D9>; 7? <?D? :;BB7 ?D:?L?:K7P?ED; :? ?D�
J;HL;DJ?�9EHH;JJ?L?�?D�9EHIE�:\;I;H9?P?E�

_ =7H7DJ?H; ? H;GK?I?J? J;9D?9? :;BB7 L7B?:?JS
 7<<?:78?B?JS ; <KDP?E�
D7B?JS�

_ 7II?9KH7H; KD\?CC;:?7J7 ; <79?B; 9ECFH;DI?ED; :;BBE IJ7JE
:;BB7 performance
 I?7 7=B? 7JJEH? ?DJ;HD? 7BB\7CC?D?IJH7P?ED;
9>;�7=B?�?DJ;HBE9KJEH?�;IJ;HD?�:;BB7�IJ;II7�

_ FHECKEL;H; B7 I;CFB?<?97P?ED; ; B\?DJ;=H7P?ED; :;? :E9K�
C;DJ? :? FHE=H7CC7P?ED; ; H;D:?9EDJ7P?ED; :;BB7 perfor-

mance�
_ ;IFB?9?J7H; B; H;IFEDI78?B?JS :;? :?L;HI? 7JJEH? ?D C;H?JE 7BB7
:;<?D?P?ED; :;=B? E8?;JJ?L? ; 7B H;B7J?LE 9EDI;=K?C;DJE :;BB7
performance 7JJ;I7�;�H;7B?PP7J7�

_ 7II?9KH7H; B7 JH7IF7H;DP7 JEJ7B; 9ED ?D:?97P?ED; :;? IE=�
=;JJ?�H;IFEDI78?B?�
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�? I;=K?JE I? FH;I;DJ7 B\;B;D9E :;? <7JJEH? 9>; :;I9H?LEDE ?B I?�
IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance ; IEDE
FH;I?�?D�9EDI?:;H7P?ED;�D;BB7 check list�

Fattore 2.1. Gli ambiti di misurazione e valutazione.
$B I?IJ;C7 7HJ?9EB7 ; :;<?D?I9; =B? 7C8?J? :? C?IKH7P?ED; ;:
;IFB?9?J7�?B�9EBB;=7C;DJE�BE=?9E�;I?IJ;DJ;�<H7�;II?�

Fattore 2.2. Metodologie di misurazione e valutazione
$B I?IJ;C7 :;<?D?I9; B; CE:7B?JS :? C?IKH7P?ED; C;:?7DJ;
B\?CF?;=E :? 7B=EH?JC? 9>; ;IFB?9?J7DE ?D CE:E 9>?7HE ?B set

:?�:7J?�D;9;II7H?�

Fattore 2.3. Il processo, i soggetti e le responsabilità del
sistema.

$B I?IJ;C7 :?IJH?8K?I9; JH7 ? IE==;JJ? :;BB\7CC?D?IJH7P?ED; B;
H;IFEDI78?B?JS H;B7J?L; 7BB7 H?B;L7P?ED;
 7BB\7==?EHD7C;DJE

7BB\7D7B?I? ; 7BB\audit :;? FHE9;II? :? H?B;L7P?ED; :? :7J? ; ?D�
:?97JEH?�
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Fattore 2.4. Le componenti del sistema.
$B I?IJ;C7 ?DJ;=H7 7B IKE ?DJ;HDE ?D<EHC7P?ED? 9EDJ78?B?
 H?�
9B7II?<?97J; I;9ED:E :?L;HI? 9H?J;H?
 ;: ?D<EHC7P?ED? ;NJH7�
9EDJ78?B? <EHD;D:E KD7 H7FFH;I;DJ7P?ED; 9ECFB;J7 :;BB7
performance�

Fattore 2.5. Il livello di informatizzazione del sistema.
$B I?IJ;C7 T ?DJ;=H7JE ; =;IJ?JE 7BB\?DJ;HDE
:;BB\7CC?D?IJH7P?ED; ; D;? 9ED<HEDJ? :;BB\KJ;DP7 ?D CE:E
KD?J7H?E�7JJH7L;HIE�EFFEHJKD?�IJHKC;DJ?�?D<EHC7J?9?�

Fattore 2.6. Il livello di trasparenza del sistema.
$B I?IJ;C7 T 799;II?8?B; 7BB\?DJ;HDE ;: 7BB\;IJ;HDE
 I;9ED:E
9H?J;H? :;<?D?J? 7 FH?EH? ; I;9ED:E 97D7B? ?:ED;? H?IF;JJE 7BB;
;I?=;DP; ?D<EHC7J?L; :;BB; :?L;HI; 97J;=EH?; :? KJ;DJ? ;:
?DJ;HBE9KJEH?�

&\7D7B?I? :;? <7JJEH? FHEFEIJ? >7 F;H E8?;JJ?LE =;D;H7B; GK;BBE :?
:;<?D?H; B\;IJ;DI?ED; ; B7 FHE<ED:?JS :;B I?IJ;C7 :? C?IKH7P?E�
D; :;BB7 performance EH=7D?PP7J?L7� .7B; 7D7B?I? H?9>?;:;
 EB�
JH; 7BB\7D7B?I? :E9KC;DJ7B;
 KD\EII;HL7P?ED; :?H;JJ7 :;=B? ;B;�
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C;DJ? 9>; 9ECFED=EDE ?B I?IJ;C7 ; :;BB\KIE ;<<;JJ?LE 9>; :?
;II?�L?;D;�<7JJE�

Tema 3. Il focus sugli indicatori
&\KBJ?CE J;C7 FHEFEIJE F;H B\7D7B?I? T GK;BBE :;=B? ?D:?97JEH?�
$B F;H9EHIE :? 7D7B?I? FHEFEIJE ?D H?<;H?C;DJE 7 GK;IJE J;C7 I?
:?I9EIJ7 :7? :K; FH;9;:;DJ? ; FHEFED; KD7 FHE=H;II?L7 <E97�
B?PP7P?ED; <?D7B?PP7J7 ?D F7HJ?9EB7H; 7 9ECFH;D:;H; GK7B? ?D:?�
97JEH? IEDE ?D KIE FH;IIE B; 7CC?D?IJH7P?ED? F?BEJ7� $B .;C7 I?
7HJ?9EB7�BKD=E���<7JJEH?

Fattore 3.1 Estensione della misurazione
&\7D7B?I? L;H?<?97 B7 FH;I;DP7 :? ?D:?97JEH? H;B7J?L? 7BB; :?L;H�
I; 7H;; :? C?IKH7P?ED;� &7 check list FHEFED; KD7 L;H?<?97
:;BB\;IJ;DI?ED; :;B I?IJ;C7 :? C?IKH7P?ED;� $D 9EHH?IFED�
:;DP7 :;? :?L;HI? FKDJ? ;L?:;DP?7J? D;BB; B?IJ;
 B\;IF;HJE ;L?�
:;DP?;HS I; ?B I?IJ;C7 7JJK7BC;DJ; H?B;L7 ?D CE:E IJHKJJK�
H7JE ; C;:?7DJ; KD\7FFEI?J7 I;B;P?ED; :? ?D:?97JEH? B7 per-

formance H7==?KDJ7� $DEBJH; T ?CFEHJ7DJ; ;L?:;DP?7H; ?D
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GK7B? :E9KC;DJ? IEDE 9EDJ;DKJ? GK;IJ? ?D:?97JEH? F;H 9EC�
FH;D:;H;�?B�B?L;BBE�:?�?DJ;=H7P?ED;�:;B�I?IJ;C7�

Fattore 3.2 Anagrafica, contesto e fattori di complessità
-K KD7 I;B;P?ED; :? ?D:?97JEH? B\7D7B?I? L;H?<?97 B7 H?B;L7P?E�
D; :? 7B9KD? ?D:?97JEH? FHEFEIJ? D;BB7 check list ; <EHD?I9;
?D:?97P?ED; :? ;L;DJK7B? 7BJ;HD7J?L;� &\7D7B?I? :;B I;9ED:E
<7JJEH; 9EDI?IJ; D;BB7 L;H?<?97 :;B <7JJE 9>; ?B I?IJ;C7 :?
C?IKH7P?ED; :;BB\7CC?D?IJH7P?ED; H?B;L? ; H;D:7 :?IFED?8?�
B? KD7 I;H?; :? ?D:?97JEH? H;B7J?L? 7BB\7CC?D?IJH7P?ED; IJ;II7
; 7 9ED:?P?ED? :? 9EDJ;IJE� &7 L;H?<?97 :;BB\;I?IJ;DP7 :? J7�
B? ?D:?97JEH? T 7<<?:7J7 DED J7DJE 7BB7 =;D;H?97 7<<;HC7P?E�
D; :;B <7JJE 9>; ?B I?IJ;C7 B? H?B;L7 C7 7BB7 FKDJ7B; L;H?�
<?97 :? J7B; :?IFED?8?B?JS 7JJK7J7 L;H?<?97D:E I; T FEII?8?B;
EJJ;D;H; ?D J;CFE H;7B; :7? H;<;H;DJ? :;BB\7CC?D?IJH7P?ED;
9?7I9KDE :;=B? ?D:?97JEH? FHEFEIJ? E I;
 ?D 7BJ;HD7J?L7

B\7CC?D?IJH7P?ED; :?IFED; :? ?D:?97JEH? 7D7BE=>?� &\7D7B?I?
T IJ7J7 ILEBJ7 ?D GK;IJE 97IE DED 7B <?D; :? L;H?<?97H; B7 :?�
IFED?8?B?JS :? KD F7HJ?9EB7H; set :? ?D:?97JEH? C7 F?X ?D =;�
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D;H7B; ?B H?<;H?C;DJE I?IJ;C7J?9E ;: 78?JK7B; 7: ?D:?97JEH?
D;B�FHE9;IIE�:?�7D7B?I?�:;B�9EDJ;IJE�

Fattore 3.3 Gli impatti
&\7D7B?I? IEBB;9?J7 B7 :;<?D?P?ED; :? 7B9KD? ?D:?97JEH? :? ?C�
F7JJE IK KD7 I;B;P?ED; :? ��� 7H;;� $D H;B7P?ED; 7=B? ?CF7J�
J?
 9?ET 7=B? ;<<;JJ? <?D7B? 9>; B\7P?ED; :;BB\7CC?D?IJH7P?ED;
FHE:K9; IKB FHEFH?E J;HH?JEH?E
 B\7FFHE99?E IK==;H?JE :7BB7
check list
 9EDI?IJ; D;B L;H?<?97H; I; B\7CC?D?IJH7P?ED; CE�
D?JEH7 B7 I;B;P?ED; :? 7H;; :? ?CF7JJE FHEFEIJ;
 ?D:?L?:K7J;
C;:?7DJ; ?D:?97JEH? GK7DJ?J7J?L? :? 9K? >7 :?IFED?8?B; KD L7�
BEH; 7==?EHD7JE� �D9>; ?D GK;IJE 97IE =B? ;IF;HJ? >7DDE
L;H?<?97JE ?D 9>; :E9KC;DJE T ?DI;H?JE 9?7I9KDE :;=B? ?D:?�
97JEH? 9>; B\7CC?D?IJH7P?ED; H?B;L7 F;H C?IKH7H; =B? ?CF7JJ?�

Fattore 3.4 I servizi comunali offerti
-K KD7 I;B;P?ED; :? � I;HL?P? L?;D; 9>?;IJE 7: E=D? 7C�
C?D?IJH7P?ED; I; H?B;L7 B\?D:?97JEH; ; 9>; L7BEH; T IJ7JE H?�
B;L7JE� ,?IF;JJE 7 9?7I9KD I;HL?P?E
 :EFE 7L;H IF;9?<?97JE
?B CE:;BBE :? =;IJ?ED; 9ED ?B GK7B; ?B I;HL?P?E T ;HE=7JE
D;BB\7CC?D?IJH7P?ED;
 B\;IF;HJE L7 7 L;H?<?97H; 9ED GK7B?
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?D:?97JEH? L?;D; C?IKH7J7 B7 performance� &\7D7B?I? C;JJ;
?D BK9; IK GK7B? :?C;DI?ED? ?B I?IJ;C7 :? C?IKH7P?ED; I?
9ED9;DJH7
 H?IF;JJE 7BB7 I;B;P?ED; :? I;HL?P? FHEFEIJ7� �
9ECFB;J7C;DJE :;BB\7D7B?I?
 B\;IF;HJE L;H?<?97 I;
B\7CC?D?IJH7P?ED; H?B;L7 KD ;B;D9E FKDJK7B; :? ?D:?97JEH?�
.7B; I;9ED:7 F7HJ; :;BB\7D7B?I? T <?D7B?PP7J7 7 9ECFH;D:;�
H; I; IKII?IJ7DE 9ED:?P?ED? :? 9ECF7H78?B?JS :;BB; perfor-

mance H;B7J?L; 7? I;HL?P?� -? I;=D7B7 9>; ? I;HL?P? FHEFEIJ?
D;BB7 check list IEDE IJ7J? I;B;P?ED7J? J;D;D:E 9EDJE :;BB7
BEHE H?B;L7DP7 F;H ?B 9?JJ7:?DE ; F;H B7 BEHE 9;DJH7B?JS H?IF;J�
JE 7? FHE9;II? :? H?<EHC7 :;B I?IJ;C7 :? <?D7DP?7C;DJE :;=B?
;DJ?�BE97B?��<;:;H7B?ICE�<?I97B;��

Fattore 3.5 Lo stato di salute dell’ente comunale
&7 review FHEFED; ?D:?97JEH? F;H B7 C?IKH7P?ED; :;BB7 I7BK�
J; <?D7DP?7H?7
 :;BB7 I7BKJ; EH=7D?PP7J?L7 ; :;BB7 I7BKJ; :;B�
B; H;B7P?ED? :;BB\7CC?D?IJH7P?ED;� $D GK;IJE 97IE B7 check

list FHEFED; KD ;B;D9E :? ?D:?97JEH? 9>; C?IKH7DE :?L;HI;
:?C;DI?ED? :? I7BKJ;� &\;IF;HJE L;H?<?97 I;
B\7CC?D?IJH7P?ED; H?B;L7 ?B set :? ?D:?97JEH? FHEFEIJE E ?D:?�
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97JEH? :?L;HI?� �D9>; ?D GK;IJE 97IE B7 L;H?<?97 :;BB7 :?IFE�
D?8?B?JS :? KD L7BEH; DED T <?D7B?PP7J7 7 L7BKJ7H; B7 perfor-

mance ?D IU C7 7 L7B?:7H; B\;<<;JJ?L7 IKII?IJ;DP7 :? KD I?�
IJ;C7�:?�?D:?97JEH?�

�B J;HC?D; :;=B? ;B;D9>? FHEFEIJ? ?D H;B7P?ED; 7 9?7I9KD <7JJEH;
T B7I9?7J7 B7 FEII?8?B?JS 7BB\7CC?D?IJH7P?ED; :? I;=D7B7H; 7BJH?
?D:?97JEH?
 H?J;DKJ? F7HJ?9EB7HC;DJ; H?B;L7DJ?
 9>; IEDE 7JJK7B�
C;DJ; C?IKH7J?� "B? ;B;D9>? :? ?D:?97JEH? FHEFEIJ? D;BB7 check

list IEDE IJ7J? ;B78EH7J? ?D =H7D F7HJ; 7 F7HJ?H; :7? H?IKBJ7J? :7B
FHE=;JJE !),' 3 <?D7B?PP7JE 7 IL?BKFF7H; D;BB\7C8?JE :;B -$�
*�& KD I?IJ;C7 :? C?IKH7P?ED; :;BB7 performance F;H B\;DJ;
&E97B;�

Il processo di compilazione
&7 9ECF?B7P?ED; :;BB7 check list T 7LL;DKJ7 :7 F7HJ; :;=B?
;IF;HJ? ?D 9EBB78EH7P?ED; 9ED B; 7CC?D?IJH7P?ED? BE97B? F?BEJ7
9E?DLEBJ;� *KDJE :? <EHP7 :;B F;H9EHIE :? review T IJ7J7 B7 9EB�
B78EH7P?ED; :?H;JJ7
 D;BB; :?L;HI; 7CC?D?IJH7P?ED? F?BEJ7
 :? <?�
=KH; 9>?7L; GK7B? ?B :?H;JJEH; =;D;H7B;I;=H;J7H?E
 ? :?H?=;DJ? H;�

Esperienze e leading pratice in alcune amministrazioni locali



IFEDI78?B? :;BB7 FHE=H7CC7P?ED;
 ? C;C8H? :;BB\)$0 ; =B? K<�
<?9? :? staff 9>; I? E99KF7DE GKEJ?:?7D7C;DJ; :;BB7 :;<?D?P?E�
D; ; :;BB7 =;IJ?ED; :;B I?IJ;C7 :? C?IKH7P?ED;� &7 9ECF?�
B7P?ED; :;BB7 check list T 7LL;DKJ7 =H7P?; 7BBE ILEB=?C;DJE
:7 F7HJ; :;=B? ;IF;HJ? :? ?DJ;HL?IJ; ; ?D9EDJH? 9ED :?L;HI? IE=�
=;JJ? 7BB\?DJ;HDE :;BB\7CC?D?IJH7P?ED; ;: ?D =;D;H7B; =H7P?;
7BB\EII;HL7P?ED; :?H;JJ7 :;B <KDP?ED7C;DJE :;B I?IJ;C7 :? C?�
IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7�
�B <?D; :? 9ECFB;J7H; B\7D7B?I? :;? 9H?J;H? FHEFEIJ?
 =B? ;IF;HJ?
>7DDE FH;IE ?D 9EDI?:;H7P?ED; ? I;=K;DJ? IJHKC;DJ? ; :E9K�
C;DJ?�9>;�D;�7HJ?9EB7DE�?�9EDJ;DKJ?�

_ ,;=EB7C;DJ?� H;=EB7C;DJE :? EH=7D?PP7P?ED;
 H;=EB7C;DJE
:? 9EDJ78?B?JS
 H;=EB7C;DJE :? audit :;? FHE9;II?
 H;=EB7�
C;DJE :? GK7B?JS
 B?D;; =K?:7 F;H ?B I?IJ;C7 :? 9EDJHEBBE :?
=;IJ?ED;�

_ �E9KC;DJ? :? FHE=H7CC7P?ED;� B?D;; :? ?D:?H?PPE
 F?7DE
:;BB7 performance
 ,**
 * "
 F?7DE :;=B? E8?;JJ?L?
 8?B7D�
9?E
 8?B7D9?E FBKH?;DD7B;
 FHE=H7CC7 :;BB; EF;H; FK88B?9>;

F?7DE�:?�=EL;HDE�:;B�J;HH?JEH?E
 F?7DE�:;?�I;HL?P?�
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_ �E9KC;DJ? :? H;D:?9EDJ7P?ED;� H;B7P?ED; IKBB7 perfor-

mance
 H;D:?9EDJE
 H;B7P?ED; 7B H;D:?9EDJE
 8?B7D9?E IE9?7�
B;�

_ �E9KC;DJ? H;B7J?L? 7B I?IJ;C7 ?D<EHC7J?LE ; ?D<EHC7J?9E� =;�
IJ?ED; :;BB7 87D97 :7J?
 7FFB?97J?L? :? I?IJ;C7
 7FFB?97J?L?
IF;9?<?9?�F;H�7JJ?L?JS�;�I;HL?P?
�I?JE�;�IJHKC;DJ7P?ED; web�

_ *HE=;JJ?� IF;H?C;DJ7P?ED? =;IJ?ED7B?
 ?DDEL7P?ED? EH=7D?PP7�
J?L;
 partnership
 9EDIKB;DP;
 FHE=;JJ? H;=?ED7B? ; D7P?ED7B?

benchmarking�

(;BB7 9ECF?B7P?ED; :;BB7 check list
 =B? ;IF;HJ? >7DDE <7JJE
H?<;H?C;DJE FKDJK7B; 7BB7 I?JK7P?ED; ?D ;II;H; 7B CEC;DJE
:;BB\7D7B?I?
�9EBBE97J7�D;?�C;I?�:?�C7HPE�;�7FH?B;������
� I;=K?JE :;B F;H9EHIE :? 7D7B?I? =B? ;IF;HJ? 9E?DLEBJ? D;B FHE�
=;JJE >7DDE 9EBB78EH7JE 7BB7 :;<?D?P?ED; :? KD7 check list I;C�
FB?<?97J7
 9EDJ;D;DJ; KD DKC;HE ?D<;H?EH; :? J;C? ; 9H?J;H?� .7B;
check list I;CFB?<?97J7 T IJ7J7 ?CF?;=7J7 D;BB\7C8?JE :;BB7 &?�
D;7 � :;B FHE=;JJE :;:?97J7 7B H7<<EHP7C;DJE :;? 9?9B? :? =;�
IJ?ED; :;BB7 performance :? 7CC?D?IJH7P?ED? BE97B? 7FF7HJ;�
D;DJ? 7BB; H;=?ED? :;BB\)8?;JJ?LE �EDL;H=;DP7� $DEBJH; B7 check
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list I;CFB?<?97J7 T IJ7J7 H;L?I?ED7J7 7B <?D; :? 9EDI;DJ?H; B7
:?7=DEI? DED IEBJ7DJE :;? I?IJ;C? :? C?IKH7P?ED; C7 7D9>;
:;B FHE9;IIE :? L7BKJ7P?ED; ; H;D:?9EDJ7P?ED;
:;BB\7CC?D?IJH7P?ED;�
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';DK a  IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B?

2. Il ciclo della performance nelle
amministrazioni pilota

$B FH;I;DJ; 97F?JEBE :;I9H?L; ?D J;HC?D? I?DJ;J?9? B\;I?JE :;B F;H�
9EHIE :? 7D7B?I? ; review :;B 9?9BE :? =;IJ?ED; ; :;? I?IJ;C?
:? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7
:;BB; 7CC?D?IJH7P?ED? BE97B? F?BEJ7 9E?DLEBJ; D;B FHE=;JJE� �E�
C; C;IIE ?D ;L?:;DP7 D;B 97F?JEBE FH;9;:;DJ;
 D;BB\7C8?JE
:;B FHE=;JJE B7 <7I; :? review T IJ7J7 9ECF?KJ7 9ED B\?DJ;DJE
:?�

_ �D7B?PP7H; ;IF;H?;DP; :? 7CC?D?IJH7P?ED? 9>; 7L;II;HE ?D�
9EC?D9?7JE 7 H?<B;JJ;H; IKBB\?CFB;C;DJ7P?ED; :;BB7 H?<EHC7 E
B7�IJ;II;HE�7JJK7D:E�

_ ;L?:;DP?7H; ? FKDJ? :? <EHP7 :;? F;H9EHI? :? 7JJK7P?ED; ;L;D�
JK7BC;DJ; FEIJ? ?D ;II;H;
 FED;D:E 7JJ;DP?ED; 7BB; :?<<;H;D�
P;�:ELKJ;�7:�7FFHE99?�;�IJ7:?�:?�C7JKH?JS�:?<<;H;DJ?�



_ ?D:?L?:K7H; leading practice 9>; ?:;DJ?<?97DE IJHKC;DJ?

FH7II? E CE:;BB? :? FHE=;JJ7P?ED; ; =;IJ?ED; :;B 9?9BE :? =;�
IJ?ED; ; :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 per-

formance�
_ <EHD?H; H799EC7D:7P?ED? ; ?IJHKP?ED? ?D J;HC?D? :? FH?D9?F? ;
9H?J;H? F;H BE IL?BKFFE :;B 9?9BE :? =;IJ?ED; ; :;B I?IJ;C7 :?
C?IKH7P?ED;�:;BB7 performance�

&\E8?;JJ?LE :? GK;IJE 97F?JEBE
 ?D 9E;H;DP7 9ED ?B HKEBE 7JJH?8K?�
JE 7BB7 review D;BB\7C8?JE F?X =;D;H7B; :;B FHE=;JJE
 T :KFB?9;�
�7 KD B7JE ?B 97F?JEBE CEIJH7 9EC; ?B J;C7 :;BB7 C?IKH7P?ED;

=;IJ?ED; ; L7BKJ7P?ED; :;BB7 performance 9EIJ?JK?I97 KD7 I<?�
:7 9ECKD; 7BB; 7CC?D?IJH7P?ED? C7 9EDJH7::?IJ?DJ7 :7 FKD�
J? :? F7HJ;DP7 ;J;HE=;D;?� &; :?L;HI; 7CC?D?IJH7P?ED? 7D7B?P�
P7J; FH;I;DJ7DE ?D<7JJ? KD7 I?JK7P?ED; DED ECE=;D;7 H?IF;J�
JE 7? J;C?
 7? <7JJEH? ;: 7? 9H?J;H? :? 7D7B?I? ?CF?;=7J? D;B FHE�
=;JJE� /D\7JJ;DJ7 7D7B?I? :;BB7 FHEFH?7 9ED:?P?ED; :? F7HJ;DP7
H7FFH;I;DJ7 :;B H;IJE KD7 J7FF7 <ED:7C;DJ7B; F;H FHE=;JJ7�
H; F;H9EHI? :? C?=B?EH7C;DJE ;<<?979?� �7BB\7BJHE ?B 97F?JEBE 9ED�
I;DJ; :? FEHH; ?D ;L?:;DP7 ? B?L;BB? :? ;LEBKP?ED; :;BB; :?L;HI;
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7CC?D?IJH7P?ED? ?D H;B7P?ED; 7 9?7I9KDE :;? <7JJEH? :? 7D7B?I?
FH;I9;BJ? ; :? ;L?:;DP?7H; ?D J7B CE:E =B? ;B;C;DJ? :? <EHP7 FH;�
I;DJ?�
&E ILEB=?C;DJE :;B F;H9EHIE :? 7D7B?I? ; review :;BB; ;IF;�
H?;DP; :;BB; 7CC?D?IJH7P?ED? BE97B? F?BEJ7 >7 9EDI;DJ?JE ?DEBJH;
:? EJJ;D;H; :K; KBJ;H?EH? H?IKBJ7J?� 07B?:7H; B7 check list 9EC;
IJHKC;DJE :? :?7=DEI? ;
 FEJ;DP?7BC;DJ;
 7KJE:?7=DEI? F;H B;
7CC?D?IJH7P?ED? BE97B? 9>; ?DJ;D:;II;HE 7D7B?PP7H; ?B FHEFH?E
I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance EH�
=7D?PP7J?L7 �B7 L;HI?ED; :;<?D?J?L7 ; I;CFB?<?97J7 :;BB7 check

list T :?IFED?8?B; IKB I?JE >JJF�MMM�GK7B?J7F7�=EL�?J?D?P?7J?L;�
?D�9EHIEL7BKJ7P?ED;�F;H<EHC7D9; �� �;9B?D7H; B; lesson

learned ?D J;HC?D? :? FH?D9?F? ; 9H?J;H? KJ?B? F;H B7 FHE=;JJ7P?ED;
:;B 9?9BE :? =;IJ?ED; ; :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?E�
D; :;BB7 performance ; :;B JKJJE 9E;H;DJ? 9ED B7 IJHKJJKH7 :;BB7
check list�
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';DK a  IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B? a
���$B�9?9BE�:;BB7 performance D;BB;�7CC?D?IJH7P?ED?�F?BEJ7

2.1 Le amministrazioni pilota

$B FHE=;JJE >7 FH;L?IJE B7 F7HJ;9?F7P?ED; :? EJJE 7CC?D?IJH7P?E�
D? BE97B? ILEB=;DJ? ?B HKEBE :? F?BEJ7� �$ GK;IJ; 9?DGK; IEDE 9E�
CKD? 97FEBKE=E :? FHEL?D9?7 9EBBE97J? ?D H;=?ED? :;B BE97B? DEH:
�*?;CEDJ;
 &EC87H:?7
 0;D;JE
  C?B?7 ,EC7=D7 ; .EI97D7�

KD7 T KD\/D?ED; :? 9ECKD? :;BB\ C?B?7 ,EC7=D7 ; :K; IEDE
9ECKD? :? C?DEH? :?C;DI?ED? 7FF7HJ;D;DJ? 7 :K; :;BB; H;=?E�
D? :;BB\)8?;JJ?LE �EDL;H=;DP7 ��7CF7D?7 ; *K=B?7�� &7 I9;BJ7
:;? 9ECKD? T 7LL;DKJ7 ?D CE:E J7B; :7 7II?9KH7H; KD7 9;HJ7
H7FFH;I;DJ7J?L?JS J;HH?JEH?7B; ; 9ED B\E8?;JJ?LE :? 7D7B?PP7H; 97�
I? JH7 BEHE 7D7=H7<?97C;DJ; :?<<;H;DJ?� &7 :;9?I?ED; :? 7D7B?P�
P7H; 7D9>; :K; 7CC?D?IJH7P?ED? :? :?C;DI?ED? C?DEH? ; 7FF7H�
J;D;DJ? 7BB; H;=?ED? :;BB\)8?;JJ?LE �EDL;H=;DP7 T IJ7J7 :;JJ7J7
:7BB\;I?=;DP7 :? 9E?DLEB=;H; <?D :7 IK8?JE B; 7CC?D?IJH7P?ED?
:;IJ?D7J7H?; :;BB7 &?D;7 � :;B FHE=;JJE ; :? L;H?<?97H; =?S D;BB7
&?D;7 � B\?CFEIJ7P?ED; =;D;H7B; :;B FHE=;JJE ; B\7FFB?978?B?JS
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:;BBE IJHKC;DJE :? 7D7B?I? FHEFEIJE �check list�� &7 J78;BB7 �
<EHD?I9; KD GK7:HE :? I?DJ;I? :;BB; :?C;DI?ED? :;BB; 7CC?D?�
IJH7P?ED? 9E?DLEBJ; BKD=E � :?C;DI?ED? ?D F7HJ?9EB7H;� ?B DKC;HE
:? 78?J7DJ?
 ?B DKC;HE :;? :?H?=;DJ? ; ?B DKC;HE :;? :?F;D:;DJ?
:;BB\7CC?D?IJH7P?ED;� &\?D<EHC7P?ED; T 9ECFB;J7J7 :7D:E ?D�
:?97P?ED; :;B DEC; :;B I?D:79E ; :;B :?H;JJEH; =;D;H7B; 7B�
B7 :7J7 :;B �� C7HPE ����� �7B 9ED<HEDJE ;C;H=; 9EC; JKJ�
J; B; 7CC?D?IJH7P?ED? 788?7DE KD7 FEFEB7P?ED; IKF;H?EH; 7?
������� 78?J7DJ? ; FH;L;:7DE B7 <?=KH7 :;B :?H;JJEH; =;D;H7B;�
!7DDE ;99;P?ED; ? 9ECKD? :? (EB7 ; :? �7I7H7DE B; 9K? :?�
C;DI?ED? H?IKBJ7DE F?X ECE=;D; 7BB7 C;:?7 :;BB; 7CC?D?IJH7�
P?ED?�9E?DLEBJ;�D;BB7�<7I;���:;B�FHE=;JJE�
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Tabella 1 - Le amministrazioni locali pilota (aprile 2011)

Amm.ne
Elementi Bergamo Novara Verona Reggio Emilia

Unione
Bassa

Romagna
Arezzo Nola Casarano

�8?J7DJ? ������� ������� ������� ������� ������� ������� ������ ������

-?D:79E

!H7D9E
.;DJEH?E
�BE97B?
�;IJH7������

L?9;�-?BL7D7
'EI97J;BB?
�BE97B?
�;IJH7������

!B7L?E�.EI?
�BE97B?
�;IJH7Y�����

"H7P?7DE
�;BH?E��BE97B?
-?D?IJH7������

,7<<7;B;
�EHJ;I?
�*H;I?:;DJ;

I?D:79E�:?
&K=E�

"?KI;FF;
!7D<7D?��BE97B?
-?D?IJH7Y�����

";H;C?7
�?7D97H:?
�BE97B?
�;IJH7������

$L7D�.ECC7IE
�;�'7I?
�9ECC?II7H?7JE�

�?H;JJEH;
=;D;H7B;

,E8;HJE
";H7H:?

(7J7B?DE
�;HJ?DEJJ?

,;D7JE
*?99EB?

'7KHE
�ED7H;JJ?

!H7D9;I9E
!H?;H?

'7HP?7
"?KB?7JJ?D? DE DE

�?H?=;DJ? �� �� �� �� ��	��
I;=H;J7H? �� � �

�?F;D:;DJ? ��� ��� ����� ����
���
�����9ED
9ECKD?�

��� ��� ���

*H?C7 :? FHE9;:; 7BB7 ;IFEI?P?ED; :;BB; 97H7JJ;H?IJ?9>; 7I�
IKDJ; :7? 9?9BE :? =;IJ?ED; ; :7? I?IJ;C? :? C?IKH7P?ED; :;BB7
performance :;BB; 7CC?D?IJH7P?ED? 7D7B?PP7J;
 7FF7H; KJ?B;
9ECF?;H; KD KBJ;H?EH; FEI?P?ED7C;DJE� (;BB\7C8?JE :;BB\7D7B?I?
FH;B?C?D7H;
 9ECF?KJ7 :7BB; IJ;II; 7CC?D?IJH7P?ED?
 IEDE IJ7�
J; ?D<7JJ? FH;I? ?D 9EDI?:;H7P?ED; 7B9KD? ;B;C;DJ? 9EDI?:;H7J?
I;DJ?D;BB7 H?IF;JJE 7BBE IJ7JE 9ECFB;II?LE :;B I?IJ;C7 :? C?IK�
H7P?ED;�;�L7BKJ7P?ED;�:;BB\7CC?D?IJH7P?ED;�
�DP?JKJJE ?B I?IJ;C7 ?D<EHC7J?LE ELL;HE B\?DI?;C; :;BB; ?D<EH�
C7P?ED? KJ?B?PP7J;
 FHE:EJJ; ; JH7I<EHC7J; :7BB\7CC?D?IJH7P?E�
D; D;BBE ILEB=?C;DJE :;BB; FHEFH?; <KDP?ED? ; :;BB; CE:7B?JS
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:? =;IJ?ED; :? J7B? ?D<EHC7P?ED?� .7B; I?IJ;C7 T IJ7JE ?D F7HJ?�
9EB7H; 9EDI?:;H7JE D;BB7 IK7 9ECFED;DJ; ?D<EHC7J?97 ; 9?ET
?D H;B7P?ED; 7BB\KIE :? J;9DEBE=?; ?D<EHC7J?9>; ; 7KJEC7P?ED;�
&7 J78;BB7 � ;L?:;DP?7 9EC; D;BB; :?L;HI; 7CC?D?IJH7P?ED? ?B
I?IJ;C7 ?D<EHC7J?LE I?7 IJ7JE L7BKJ7JE H?IF;JJE 7B IKE B?L;BBE :?
?D<EHC7J?PP7P?ED;
 ;B;L7JE ?D GK7I? JKJJ; B; 7CC?D?IJH7P?ED;

; :? ?DJ;=H7P?ED;
 9ECFB;J7 IEBE ?D 7B9KD? 97I?� &\?DJ;=H7P?ED;
?D F7HJ?9EB7H;
 B7 FH;I;DP7 9?ET :? IJHKC;DJ? ?D =H7:E :? 9ED�
IEB?:7H; ?D<EHC7P?ED? FHEL;D?;DJ? :7 :?L;HI; 87I? :? :7J?
 9E�
IJ?JK?I9; KD7 :?C;DI?ED; 9HK9?7B;
 IEFH7JJKJJE ?D FH;L?I?ED;
:;B H7<<EHP7C;DJE :? I?IJ;C? :? C?IKH7P?ED; ; L7BKJ7P?ED; :;B�
B7 performance :7B CEC;DJE 9>; J7B? I?IJ;C?
 F;H :;<?D?P?E�
D;
 FED=EDE ?D H;B7P?ED; <H7 BEHE ;B;C;DJ? :? C?IKH7P?ED; 9>;
FEIIEDE H?<;H?HI? 7 :?L;HI; :?C;DI?ED? ; :?L;HI? 7C8?J? :? per-

formance ; F;HJ7DJE EH?=?D7H; ;: ;II;H; H799EBJ? :7 :?L;HI;
87I? :7J?� -; F;H J7BKD; 7CC?D?IJH7P?ED?
 I?=D?<?97J?L7C;DJ;
GK;BB; :? :?C;DI?ED? C?DEH?
 ?B FHE8B;C7 :;BB\?D<EHC7J?PP7P?ED;
; :;BB\?DJ;=H7P?ED; I? FED; ?D J;HC?D? :? 9EIJ? B;=7J? J7DJE
7BB\79GK?I?P?ED; :;=B? IJHKC;DJ? GK7DJE 7BBE IL?BKFFE :;BB;
9ECF;J;DP;
 ?B 97IE :;B 9ECKD; :? 0;HED7 I;C8H7 <EHD?H;
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B7 :?CEIJH7P?ED; :? 9EC;
 ?D CE:E I;CFB?9; ; I;DP7 H?9EHIE
7 IJHKJJKH; software :? ;99;II?L7 9ECFB;II?JS
 I?7 FEII?8?B;
F;H B\7CC?D?IJH7P?ED; :EJ7HI? :? IJHKC;DJ? :? IKFFEHJE F?X 9>;
7:;=K7J?�
/D I;9ED:E ;B;C;DJE FH;IE ?D 9EDI?:;H7P?ED; D;BB\7D7B?I?
FH;B?C?D7H; T B7 FEI?P?ED; FH;I7 :7BB\7CC?D?IJH7P?ED; H?IF;JJE
7B J;C7 :;BB7 L7BKJ7P?ED; ?D:?L?:K7B;
 EHC7? :7 7DD? FH;I;DJ;
D;B 9EDJ;IJE DEHC7J?LE :? H?<;H?C;DJE
 ; ?DDEL7JE
 D;? FH?D9?F?
9EC; D;BB7 :?I9?FB?D7
 :7B �� &=I� ������� 4&;==? ?B J;IJE ?D
H;J; 5 :;B ����� &\;IF;H?;DP7 :;BB; � 7CC?D?IJH7P?ED? 9EDI?�
:;H7J; DED I;C8H7 H?9ED:K9?8?B; 7: KD 7FFHE99?E 9ECKD; ;:
7DP? ;L?:;DP?7 9EC;
 ?D 7II;DP7 :? B?D;; =K?:7 :? H?<;H?C;DJE

B; 7CC?D?IJH7P?ED? 788?7DE FHE9;:KJE ?D EH:?D; IF7HIE
 C7D�
J;D;D:E ?B I?IJ;C7 9>; ;H7 IJ7JE :;<?D?JE ?D FH;9;:;DP7 �9E�
IV F;H ?B 9ECKD; :? (EL7H7� EFFKH; 7:;=K7D:ED; ? FH?D9?F? ;
=B? IJHKC;DJ? 7BB; DEL?JS ?DJHE:EJJ; :7B �� &=I� ������� 4&;==?
?B J;IJE ?D H;J; 5 ;: ?D F7HJ?9EB7H; 7BB\?DI;H?C;DJE
 JH7 ? 9H?J;H?
:? L7BKJ7P?ED; :;BB7 performance ?D:?L?:K7B; :;BB7 :?H?=;DP7

:;B B?L;BBE :? performance EH=7D?PP7J?L7 H7==?KDJE :7BB\7CC?�
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D?IJH7P?ED; �9ECKD; :? �;H=7CE
 9ECKD; :? ,;==?E  C?B?7

9ECKD;�:?��H;PPE��
� FH;I9?D:;H; :7? 9EDJ;DKJ? IF;9?<?9? :;? I?IJ;C? 7:EJJ7J?
 B;
7CC?D?IJH7P?ED? I? IEDE CEII;
 D;BB7 C7==?EH F7HJ; :;? 97I?

D;BB7 :?H;P?ED; :? CE:?<?97H; ;E ?DJ;=H7H; ?B I?IJ;C7 ;I?IJ;DJ;
; 9?W I?=D?<?97J?L7C;DJ; T 7LL;DKJE ?D F7HJ?9EB7H; D;B 97IE ?D
9K? B\7CC?D?IJH7P?ED; 7L;II;HE FHE9;:KJE 7 9EIJ?JK?H; ; :EJ7�
H; :;BB; H?IF;JJ?L; 9ECF;J;DP; B\)$0
 FH;L?IJE :7BB\7HJ� �� :;B
�� &=I� ������� 4&;==? ?B J;IJE ?D H;J; 5� .KJJ; B; 7CC?D?�
IJH7P?ED? >7DDE ?DL;HE 9EIJ?JK?JE J7B; EH=7DE
 9ECFED;D:EBE
?D CE:E L7H?E 9ED KD7 J;D:;DP7 7 9ECFEHBE :;B :?H;JJEH;I;�
=H;J7H?E =;D;H7B; F?X :K; C;C8H? ;IJ;HD?� &\;99;P?ED; F7H; ?D
J7B 97IE ;II;H; H7FFH;I;DJ7J7 :7? 9ECKD? :? (EB7 ; �7I7H7�
DE 7D9EH7 B;=7J?
 IEIJ7DP?7BC;DJ; ?B FH?CE
 <EHC7BC;DJ; ?B I;�
9ED:E
 7B FH;9;:;DJ; CE:;BBE :? 9EDJHEBBE 9EDJH7::?IJ?DJE :7B�
B7�FH;I;DP7�:;B DK9B;E�:?�L7BKJ7P?ED;�
/DE :;=B? ;B;C;DJ? ?DDEL7J?L? :;BB7 H?<EHC7 T I?9KH7C;DJ; H7F�
FH;I;DJ7JE :7BB7 H?B;L7DP7 H?9EDEI9?KJ7 7BB7 C?IKH7P?ED; ; L7�
BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7
 FH?C7 7D9EH7 :;B�
B7 performance ?D:?L?:K7B;
 JH7:?P?ED7B; B?L;BBE :? L7BKJ7P?ED;
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:;BB\7CC?D?IJH7P?ED;� .7B; H?B;L7DP7 :ELH;88; JHEL7H; H?I9ED�
JHE D;BB\7:EP?ED; :7 F7HJ; :;BB\7CC?D?IJH7P?ED; :? KD I?IJ;C7
:? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance 9>; 9>?7H?I9;
=B? 7C8?J? :? C?IKH7P?ED;
 B; <7I? ;: ? HKEB? :;B 9?9BE :? =;IJ?E�
D; :;BB7 performance� .7B; I?IJ;C7 FKW ;II;H; :;<?D?JE ?D KD
:E9KC;DJE ad hoc ;: ;II;H; ;<<;JJ?L7C;DJ; FH;I;DJ; ��;H�
=7CE
 /D?ED; �7II7 ,EC7=D7
 �H;PPE� EFFKH; DED ;II;H;
IJ7JE 7D9EH7 :;<?D?JE ?D KD :E9KC;DJE ad hoc C7 ;II;H; 9E�
CKDGK; FH;I;DJ; F;H9>U B;=7JE 7 FH;9;:;DJ? ;IF;H?;DP; :?
:;<?D?P?ED; :? KD CE:;BBE :? C?IKH7P?ED; �,;==?E  C?B?7�
 EF�
FKH; DED ;II;H; FH;I;DJ; F;H9>U 7D9EH7 B\7CC?D?IJH7P?ED;
DED >7 FHE9;:KJE 7 FHE=;JJ7H; ?B I?IJ;C7 :? C?IKH7P?ED; �(E�
L7H7
 0;HED7
 �7I7H7DE�� $B 97IE :;B 9ECKD; :? (EB7 L;:;
B\7:EP?ED; :? KD :E9KC;DJE 9>; H?FH;D:; J;IJK7BC;DJ; ?B J;IJE
DEHC7J?LE :? H?<;H?C;DJE ��� &=I� ������� 4&;==? ?B J;IJE ?D
H;J; 5 ; :;B?8;H; �?0$.� 7D9>; I; ?D ;<<;JJ? B\7CC?D?IJH7P?ED;
DED FEII?;:; KD I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; EBJH; 7
GK7DJE FH;L?IJE ?D J;HC?D? :? 8?B7D9?E ; I?IJ;C7 :? L7BKJ7P?ED;
?D:?L?:K7B;�
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�7HJ?D7 :? JEHD7IEB; :;BB\;<<;JJ?L7 7JJK7P?ED; :;BB7 H?<EHC7
 7D�
9>; I; DED D;9;II7H?7C;DJ; :;B B?L;BBE :? 7JJK7P?ED;
 T
B\7:EP?ED; :7 F7HJ; :;BB\7CC?D?IJH7P?ED; :? KD F?7DE :;BB7
performance
 :E9KC;DJE 9>; 7? I;DI? :;BB\7HJ� �� :;B �� &=I�
������� 4&;==? ?B J;IJE ?D H;J; 5
 ?D:?L?:K7 =B? ?D:?H?PP? ; =B?
E8?;JJ?L? IJH7J;=?9? ;: EF;H7J?L? ; :;<?D?I9;
 9ED H?<;H?C;DJE
7=B? E8?;JJ?L? <?D7B? ;: ?DJ;HC;:? ;: 7BB; H?IEHI;
 =B? ?D:?97JEH?
F;H B7 C?IKH7P?ED; ; B7 L7BKJ7P?ED; :;BB7 performance

:;BB\7CC?D?IJH7P?ED;
 DED9>U =B? E8?;JJ?L? 7II;=D7J? 7B F;H�
IED7B; :?H?=;DP?7B; ;: ? H;B7J?L? ?D:?97JEH?� .7B; :E9KC;DJE
H;D:; ?D 7BJH? J;HC?D? 9EDIKBJ78?B; ?B I?IJ;C7 :? C?IKH7P?ED;
; L7BKJ7P?ED; ; 7II?9KH7 B7 JH7IF7H;DP7 :;BB\7P?ED;
:;BB\7CC?D?IJH7P?ED;� &\7FFHE99?E 7:EJJ7JE :7BB; 7CC?D?IJH7�
P?ED?
 9EC; I7HS FE? :?I9KIIE D;B F7H7=H7<E ���
 7FF7H; F?KJ�
JEIJE :?<<;H;DP?7JE
 9EC; :;B H;IJE B; IJ;II; B?D;; =K?:7
;C;II; ?D J7B I;DIE :7BB\�(�$
 9EDI;DJ?L7DE :? FH;L;:;H;�
�;BB; 7CC?D?IJH7P?ED? 9EDI?:;H7J; B7 C;JS DED I? ;H7 7D9EH7
:EJ7J7 :;B :E9KC;DJE 7B CEC;DJE :;BB7 review �C7HPE Y 7FH?�
B; ������ �;BB\7BJH7 C;JS
 :K; 7CC?D?IJH7P?ED? >7DDE F;H9EH�
IE B7 IJH7:7 :;BB7 :;<?D?P?ED; :? KD :E9KC;DJE ad hoc ; :K;
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7CC?D?IJH7P?ED? B7 IJH7:7 :;BB\?DJ;=H7P?ED; :;? :E9KC;DJ? ;I?�
IJ;DJ?
 * " ; F?7DE�:;=B?�E8?;JJ?L?�
&; 9ED:?P?ED? B;=7J; 7=B? KBJ?C? :K; ;B;C;DJ? H?9>?7C7J?
 I?IJ;�
C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; ; F?7DE :;BB7 performance

7FF7?E F;H7BJHE <H7 BEHE 9EHH;B7J;
 :7B CEC;DJE 9>; 7: 7L;H
FHE9;:KJE 7BB7 :;<?D?P?ED; 9ECF?KJ7 :? ;DJH7C8? H?IKBJ7DE B;
C;:;I?C; 7CC?D?IJH7P?ED? ��;H=7CE
 �H;PPE�� .7B; 7D7B?I?
F7H; IK==;H?H; 9>; I?IJ;C7 ; F?7DE I?7DE ;B;C;DJ? 9E;L? ;
IJH;JJ7C;DJ;�9EHH;B7J?�

Tabella 2 – Elementi preliminari di analisi (aprile 2011)

Amm.ne
Elementi Bergamo Novara Verona Reggio Emilia

Sistema
informativo *7HP?7BC;DJ;�?DJ;=H7JE *7HP?7BC;DJ;�?DJ;=H7JE $DJ;=H7JE
�I;CFB?9;�;

<KDP?ED7B; $DJ;=H7JE�;�7F;HJE�7BB\;IJ;HDE

Valutazione
individuale

-?IJ;C7�H?:;<?D?JE�7BB7�BK9;�:;B
����?DI;H;D:E performance :?
;DJ;�GK7B;�9H?J;H?E�:?
L7BKJ7P?ED;

-?IJ;C7�?D�KIE�:7�7DD?
B;=7JE�7BB7�FHE:KJJ?L?JS

-?IJ;C7�IE<?IJ?97JE�;
9ED:?L?IE
�7FFB?97JE
D;B������C7�DED�D;B
����

-?IJ;C7�H?:;<?D?JE�7BB7�BK9;�:;B����
;�9E;H;DJ;�7B�I?IJ;C7�:?
L7BKJ7P?ED;�:;BB7 performance

EH=7D?PP7J?L7

OIV �EIJ?JK?JE���"
���;IJ;HD?� �EIJ?JK?JE���"	-"	
;IJ;HDE�

�EIJ?JK?JE�C7�DED
EF;H7J?LE���"	�
;IJ;HD?�

,;=EB7JE�C7�DED�7D9EH7�DEC?D7JE

Sistema di
misurazione

e
valutazione

�E9KC;DJE ad hoc H;9;F?JE�D;?
H;=EB7C;DJ?�9ECKD7B? �E9KC;DJE�7II;DJ; �E9KC;DJE

FH;B?C?D7H;
�E9KC;DJE�7II;DJ;��'E:;BBE
,;D:?9EDJE��?L?9KC�

Modello di
piano della
performanceperformance

�E9KC;DJE ad hoc��$D�<7I;�:?
7FFHEL7P?ED;

�E9KC;DJE�9>;
?DJ;=H7�?�:E9KC;DJ?
;I?IJ;DJ?�$D�<7I;�:?
;B78EH7P?ED;

�E9KC;DJE�7II;DJ; �E9KC;DJE�7II;DJ;
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Amm.ne
Elementi

Unione Bassa
Romagna Arezzo Nola Casarano

Sistema
informativo

*7HP?7BC;DJ;�?DJ;=H7JE
;�;IJ;IE�7?�FH?D9?F7B?
I;HL?P?��-'�,.�

*7HP?7BC;DJ;�?DJ;=H7JE� (ED�:;B�JKJJE�?D<EHC7J?PP7JE�
�EEH:?D7JE�:7B
BE97B?�I;HL?P?
.;9D?9?

Valutazione
individuale

-?IJ;C7�7HJ?9EB7JE
9E;H;DJ;�7B�CE:;BBE
?:;DJ?<?97JE�:7B����

-?IJ;C7�CKBJ?:?C;DI?ED7B;
�H?:;<?D?JE�7BB7
BK9;�:;B�����?DI;H;D:E performance :?�;DJ;
GK7B;�9H?J;H?E�:?�L7BKJ7P?ED;

-?IJ;C7�?D�KIE�:7�7DD?�;
EH?;DJ7JE�7:�KD7�L7BKJ7P?ED;
:?�BE=?97�8KHE9H7J?97

-?IJ;C7�?D�<7I;
:?�H?:;<?D?P?ED;

OIV �EIJ?JK?JE����;IJ;HD?� �EIJ?JK?JE�C7�DED�EF;H7J?LE����;IJ;HD?� �EIJ?JK?JE�:7?�C;C8H?�:;BB\;N
(:0

�EIJ?JK?JE�;
:;DEC?D7JE�(:0
�-"�	���;IJ;HD?�

Sistema di
misurazione e

valutazione

�E9KC;DJE�KD?J7H?E
�performance

EH=7D?PP7J?L7�;:
?D:?L?:K7B;�

�E9KC;DJE�;LEBKJE��7J;D7�IJH7J;=?97�:;B
07BEH;

�E9KC;DJE�9ED<EHC;�7B
:?IFEI?J?LE�DEHC7J?LE

�E9KC;DJE
7II;DJ;

Modello di
piano della
performanceperformance

�E9KC;DJE�9>;�?DJ;=H7
?�:E9KC;DJ?

�E9KC;DJE ad hoc���:EJJ7JE�?D�CE:E
?DJ;=H7JE�7B�:E9KC;DJE�:?�I?IJ;C7� �E9KC;DJE�7II;DJ; �E9KC;DJE

7II;DJ;

';DK a  IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B? a
���$B�9?9BE�:;BB7 performance D;BB;�7CC?D?IJH7P?ED?�F?BEJ7

2.2 Le Condizioni Abilitanti

$B 9?9BE :? =;IJ?ED; ;: ?B I?IJ;C7 :? C?IKH7P?ED; :;BB7 per-

formance IEDE IJHKC;DJ? 9>; 9EDI;DJEDE 7:
KD\7CC?D?IJH7P?ED; :? ?:;DJ?<?97H; B; FH?EH?JS
 H7P?ED7B?PP7H; B;
I9;BJ;
 H7<<EHP7H; ? FHE9;II? :? 9EDJHEBBE ; C?=B?EH7H; F?X ?D =;�
D;H7B; B; FHEFH?; performance� +K;IJ?
 ?D I?DJ;I?
 =B? E8?;JJ?L?
=;D;H7B? 9>; IJ7DDE 7BB\EH?=?D; :;B H?F;DI7C;DJE ; :;BB7 H?FHE�
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=;JJ7P?ED; :;? I?IJ;C? EH7 H?9>?7C7J?� ";IJ?ED; ; C?IKH7P?ED;
:;BB7 performance JKJJ7L?7 DED 9EIJ?JK?I9EDE 7JJ?L?JS :;B JKJ�
JE 7II;DJ? D;BB; 7CC?D?IJH7P?ED? FK88B?9>;� (;B J;CFE 9?7I9K�
D7 7CC?D?IJH7P?ED; >7 IL?BKFF7JE KD FHEFH?E I?IJ;C7 :? C?�
IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7
 F?X
E C;DE <EHC7B?PP7JE
 ; KD FHEFH?E 9?9BE :? =;IJ?ED; :;BB7 per-

formance� $DEBJH; ;I?IJEDE 7B9KD; 9ED:?P?ED? 9>; FEIIEDE ?D�
<BK;DP7H; B7 FHE=;JJ7P?ED; ; B7 9ED9H;J7 ?CFB;C;DJ7P?ED; :;B
I?IJ;C7�:?�C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7�
(;BB\7C8?JE :;BB\7D7B?I? ILEBJ7 FH;IIE B; 7CC?D?IJH7P?ED? BE97B?
F?BEJ7 IEDE IJ7J; FH;I; ?D 9EDI?:;H7P?ED; JH; 9ED:?P?ED? 78?B?�
J7DJ?
 9ED:?P?ED? 9?ET ?D FH;I;DP7 :;BB; GK7B? $B 9?9BE :? =;IJ?E�
D; ; ?B I?IJ;C7 :? C?IKH7P?ED; :;BB7 performance EH=7D?PP7J?�
L7 FEIIEDE JHEL7H; F?X <79?BC;DJ; :;<?D?P?ED; ;: EF;H7H; ;<�
<?979;C;DJ; H?IF;JJE 7=B? E8?;JJ?L? IEFH7 H?9>?7C7J?� /D GK7:HE
I?DJ;J?9E :;BB; 9ED:?P?ED? ;C;HI; T 9EDJ;DKJE D;BB7 I;=K;DJ;
J78;BB7���
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Tabella 3 – Le condizioni abilitanti (aprile 2011)

Amm.ne
Elementi Bergamo Novara Verona Reggio Emilia

GovernanceGovernance

-JHKJJKH7�:;BB;�H;IFEDI78?B?JS�9>?7H7
;�:;<?D?J7�D;B�H;=EB7C;DJE��!EHJ;
HKEBE�:?�=K?:7�:;BB;�B?D;;
FHE=H7CC7J?9>;

-JHKJJKH7�:;BB;
H;IFEDI78?B?JS
?D�F7HJ;�:7
7==?EHD7H;

-JHKJJKH7�:;BB;
H;IFEDI78?B?JS�IJ78?B;�
0;HJ?9;�FEB?J?9E�;
7CC?D?IJH7J?LE�<EHJ;

-JHKJJKH7�:;BB;�H;IFEDI78?B?JS
9>?7H7��0;HJ?9;�7CC?D?IJH7J?LE�9ED
7CF?;�<KDP?ED?��!EHJ;�HKEBE�:;B
F?7DE�=;D;H7B;�:?�-L?BKFFE

Programmazione
e controllo

�CF?E�H?9EHIE�7�?D:?97JEH?�
�EBB;=7C;DJE�JH7�B?L;BBE�IJH7J;=?9E
;�B?L;BBE�EF;H7J?LE���EBB;=7C;DJE
7BB7�=;IJ?ED;�:;B�F;HIED7B;

*H;L7B;DJ;
:?C;DI?ED;
;9EDEC?97

-?IJ;C7�?D<EHC7J?PP7JE�
C7�JHEFFE�;IJ;IE

�EBB;=7C;DJE�JH7�B?L;BBE�IJH7J;=?9E
;�B?L;BBE�EF;H7J?LE���EBB;=7C;DJE
7BB7�=;IJ?ED;�:;B�F;HIED7B;

gestione risorse
umane

-?IJ;C7�H;L?I?ED7JE�:?�H;9;DJ;�;
EF;H7J?LE� Performance

EH=7D?PP7J?L7�JH7�?�9H?J;H?�:?
L7BKJ7P?ED;�

-?IJ;C7
FH;I;DJ;�C7
FE9E�I;B;JJ?LE

-?IJ;C7�H;L?I?ED7JE�:?
H;9;DJ;�C7�DED
EF;H7J?LE�
)H=7D?PP7P?ED;�7
97DD;�:\EH=7DE

-?IJ;C7�9ECFEIJE�IK�F?X�B?L;BB?
�performance ?D:?L?:K7B;

9ECFEHJ7C;DJ?
�=;IJ?ED;�H?IEHI;�

Amm.ne
Elementi Unione Bassa Romagna Arezzo Nola Casarano

GovernanceGovernance

-JHKJJKH7�:;BB;�H;IFEDI78?B?JS
9>?7H7��)8?;JJ?L?�?:;DJ?<?97J?�D;B
F?7DE�:;BB7 performance ;�:7B
I?IJ;C7�:?�L7BKJ7P?ED;�?D:?L?:K7B;

-JHKJJKH7�:;BB;�H;IFEDI78?B?JS�9>?7H7�
�BB?D;7C;DJE�7JJH7L;HIE�?B F?7DE�:;BB7
performance :;BB;�H;IFEDI78?B?JS
EH=7D?PP7J?L;�7�7H;;�:? policy

�;8EB;PP7
F;H9EHIE�:?
F?7D?<?97P?ED;
IJHKJJKH7J7

$CFEHJ7DJ;�HKEBE�:;B
9EC?J7JE�:?�:?H;P?ED;�
�;8EB;PP7�F;H9EHIE�:?
F?7D?<?97P?ED;�IJHKJJKH7J7

Programmazione
e controllo

�EBB;=7C;DJE�JH7�B?L;BBE�IJH7J;=?9E
;�B?L;BBE�EF;H7J?LE�
�E?DLEB=?C;DJE stakeholder

�EBB;=7C;DJE�JH7�B?L;BBE�IJH7J;=?9E�;
B?L;BBE�EF;H7J?LE���E?DLEB=?C;DJE
stakeholder

*H;L7B;DJ;
:?C;DI?ED;
;9EDEC?97

*H;L7B;DJ;�:?C;DI?ED;
;9EDEC?97��,?J7H:?
J;CFEH7B?

Gestione risorse
umane

-?IJ;C7�9EDIEB?:7JE�F;H�9?7I9KD7
97J;=EH?7�:?�F;HIED7B;�
Performance EH=7D?PP7J?L7��:?
7H;7��JH7�?�9H?J;H?�:?�L7BKJ7P?ED;�

-?IJ;C7�9EDIEB?:7JE� performance

EH=7D?PP7J?L7�DED�9ECFH;I7�JH7�?
9H?J;H?�:?�L7BKJ7P?ED;���E:?9;�;J?9E

-?IJ;C7
FH;I;DJ;�C7
FE9E
I;B;JJ?LE

-?IJ;C7�FH;I;DJ;�C7
FE9E�I;B;JJ?LE

-; 7BB\?DJ;HDE :;BB\7CC?D?IJH7P?ED; ? HKEB? IEDE 8;D :;<?D?J? ;
=B? EH=7D? :? L;HJ?9; FEB?J?9E :;<?D?I9EDE KD GK7:HE 9>?7HE ;
9E;H;DJ; :? FH?EH?JS 9? IEDE C7==?EH? FHE878?B?JS 9>; J7B? FH?E�
H?JS FEII7DE ;II;H; C?IKH7J; ; 9>; ?B 9?9BE :? =;IJ?ED; :;BB7
performance <EHD?I97 ?D CE:E J;CF;IJ?LE ?D:?97P?ED? H?IF;J�
JE 7BB\;<<;JJ?L7 7JJ;DP?ED; ;: 7B =H7:E :? H7==?KD=?C;DJE :? J7�
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B? FH?EH?JS� &7 9>?7H;PP7 :;BB7 governance :;BB\7CC?D?IJH7P?ED?
9EIJ?JK?I9; ?D J7B I;DIE KD <7JJEH; 78?B?J7DJ;
 ?D F7HJ?9EB7H; I;
=H7P?; 7: ;II7 I? 9ED<?=KH7DE H;IFEDI78?B?JS ; I9;BJ; IJH7J;=?�
9>;� &; 7CC?D?IJH7P?ED? BE97B? F?BEJ7 9E?DLEBJ; D;BB\7D7B?I? FH;�
I;DJ7DE ?D J7B I;DIE KDE I9;D7H?E D;B GK7B; T FEII?8?B; ?:;D�
J?<?97H;�JH;�I?JK7P?ED?�
�DP?JKJJE 7CC?D?IJH7P?ED? D;BB; GK7B? B7 IJHKJJKH7 :;BB; H;IFED�
I78?B?JS T 9>?7H7 ?D GK7DJE 8;D :;<?D?J7 ?D :E9KC;DJ? ��;H=7�
CE
 �H;PPE� ;E ?D GK7DJE IEDE 9>?7H? 7? C7D7=;H :;BB; 7CC?�
D?IJH7P?ED? ? H?IF;JJ?L? HKEB? �,;==?E  C?B?7
 /D?ED; �7II7 ,E�
C7=D7�� � 9EIJ?JK?H; KD <7JJEH; :? 9>?7H;PP7 :;BB; H;IFEDI78?�
B?JS T ?DL;9;
 D;B 97IE :;B 9ECKD; :? 0;HED7
 B7 IJ78?B?JS :;?
HKEB?� +K;IJE 97IE 9ED<?=KH7 KD7 I?JK7P?ED; F;9KB?7H; 7D9>;
H?IF;JJE 7B <EHJ; HKEBE ILEBJE :7B L;HJ?9; FEB?J?9E� &7 J;HP7 I?�
JK7P?ED; T H?9ED:K9?8?B; 7 GK;? 97I? D;? GK7B? B7 IJHKJJKH7 :;BB;
H;IFEDI78?B?JS T ?D F7HJ; :7 7==?EHD7H; �(EL7H7� ; 9?W JHEL7
JH7:KP?ED; 7D9>; ?D KD7 :;8EB;PP7 :;B F;H9EHIE :? F?7D?<?97�
P?ED; IJH7J;=?97 �(EB7
 �7I7H7DE�� *;H B7 F7HJ?9EB7H; IEB?:?JS
:;B I?IJ;C7 :? governance
 IEDE :? I;=K?JE :;I9H?JJ; B; 9ED:?�
P?ED?�9>;�9EDJH7::?IJ?D=KEDE�?B 9ECKD;�:?�,;==?E� C?B?7�
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Condizioni abilitanti: la governance nel comune di
Reggio Emilia
&\;IF;H?;DP7 :;B 9ECKD; :? ,;==?E  C?B?7 ;L?:;DP?7 9EC; B; B?D;; :? H;�
IFEDI78?B?JS I?7DE :;<?D?J; ?D CE:E 9>?7HE ; FH;9?IE� &; H;IFEDI78?B?JS
D;BB\;DJ; IEDE IJ7JK?J; D;B H;=EB7C;DJE IKBB\EH:?D7C;DJE =;D;H7B; :;=B?
K<<?9? ; :;? I;HL?P?
 9EIV 9EC; D;BB\EH=7D?=H7CC7 :;BB\;DJ;
 9>; ?:;DJ?<?97�
DE F;H 9?7I9KD HKEBE
 :?H;JJEH; =;D;H7B;
 :?H;JJEH? :\7H;7
 :?H?=;DJ? ; FEI?�
P?ED? EH=7D?PP7J?L; 9>?7H; 9ECF;J;DP; ; H;IFEDI78?B?JS� �: ;II?
 ?B F?7DE
=;D;H7B; :? -L?BKFFE 7JJH?8K?I9; E8?;JJ?L? :? H?IKBJ7JE :? 97H7JJ;H; IJH7J;=?�
9E :7 H7==?KD=;H;
 C;DJH; ?B * " 7JJH?8K?I9; E8?;JJ?L? :? H?IKBJ7JE :? 97H7J�
J;H; =;IJ?ED7B;
 KD?J7C;DJ; 7BB; H?IEHI; F;H H7==?KD=;H; J7B? E8?;JJ?L?� &7
9EBB;=?7B?JS :;BB7 B?D;7 :? H;IFEDI78?B?JS T =7H7DJ?J7 =H7P?; 7BB7 9ED<;H;DP7
:;? :?H?=;DJ?� &; <KDP?ED? :? GK;IJE EH=7DE 9EBB;=?7B; IEDE I?7 :? J?FE 9ED�
IKBJ?LE I?7 FHEFEI?J?LE ?D H;B7P?ED; 7BB\7II;JJE EH=7D?PP7J?LE :;B B7LEHE ;

F?X�?D�=;D;H7B;
�7BB;�FHE8B;C7J?9>;�:?�97H7JJ;H;�JH7IL;HI7B;�:;BB\;DJ;�
$B 9ECKD; :? ,;==?E  C?B?7 >7 ILEBJE D;B 9EHIE :;B J;CFE KD\7D7B?I? 7F�
FHE<ED:?J7 F;H :;J;HC?D7H; GK7B? I?7DE B; 9ECF;J;DP; C7D7=;H?7B? ; J;9�
D?9>; D;9;II7H?; F;H H?9EFH?H; IF;9?<?9? ?D97H?9>? 7BB\?DJ;HDE :;BB\;DJ;� $DEB�
JH; F;H?E:?97C;DJ; L?;D; ILEBJ7 KD7 L7BKJ7P?ED; :;B :?H?=;DJ; F;H L;H?<?�
97H; B\7:;=K7J;PP7 :;BB; 9ECF;J;DP; D;9;II7H?; 7 H?9EFH?H; B7 FEI?P?ED;
7II;=D7J7� .7B; L7BKJ7P?ED; ?D9;:;
 JH7 B\7BJHE
 IKBB\?D:;DD?JS :? FEI?P?ED;
7?�<?D?�:;B�I?IJ;C7�FH;C?7DJ;�;�H;JH?8KJ?LE�:;BB\;DJ;�
/D\7BJH7 9ED:?P?ED; 78?B?J7DJ; ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;B�
B7 performance FH;I;DJ; D;B 9ECKD; :? ,;==?E  C?B?7 T BE IJH;JJE H799EH�
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:E JH7 ?B 9EDJ;DKJE :;? :E9KC;DJ? :? FHE=H7CC7P?ED; ; B; 7JJ?L?JS :? :;�
<?D?P?ED;
 7==?EHD7C;DJE ; L7BKJ7P?ED; :;=B? E8?;JJ?L? IJH7J;=?9? :;BB\;DJ;�
(;B 9ECKD; :? ,;==?E  C?B?7 ;I?IJEDE :?L;HI? :E9KC;DJ? 9>; 7IIEBLEDE
7 GK;IJE E8?;JJ?LE� $B F?7DE =;D;H7B; :? -L?BKFFE :;<?D?I9; =B? E8?;JJ?L?
IJH7J;=?9? 9>; B\7CC?D?IJH7P?ED; ; ? IKE? EH=7D?IC? F7HJ;9?F7J? I? FH;<?=�
=EDE :? H7==?KD=;H; D;B 9EHIE :;B C7D:7JE� &7 ,** ?D:?L?:K7
 9ED KD
EH?PPEDJ; J;CFEH7B; :? JH; 7DD?
 ? FHE=H7CC? ; FHE=;JJ? 7II;=D7J? 7? I;H�
L?P?� $B * "
 7FFHEL7JE 7DDK7BC;DJ; :7BB7 =?KDJ7 9ECKD7B;
 9EDJ?;D; =B?
E8?;JJ?L? =;IJ?ED7B? ; B; H?IEHI; 7II;=D7J; 7? I;HL?P?� $ JH; :E9KC;DJ?
 9EEH�
:?D7J? <H7 BEHE
 7II?9KH7DE B\KD?J7H?;JS :;BB\7P?ED; :;BB\7CC?D?IJH7P?ED;� �
9EDJH?8K?H; 7BB7 9>?7H;PP7 :? HKEB? ; H;IFEDI78?B?JS T 7D9>; ?B H799EH:E I?�
IJ;C7J?9E JH7 ?B FHE9;IIE :? F?7D?<?97P?ED; IJH7J;=?97 ;: ?B FHE9;IIE :? L7�
BKJ7P?ED;�:;BB;�FEI?P?ED?�:?H?=;DP?7B?�
� H7<<EHP7H; B7 governance 9ECFB;II?L7 :;BB\7CC?D?IJH7P?ED; T 7D9>; ?B
H?9EHIE
 7 F7HJ?H; :7B ����
 7: KD CE:;BBE :? H;D:?9EDJ7P?ED; 7HJ?9EB7JE
F;H FEB?J?9>;
 9EHH?IFED:;DJ? 7? FHE=H7CC? IJH7J;=?9?
 9>; C;:?7DJ; B\KIE
:? ?D:?97JEH?
 :;<?D?I9; ?B =H7:E :? H7==?KD=?C;DJE :;=B? E8?;JJ?L?� $B 9ECK�
D; :? ,;==?E  C?B?7 T IJ7JE ?D<7JJ? ?B FH?CE 9ECKD; 7: 7L;H :;9?IE :? 7:EJ�
J7H; F;H ?B 8?B7D9?E ?B CE:;BBE :? ,;D:?9EDJE �?L?9KC
 IJK:?7JE :7BB; big

four :;BB7 H;L?I?ED;� $B ,;D:?9EDJE �?L?9KC Y ?IF?H7JE 7BB; best practice

?DJ;HD7P?ED7B? ; ?D F7HJ?9EB7H; 7B 8?B7D9?E :;B 9ECKD; :? 1;BB?D=JED �(KE�
L7 3;B7D:7� Y F;HI;=K; E8?;JJ?L? :? C7II?C7 I;CFB?<?97P?ED; ; C7II?C7
9ECFH;DI?8?B?JS :7 F7HJ; :;? 9?JJ7:?D? ; H7<<EHP7 ?D J7B I;DIE :?D7C?9>; :?
9E?DLEB=?C;DJE�;�F7HJ;9?F7P?ED;
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*H?C7 :;BB\?DJHE:KP?ED; :;B �� &=I� ������� 4&;==? ?B J;IJE ?D
H;J; 5 :;B ����
 ?B J;HC?D; 9?9BE L;D?L7 IEB?J7C;DJ; H?<;H?JE 7B�
B7 I;GK;DP7 FHE=H7CC7P?ED;
 =;IJ?ED;
 9EDJHEBBE
 ?DJ;D:;D�
:E 9ED J7B? <7I? ?:;DJ?<?97H; ? CEC;DJ? BE=?9? ; J;CFEH7B? H?�
<;H?J? 7BB\?:;DJ?<?97P?ED; :;=B? E8?;JJ?L? :;BB\7CC?D?IJH7P?ED;
 7B
9EBB;=7C;DJE :? J7B? E8?;JJ?L? 9ED B; H?IEHI; ; 7BB7 L;H?<?97 F;�
H?E:?97 :;B B?L;BBE :? H7==?KD=?C;DJE :;=B? E8?;JJ?L?� $B 9?9BE :?
FHE=H7CC7P?ED; ; 9EDJHEBBE
 7JJH7L;HIE B7 :;<?D?P?ED; ; B7 :?�
IJH?8KP?ED; :? 9ECF?J? H?<;H?J? 7BB7 =;IJ?ED; ?D KD :;J;HC?D7�
JE F;H?E:E
 9EIJ?JK?I9; BE IJHKC;DJE :? 9EEH:?D7C;DJE :;BB7
=;IJ?ED;� /D 9?9BE 8;D IJHKJJKH7JE
 ?D J;HC?D? :? J;CF?
 HKE�
B?
 IJHKJJKH7 EH=7D?PP7J?L7 :? IKFFEHJE ; IJHKJJKH7 ?D<EHC7J?L7

9EIJ?JK?I9; KD7 FH;C;II7 ?CFEHJ7DJ; F;H BE IL?BKFFE :;B I?�
IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance ; :;B
H;IJE ?B 9?9BE :? =;IJ?ED; :;BB7 performance H?9ECFH;D:; BE
IJ;IIE 9?9BE :? FHE=H7CC7P?ED; ; 9EDJHEBBE� $D GK;IJ? J;HC?D?
KD\7CC?D?IJH7P?ED; 9>; =?S 788?7 IL?BKFF7JE ?B I?IJ;C7 :? FHE�
=H7CC7P?ED; ; 9EDJHEBBE 7JJH7L;HIE B7 :;<?D?P?ED; ; B\?CF?;=E
:;=B? IJHKC;DJ? FH;L?IJ? :7BB7 DEHC7 ;: ?D F7HJ?9EB7H; :;B * "
; :;B F?7DE :;=B? E8?;JJ?L?
 I? JHEL7 ?D 9ED:?P?ED? :? F7HJ;DP7 <7�
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LEH;LEB?� &\7D7B?I? :;BB; ;IF;H?;DP; ;L?:;DP?7 9EC; ?D 7B9KD;
7CC?D?IJH7P?ED; ?B I?IJ;C7 I?7 9EDJH7::?IJ?DJE :7 7B9KD? ;B;�
C;DJ? :? <EHP7 9EC; B\?DJ;=H7P?ED; JH7 B?L;BBE IJH7J;=?9E ; B?L;B�
BE EF;H7J?LE ; ?B 9EBB;=7C;DJE 9ED ?B I?IJ;C7 :? L7BKJ7P?ED; :;B
F;HIED7B; ��;H=7CE
 ,;==?E  C?B?7�� � GK;IJ? ;B;C;DJ? :? <EH�
P7
 ?D :K; 97I? I? 7==?KD=; B7 97F79?JS :;BB\7CC?D?IJH7P?ED;
:? 9E?DLEB=;H;
 F;H ;I;CF?E D;BB7 :;<?D?P?ED; :;=B? E8?;JJ?L?

7D9>; ? FEHJ7JEH? :? ?DJ;H;II; �/D?ED; �7II7 ,EC7=D7
 �H;P�
PE�� +K;IJ? ;B;C;DJ? :? <EHP7 FEIIEDE JHEL7H; ;IFH;II?ED; 7D�
9>; D;B 9?9BE :? =;IJ?ED; ; D;B I?IJ;C7 :? C?IKH7P?ED; :;BB7
performance
 ?D F7HJ?9EB7H; F;H GK7DJE 7JJ?;D; B7 I;B;P?ED;
; B\?DJ;=H7P?ED; :;=B? ?D:?97JEH?� &; 9H?J?9?JS ;C;HI; H?=K7H:7�
DE ?DL;9; ?B FH;L7B;H; :;BB7 :?C;DI?ED; ;9EDEC?9E <?D7DP?7H?7
�(EL7H7
 (EB7�
 B7 9ECFB;II?JS :;B I?IJ;C7 F7H7:EII7BC;DJ;
IKFFEHJ7J7 :7BB\?D<EHC7J?PP7P?ED; :;BBE IJ;IIE �0;HED7�
 ?B H?�
J7H:E :;? J;CF? ��7I7H7DE�� *;H B7 F7HJ?9EB7H; H?B;L7DP7 9>;
D;B I?IJ;C7 :? FHE=H7CC7P?ED; ; 9EDJHEBBE 7IIKCEDE =B? ?D�
:?97JEH?
 IEDE :? I;=K?JE :;I9H?JJ; B; 9ED:?P?ED? 9>; 9EDJH7::?�
IJ?D=KEDE ? I?IJ;C? :? FHE=H7CC7P?ED; ; 9EDJHEBBE :;B 9ECK�
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D; :? �;H=7CE ; :;BB\/D?ED; :;? 9ECKD? :;BB7 �7II7 ,EC7�
=D7�

Condizioni abilitanti. Il sistema di
programmazione e controllo del comune di
Bergamo
$B I?IJ;C7 :? FHE=H7CC7P?ED; ; 9EDJHEBBE :;B 9ECKD; :? �;H=7CE FH;�
I;DJ7 KD 8KED =H7:E :? IL?BKFFE ;: KD 7:;=K7JE 9EBB;=7C;DJE 7B I?IJ;�
C7 ?D<EHC7J?LE :;BB\7CC?D?IJH7P?ED;� $B I?IJ;C7 FH;L;:; KD7 :E9KC;DJ7�
P?ED; F;H?E:?97 :? CED?JEH7==?E
 ?D =H7:E :? <EHD?H; KD7 H;D:?9EDJ7P?ED;
IKB B?L;BBE :? H7==?KD=?C;DJE :;? H?IKBJ7J? ; :? ?D:?L?:K7H; J;CF;IJ?L7C;D�
J; ? C?=B?EH7C;DJ? ; ? 97C8?7C;DJ? :7 7FFEHJ7H;� *;9KB?7H?JS :? J7B; I?IJ;�
C7 T ?B H?9EHIE =?S :7 GK7B9>; 7DDE 7: ?D:?97JEH? ?DJ;=H7J? D;B I?IJ;C7 ?D
CE:E J7B; :7 IKFFEHJ7H; B; 7JJ?L?JS :? 9EDJHEBBE IJH7J;=?9E ; :? 9EDJHEBBE :?
=;IJ?ED;� .7B? 9EDJHEBB? I? IEIJ7DP?7DE ?D<7JJ? D;B CED?JEH7==?E :? KD7 I;H?;
:? ?D:?97JEH? 7IIE9?7J? 7 E8?;JJ?L? ; ;IFB?9?J7J? D;? :E9KC;DJ? :? FHE=H7C�
C7P?ED;
�GK7B?�B7 ,**
�?B * " ;�?B F?7DE�:;JJ7=B?7JE�:;=B?�E8?;JJ?L?�
$B 9EDJHEBBE :? =;IJ?ED; IEJJEFED; I;C;IJH7BC;DJ; 7BB\7JJ;DP?ED;
:;BB\EH=7DE FEB?J?9E�7CC?D?IJH7J?LE report IKBB\7L7DP7C;DJE :;BB; 7JJ?L?JS
:;BB\;DJ;� *7H7BB;B7C;DJ; 7BBE IJ7JE :? 7L7DP7C;DJE ?DJ;HC;:?E
 ?B 9ED�
JHEBBE :? =;IJ?ED; H;D:; :?IFED?8?B; 7BB\)$0
 9EIJ?JK?JE D;B ����

B\7KJEL7BKJ7P?ED; :;? :?H?=;DJ?
 ?B 9K? H?I9EDJHE L?;D;
 7 IK7 LEBJ7
 H;IE
:?IFED?8?B; 7BB7 =?KDJ7 9ECKD7B;� .KJJ? =B? IJHKC;DJ? :? H;D:?9EDJ7P?ED;
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FK88B?9?
 IEDE FHE:EJJ? I;C;IJH7BC;DJ; 9ED J;CF;IJ?L?JS ;: ?D F7HJ?9EB7H;
?B H7FFEHJE I;C;IJH7B; ; B7 H;B7P?ED; 7DDK7B; IEDE KJ?B?PP7J? F;H
B\7==?EHD7C;DJE 7DDK7B; :;=B? 7JJ? :? FHE=H7CC7P?ED; ?D KIE D;B 9ECK�
D;� (;? :E9KC;DJ? :? FHE=H7CC7P?ED;
 ?D F7HJ?9EB7H; D;B * "
 ?B 9ECK�
D; :? �;H=7CE
 ?DEBJH;
 H?B;L7 ; :S ;L?:;DP7 :;BB; 9H?J?9?JS ;C;HI; :KH7D�
J; B7 =;IJ?ED; :;BB; 7JJ?L?JS 9ECKD7B?� &7 H?B;L7P?ED; :;BB; 9H?J?9?JS ;C;H�
I; :KH7DJ; B7 =;IJ?ED; I? JH7:K9; D;BB7 :;<?D?P?ED; :? ?DJ;HL;DJ? 9EHH;JJ?L?
LEBJ? 7 9EDI;DJ?H; ?B H7==?KD=?C;DJE :;=B? E8?;JJ?L? FH;<?II7J? ; 87I7J? 7D�
9>; IKBB\7D7B?I? :;BB; 97KI; ;IJ;HD; 9>; >7DDE ?CF;:?JE ?B H7==?KD=?C;D�
JE :;=B? E8?;JJ?L? FH;L?IJ?� $D 7JJK7P?ED; :;BB7 H?<EHC7
 ?B 9ECKD; >7 H?L?IJE
;: 7FFHEL7JE ?B H;=EB7C;DJE :? EH=7D?PP7P?ED;
 FH;L;:;D:E KD7 I;P?E�
D; :;:?97J7 7B 9?9BE :;BB7 performance 9>; ;IFB?9?J7 ?B 9?9BE :;BB7 perfor-

mance ; H799EH:7 ? :?L;HI? :E9KC;DJ? :? FHE=H7CC7P?ED; 7JJK7BC;DJ; ?D
KIE�
$B H7FFEHJE JH7 ?B I?IJ;C7 :? FHE=H7CC7P?ED; ; 9EDJHEBBE ; =B? EH=7D? :?
L;HJ?9; FEB?J?9EY7CC?D?IJH7J?LE :;BB\;DJ; H7FFH;I;DJ7 KD KBJ;H?EH; <7JJEH;
78?B?J7DJ;� �7BB\7D7B?I? ILEBJ7 I? ;L?D9; 9EC; ?B 9EDI?=B?E 9ECKD7B; ;<<;JJ?�
L7C;DJ; 7FFHEL? ? :E9KC;DJ? :? FHE=H7CC7P?ED; ;DJHE B; I97:;DP; :;�
<?D?J; F;H B;==; ;: ?CF?;=>? =B? IJHKC;DJ? :? FHE=H7CC7P?ED; ; 9EDJHEBBE
F;H L;H?<?97H; B\7D:7C;DJE :;BB\7CC?D?IJH7P?ED;� (;BB7 <7JJ?IF;9?; ?B 9ED�
I?=B?E 9ECKD7B; >7 7FFHEL7JE B; B?D;; FHE=H7CC7J?9>; ���������
 9>;
:;B?D;7DE ? FHE=H7CC? ; ? FHE=;JJ? 9EDJ;DKJ? D;B FHE=H7CC7 ;B;JJEH7B; :;B
I?D:79E 9ED KD EH?PPEDJ; J;CFEH7B; :? BKD=>;PP7 F7H? 7B C7D:7JE ;B;J�
JEH7B;� -KBB7 87I; :;BB; B?D;; FHE=H7CC7J?9>; :? C7D:7JE I? IL?BKFF7DE
=B? 7BJH? :E9KC;DJ? :? FHE=H7CC7P?ED; <79;DJ? F7HJ; :;B I?IJ;C7 ?DJ;=H7JE
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:? F?7D?<?97P?ED;� -? H?9EH:7DE JH7 =B? 7BJH? ?B F?7DE :;BB; )F;H; *K88B?9>;

?B 8?B7D9?E FH;L?I?ED7B;
 ?B 8?B7D9?E FBKH?;DD7B;
 B7 ,**
 ?B * " ; ?B F?7DE
:;JJ7=B?7JE�:;=B?�E8?;JJ?L?�

Condizioni abilitanti. Il sistema di
programmazione e controllo dell’Unione dei
comuni della Bassa Romagna
$B I?IJ;C7 :? FHE=H7CC7P?ED; ; 9EDJHEBBE :;BB\/D?ED; :;? 9ECKD? :;BB7
�7II7 ,EC7=D7 <7 H?9EHIE ?D CE:E ?DJ;=H7JE 7=B? ?D:?97JEH? 9EDJ;DKJ? D;B
I?IJ;C7 :? C?IKH7P?ED; :;BB7 performance F;H ?B IKFFEHJ7H; B; 7JJ?L?JS :?
9EDJHEBBE :? =;IJ?ED; ; FHE=H7CC7P?ED; :;=B? E8?;JJ?L? IJH7J;=?9? ; :;=B?
E8?;JJ?L? EF;H7J?L?� &\?DJ;=H7P?ED; H?=K7H:7 JKJJ? ? :E9KC;DJ? :? FHE=H7C�
C7P?ED; ;: ?D F7HJ?9EB7H; ?B F?7DE :;=B? E8?;JJ?L?
 ?B * " ; B7 H;B7P?ED;
FH;L?I?ED7B; ; FHE=H7CC7J?97� $B 9EDJHEBBE :? =;IJ?ED; FHE:K9; E=D? I;�
C;IJH; KD report <EHC7B; IKBBE IJ7JE :? 7JJK7P?ED; ; BE H;D:; :?IFED?8?�
B; ;DJHE ?B C;I; IK99;II?LE� "H7P?; 7BB\?CF?;=E :? KD software H;9;DJ;�
C;DJ; 79GK?I?JE
 :;DEC?D7JE -'�,.
 B\799;IIE 7? :7J? 7==?EHD7J? H?IKBJ7
9EDJ?DKE ;: ?DJ;HBE9KJEH; ?DJ;HDE :;BB\7CC?D?IJH7P?ED; >7 B7 FEII?8?B?JS :?
CED?JEH7H;
 7JJH7L;HIE ? :7J? 7 :?IFEI?P?ED;
 ? FHE=H;II? 9>; IJ7 EJJ;D;D:E
B\EH=7D?PP7P?ED; D;B F;HI;=K?C;DJE :;=B? E8?;JJ?L? 9>; I? T :7J7� &7 H;D�
:?9EDJ7P?ED; ?D<H7�7DDK7B; F;HC;JJ; KD7 H?FHE=H7CC7P?ED; 7 9?9BE 9ED�
J?DKE� *H?C7 :;BB7 <?D; :;BB\7DDE L?;D; ?DEBJH; ;B78EH7JE KD FH;9EDIKDJ?LE
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F;H F;HC;JJ;H; KD7 FHE=H7CC7P?ED; F?X FKDJK7B; :;BB; 7JJ?L?JS ; :;? H?�
IKBJ7J?�:;I?:;H7J?�F;H�B\7DDE�IK99;II?LE�
"B? E8?;JJ?L? :;BB\7CC?D?IJH7P?ED; IEDE EH=7D?PP7J? I;9ED:E KD ]7B8;HE^
9>; ?:;DJ?<?97 7D9>; ?D:?97JEH? ; target� &7 IJHKJJKH7 :;BB\7B8;HE JH7; EH?�
=?D; :7? 9EDJ;DKJ? :;B F?7DE IJH7J;=?9E 9>; 9EDJ?;D; ? C79HE E8?;JJ?L?
IJH7J;=?9? :;BB\/D?ED;� $B F?7DE IJH7J;=?9E :;BB\/D?ED; T 7==?EHD7JE 9ED
97:;DP7 8?;DD7B; ;: >7 KD EH?PPEDJ; FEB?J?9E :;9;DD7B;� .KJJ? =B? IJHK�
C;DJ? :? FHE=H7CC7P?ED; ; 9EDJHEBBE <7DDE H?<;H?C;DJE 7BB\7JJK7P?ED; :;B
F?7DE IJH7J;=?9E� $D:?97JEH? :? outcome
 IEDE FH;L?IJ? F;H 9?7I9KD C79HE
E8?;JJ?LE IJH7J;=?9E �7B9KD? IEDE 7D9EH7 ?D 9EHIE :? :;<?D?P?ED;� I?7 9>;
B\E8?;JJ?LE 788?7 H?B;L7DP7 ;IJ;HD7 9>; ?DJ;HD7� � GK;IJ? C79HE E8?;JJ?L?
IEDE 9EBB;=7J? ? FHE=;JJ? ;IFB?9?J7J? D;BB7 ,** ;
 9EC; =?S IEJJEB?D;7JE
 =B?
?D:?97JEH? :? outcome� *HE=;JJ? ; ?D:?97JEH? IEDE 7 BEHE LEBJ7 9EBB;=7J? 7=B?
E8?;JJ?L? 7DDK7B? :;B * " 9>; FH;L;:; ?D:?97JEH? :? output ; KD7 :;9B?D7�
P?ED; :;BB; 7P?ED? :7 C;JJ;H; ?D 97CFE D;BB\7DDE F;H IKFFEHJ7H; ?B H7=�
=?KD=?C;DJE�:;=B?�E8?;JJ?L?�:7J?�
�EDI?:;H7J7 7D9>; B7 D7JKH7 ?IJ?JKP?ED7B; :;BB\/D?ED;
 B\7CC?D?IJH7P?ED;
:;:?97 F7HJ?9EB7H; 7JJ;DP?ED; 7? FHEFH? FEHJ7JEH? :? ?DJ;H;II;� $B :?H;JJEH;
=;D;H7B; 9E7:?KL7 B7 :;<?D?P?ED; :;BB; B?D;; :? ?D:?H?PPE
 9EDJH?8K;D:E ?D
C7D?;H7 :;J;HC?D7DJ; 7: ;B78EH7H; ?B F?7DE IJH7J;=?9E
 ; 7II?9KH7 ?B 9E?D�
LEB=?C;DJE :;=B? stakeholder H?B;L7DJ? =H7P?; 7BB\7?KJE :? KD 7FFEI?JE K<�
<?9?E ?D staff :;:?97JE 7BB7 governance ; 7BB7 9ECKD?97P?ED;� .7B; K<<?9?E
;B78EH7 I9;D7H? ; FEII?8?B? 7C8?J? :? ?DJ;HL;DJE I?7 F;H B\7JJ?L?JS =;IJ?ED7B;
9>; F;H =B? ?D:?H?PP? IJH7J;=?9?
 9EEH:?D7 B; 7JJ?L?JS :? FHE=H7CC7P?ED; ;
9EDJHEBBE �?B I;HL?P?E :? FHE=H7CC7P?ED; ; 9EDJHEBBE T ?D staff�
 FH;I;DJ7
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=B? ?D:?H?PP? 7BB7 IJHKJJKH7 ; D; H;9;F?I9; B; EII;HL7P?ED?
 FH;I;DJ7 ? H?IKB�
J7J? 7BB7 =?KDJ7 ; D; H;9;F?I9; B; ?D:?97P?ED?
 7II?9KH7 B7 9E;H;DP7 :;B�
B; 7P?ED? H?IF;JJE 7BB7 IJH7J;=?7
 =7H7DJ?I9; B7 9ECKD?97P?ED; ; B7 9ED�
:?L?I?ED; :;=B? E8?;JJ?L? FHE=H7CC7J?
 9EBB78EH7 9ED B\)$0 ; D; IKFFEHJ7
?B <KDP?ED7C;DJE
 IEBB;9?J7 B7 :?<<KI?ED; ; BE IL?BKFFE :;B I?IJ;C7 :? C?�
IKH7P?ED; ; L7BKJ7P?ED; ;: 7II?9KH7 B7 C7II?C7 H;D:?9EDJ7P?ED; ; JH7�
IF7H;DP7 :;BB\7CC?D?IJH7P?ED;� (;BB\;IF;H?;DP7 :;BB\/D?ED; B\7I9EBJE :;�
=B? stakeholder T IJ7JE <ED:7C;DJ7B; F;H <EHCKB7H; KD F?7DE IJH7J;=?9E
;: ?B �7DJ?;H; �7II7 ,EC7=D7 ���� >7 9EDI;DJ?JE :? EJJ;D;H; ?B C7II?�
CE :;BB\7FFHEL7P?ED; 9ED:?L?I7� "B? stakeholder >7DDE 7LKJE KD7 F7HJ;
7JJ?L7
 :7D:E KD 9EDJH?8KJE <7JJ?LE I?7 ?D CEC;DJ? ?IJ?JKP?ED7B?
 I?7
7BB\E99EHH;DP7� $D 7B9KD? 97I?
 =B? stakeholder >7DDE ?D<BK?JE ?D C7D?;H7
:;J;HC?D7DJ; IKBB7 F7HJ; FEB?J?97
 7: ;I;CF?E
 D;BB\EH=7D?PP7P?ED; :;B
-/�*
 IEIJ;D;D:E ?D C7D?;H7 7JJ?L7 =B? ?D:?H?PP? ?BBKIJH7J? D;BB; 8EPP; :;B
F?7DE�

.;HP7 9ED:?P?ED; 78?B?J7DJ; 7D7B?PP7J7 T ?B I?IJ;C7 :? =;IJ?ED;
:;BB; H?IEHI; KC7D;� -;88;D; ?B J;C7 :;BB7 =;IJ?ED; :;BB; H?�
IEHI; KC7D; I?7 KD J;C7 7CF?E
 B7 9K? 7D7B?I? :?<<?9?BC;DJ;
FKW ;I7KH?HI? D;BB7 9EDI?:;H7P?ED; :;=B? ;B;C;DJ? IEJJEFEIJ?
7BB\7JJ;DP?ED; :;B FH;I;DJ; H7FFEHJE
 B7 FH;I;DP7 :? KD 9EBB;�
=7C;DJE JH7 L7BKJ7P?ED; ?D:?L?:K7B; ; C?IKH7P?ED; :;BB7 per-
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formance ?D:?L?:K7B; 9EIJ?JK?I9; KD ?CFEHJ7DJ; 9ED:?P?ED? 78?�
B?J7DJ; F;H B\?DJHE:KP?ED; :;B I?IJ;C7 :? C?IKH7P?ED; IJ;IIE�
.7B; 9EBB;=7C;DJE 9H;7 ?D<7JJ? KD7 IEHJ7 :? :EC7D:7 ?DJ;H�
D7 :? ?D:?97JEH? ;: ?D<EHC7P?ED? :7 F7HJ; :;B I?IJ;C7 :? =;�
IJ?ED; :;B F;HIED7B; 9>; IEIJ?;D; BE IL?BKFFE
 B7 :?I9KII?E�
D;
 B7 H;L?I?ED; ;: ?D :;<?D?J?L7 ?B C?=B?EH7C;DJE :;B I?IJ;C7 :?
C?IKH7P?ED;� $DEBJH; H;D:; FEII?8?B; 9EBB;=7H; 7BB7 L7BKJ7P?E�
D; :;B F;HIED7B; ? :?L;HI? ;B;C;DJ? 9>; JHEL7DE 9EBBE97P?ED;
7BB\?DJ;HDE :;B I?IJ;C7 :? C?IKH7P?ED; ; ?D F7HJ?9EB7H; =B? ?D:?�
97JEH? H;B7J?L? 7BB7 performance ?D:?L?:K7B;
 GK;BB? H;B7J?L? 7BB7
performance :? =HKFFE ; GK;BB? H;B7J?L? 7BB7 performance EH=7�
D?PP7J?L7� +K;IJ\KBJ?CE ;B;C;DJE T IJ7JE FH;IE ?D 9EDI?:;H7�
P?ED; FHEFH?E F;H L7BKJ7H; I; D;? :E9KC;DJ? H;B7J?L? 7BB7 =;�
IJ?ED; :;B F;HIED7B;
 ;: ?D F7HJ?9EB7H; 7BB7 L7BKJ7P?ED; ?D:?L?�
:K7B;
 T IJ7JE H;9;F?JE
 E ;H7 =?S FH;I;DJ;
 KDE :;? FH?D9?F?
F?X ?CFEHJ7DJ? ?DJHE:EJJ? :7BB7 H?<EHC7 ; 9?ET FHEFH?E B7 FH;L?�
I?ED; :? H?9ECFH;D:;H; <H7 =B? 7C8?J? :? C?IKH7P?ED; :;BB7 per-

formance ?D:?L?:K7B; 7D9>; ;B;C;DJ? :;BB7 performance EH=7�
D?PP7J?L7� &\7D7B?I? :;BB; ;IF;H?;DP; :;BB; 7CC?D?IJH7P?ED? BE�
97B? F?BEJ7 ;L?:;DP?7 9EC; ?D =;D;H; ?B I?IJ;C7 FH;L;:; 9H?J;�
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H? F?X E C;DE :;JJ7=B?7J? F;H B; :?L;HI; 97J;=EH?; :? F;HIED7�
B; C7 H7H7C;DJ; IJ78?B?I9; KD 9EBB;=7C;DJE JH7 performance

EH=7D?PP7J?L7 ; performance ?D:?L?:K7B; ��;H=7CE
 ?D F7HJ;
/D?ED; �7II7 ,EC7=D7�� &7 I?JK7P?ED; I? FH;I;DJ7 :;B H;IJE
CEBJE ;J;HE=;D;7 9ED 7B9KD; 7CC?D?IJH7P?ED? 9EDJH7::?IJ?DJ;
:7BB7 FH;I;DP7 :? KD I?IJ;C7 9>; 9ED:K9; 7 L7BKJ7P?ED? I?C?B?
; H?IKBJ7 FE9E I;B;JJ?LE �(EL7H7
 (EB7
 �7I7H7DE�� �?I9EHIE 7
IU D;B 97IE :;B 9ECKD; :? 0;HED7 9>; >7 FHE9;:KJE H;9;D�
J;C;DJ; 7BB7 :;<?D?P?ED; :? KD DKELE I?IJ;C7 :? L7BKJ7P?ED;
:;B F;HIED7B; 9>;
 =?S FH?C7 :;BB7 H?<EHC7
 H;9;F?L7 7B9KD? :;?
FH?D9?F? ?D ;II7 FE? :;9B?D7J? ; I?=D?<?97J?L7C;DJ; ?B FH?D9?F?E
:;BB7 :?<<;H;DP?7P?ED; :;BB; L7BKJ7P?ED?� $B I?IJ;C7 JKJJ7L?7 H?�
IKBJ7 7: E==? :? <7JJE 8BE997JE
 GK7DJE C;DE D;=B? 7IF;JJ? B;�
=7J? 7BB\?D9;DJ?L7P?ED;
 7 97KI7 :? KD7 9EDJH7FFEI?P?ED; :? 97�
H7JJ;H; I?D:797B;� �EC; 7FFHE<ED:?C;DJE I? FEHJ7 7 ;L?:;DP7
B\;IF;H?;DP7 :;B 9ECKD; :? �H;PPE EHC7? 9EDIEB?:7J7 ; 9ED�
JH7::?IJ?DJ7
�JH7�B\7BJHE
�:7BB\7:EP?ED;�:?�KD�9E:?9;�;J?9E�
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Condizioni abilitanti. Il sistema di gestione del
personale del comune di Arezzo
�ED H?<;H?C;DJE 7B I?IJ;C7 :? =;IJ?ED; :;BB; H?IEHI; KC7D;
 ?B 9ECKD; :?
�H;PPE FH;I;DJ7 KD\;IF;H?;DP7 EHC7? 9EDIEB?:7J7� $B 9ECKD; :?IFED; :?
KD I?IJ;C7 :? H?B;L7P?ED; :;BB; FH;I;DP;
 DED9>U :? KD 9E:?9; ;J?9E:?I9?�
FB?D7H; ?DJ;=H7JE�  I?IJ;
 ?DEBJH;
 KD I?IJ;C7 :? FHE<?B? FHE<;II?ED7B? :EL;
IEDE ?D:?97J; B; C7DI?ED? ; 9B7II?<?97J; B; 9EDEI9;DP; ;: 78?B?JS H?9>?;IJ;
F;H B; :?L;HI; FEI?P?ED?� -EBE F;H 7B9KD? :?F;D:;DJ? B\7CC?D?IJH7P?ED; IJ7
IF;H?C;DJ7D:E KD 8?B7D9?E :;BB; 9ECF;J;DP; 9>; J;D=7 ;<<;JJ?L7C;DJ;
9EDJE :;BB; 9EDEI9;DP; ;: 78?B?JS H?9>?;IJ; :7B HKEBE H?9EF;HJE� *;H GK7D�
JE H?=K7H:7 B7 L7BKJ7P?ED;
 ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7
performance ?D:?L?:K7B; H?9>?;:; 9>;
 7B :? BS :;B HKEBE H?9EF;HJE ; :;BB7
FEI?P?ED; 9EDJH7JJK7B;
 ?B :?F;D:;DJ; FEII;==7 7B9KD; 97F79?JS JH7IL;H�
I7B?�:?�87I;
�IKBB;�GK7B?�L?;D;�L7BKJ7JE�
� F7HJ?H; :7BB; H?IKBJ7DP; :;H?L7DJ? :7B I?IJ;C7 :? =;IJ?ED; :;BB; 9ECF;�
J;DP; 7DP?:;JJE
 B\;DJ; FH;:?IFED; KD 7:;=K7JE F?7DE :;BB7 <EHC7P?ED;
9ED H?IEHI; 7II;=D7J; 9>; 9E?DLEB=; E=D? :?H?=;DJ; ; FEI?P?ED; EH=7D?P�
P7J?L7� $B budget T =;IJ?JE ?D F7HJ; :7BB\K<<?9?E H?IEHI; KC7D; F;H GK7D�
JE H?=K7H:7 B7 <EHC7P?ED; JH7IL;HI7B;
 ?D F7HJ; :7BB; :?H;P?ED? 7F?97B?
 F;H
GK7DJE�H?=K7H:7�B7�<EHC7P?ED;�I;JJEH?7B;�
&7 L7BKJ7P?ED; :;BB7 performance ?D:?L?:K7B; 7DDK7B; :;? :?H?=;DJ? <7
H?<;H?C;DJE 7 E8?;JJ?L? :? 97H7JJ;H; EH=7D?PP7J?LE
 :7? GK7B? :?I9;D:EDE
=B? E8?;JJ?L? ?D:?L?:K7B?� ?DEBJH;
 L;D=EDE IEJJEFEIJ? 7 L7BKJ7P?ED; 7D9>; ?
9ECFEHJ7C;DJ? 7JJK7J? F;H ?B BEHE F;HI;=K?C;DJE� &7 97F79?JS :? L7BKJ7P?E�
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D; :;? 9EBB78EH7JEH? <7 F7HJ; :;BB; 97F79?JS EH=7D?PP7J?L; ; =;IJ?ED7B? H?�
9>?;IJ; 7? :?H?=;DJ? ;: 7BB; *) ;: ;B;D97J; D;B CE:;BBE F;H B7 L7BKJ7P?ED;
:;? :?H?=;DJ? ; :;BB; *) :;<?D?JE D;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?E�
D; :;BB7 performance� $B CE:;BBE FH;L;:; :? L7BKJ7H; 7D9>; ? 9ECFEHJ7�
C;DJ? EH=7D?PP7J?L?
 C7 J7B? 9ECFEHJ7C;DJ? EH=7D?PP7J?L?
 F;H KD?<EHC7H;
B7 L7BKJ7P?ED; ?D:?L?:K7B;
 DED IEDE :?<<;H;DP?7J? ?D <KDP?ED; :;BB\K<<?9?E

:;B�I;JJEH;�E�:;BB\7H;7�:?�H;IFEDI78?B?JS�
(;B 97IE :;B F;HIED7B; DED :?H?=;DJ;
 ? <7JJEH? E==;JJE :;BB7 C?IKH7P?ED;
; :;BB7 L7BKJ7P?ED;
 ? 9K? F;I? 97C8?7DE 7 I;9ED:7 :;BB7 97J;=EH?7 FHE�
<;II?ED7B; :? 7<<;H;DP7 ��
 �
 ��
 L7B=EDE F;H JKJJE ?B F;HIED7B; :;B 9EC�
F7HJE� &7 L7BKJ7P?ED; :;BB7 performance ?D:?L?:K7B; H?B;L7 B\7FFEHJE FHE�
<;II?ED7B; 7? H?IKBJ7J? 7DDK7B? :;BB\7H;7=HKFFE :? 7FF7HJ;D;DP7� ?D<7JJ?
 T
IJ7JE FH;L?IJE KD <7JJEH; 9>; ?D:?97 ?B 9EDJH?8KJE :;B I?D=EBE 7B F;HI;=K?�
C;DJE :;? H?IKBJ7J? :;BB\7H;7=HKFFE :? 7FF7HJ;D;DP7� $DEBJH;
 IEDE FH;L?�
IJ?
 :EL; L; D; I?7 B7 FEII?8?B?JS
 E8?;JJ?L? GK7DJ?J7J?L? ?D:?L?:K7B?� $B I?IJ;C7
FH;C?7DJ; FH;D:; ?D 9EDI?:;H7P?ED; IEBE B7 performance :;BB\?D:?L?:KE
;: ?B 9EDJH?8KJE :7JE 7B F;HI;=K?C;DJE :;=B? E8?;JJ?L? :? 7H;7=HKFFE :?
7FF7HJ;D;DP7� &7 L7BKJ7P?ED; 7DDK7B; 7LL?;D; IKBB7 87I; :? KD7 C;JE�
:EBE=?7 I9H?JJ7� -? IJ7DDE 7JJK7BC;DJ; 7<<HEDJ7D:E B; J;C7J?9>; :? 9EC;
?D<EHC7H; ?B F;HIED7B; IK? DKEL? CE:;BB? ?D KIE� -? FH;L;:; 9>; ? H?IKBJ7J?
:;BB7�L7BKJ7P?ED;�I7H7DDE�?BBKIJH7J?�7B�L7BKJ7JE�?D�KD�7FFEI?JE�9EBBEGK?E�
$B I?IJ;C7 :? L7BKJ7P?ED; :;B F;HIED7B;
 EH7 :;DEC?D7JE I?IJ;C7 :? C?�
IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance ?D:?L?:K7B;47FFHE<ED:?I9?5

L?;D; F;H?E:?97C;DJ; 7==?EHD7JE� $B FH;9;:;DJ; I?IJ;C7
 9ED ?B GK7B;
IEDE IJ7J? L7BKJ7J? ? H?IKBJ7J? EJJ;DKJ? D;B ����
 T IJ7JE H?DDEL7JE 9ED
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B\?DJHE:KP?ED; :;BB\7JJK7B; I?IJ;C7
 F?X 7:;H;DJ; 7BB; ?D:?97P?ED? ;IFH;II;
D;B ���&=I����������4&;==?�?B�J;IJE�?D�H;J; 5�

� 9ED9BKI?ED; :? GK;IJ7 F7HJ; :;B H7FFEHJE
 <?D7B?PP7J7 7: ;L?�
:;DP?7H; ? H?IKBJ7J? ;C;HI? D;BB\7D7B?I? :;BB; 9ED:?P?ED? 78?B?J7DJ?
FH;I;DJ? D;BB; 7CC?D?IJH7P?ED? BE97B? F?BEJ7 9E?DLEBJ; D;B FHE�
=;JJE
 H?IKBJ7 EFFEHJKDE 9ECF?;H; GK7B9>; 9EDI?:;H7P?ED; =;�
D;H7B;
 H;B7J?L7 7BB; 7CC?D?IJH7P?ED? 7FF7HJ;D;DJ? 7BB; H;=?ED?
:;BB\)8?;JJ?LE �EDL;H=;DP7� .7B? 9EDI?:;H7P?ED? H?IKBJ7DE KJ?B?
F;H9>U 9EDI;DJEDE :? ;L?:;DP?7H; ;B;C;DJ? 9>; FEIIEDE 9E�
IJ?JK?H; KBJ;H?EH; EIJ79EBE 7BBE IL?BKFFE :;B 9?9BE :? =;IJ?ED;
:;BB7 performance ; :? 9K? :KDGK; E99EHH; J;D;H; 9EDJE D;BB7
FHE=;JJ7P?ED;�:;BB;�?DDEL7P?ED?�
$D H;B7P?ED; 7BB7 governance
 KD ;B;C;DJE :7 J;D;H; ?D 9EDI?�
:;H7P?ED; T B7 :?IJ7DP7 <H7 B; B?D;; :? H;IFEDI78?B?JS :;<?D?J; 7
B?L;BBE <EHC7B; ; B\;I;H9?P?E ;<<;JJ?LE :;BB; IJ;II;� .7B; ;B;C;D�
JE H?=K7H:7 J7DJE B; 9ECFED;DJ; C7D7=;H?7B; GK7DJE GK;BB7
FEB?J?97 ; :;J;HC?D7 KD7 :?<<?9EBJS D;B 9>?7H?H; B\EH:?D; :;BB;
FH?EH?JS ; :;BB; 9ECF;J;DP;� &\7JJ?L?JS :? FHE=H7CC7P?ED; T
IJH;JJ7C;DJ; 7D9EH7J7 7B 8H;L; F;H?E:E ; :?<<?9?BC;DJ; IEDE
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:;<?D?J? E8?;JJ?L? :? C;:?E�BKD=E F;H?E:E� $B 9EDI?=B?E 9ECKD7B;

?B :?H?=;DJ?H;IFEDI78?B? :;? I;HL?P? ; ?B DK9B;E :? L7BKJ7P?ED;
IEDE 9E?DLEBJ? Y 9?7I9KDE D;? H?IF;JJ?L? 7C8?J? :? 9ECF;J;DP7
c D;B FHE9;IIE :? FHE=H7CC7P?ED; ; 9EDJHEBBE� .KJJ7L?7
 B7 BE�
HE 7P?ED; 7FF7H;
 DED :? H7:E
 FE9E IJHKJJKH7J7 ; DED IKFFEH�
J7J7 :7 KD ?:ED;E I?IJ;C7 ?D<EHC7J?LE 9>; 9EDI;DJ7 BEHE :?
;IFB;J7H; 7B C;=B?E B; <KDP?ED? 9K? IEDE FH;FEIJ?� $D<?D; IKII?�
IJ; KD7 <E97B?PP7P?ED; FH;L7B;DJ;
 GK7D:E DED ;I9BKI?L7
 D;?
9ED<HEDJ? :;BB7 :?C;DI?ED; ;9EDEC?9E�<?D7DP?7H?7� *;H GK7D�
JE 7JJ?;D; 7? I?IJ;C? :? =;IJ?ED; :;B F;HIED7B;
 =B? IJHKC;DJ?
?D KIE DED 7FF7?EDE ?D =H7:E :? ?DJ;H9;JJ7H; ; 9EDI;DJ?H; B7
L7BKJ7P?ED; :;=B? 7IF;JJ? GK7B?<?97DJ? :;BB\;II;H; �?H?=;DJ;,;�
IFEDI78?B;�
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';DK a  IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B? a
���$B�9?9BE�:;BB7 performance D;BB;�7CC?D?IJH7P?ED?�F?BEJ7

2.3 Il sistema di misurazione

�<<?D9>U KD 7CC?D?IJH7P?ED; FEII7 ILEB=;H; ?B FHEFH?E 9?9BE
:? =;IJ?ED; :;BB7 performance T D;9;II7H?E 9>; I?7 ?D ;II7
FH;I;DJ; KD I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED;� .7B; I?�
IJ;C7
 7HJ?9EB7JE F;H 7C8?J? ; B?L;BB?
 ?:;DJ?<?97 B7 performance

:;BB\7CC?D?IJH7P?ED; ; B7 JH7:K9; ?D ?D:?97JEH? ?:ED;? 7 C?IK�
H7HB7 ; 7 9EDI;DJ?HD; B7 L7BKJ7P?ED;� $B �� &=I� ������� 4&;=�
=? ?B J;IJE ?D H;J; 5 :;B ���� 7IIKC; 9>; E=D? 7CC?D?IJH7�
P?ED; :;<?D?I97 ?B FHEFH?E I?IJ;C7 :? C?IKH7P?ED; FH;L;:;D:E
7C8?J? :? C?IKH7P?ED; :;BB7 performance EH=7D?PP7J?L7
 H;B7J?�
L? 9?ET 7BB\7CC?D?IJH7P?ED; D;BB7 IK7 KD?J7H?;JS
 ; 7C8?J? :? C?�
IKH7P?ED; :;BB7 performance ?D:?L?:K7B;
 H;B7J?L? 9?ET 7B I?D=E�
BE :?H?=;DJ; ; :?F;D:;DJ;� &\7D7B?I? ILEBJ7 D;BB\7C8?JE :;B FHE�
=;JJE >7 FEIJE 7B 9;DJHE :;BB7 IK7 7JJ;DP?ED; FHEFH?E ?B I?IJ;�
C7 :? C?IKH7P?ED; :;BB7 performance
 7D:7D:E 7 L;H?<?97H; B;
9ED:?P?ED? 7BB; GK7B? J7B; I?IJ;C7 T ?D <KDP?ED;� �BB7 ?:;DJ?<?97�
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P?ED; :;BBE IJ7JE :? GK;BB; 9>; IEDE IJ7J; :;<?D?J; 9ED:?P?ED?
78?B?J7DJ? T :KDGK; I;=K?J7 B\7D7B?I? :;BBE IJHKC;DJE 9>; IKF�
FEHJ7 B\?DJ;HE 9?9BE :? =;IJ?ED; :;BB7 performance� �EC; L;H�
HS :? I;=K?JE 7H=EC;DJ7JE
 ? I?IJ;C? 9ED KD C7==?EH =H7:E :?
;LEBKP?ED; IEDE IJ7J?
 DED 7 97IE
 ?:;DJ?<?97J? FHEFH?E ?D 9EH�
H?IFED:;DP7 :? GK;BB; 7CC?D?IJH7P?ED? BE97B? F?BEJ7 D;BB; GK7B?
IEDE F?X <EHJ? B; 9ED:?P?ED? 78?B?J7DJ?� &7 FH;I;DP7 :? KD I?IJ;�
C7 9>?7HE :? governance
 :? KD I?IJ;C7 :? FHE=H7CC7P?ED;
; 9EDJHEBBE 9EDIEB?:7JE ; :? KD I?IJ;C7 :? =;IJ?ED; :;B F;HIE�
D7B; ?DJ;=H7JE 7? FH;9;:;DJ?
 9EDJH7::?IJ?D=K; ?D<7JJ? B; IJ;II;
7CC?D?IJH7P?ED? 9>; >7DDE =?S KD 8KED I?IJ;C7 :? C?IKH7P?E�
D;�:;BB7 performance�
�B <?D; :? FEJ;H L7BKJ7H; B7 GK7B?JS :;B I?IJ;C7 :? C?IKH7P?ED; ;
L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7 IEDE IJ7J; FH;�
I; ?D 9EDI?:;H7P?ED; B; IK; :?C;DI?ED? :? 7D7B?I?� &\7IIKDJE
:? F7HJ;DP7 T 9>; J7B; I?IJ;C7 T 8KEDE GK7D:E T <KDP?ED7B;

ILEB=; 9?ET KD7 <KDP?ED; :? IKFFEHJE :;? FHE9;II? :? :;9?�
I?ED; ?DJ;HD? ;: ;IJ;HD? 7BB\7CC?D?IJH7P?ED;
 L7B?:E
 H799E=B?;
9?ET :7J? ;: ?D:?97JEH? 9>; IEDE H?9EDEI9?KJ? 9EC; 9EHH?IFED�
:;DJ? 7B <;DEC;DE C?IKH7JE
 ; B;=?JJ?CE
 L?;D; 9?ET 799;J�
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J7JE 7BB\?DJ;HDE 9EC; 7BB\;IJ;HDE :;BB\7CC?D?IJH7P?ED; 9EC;
;IFH;II?ED; ?D:?F;D:;DJ;� +K;IJ; JH; 9ED:?P?ED? 7II?9KH7DE
9>; ?B I?IJ;C7 :? C?IKH7P?ED; 9EIJ?JK?I97 B7 87I; F;H B7 L7BKJ7�
P?ED; :;BB7 performance :;BB\7CC?D?IJH7P?ED; ; ILEB=7 GK?D:?
B7 <KDP?ED; F?X ?CFEHJ7DJ; F;H ?B GK7B;
 7B CEC;DJE
 J7DJ; 7J�
J;DP?ED?�I?�9ED9;DJH7DE�IK�:?�;IIE�
&; :?C;DI?ED? FH;I; ?D 9EDI?:;H7P?ED; 9EDI?:;H7DE I;? ;B;�
C;DJ?� $B H?<;H?C;DJE
 D;BB7 FHE=;JJ7P?ED; :;B I?IJ;C7 7: KD
CE:;BBE :? C?IKH7P?ED; 9>; ?:;DJ?<?9>? =B? 7C8?J? :;B I?IJ;C7
IJ;IIE ; 9EDI;DJ7 9>?7H;PP7
 ex ante
 D;B FHE9;IIE :? I;B;�
P?ED; :;=B? ?D:?97JEH?� &7 :;<?D?P?ED; ex ante :? C;JE:EBE=?;
:? C?IKH7P?ED; ; L7BKJ7P?ED; 9>; :;I9H?L7DE 9EC; 7LL;H�
H7DDE B7 H?B;L7P?ED; :;=B? ?D:?97JEH? ; B\?CF?;=E :;=B? IJ;II?
D;B FHE9;IIE :? L7BKJ7P?ED;� &7 FH;L?I?ED; :? <7I? ; HKEB? :;B
FHE9;IIE 7JJH7L;HIE ?B GK7B; =B? ?D:?97JEH? 7JJ?L7DE :;9?I?ED?�
&\?:;DJ?<?97P?ED; :;BB; 9ECFED;DJ? ?D<EHC7J?L;
 :;BB; <EDJ? 9>;
7B?C;DJ7DE ?B I?IJ;C7 :? C?IKH7P?ED; ; :;BB; CE:7B?JS 7JJH7�
L;HIE B; GK7B? J7B? <EDJ? I? 9ECFED=EDE� $B B?L;BBE :? H?9EHIE 7
J;9DEBE=?; F;H B\?D<EHC7J?PP7P?ED; :;B I?IJ;C7 ; :;B FHE9;IIE
:? C?IKH7P?ED;� &7 FH;L?I?ED; :? B?L;BB? :? 799;II?8?B?JS :?<<;H;D�
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P?7J? ;
 :? 9EDI;=K;DP7
 B\7HJ?9EB7P?ED; :;BB7 JH7IF7H;DP7 :;B
I?IJ;C7 IJ;IIE� &\;I?JE :;BB\7D7B?I? ILEBJ7 IK? I?IJ;C? :? C?IK�
H7P?ED; ; L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7 ?D ;I�
I;H; D;BB; 7CC?D?IJH7P?ED? BE97B? F?BEJ7 9E?DLEBJ; T 9EDJ;DKJE
D;BB7 J78;BB7���

Tabella 4 - Il sistema di misurazione e valutazione della performance organizzativa (aprile 2011)

Amm.ne
Elementi Bergamo Novara Verona Reggio Emilia

Ambiti del sistema $:;DJ?<?97J?�D;B�:E9KC;DJE�IKB�I?IJ;C7 (ED�7D9EH7
?:;DJ?<?97J?

(ED�IEDE�9>?7H7C;DJ;
?:;DJ?<?97J?

$:;DJ?<?97J?�D;?�:E9KC;DJ?�:?
FHE=H7CC7P?ED;

Metodologie di
misurazione e

valutazione

�CF?E�H?9EHIE�7�?D:?97JEH?���H?J?9?JS
D;BB7�C?IKH7P?ED;�:;=B? ?CF7JJ?

';JE:EBE=?;
DED
<EHC7B?PP7J;

';JE:EBE=?;�DED
<EHC7B?PP7J; �CF?E�H?9EHIE�7�?D:?97JEH?

Processo e soggetti
del sistema

,KEB?�9>?7H?
�,?B;L7P?ED;�E=D?�JH;
C;I?�����E?DLEB=?C;DJE�;IJ;HDE�IEBE
F7HP?7B;�

,KEB?�DED
9>?7H7C;DJ;
:;<?D?J?�

,KEB?�9>?7H?�
,?B;L7P?ED;�E=D?�I;?
C;I?�

,KEB?�9>?7H?��,?B;L7P?ED;
GK7:H?C;IJH7B;�
�E?DLEB=?C;DJE�;IJ;HDE�

Componenti del
sistema �EDJ78?B;�7D7B?J?9E�	�;NJH79EDJ78?B; �EDJ78?B;

=;D;H7B; �EDJ78?B;�=;D;H7B; �EDJ78?B;�7D7B?J?9E�;:
;9EDEC?9E�F7JH?CED?7B;

Livello di
informatizzazione

-?IJ;C7�F7HP?7BC;DJ;�?DJ;=H7JE�
+K7B9>;�I;HL?P?E on-line

-?IJ;C7�DED
?DJ;=H7JE

-?IJ;C7�?DJ;=H7JE�;
7HJ?9EB7JE�7�B?L;BBE
J;HH?JEH?7B;�

-?IJ;C7�F7HP?7BC;DJ;
?DJ;=H7JE��I;HL?P? on-line

Livello di
trasparenza -;P?ED? standard :;B�I?JE�

-;P?ED?
standard :;B
I?JE�

-;P?ED? standard :;B
I?JE�

-;P?ED? standard :;B�I?JE�
,;D:?9EDJ7P?ED;��?L?9KC
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Amm.ne
Elementi Unione Bassa Romagna Arezzo Nola Casarano

Ambiti del sistema $:;DJ?<?97J?�D;?�:E9KC;DJ?�:?
FHE=H7CC7P?ED;

$:;DJ?<?97J?�D;B�:E9KC;DJE�IKB
I?IJ;C7

(ED�7D9EH7
?:;DJ?<?97J?

(ED�7D9EH7
?:;DJ?<?97J?

Metodologie di
misurazione e

valutazione
�CF?E�H?9EHIE�7�?D:?97JEH?

�CF?E�H?9EHIE�7�?D:?97JEH?�
�H?J?9?JS�D;BB7�C?IKH7P?ED;�:;=B?
?CF7JJ?

*H;L7B=EDE
?D:?97JEH?�:?�9EIJE

';JE:EBE=?;
DED
<EHC7B?PP7J;

Processo e soggetti
del sistema

,KEB?�9>?7H?��,?B;L7P?ED;�E=D?�I;?�C;I?�
�CF?E�9E?DLEB=?C;DJE�?DJ;HDE�;:
;IJ;HDE

,KEB?�9>?7H?��,?B;L7P?ED;�E=D?�I;?
C;I?�

,KEB?�9>?7H?�IKBB7
97HJ7�C7�DED
7JJ?L?�

,KEB?�DED
9>?7H7C;DJ;
:;<?D?J?

Componenti del
sistema �EDJ78?B;�	�;NJH79EDJ78?B; �EDJ78?B;�	�;NJH79EDJ78?B; �EDJ78?B;

=;D;H7B;
�EDJ78?B;
=;D;H7B;

Livello di
informatizzazione -;P?ED?�;LEBKJ;�:;B�I?JE� -;P?ED; standard :;B�I?JE


<79;8EEA�
-;P?ED? standard

:;B�I?JE�

-;P?ED?
standard :;B
I?JE�

&\7HJ� � :;B �� &=I� ������� 4&;==? ?B J;IJE ?D H;J; 5 ?:;DJ?<?97
� 7C8?J? :;B I?IJ;C7 :? C?IKH7P?ED; :;BB7 performance EH=7�
D?PP7J?L7 ; <EHD?I9; ?D J7B I;DIE KD FEII?8?B; CE:;BBE F;H B7
FHE=;JJ7P?ED; ; BE IL?BKFFE :;B I?IJ;C7 IJ;IIE4�5� � F7HJ?H;
:7=B? 7C8?J? ?D:?L?:K7J? :7B :;9H;JE ; FH;D:;D:E ?D 9EDI?:;�
H7P?ED? B; FHEFH?; F;9KB?7H?JS ?IJ?JKP?ED7B?
 E=D? 7CC?D?IJH7P?E�
D; >7 B7 D;9;II?JS :? :;<?D?H; ?B FHEFH?E CE:;BBE :? C?IKH7�
P?ED; :;BB7 performance EH=7D?PP7J?L7 H?;CF?;D:E :? 9EDJ;�
DKJ? IF;9?<?9? ? FHEFH? 7C8?J?� $B B?L;BBE :? ;LEBKP?ED; D;BB7 :;�
<?D?P?ED; :? J7B? 7C8?J?
 D;B 97IE :;BB; 7CC?D?IJH7P?ED? F?BEJ7
7D7B?PP7J;
 :?IJ?D=K; JH7 7CC?D?IJH7P?ED? 9>; >7DDE ?:;DJ?<?�
97JE J7B; CE:;BBE ; BE >7DDE FEIJE 7B 9;DJHE :;B :E9KC;DJE
9>; :;I9H?L; B; 97H7JJ;H?IJ?9>; ; B; CE:7B?JS :? <KDP?ED7C;DJE
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:;B I?IJ;C7 :? C?IKH7P?ED; ��;H=7CE
 �H;PPE�
 7CC?D?IJH7�
P?ED? 9>; 7D9EH7 DED >7DDE FH;:?IFEIJE J7B; :E9KC;DJE C7
9>; H?9>?7C7DE :? <7JJE KD CE:;BBE ; 9>?7H? 7C8?J? :? C?�
IKH7P?ED; D;? FHEFH? :E9KC;DJ? :? FHE=H7CC7P?ED; �,;==?E
 C?B?7
 /D?ED; �7II7 ,EC7=D7� ; GK;BB; D;BB; GK7B? GK;IJE
CE:;BBE ; ? H;B7J?L? 7C8?J? DED IEDE IJ7J? 7D9EH7 :;<?D?J? ?D
CE:E FKDJK7B; �(EL7H7
 0;HED7
 (EB7
 �7I7H7DE�� $D =;D;�
H7B;
 ?D J;HC?D? :? C?IKH7P?ED;
 B; 7CC?D?IJH7P?ED? FED=EDE
KD7 9;HJ7 7JJ;DP?ED; 7BB7 FHEFH?7 I7BKJ; ;9EDEC?9E�<?D7DP?7�
H?7 ;
 ?D CE:E F?X E C;DE ;IJ;IE
 7B H7==?KD=?C;DJE :;?
FHEFH? E8?;JJ?L? IJH7J;=?9?� "B? 7C8?J? :? F7HJ?9EB7H; 9H?J?9?JS F;H
B7 C?IKH7P?ED; 7FF7?EDE ;II;H; B7 H?B;L7P?ED; :;B B?L;BBE :?
performance H7==?KDJE D;BB\;HE=7P?ED; :;? I;HL?P? ; B7 :;�
J;HC?D7P?ED; :;B B?L;BBE :? ?CF7JJ? 9ECFB;II?L7C;DJ; FHE:EJJ?
:7BB\7P?ED; :;BB\7CC?D?IJH7P?ED; D;BB; :?L;HI; 7H;; :? policy

D;BB;�GK7B?�?DJ;HL?;D;�
R 8;D; ;L?:;DP?7H; 9>; ? :K; 7C8?J? :? C?IKH7P?ED; EH7 H?�
9>?7C7J? H?9>?;:EDE 7BB; 7CC?D?IJH7P?ED? :? 7<<HEDJ7H; FHE8B;�
C7J?9>; :? C?IKH7P?ED; CEBJE :?<<;H;DJ? <H7 BEHE� +K;IJ7 :?<<;�
H;DP7 ;C;H=; ?D CE:E 9>?7HE I; I? 9EDI?:;H7 B7 FH;I;DP7 :?

Esperienze e leading pratice in alcune amministrazioni locali



C;JE:EBE=?; H;B7J?L; 7BB; C?IKH7P?ED; 9EDJ;DKJ; E ;IFH;II;
D;? :E9KC;DJ? :;BB\7CC?D?IJH7P?ED;� *H;C;IIE 9>; B; 7CC?�
D?IJH7P?ED? D;BB; GK7B? =B? 7C8?J? DED IEDE IJ7J? ?:;DJ?<?97J? �(E�
L7H7
 0;HED7
 (EB7 ; �7I7H7DE� IEDE B; C;:;I?C; 9>; DED
>7DDE <EHC7B?PP7JE C;JE:EBE=?; :? C?IKH7P?ED;
 B; 7BJH; 7C�
C?D?IJH7P?ED? >7DDE JKJJ; 7<<HEDJ7JE ?B J;C7 :;BB7 C?IKH7P?ED;
:;? I;HL?P?
 FH;L;:;D:E ; <EHC7B?PP7D:E ?B H?9EHIE 7 C;JE:E�
BE=?; L7H?; JH7 9K? B7 customer satisfaction �,;==?E  C?B?7�
 ?B
benchmarking ��;H=7CE�� ';DE :?<<KI; ?DL;9; C;JE:EBE=?;
H;B7J?L; 7BB7 :;<?D?P?ED; :? ?D:?97JEH? :? ?CF7JJE
 FH;I;DJ?
 F;H7B�
JHE F7HP?7BC;DJ;
 IEBE D;B 97IE :? JH; 7CC?D?IJH7P?ED? ��H;P�
PE
 ,;==?E  C?B?7
 /D?ED; �7II7 ,EC7=D7�� &7 I?JK7P?ED;
:;B 9ECKD; :? �;H=7CE I? 9EBBE97 ?D J7B I;DIE ?D FEI?P?ED; ?D�
J;HC;:?7 7BB7 BK9; :;BB\?DJ;IE ?DL;IJ?C;DJE ?D 9EHIE :7BB\?D?P?E
:;BB\7DDE�FHEFH?E�IKBBE�IL?BKFFE�:;B�I?IJ;C7�:?�C?IKH7P?ED;�
�? I;=K?JE L;D=EDE C;II; ?D ;L?:;DP7 B; ;IF;H?;DP; H;B7J?L;
7BB7 :;<?D?P?ED; :;=B? 7C8?J? :;B I?IJ;C7 :? C?IKH7P?ED; :;BB7
performance EH=7D?PP7J?L7 :;B 9ECKD; :? �;H=7CE
 :;B 9E�
CKD;�:? ,;==?E� C?B?7 ;�:;B�9ECKD;�:? �H;PPE�
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Sistema di misurazione. Gli ambiti e le
metodologie del sistema del comune di Bergamo
$B 9ECKD; :? �;H=7CE >7 ?:;DJ?<?97JE KD :E9KC;DJE 9>; :;<?D?I9; ; ?BBK�
IJH7 ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance� .7B; :E�
9KC;DJE ?:;DJ?<?97 B; <7I? ; ? J;CF? :;BB7 C?IKH7P?ED;
 B; 97H7JJ;H?IJ?9>;
:;=B? E8?;JJ?L?
 B7 CE:7B?JS :? L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?�
L7
 B7 L7BKJ7P?ED; :;B F;HIED7B; :?H?=;DJ; ; DED
 ?B I?IJ;C7 FH;C?7DJ;
 B7
JH7IF7H;DP7� (;B :E9KC;DJE JHEL7 :;<?D?P?ED; KD CE:;BBE :? C?IKH7P?ED;
9>; I? IJHKJJKH7 ; JHEL7 ;IFH;II?ED; D;B F?7DE :;BB7 performance� "B? 7C�
8?J? :? C?IKH7P?ED; ?:;DJ?<?97J? ?D J7B; :E9KC;DJE IEDE 9?DGK;� =B? ?CF7JJ?
 ?
FHE=H7CC? IJH7J;=?9?
 B; 7JJ?L?JS ;: ? I;HL?P? :;BB\7CC?D?IJH7P?ED;
 BE IJ7JE
:?�I7BKJ;
�?�9ED<HEDJ?�9ED�7BJH;�7CC?D?IJH7P?ED?�
$ FHE=H7CC? IJH7J;=?9? L;D=EDE C?IKH7J? 7JJH7L;HIE KD I?IJ;C7 :? ?D:?97�
JEH? ?DJ;=H7JE 9>; JH7; ?IF?H7P?ED; :7? 9EDJ;DKJ? :;BB; B?D;; FHE=H7CC7�
J?9>; :? C7D:7JE ��������� ; I? 9EEH:?D7 7? 9EDJ;DKJ? :? ,**
 * " ;
F?7DE :;JJ7=B?7JE :;=B? E8?;JJ?L?� $D F7HJ?9EB7H;
 ?B 9ECKD; :? �;H=7CE >7
?:;DJ?<?97JE
 7JJH7L;HIE B; B?D;; FHE=H7CC7J?9>; :? C7D:7JE ���������

9?DGK; =H7D:? E8?;JJ?L? 9>; B\7CC?D?IJH7P?ED; ?DJ;D:; H;7B?PP7H; D;B 9EHIE
:;B GK?DGK;DD?E ���� Y ���� ; 9>; :;<?D?I9EDE B; 7H;; 7JJH7L;HIE B;
GK7B? ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance EH=7D?P�
P7J?L7 T 9ECFB;II?L7C;DJ; EH=7D?PP7JE� -? JH7JJ7 :; B7 �;H=7CE IEB?:7�
B;
 B7 �;H=7CE I?9KH7
 B7 �;H=7CE 9>; 9H;I9; D;BB7 JH7:?P?ED;
 B7 �;H=7�
CE�:;BB;�=H7D:?�EF;H;�;�B7��;H=7CE�JKH?IJ?97�
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*;H GK7DJE 9ED9;HD; B; 7JJ?L?JS ;: ? I;HL?P?
 ?B 9ECKD; :? �;H=7CE >7 FHE�
9;:KJE 7: KD7 C7FF7JKH7 9EHH?IFED:;DJ; 7BB7 IJHKJJKH7 :;BB; H;IFEDI78?�
B?JS :;BB\7CC?D?IJH7P?ED; ; 9E;H;DJ; 7B F?7DE :;? 9;DJH? :? H;IFEDI78?B?JS
9>; 7B?C;DJ7 ?B * " ; ?B F?7DE :;JJ7=B?7JE :;=B? E8?;JJ?L?� "B? ?D:?97JEH? H;�
B7J?L? 7: 7JJ?L?JS ; I;HL?P? H?=K7H:7DE GK7DJ?JS
 ;<<?9?;DP7
 GK7B?JS
 ;<<?979?7
; customer satisfaction� .H7 ? I;HL?P? CED?JEH7J? GK;BB? :;CE=H7<?9?
 =B? 7I?�
B? ; ? I;HL?P? 7BB\?D<7DP?7
 B7 FEB?P?7 &E97B;
 BE -FEHJ;BBE /D?9E :;BB\ :?B?P?7 ;
:;BB;��JJ?L?JS�*HE:KJJ?L;�
*;H GK7DJE H?=K7H:7 =B? IJ7J? :? I7BKJ; B7 I?JK7P?ED; 7FF7H; L7H?;=7J7� $B
9ECKD; :? �;H=7CE >7 ?:;DJ?<?97JE ?D:?97JEH? :?IJ?DJ? F;H JH; 7IF;JJ? H;B7�
J?L? 7BBE -J7JE :? -7BKJ;� &7 I7BKJ; <?D7DP?7H?7
 B7 I7BKJ; EH=7D?PP7J?L7 ; B7
I7BKJ; :;BB; H;B7P?ED?� *;H GK7DJE 9ED9;HD; B7 I7BKJ; <?D7DP?7H?7 IEDE H?B;�
L7J? ?D:?97JEH? :? 7D7B?I? :? 8?B7D9?E J?F?9? :;BB7 �EDJ78?B?JS !?D7DP?7H?7 GK7B?
B\7KJEDEC?7 ?CFEI?J?L7
 <?D7DP?7H?7
 JH?8KJ7H?7
 ?D9?:;DP7 H;I?:K? 7JJ?L?
 H?�
=?:?JS :;BB7 IF;I7 9EHH;DJ;
 F7JH?CED?E FHE 97F?J; ;J9���
 ?DEBJH;
 F;H E=D?
I;HL?P?E T ?:;DJ?<?97JE ?B 9EIJE JEJ7B; ; FHE97F?J;� *;H GK7DJE 9ED9;HD; BE
-J7JE :? I7BKJ; EH=7D?PP7J?L7 ;I?IJEDE :?L;HI; ;IF;H?;DP; :? H?B;L7P?ED;
:;BB7 I7BKJ; EH=7D?PP7J?L7 9>; H?=K7H:7DE B7 <EHC7P?ED; :;? :?H?=;DJ? ;
:;?�B7LEH7JEH?�
&7 C7FF7 :;BB; 9ECF;J;DP; DED T 7D9EH7 IJ7J7 F?;D7C;DJ; 7JJK7J7� (;B
���� T IJ7J7 <7JJ7 KD\7D7B?I? :;B 9B?C7 EH=7D?PP7J?LE IK JKJJE ?B F;HIED7�
B; :;BB\;DJ; :7 9K? T ;C;HIE KD H?I9EDJHE FEI?J?LE H?IF;JJE B7 I7BKJ; EH�
=7D?PP7J?L7 :;BB\;DJ;� )BJH; 7 9?W
 ?B 9ECKD; :? �;H=7CE F7HJ;9?F7 7: KD
FHE=;JJE :? benchmark IF;9?<?9E 9ED 7BJH? EJJE 9ECKD? :;B benchmarking

+9BK8 IKBB; H?IEHI; KC7D; 9>; >7 9EDI;DJ?JE :? <7H; B\7D7B?I? :;BBE IJ7�
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JE :;BB\7HJ;� "B? ?D:?97JEH? CED?JEH7J? 7BB\?DJ;HDE :;B FHE=;JJE benchmarking

+9BK8 H?=K7H:7DE CEBJ;FB?9? 7IF;JJ? :;BB7 =;IJ?ED; :;BB; H?IEHI; KC7D;�
:7BB\?DGK7:H7C;DJE 9EDJH7JJK7B; :;? :?F;D:;DJ? :;BB\;DJ;
 7 ?D:?97JEH? H?<;�
H?8?B? 7BB\7D7=H7<?97 :;B F;HIED7B; :;B 9ECKD;
 :7=B? IJ7DP?7C;DJ? F;H B7
H;JH?8KP?ED; L7H?78?B; 7=B? ?D:?97JEH? :? IF;I7 F;H ?B F;HIED7B;� &\7:EP?ED;
:;B F?7DE :;BB7 performance >7 9EDI;DJ?JE :? IL?BKFF7H; KD7 L?I?ED; I?�
IJ;C?97 :;=B? ?D:?97JEH? 9>; H?7IIKCEDE BE IJ7JE :? I7BKJ; EH=7D?PP7J?L7
:;BB\;DJ;� $B 9ECKD; :? �;H=7CE DED >7 7D9EH7 7FFHE<ED:?JE B7 C?IKH7�
P?ED; :;BBE -J7JE :? -7BKJ; :;BB; ,;B7P?ED? C;:?7DJ; B7 I;B;P?ED; :? EF�
FEHJKD? ?D:?97JEH? H?<;H?8?B? 7BB7 =;IJ?ED; ; 7B C?=B?EH7C;DJE :;B H7FFEHJE
9ED =B? stakeholder 7D9>; I; 7B9KD? FEHJ7JEH? :? ?DJ;H;II;
 GK7B? 7: ;I;C�
F?E B; IE9?;JS F7HJ;9?F7J; :;B 9ECKD;
 IEDE IJ7J? ;IFB?9?J7J? ?D CE:E FH;�
9?IE�
*;H GK7DJE H?=K7H:7 =B? ?CF7JJ? FHE:EJJ? :7BB\7CC?D?IJH7P?ED; ?B 9ECKD;
<?DE 7B ���� DED >7 ?:;DJ?<?97JE 9>?7H7C;DJ; ?D:?97JEH? F;H C?IKH7H; B;
:?L;HI; 7H;; :? ?CF7JJE I7BLE ?D H;B7P?ED; 7B H?IF7HC?E ;D;H=;J?9E� $B 9E�
CKD; D;B ���� >7 7FFHEL7JE ?B F?7DE  D;H=;J?9E 9ECKD7B; 9>; 9ED�
J?;D; ?D:?97JEH? :? ?CF7JJE 9>; H?B;L7 F;H?E:?97C;DJ;� $B F?7DE  D;H=;�
J?9E 9ECKD7B; I? 9ED<?=KH7 9EC; KDE IJHKC;DJE E88B?=7JEH?E F;H ?B 9E�
CKD; :? �;H=7CE� ;<<;JJK7 ?B 9;DI?C;DJE :;? <788?IE=D? ;D;H=;J?9? :;B�
B7 9?JJS ;: T <?D7B?PP7JE 7BB\?D:?L?:K7P?ED; :;B 8?B7D9?E ;D;H=;J?9E ;: 7BB7
FHE=H7CC7P?ED; H7P?ED7B; :? ?DJ;HL;DJ? J;I? 7B H?IF7HC?E ;D;H=;J?9E ;:
7BB\KIE :? <EDJ? H?DDEL78?B?
 9ED 9EDI;=K;DJ? H?F;H9KII?ED? FEI?J?L; IKBB7 JK�
J;B7 :;BB\7C8?;DJ;� )BJH; 7BB7 FEI?J?L7 ;IF;H?;DP7 H?<;H?8?B; 7B F?7DE  D;H�
=;J?9E 9ECKD7B;
 B\7CC?D?IJH7P?ED; 9ECKD7B; :? �;H=7CE DED KJ?B?PP7
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?D:?97JEH? proxy F;H B7 C?IKH7P?ED; :;=B? ?CF7JJ? ; DED ;IFB?9?J7 B; H;B7P?E�
D?�?DJ;H�?IJ?JKP?ED7B?�9>;�?D<BK;DP7DE�J7B? ?CF7JJ?�
$B 9ED<HEDJE 9ED 7BJH; 7CC?D?IJH7P?ED? �benchmark� T KD 7C8?JE 8;D IL?�
BKFF7JE ?D GK7DJE ?B 9ECKD; :? �;H=7CE F7HJ;9?F7 7B benchmarking

+9BK8 9>; T D7JE FHEFH?E :7BB\;I?=;DP7 :? 7B9KD; 7CC?D?IJH7P?ED? :? 9E�
IJHK?H; IJHKC;DJ? 9ECKD? F;H C?IKH7H; ;<<?9?;DP7
 ;<<?979?7 ;: ?CF7JJ? :?
7B9KD? I;HL?P?� &\7JJ?L?JS :? benchmarking T H?<;H?8?B; 7? I;HL?P? :;B;=7J? :7B�
B7 -J7JE :? 7D7=H7<; ; IJ7JE 9?L?B;
 7? I?IJ;C? :? 7I9EBJE :;B 9?JJ7:?DE � cus-

tomer satisfaction ; =;IJ?ED; H;9B7C?
 7BB7 =;IJ?ED; :;B F;HIED7B; ; 8;�
D;II;H; EH=7D?PP7J?LE ; 7? I;HL?P? F;H B7 FH?C7 ?D<7DP?7
 ?D F7HJ?9EB7H; =B?
7I?B? D?:E� /BJ;H?EH; 7JJ?L?JS :? benchmarking T ILEBJ7 :7? I;HL?P? <?D7DP?7H?
? GK7B? 9ECF?EDE KD I?IJ;C7J?9E 9ED<HEDJE 9ED 7BJH? 9ECKD? IK ?D:?97JEH?
:?�97H7JJ;H;�;9EDEC?9E�<?D7DP?7H?E�

Sistema di misurazione. Gli ambiti e le
metodologie del sistema del comune di Reggio
Emilia
$B 9ECKD; :? ,;==?E  C?B?7 >7 :;<?D?JE KDE I9>;C7 BE=?9E :? ?DJ;=H7P?ED;
:;? :E9KC;DJ? :? FHE=H7CC7P?ED; IKBB7 87I; :;B GK7B; 9EIJHK?H; ?B I?�
IJ;C7 :? H7FFH;I;DJ7P?ED; :;BB7 performance� &\?CF?7DJE T IJHKJJKH7JE ?D
CE:E J7B; :7 B;=7H; KD?LE97C;DJ; FHE=H7CC?
 E8?;JJ?L? IJH7J;=?9? ; 7P?E�
D? 7 FHE:EJJ? ; I;HL?P?� -EDE :;<?D?J? ?D:?97JEH? :? H?IKBJ7JE F;H ? FHE=H7CC?

=B? E8?;JJ?L? ; B; 7P?ED?� $B 9ECKD; >7 ;IFB?9?J7JE =B? E8?;JJ?L? IJH7J;=?9? ; B;
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7P?ED? :;9B?D7D:ED; B; H;IFEDI78?B?JS ; :;H?L7 :7BB7 9EDJ78?B?JS 7D7B?J?97
7HJ?9EB7J7 ?D 9;DJH? :? 9EIJE 9>; 9EHH?IFED:EDE ?D 7B9KD? 97I? 7? FHE:EJ�
J?
 :;<?D?J? IKBB7 87I; :;BB7 IJHKJJKH7 EH=7D?PP7J?L7
 B; H?IEHI; :?IFED?8?B?� $
�;DJH? :? �EIJE
 :;<?D?J? IKBB7 87I; :;BB7 IJHKJJKH7 EH=7D?PP7J?L7
 FEIIEDE
DED 9EHH?IFED:;H; 9ED ? FHE:EJJ?
 ?D<7JJ? F;H 7B9KD? I;HL?P?
 9EC; GK;BB? 7B�
B7�F;HIED7
�IEDE�F?X�7==H;=7J?�E�F?X�7HJ?9EB7J?�
$B 9ECKD; :? ,;==?E  C?B?7 >7 ?DEBJH; ?:;DJ?<?97JE JKJJ; B; 7JJ?L?JS ; I;HL?P?
�:?IJ?D=K;D:E JH7 7JJ?L?JSFHE:EJJ? =;IJ?ED7B? ; 7JJ?L?JSFHE:EJJ? IJH7J;=?9?�
7JJH?8K;D:ED; B; H;IFEDI78?B?JS� �JJH7L;HIE ?B * "
 >7 ?:;DJ?<?97JE KD7 I;�
H?; :? ?D:?97JEH? 9>; H?=K7H:7DE B7 :?C;DI?ED; :;BB\KJ;DP7
 B; H?IEHI; :?�
IFED?8?B? ;: 7B9KD? ?D:?97JEH? FH;L7B;DJ;C;DJ; :? GK7DJ?JS ;: ;<<?9?;DP7 Y
?DJ;I7 9EC; 9EIJ? E J;CF?� *;H GK7DJE H?=K7H:7 ?B H7FFEHJE 9ED B; F7HJ;�
9?F7J; ; ? I;HL?P? 9>; 7: ;II; IEDE 7<<?:7J; ?B 9ECKD; :;<?D?I9; F?7D? :?
H7P?ED7B?PP7P?ED; ; B?D;; :? ?D:?H?PPE� (;BB; H;B7J?L; B?D;; :? ?D:?H?PPE IEDE
?D:?97J? ?D:?97JEH? 9>; DED :;LEDE ;II;H; D;9;II7H?7C;DJ; H7==?KDJ?
 C7
IK 9K? B; F7HJ;9?F7J; :;LEDE <EHD?H; ?D:?97P?ED? F;H?E:?9>;� (ED I;CFH;
IEDE ?:;DJ?<?97J? =B? standard 7<<?:7J? 7BB; F7HJ;9?F7J; E 7BB; 9ED9;II?ED7�
H?;�:?�I;HL?P?�FK88B?9?�
*;H GK7DJE H?=K7H:7 =B? IJ7J? :? I7BKJ; B7 I?JK7P?ED; 7FF7H; L7H?;=7J7 ?D
GK7DJE ?B 9ECKD; :? ,;==?E  C?B?7 >7 ?:;DJ?<?97JE BE -J7JE :? -7BKJ; <?D7D�
P?7H?7 ;IFB?9?J7D:EBE FH;L7B;DJ;C;DJ; 7JJH7L;HIE KD :E9KC;DJE :;DEC?�
D7JE *7DEH7C7 !?D7DP?7H?E� ,?IF;JJE 7 9?W >7 :;<?D?JE E8?;JJ?L?
 H?IEHI;
; <EHD?I9; KD H;D:?9EDJE :;JJ7=B?7JE IKBBE IJ7JE :? H7==?KD=?C;DJE :;=B?
?D:?97JEH?� "B? ?D:?97JEH? FHEFEIJ? IEDE GK;BB? J?F?9? :;BB7 9EDJ78?B?JS <?D7D�
P?7H?7� *;H GK7DJE H?=K7H:7 BE -J7JE :? I7BKJ; EH=7D?PP7J?L7 ?B 9ECKD; :?
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,;==?E  C?B?7 DED >7 ;IFB?9?J7C;DJ; ?D:?L?:K7JE KD7 I9>;:7 IKBBE IJ7JE
:? I7BKJ; EH=7D?PP7J?L7
 C7 7BB\?DJ;HDE :;BB7 ,** T IJ7JE :;<?D?JE KD E8?;J�
J?LE 9>; FED; B\7JJ;DP?ED; IKBBE IL?BKFFE :;BB; 9ECF;J;DP; ; >7 ?D:?L?�
:K7JE�:?L;HI?�?D:?97JEH?�F;H�CED?JEH7H;�?B�H7==?KD=?C;DJE�:;=B?�E8?;JJ?L?�
�?I9EHIE 7D7BE=E FKW ;II;H; <7JJE F;H BE -J7JE :? -7BKJ; :;BB; ,;B7P?ED?
:EL; ?B 9ECKD; >7 ;IFB?9?J7JE 7B9KD? :;? FEHJ7JEH? :? ?DJ;H;II;
 9EC; B;
IE9?;JS F7HJ;9?F7J;
 C7 DED >7 ?D:?L?:K7JE ?D:?97JEH? FKDJK7B? IKBBE IJ7JE
:;BB; H;B7P?ED? 7 I?IJ;C7� $D F7HJ?9EB7H; ;I?IJEDE ?D<EHC7P?ED? C7 DED IE�
DE�H7FFH;I;DJ7J;�7�B?L;BBE�:?�;DJ;�
*;H GK7DJE H?=K7H:7 =B? ?CF7JJ? FHE:EJJ? :7BB\7CC?D?IJH7P?ED; ?B 9ECKD;
>7 ?:;DJ?<?97JE B; 7H;; :? ?CF7JJE ; 7B9KD? ?D:?97JEH? F;H 9?7I9KD7 :? ;II;�
.KJJ7L?7 B\7CC?D?IJH7P?ED; DED KJ?B?PP7 ?D:?97JEH? proxy :? H?<;H?C;DJE ;
DED�;IFB?9?J7�B;�H;B7P?ED?�?DJ;H�?IJ?JKP?ED7B?�9>;�?D<BK;DP7DE�J7B? ?CF7JJ?�
$B 9ED<HEDJE 9ED 7BJH; 7CC?D?IJH7P?ED? 7LL?;D; IEBE ?D F7HJ;� ?B 9ECKD; :?
,;==?E  C?B?7 DED >7 ?:;DJ?<?97JE 7BJH; 7CC?D?IJH7P?ED? 9ED B; GK7B? ILEB�
=; KD\7P?ED; I?IJ;C7J?97 E I;B;JJ?L7 :? 9ED<HEDJE� JKJJ7L?7 79GK?IJ7 KD7
I;H?; :? :7J? :7 'ED?JEH �?JJS F;H H7FFH;I;DJ7H; B7 FHEFH?7 I?JK7P?ED; ;
performance ?D H;B7P?ED; 7BB7 C;:?7 D7P?ED7B; E H?IF;JJE 7BB; 7CC?D?IJH7�
P?ED?�B?C?JHE<;�7<<;H;DJ?�7B�879?DE�:;BB\ C?B?7�,EC7=D7�

Sistema di misurazione. Le metodologie del
sistema del comune di Arezzo
$B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance :;B 9ECKD;
:? �H;PPE 9EDI;DJ;
 =H7P?; 7BB7 FHE=;JJ7P?ED; :? IF;9?<?9? ?D:?97JEH?
 :?
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H?B;L7H; ?B =H7:E :? 7JJK7P?ED; :;=B? E8?;JJ?L? IJH7J;=?9? :;<?D?J? :7BB\7C�
C?D?IJH7P?ED;� *;H JKJJ? =B? E8?;JJ?L? IEDE :;<?D?J? EFFEHJKD? set :? :7J?
9>; I? H?<;H?I9EDE 7BB; 9ED:?P?ED? :? 9EDJ;IJE� *;H GK7DJE 9ED9;HD; =B?
?CF7JJ? FHE:EJJ?
 IEBE F;H 7B9KD? E8?;JJ?L? IEDE IJ7J? FHE=;JJ7J? ?D:?97JEH?
:? outcome C;DJH; ?D =;D;H7B; DED L?;D; C?IKH7JE B\;<<;JJE FHE:EJJE
:7 :?D7C?9>; 7C8?;DJ7B? ;: ?DJ;H�?IJ?JKP?ED7B? IK=B? ?CF7JJ? :;BB\7P?ED;
:;BB\7CC?D?IJH7P?ED;�
*;H ? I;HL?P? ;HE=7J? 7? 9?JJ7:?D? ;: 7BB; ?CFH;I; ?B I?IJ;C7 FH;L;:; :?
H?B;L7H; B; 9ED:?P?ED? :? ;HE=7P?ED; ?D J;HC?D? :? 799;II?8?B?JS
 J;CF;�
IJ?L?JS
 JH7IF7H;DP7 ;: ;<<?979?7
 DED9>U ;CF7J?7� .H7 ? C;JE:? 9>;
B\7CC?D?IJH7P?ED; >7 ?DJ;DP?ED; :? H7<<EHP7H; 7B <?D; :? C?IKH7H; B7 GK7B?JS
:;? I;HL?P? ;HE=7J? T B7 customer satisfaction� *;H ? I;HL?P? ;HE=7J? :7 F7H�
J;9?F7J; ;E ?D 9ED9;II?ED; B\7CC?D?IJH7P?ED; DED H?B;L7 B; 9ED:?P?ED? :?
;HE=7P?ED;� ?B 9EDJHEBBE T 7<<?:7JE 7B H;=EB7JEH;
 GK7BEH7 L; D; I?7 KDE� $B
CE:;BBE :? C?IKH7P?ED; :;BB7 performance :;? I;HL?P? FKW ;II;H; H?9ED�
:EJJE�7BBE�I9>;C7�IEJJEIJ7DJ;�

_ Modello di qualità dei servizi

e Efficacia – *;IE���

d �<<?:78?B?JS�Y *;IE���
d �ED<EHC?JS�Y *;IE���

e Tempestività – *;IE���
e Accessibilità – *;IE���
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d 'KBJ?97D7B?JS�Y *;IE��
d /8?97P?ED;�Y *;IE��
d $D<EHC7P?ED?�Y *;IE��

e Trasparenza – *;IE���
e Capacità di rassicurazione – *;IE���

d �ECFH;DI?ED;�Y *;IE���
d �EHJ;I?7�Y *;IE���
d ,?I;HL7J;PP7�Y *;IE���

*;H GK7DJE H?=K7H:7 BE IJ7JE :? I7BKJ; ;9EDEC?9E�<?D7DP?7H?7
:;BB\7CC?D?IJH7P?ED;
 ?B I?IJ;C7 FH;L;:; ?D:?97JEH? :? I?DJ;I? 9>; I? H?<;H?�
I9EDE 7BB\;GK?B?8H?E ;9EDEC?9E
 7BB; ;DJH7J;
 7BB; IF;I;
 7BB7 9EDI?IJ;DP7
:;B F7JH?CED?E
 7B B?L;BBE :? ?D:;8?J7C;DJE� $D J;C7 :? I7BKJ; EH=7D?PP7J?�
L7
 ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance KJ?B?PP7 ?D�
:?97JEH? :? I?DJ;I? 9>; I? H?<;H?I9EDE 7B CE:;BBE EH=7D?PP7J?LE ; =;IJ?ED7B;

7B B?L;BBE GK7B?J7J?LE ; GK7DJ?J7J?LE :;BB; H?IEHI; KC7D;
 7BB7 <EHC7P?ED;

7B 8;D;II;H; EH=7D?PP7J?LE
 7BB; F7H? EFFEHJKD?JS ; 7BBE IJ7JE :;? I?IJ;C?
?D<EHC7J?L?� $B I?IJ;C7 C?IKH7
 ?DEBJH;
 GK7DJ?JS ; GK7B?JS :;BB; H?IEHI;� R
IJ7J7 <7JJ7 KD\7D7B?I? IKB 9B?C7 EH=7D?PP7J?LE ?D 9EBB78EH7P?ED; 9ED ?B �?�
F7HJ?C;DJE :;BB7 !KDP?ED; *K88B?97 � �!*
 C7 ? H?IKBJ7J? 7: E==? DED IE�
DE�7D9EH7�IJ7J?�H;IJ?JK?J?�
$D C;H?JE 7BB; H;B7P?ED? 9ED =B? stakeholder
 F;H 7B9KD? FHE9;II? 9EC;
 7:
;I;CF?E
 GK;BB? I9EB7IJ?9?
 GK;BB? H;B7J?L? 7BBE IL?BKFFE ;9EDEC?9E ;: 7B
*$/-- �F?7DE ?DJ;=H7JE :? IL?BKFFE KH87DE IEIJ;D?8?B;� 9\T IJ7J7 KD7 <EH�
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J; F7HJ;9?F7P?ED;
 C7 DED T IJ7J7 GK7DJ?<?97J7 B7 GK7B?JS :;BB7 H;B7P?ED;
JH7C?J;�EFFEHJKD?�?D:?97JEH?�;:�;<<;JJK7J7�KD7�H?B;L7P?ED;�I?IJ;C7J?97�
*;H GK7DJE 9ED9;HD; B\7JJ?L?JS :? 9ED<HEDJE 9ED 7BJH; 7CC?D?IJH7P?ED?
 IEBE
7B9KD; :?C;DI?ED? F7HJ?9EB7H? :;BB7 I7BKJ; <?D7DP?7H?7 ;: EH=7D?PP7J?L7
�H7FFEHJE :?H?=;DJ?:?F;D:;DJ?
 9EIJE F;HIED7B;
 ;J9�� IEDE :? <7JJE KJ?B?P�
P7J;�

'?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance :;<?D?I9EDE B;
<7I? FH?D9?F7B? :? KD FHE9;IIE 7HJ?9EB7JE ; :?<<KIE J7DJE
7BB\?DJ;HDE :;BB\EH=7D?PP7P?ED; GK7DJE 7BB\;IJ;HDE� -7H;88; ;H�
H7JE H?J;D;H; 9>; J7B? 7JJ?L?JS I?7DE 7FF7DD7==?E :? I?D=EB? EH�
=7D? E K<<?9?
 F?KJJEIJE B7 C?IKH7P?ED; ; B7 L7BKJ7P?ED; 9EIJ?�
JK?I9EDE KD7 9ECFED;DJ; :;BB7 IJ;II7 performance� ,?9EDE�
I9;H; J7B; FH?D9?F?E ; 7HJ?9EB7HBE F;H B\EH=7D?PP7P?ED; T 9ECF?�
JE <EHC7BC;DJ; H?9ED:K9?8?B; 7B :E9KC;DJE IKB I?IJ;C7 :? C?�
IKH7P?ED; ; IEIJ7DP?7BC;DJ; B;=7JE 7BB\;<<;JJ?LE ?CF?;=E 9>;
:;B I?IJ;C7 :? C?IKH7P?ED; ; :;? IKE? ?D:?97JEH? ?D F7HJ?9EB7�
H;
 C7D7=;H
 :?F;D:;DJ? ;: ?DJ;HBE9KJEH? :;BB\7CC?D?IJH7P?ED;
<7DDE� &7 9>?7H;PP7 :;? HKEB?
 IKBB7 97HJ7 C7 IEFH7JJKJJE D;BB7
IEIJ7DP7
 H?IKBJ7 KD ;B;C;DJE 7887IJ7DP7 :?<<KIE D;BB; 7C�
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C?D?IJH7P?ED? F?BEJ7 7D7B?PP7J;� &; ;99;P?ED? I? H?<;H?I9EDE ?D
:K; 97I? 7BB7 C7D97J7 H?:;<?D?P?ED; :;? HKEB? �(EL7H7
 �7I7H7�
DE� ; ?D KD J;HPE 97IE �(EB7� 7 HKEB? <EHC7BC;DJ; :;<?D?J? DED
9EHH?IFED:EDE 9ECFEHJ7C;DJ? ;<<;JJ?L?� /BJ;H?EH? 7IF;JJ? FH;I?
?D 9EDI?:;H7P?ED;
 F;H L;H?<?97H; B\?DJ;DI?JS :;B FHE9;IIE :? C?�
IKH7P?ED;
 IEDE B7 <H;GK;DP7 :;BB; H?B;L7P?ED? ; B\?DJ;DI?JS :;B
9E?DLEB=?C;DJE :? ?DJ;HBE9KJEH? ;IJ;HD? :;BB\7CC?D?IJH7P?ED;
D;BB7 I;B;P?ED; ; D;BB\7D7B?I? :;=B? ?D:?97JEH?� &E I9;D7H?E 9>;
I? FH;I;DJ7 7BB\7D7B?I? L;:; :7 KD B7JE 7CC?D?IJH7P?ED? 9>;
>7DDE 9>?7H7C;DJ; ?:;DJ?<?97JE HKEB? ; 9>; IEIJ7DP?7DE B7 BEHE
7JJ?L?JS :? C?IKH7P?ED; ?D report F;H?E:?9? ��;H=7CE
 0;HED7

,;==?E  C?B?7
 /D?ED; �7II7 ,EC7=D7
 �H;PPE� 7D9>; I;
9ED :?L;HI? B?L;BB? :? <H;GK;DP7 :;BB7 H?B;L7P?ED;� �7BB\7BJHE B7�
JE I? 9EBBE97DE B; 7CC?D?IJH7P?ED? =?S H?9>?7C7J; F;H B; GK7B?
?B H7<<EHP7C;DJE :;B I?IJ;C7 :? C?IKH7P?ED; F7II7 FHE878?B�
C;DJ; 7DP?JKJJE 7JJH7L;HIE B7 FHE=;JJ7P?ED; :? KD F;H9EHIE
9E;H;DJ;�
-? ;L?:;DP?7DE :? I;=K?JE B\;IF;H?;DP7 :;B 9ECKD; :? ,;==?E
 C?B?7 ; GK;BB7 :;BB\/D?ED; :;? 9ECKD? :;BB7 �7II7 ,EC7=D7�
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Sistema di misurazione. Processo e soggetti nel
comune di Reggio Emilia
�EC; =?S ;L?:;DP?7JE ?D FH;9;:;DP7
 D;B 9ECKD; :? ,;==?E  C?B?7 ?B I?�
IJ;C7 :? C?IKH7P?ED; T BE=?97C;DJ; IJHKJJKH7JE 7B <?D; :? <7H; 9EHH?IFED�
:;H; FHE=H7CC?
 E8?;JJ?L?
 7P?ED? ; FHE:EJJ?� "B? ?D:?97JEH? IEDE I?IJ;C?9?
; LEBJ? 7 C?IKH7H; =B? ?CF7JJ? :;? FHE=H7CC?� "B? ?D:?97JEH? :? D7JKH7 <?D7D�
P?7H?7
 B;=7J? 7BB; H?IEHI; 9EBB;=7J; H7FFH;I;DJ7DE B\7==H;=7P?ED; :;? :7�
J? 9>; H?<B;JJEDE B7 87I; :;B I?IJ;C7
 ELL;HE ? FHE:EJJ?� $DEBJH; ?B I?IJ;C7
L?;D; KJ?B?PP7JE FKDJK7BC;DJ; F;H ;B78EH7H; =B? E8?;JJ?L? IJH7J;=?9? :;B 9E�
CKD; :? ,;==?E  C?B?7� .KJJ7L?7
 B7 :;<?D?P?ED; :;=B? E8?;JJ?L? IJH7J;=?9? T
IEBJ7DJE F7HP?7BC;DJ; ?DJ;=H7J7 9ED B7 FH;:?IFEI?P?ED; :7 F7HJ; :;=B? K<�
<?9? :;B 9ECKD; :? I?CKB7P?ED? ; L7BKJ7P?ED? :? <7JJ?8?B?JS� (;BB7 <7JJ?IF;9?;
IEBJ7DJE F;H =B? E8?;JJ?L? IJH7J;=?9? H?<;H?8?B? 7BB7 CE8?B?JS ; 7? I;HL?P? IE9?7B?
IEDE FH;:?IFEIJ; 7FFEI?J; L7BKJ7P?ED? :? <7JJ?8?B?JS :;? FHE=;JJ? 9>; I? LEH�
H;88;HE�7JJK7H;�
�BJH7 97H7JJ;H?IJ?97 :;B I?IJ;C7 :? C?IKH7P?ED; L?=;DJ; D;B 9ECKD; :?
,;==?E  C?B?7 T GK;BB7 F;H 9K?
 7BB\?DJ;HDE :;B I?IJ;C7 IJ;IIE
 =B? E8?;JJ?L?
IEDE KD?LE97C;DJ; 9EBB;=7J? 7 FHE:EJJ? �IJH7J;=?9? ; =;IJ?ED7B?� ; F;H 9?7�
I9KD FHE=H7CC7 IEDE ?D:?97J; B; H?IEHI; 7BBE97J; ;: KJ?B?PP7J;� $D GK;IJE
CE:E T =7H7DJ?J7 B7 JH7:KP?ED; ?D J;HC?D? GK7DJ?J7J?L? :;=B? E8?;JJ?L? :? =;�
IJ?ED; :;<?D?J? ; ?B BEHE 9EBB;=7C;DJE 7B GK7:HE :? H?IEHI; :;<?D?J; :7B I?IJ;�
C7 9EDJ78?B;� $DEBJH; I? IEJJEB?D;7 ?B <7JJE 9>; ?B I?IJ;C7 ?D KIE D;B 9ECK�
D; :? ,;==?E  C?B?7 ?DJ;=H7 ?B GK7:HE :;=B? E8?;JJ?L? :;<?D?JE 9ED ?D:?97JE�
H? H;B7J?L? 7BB; 9ED:?P?ED? :? 9EDJ;IJE 7C8?;DJ7B; ?D 9K? I? 9EBBE97 B\7JJ?L?JS
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:;BB\7CC?D?IJH7P?ED; ; IF;9?<?97 ?B B;=7C; BE=?9E ;I?IJ;DJ; JH7 ?D:?97JEH?
I;B;P?ED7J?
 E8?;JJ?L? ; target :;<?D?J?� $D GK;IJE CE:E ?B 9EDJ;IJE ; ? H;B7J?�
L?�7JJEH?
�;DJH7DE�?D:?H;JJ7C;DJ;�D;B�FHE9;IIE�:?�C?IKH7P?ED;�
$D H;B7P?ED; 7BB7 <H;GK;DP7 :;BB7 H?B;L7P?ED;
 ?B I?IJ;C7 H?B;L7 7BC;DE KD7
LEBJ7 7BB\7DDE ?B L7BEH; :;=B? ?D:?97JEH? 9EDJ;DKJ? D;BB7 ,** ; 9ED 97:;DP7
GK7:H?C;IJH7BC;DJ; ?B L7BEH; :;=B? ?D:?97JEH? 9EDJ;DKJ? D;B * "� $D B?D;7
:? FH?D9?F?E B; H?B;L7P?ED? :;B I?IJ;C7 :;B 9ECKD; :? ,;==?E  C?B?7 9E?D9?�
:EDE 9ED B; <7I? :? 7II;IJ7C;DJE :;B 8?B7D9?E� *;H?E:?97C;DJ; I? ILEB=;
7D9>; B\?DJ;=H7P?ED; :;BB; H?B;L7P?ED? :? :7J? ; ?D:?97JEH? 9ED B; ?D<EHC7�
P?ED? :;H?L7DJ? :7B I?IJ;C7 9EDJ78?B;� 'EBJ? :7J? IEDE ;IJH7FEB7J? 7 B?L;BBE
9;DJH7B; :7B I?IJ;C7 9EDJ78?B;
 7BJH? IEDE <EHD?J? :7? :?H?=;DJ? ; :7BB; FEI?�
P?ED? EH=7D?PP7J?L; 9ECF;J;DJ? 9>; B? ?DI;H?I9EDE :?H;JJ7C;DJ; D;B I?IJ;�
C7�?D<EHC7J?9E�:;B�I?IJ;C7�9EDJ78?B;�;�:?�FHE=H7CC7P?ED;�
/D 7BJHE J?FE :? 7D7B?I? 9>; ?B I?IJ;C7 :;B 9ECKD; :? ,;==?E  C?B?7 ILEB=;
?D CE:7B?JS ?DJ;H7JJ?L7 T GK;BB7 H;B7J?L7 7=B? I9EIJ7C;DJ?� $B I?IJ;C7 H;=�
=?7DE H?B;L7
 ?D<7JJ?
 B; ?DJ;H7P?ED? JH7 ? :?L;HI? ?D:?97JEH? :? B?L;BBE IJH7J;=?9E
;: ;L?:;DP?7 FEII?8?B? 97KI; :;BBE I9EIJ7C;DJE H?IF;JJE 7? L7BEH? E8?;JJ?�
LE� &\?DJHE:KP?ED; :;B I?IJ;C7 :? 7D7B?I? :;=B? I9EIJ7C;DJ? F;H =B? E8?;JJ?L?
IJH7J;=?9? T 7LL;DKJ7 D;B 9EHIE :;B ���� F;H 9K? DED IEDE IJ7J? 7D9EH7
H;:7JJ? :E9KC;DJ? 9>; 9EDJ;D=EDE GK;IJ; ?D:?97P?ED?� *;H =B? ?D:?97JEH?
:;? FHE:EJJ? :;<?D?J? D;B * " B7 H?B;L7P?ED; :;BBE I9EIJ7C;DJE T ?DL;9; 7J�
J?L7 =?S :7 J;CFE� ,;IJ7 9ECKDGK; KD7 :;BB; JH7:?P?ED? F?X 9EDIEB?:7J;
:7 F7HJ; :;B 9ECKD; B\KIE :? :7J? ; ?D:?97JEH? ?D <7I; :? L7BKJ7P?ED; :;B
B?L;BBE�:?�H7==?KD=?C;DJE�:;=B?�E8?;JJ?L?�FHE=H7CC7J?�

Esperienze e leading pratice in alcune amministrazioni locali



/D 7BJHE ;B;C;DJE :? 7D7B?I? T ?B H7FFEHJE JH7 I?IJ;C7 :? C?IKH7P?ED; ;
L7BKJ7P?ED; :;BB7 performance ; 7JJEH? E FEHJ7JEH? :? ?DJ;H;II; 9>; BE KJ?�
B?PP7DE� $ IE==;JJ? ; =B? EH=7D? 7D7B?PP7J? IEDE ?B 9EDI?=B?E 9ECKD7B;
 ? :?H?�
=;DJ? ; <KDP?ED7H? 9>; ?DEBJH; <EHD?I9EDE feedback IKB I?IJ;C7 7B I;HL?P?E
FHE=H7CC7P?ED; ; <EHCKB7DE FHEFEIJ; :? C?=B?EH7C;DJE E :? ?DJ;=H7P?E�
D;�:;B�I?IJ;C7�?D�;II;H;�
&\?DJ;H7P?ED; 9ED =B? stakeholder ;IJ;HD? T B?C?J7J7 ?D <7I; :? C?IKH7P?ED;
C7 CEBJ? :E9KC;DJ? IEDE 799;II?8?B? :7B I?JE ?D <EHC7JE F:< ; ?DEBJH; ?B 9E�
CKD; :? ,;==?E  C?B?7 ?CF?;=7 KD I?IJ;C7 :? H;D:?9EDJ7P?ED;
 ?B 'E:;BBE
�?L?9KC
 F;DI7JE F;H H;D:;H; 9ECFH;DI?8?B; B\?D<EHC7P?ED; :? 8?B7D9?E ;
H7<<EHP7H;�F;H9EHI?�:?�F7HJ;9?F7P?ED;�

Sistema di misurazione. Processo e soggetti
nell’Unione dei comuni della Bassa Romagna
$B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance ; B7 9EIJHK�
P?ED; :;B 9?9BE :? =;IJ?ED; :;BB7 performance H7FFH;I;DJ7DE D;B 97IE
:;BB\/D?ED; :;? 9ECKD? :;BB7 �7II7 ,EC7=D7 KD7 :?I9EDJ?DK?JS 9ED ?B
F7II7JE
 9EC; FKH; ?B C7II?99?E 9ED<;H?C;DJE :? I;HL?P? 7BB\KD?ED; JH7 B7
I;9ED:7 C;JS :;B ���� ; B7 FH?C7 C;JS :;B ����� &\?CFEIJ7P?ED; :? J7B?
I;HL?P?
 B7 BE=?97 KJ?B?PP7J7 F;H B7 :;<?D?P?ED; :;BB7 performance H?9>?;IJ7
7 J7B? I;HL?P? ; B; CE:7B?JS 9ED 9K? J7B; performance T CED?JEH7J7 H7FFH;�
I;DJ7DE�KD7�DEL?JS�7IIEBKJ7�H?IF;JJE�7B�F7II7JE�
*;H =B? E8?;JJ?L? IJH7J;=?9?
 C7 7D9>; F;H :;9?:;H; KD7 I;CFB?<?97P?ED;
:;B FHE9;IIE :? B7LEHE �9EC; ?B 9EDJHEBBE :;BB; FH;I;DP; :7 KD?<?97H;� I?

Esperienze e leading pratice in alcune amministrazioni locali



ILEB=EDE L7BKJ7P?ED? :? <7JJ?8?B?JS ; I?CKB7P?ED?� $B I?IJ;C7 JH7:K9; ?D J;H�
C?D? GK7DJ?J7J?L? =B? E8?;JJ?L? :? =;IJ?ED; :;<?D?J? ; B? 9EBB;=7 7B GK7:HE :?
H?IEHI; :;<?D?J; :7B I?IJ;C7 9EDJ78?B;� +K7D:E I7HS 7 H;=?C; B\7FFB?97J?LE
:;:?97JE
 B7 FHE9;:KH7 L;HHS <7JJ7 7 B?L;BBE ?D<EHC7J?9E� �JJK7BC;DJ; L?;D;
<7JJ7 ?D ;N9;B ?D CE:E F7HP?7B;� $B GK7:HE :;=B? E8?;JJ?L? T :;<?D?JE 9ED
?D:?97JEH? H;B7J?L? 7BB; 9ED:?P?ED? :? 9EDJ;IJE 7C8?;DJ7B; ?D 9K? I? 9EBBE97
B\7JJ?L?JS :;BB\7CC?D?IJH7P?ED;� $B B?L;BBE :? 7D7B?I? :;B 9EDJ;IJE T =;D;H7B;
; L?;D; 7FFHE<ED:?JE D;=B? IJK:? :? <7JJ?8?B?JS F?X 9>; D;B *:*�* "�*�)�
�ECKDGK; ? target 7IIE9?7J? 7 9?7I9KD ?D:?97JEH; J;D=EDE 9EDJE :;BB;
9ED:?P?ED? :;B 9EDJ;IJE
 7D9>; I; DED L?;D; ;IFB?9?J7JE :?H;JJ7C;DJ; ?B
9EBB;=7C;DJE ?D KD :E9KC;DJE <EHC7B;� $B I?IJ;C7 IF;9?<?97
 D;BB7 I;�
GK;DP7 F?7DE :;BB7 performance Y * " Y F?7DE :;=B? E8?;JJ?L?
 ?B B;=7C;
BE=?9E�;I?IJ;DJ;�JH7�?D:?97JEH?�I;B;P?ED7J?
�E8?;JJ?L?�; target :;<?D?J?�
$B I?IJ;C7 H?B;L7 F;H?E:?97C;DJ; ?B L7BEH; 7IIKDJE :7=B? ?D:?97JEH? I;B;P?E�
D7J?
 I;9ED:E B; CE:7B?JS :;<?D?J; ?D <7I; :? FHE=H7CC7P?ED;� (;B F7I�
I7JE B7 H?B;L7P?ED; L;D?L7 ;<<;JJK7J7 9ED 97:;DP7 GK7:H?C;IJH7B;� �ED ?B
DKELE 7FFB?97J?LE :? 9K? B\7CC?D?IJH7P?ED; I? T :EJ7J7 I7HS FEII?8?B; ILEB�
=;H; B7 H?B;L7P?ED; JH?C;IJH7BC;DJ;� *;H 7B9KD? J?F? :? :7JE I7HS ?DEBJH;
FEII?8?B; EJJ;D;H; KD7 H?B;L7P?ED; 9EDJ?DK7 ; I7HS GK?D:? FEII?8?B; 7L;H;
KD GK7:HE :;BB7 I?JK7P?ED; 7==?EHD7JE ?D GK7BI?7I? CEC;DJE� R ?CFEHJ7D�
J; ;L?:;DP?7H; D;B 97IE :;BB\/D?ED; ?B F;9KB?7H; B7LEHE :? KD?<?97P?ED; :;?
I?IJ;C? ?D<EHC7J?L? ;<<;JJK7JE 7 B?L;BBE 9E:?<?97 F;H ?DJ;=H7H; B; ?D<EHC7P?E�
D? F;H?E:?9>;� +K;IJ7 KD?<?97P?ED; I? JH7:K9; D;BB7 FH;I;DP7 :? KD KD?9E
F?7DE�:;?�9;DJH?�:?�IF;I7�F;H�?���9ECKD?�

Esperienze e leading pratice in alcune amministrazioni locali



$D H;B7P?ED; 7BB7 <7I; :? 7D7B?I?
 ?B I?IJ;C7 ?D KIE FH;IIE B\/D?ED; :;? 9E�
CKD? :;BB7 �7II7 ,EC7=D7
 H?B;L7 B; ?DJ;H7P?ED? JH7 ?D:?97JEH? ;: ;L?:;D�
P?7 FEII?8?B? 97KI; :;BBE I9EIJ7C;DJE H?IF;JJE 7? L7BEH? E8?;JJ?LE� -EDE ;<�
<;JJK7J; I?7 7D7B?I? F;H <7JJEH? FHE:KJJ?L?
 7JJH7L;HIE :;? focus F;H ?:;DJ?<?�
97H; B; :;J;HC?D7DJ? :;=B? I9EIJ7C;DJ?
 I?7 7D7B?I? F;H E8?;JJ?L?
 7JJH7L;H�
IE B\?:;DJ?<?97P?ED; :;BB; FEII?8?B? 97KI; :? I9EIJ7C;DJE
 9>; FE? L?;D;
?DI;H?J7 D;BB7 H;B7P?ED; IKBB7 performance� R ?CFEHJ7DJ; ;L?:;DP?7H; 9>;
D;? :E9KC;DJ? :? FHE=H7CC7P?ED; :;BB\7CC?D?IJH7P?ED;
 FHEFH?E 7B <?D; :?
IKFFEHJ7H; B\7D7B?I?
 T ?DI;H?JE 7D9>; KD L7BEH; :? benchmark I; :?IFED?�
8?B; 9ED 9?J7P?ED; :;BB7 <EDJ; K<<?9?7B; �;I� standard H;=?ED7B;�� $D C;H?JE
7BB\7==?EHD7C;DJE :;B I?IJ;C7 IJ;IIE L? T KD :?9>?7H7JE E8?;JJ?LE :? IL?�
BKFFE� &\?DJ;DP?ED; :;BB\7CC?D?IJH7P?ED; T :? 9H;7H; KD I?IJ;C7 9>; I?7
GK7DJE F?X :?D7C?9E ; 97F79; :? 7==?EHD7HI?� &\)$0 ILEB=; ?D J7B I;DIE
KD HKEBE ?CFEHJ7DJ; F;H9>U <EHD?I9; ?D:?97P?ED? KJ?B? 7BB\?DJ;=H7P?ED; ;: 7B
C?=B?EH7C;DJE�:;B�I?IJ;C7�9>;�>7�9EDJH?8K?JE�7�:;<?D?H;�
$B 9EDI?=B?E KJ?B?PP7 ?B I?IJ;C7 7? <?D? :;BB7 FH;:?IFEI?P?ED; ; :;BB\;I;H9?P?E
:;BB; <KDP?ED? :? ?D:?H?PPE ; CED?JEH7==?E� $D F7II7JE I? KJ?B?PP7L7DE H;B7�
P?ED? :;I9H?JJ?L; IK? FHE=H7CC? ; D;BB7 ,** ;H7DE FH;I;DJ? IEBE FE9>? ?D�
:?97JEH?� )H7 IEDE H;I? :?IFED?8?B? =B? ?D:?97JEH? 9EDKJ;DJ? D;? :E9KC;DJ? :?
FHE=H7CC7P?ED; :;BB\/D?ED;� $ -?D:79?
 9EC; :7 H;=EB7C;DJE
 7:EJJ7DE
?B I?IJ;C7 IKBB7 87I; :;BB7 FHEFEIJ7 FH;I;DJ7J7 :7BB\)$0� &; ?D<EHC7P?ED?
FH;I;DJ? D;B I?IJ;C7 IEDE H;I; ?CC;:?7J7C;DJ; :?IFED?8?B? 7BB; "?KDJ;
9>; B? ?CF?;=7DE
 C7 DED T IJ7J7 ;<<;JJK7J7 KD7 L;H?<?97
 F;H ?D<EHC7H; ?
FHEFH?�FHE9;II?�:;9?I?ED7B?�

Esperienze e leading pratice in alcune amministrazioni locali



$B :?H;JJEH; =;D;H7B;
 FHECEJEH; :;BB\?D?P?7J?L7
 >7 7II?9KH7JE B\?CF?;=E
 I?
IJ7 ?CF;=D7D:E F;H BE IL?BKFFE :;B I?IJ;C7 ?D B?D;7 9ED B; ?D:?97P?ED?
<EHD?J; :7BB\)$0 ; IEBB;9?J7 9ECFEHJ7C;DJ? 9EBB78EH7J?L? :7 F7HJ; :? JKJJ7
B\7CC?D?IJH7P?ED;� "B? K<<?9? :? staff ILEB=EDE B\7JJ?L?JS :? 7B?C;DJ7P?ED; ;
C7DKJ;DP?ED; :;B I?IJ;C7 9EEH:?D7J? :7B :?H;JJEH; =;D;H7B;
 H;9;F?I9EDE
B; EII;HL7P?ED? ; =B? ?D:?H?PP? :;BB\EH=7D?ICE ?D:?F;D:;DJ; :? L7BKJ7P?ED;

=;IJ?I9EDE B7 9ECFED;DJ; ?D<EHC7J?97 :;B I?IJ;C7 ; FH;:?IFED=EDE re-

port :? I?DJ;I? F;H B7 C?IKH7P?ED; ; B7 L7BKJ7P?ED; :;BB; performance
 :;B�
B; IK; 7HJ?9EB7P?ED? EH=7D?PP7J?L;
 :;? H;IFEDI78?B? :? KD?JS EH=7D?PP7J?L7
; :;? :?F;D:;DJ?� $ :?H?=;DJ? ; <KDP?ED7H? 9ED FEI?P?ED; :? H;IFEDI78?B?JS
?CF?;=7DE ?B I?IJ;C7 D;BB\7C8?JE :;? FHEFH? FHE9;II? :;9?I?ED7B?
 ;DJH7DE
D;B C;H?JE :;B I?IJ;C7 ; :;B F?7DE
 D;=EP?7D:E E8?;JJ?L?
 ?D:?97JEH? ; tar-

get
 L;H?<?97DE B7 9E;H;DP7 JH7 =B? ?D:?97JEH? I;B;P?ED7J? F;H C?IKH7H; B7
performance ; B; 7JJ?L?JS ;<<;JJ?L7C;DJ; ILEBJ;
 IK==;H?I9EDE ?DJ;=H7P?ED?
; C?=B?EH7C;DJ? H?IF;JJE 7=B? ?D:?97JEH? I;B;P?ED7J? ; H?<;H?I9EDE :? ;L;D�
JK7B?�7DEC7B?;�:;H?L7DJ?�:7B�FHE9;IIE�:?�H?B;L7P?ED;�
"B? stakeholder �KJ;DJ?
 ?CFH;I;
 7IIE9?7P?ED?
 7P?;D:; 9EDJHEBB7J;
 part-

ner ?IJ?JKP?ED7B?� EJJ;D=EDE 799;IIE 7B I?IJ;C7 JH7C?J; ? :E9KC;DJ? FH;�
I;DJ? IKB I?JE ; FEIIEDE IK H?9>?;IJ7 E F;H IF;9?<?9>; ;I?=;DP; 9>?;:;H;
?DJ;=H7P?ED? E IK==;H?H; CE:?<?9>;� $D <7I; :? ;B78EH7P?ED; :;B F?7DE IJH7�
J;=?9E 7B9KD? stakeholder >7DDE H?9>?;IJE ;: EJJ;DKJE B\?DJHE:KP?ED; :?
standard :? I;HL?P?E �7: ;I;CF?E
 F;H ?B -/�*�
 <EHD;D:E ?D:?97P?ED? I?�
=D?<?97J?L; D;BB7 9EIJHKP?ED; :;B I?IJ;C7� .H7 =B? 7JJEH? F?X 7JJ?L? :;B 9ED�
J;IJE IEDE ? I?D:797J? ;DJH7J? J7BLEBJ7 ?D CE:E 7D9>; CEBJE 7FFHE<ED:?JE
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D;B C;H?JE :;BB7 C?IKH7P?ED; ; L7BKJ7P?ED; :? 7B9KD? ?D:?97JEH? 7 L7B;DP7
IE9?7B;��C?IKH;�7DJ?9H?I?
�I;HL?P?�7BB7�F;HIED7�;J9���

&\7D7B?I? :;BB; 9ECFED;DJ? :;? I?IJ;C? :? C?IKH7P?ED; ; L7BKJ7�
P?ED; :;BB7 performance EH=7D?PP7J?L7 :;BB; 7CC?D?IJH7P?ED?
BE97B? F?BEJ7 9E?DLEBJ; C?H7L7 7: ?D:7=7H; KDE :;=B? 7IF;JJ? F?X
JH7:?P?ED7B? :? L;H?<?97 :;B B?L;BBE :? ;LEBKP?ED; :? J7B? I?IJ;C?�
-? JH7JJ7 :;B FH;L7B;H;
 E C;DE
 7BB\?DJ;HDE :;=B? IJ;II? :;BB7
:?C;DI?ED; ;9EDEC?9E�<?D7DP?7H?7 ;IFH;II7 ?D J;HC?D? 9EDJ7�
8?B?� /D 8KED I?IJ;C7 :? C?IKH7P?ED; :;L; I?9KH7C;DJ; FH;�
L;:;H; KD7 9ECFED;DJ; 7B?C;DJ7J7 9ED ? :7J? 9EDJ78?B?
 FEII?�
8?BC;DJ; H?9B7II?<?97J? 7JJH7L;HIE KD I?IJ;C7 :? 9EDJ78?B?JS 7D7�
B?J?97
 C7 I7H;88; ?CFEHJ7DJ; 9>; D;B I?IJ;C7 <EII;HE FH;�
I;DJ? ?D C7D?;H7 H?B;L7DJ; ?D:?97JEH? :? 97H7JJ;H; ;NJH7 9EDJ7�
8?B;
 H;B7J?L? 9?ET 7BB7 :?C;DI?ED; DED ;9EDEC?97 :;BB; 7JJ?�
L?JS 9>; B\7CC?D?IJH7P?ED; ILEB=;� &7 9ECFED;DJ; ;9EDEC?�
97 ?D<7JJ? DED 9EDI;DJ; :? C?IKH7H; :?C;DI?ED? GK7B? B7 GK7B?�
JS
 B\;<<?979?7 ;: 7D9>; 7B9KD? 7IF;JJ? :? ;<<?9?;DP7� &\7D7B?I? >7
FEIJE ?D ;L?:;DP7 9EC; B; 7CC?D?IJH7P?ED? 9>; >7DDE IL?BKF�
F7JE B7 9ECFED;DJ; ;NJH79EDJ78?B; IEDE B; IJ;II; 9>; >7DDE
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FHE9;:KJE 7: KD7 H?<B;II?ED; F?X 7CF?7 J;I7 7BB7 :;<?D?P?ED;
:? KD CE:;BBE :? C?IKH7P?ED; ��;H=7CE
 ,;==?E  C?B?7
 /D?E�
D;��7II7�,EC7=D7
 �H;PPE��
�? I;=K?JE L?;D; C;II7 ?D ;L?:;DP7 B\;IF;H?;DP7 :;B 9ECKD;
:? ,;==?E  C?B?7 7D9>; ?D H;B7P?ED; 7B J;DJ7J?LE :? ;IJ;D:;H;
B7 9ECFED;DJ; 9EDJ78?B; 7 H?B;L7P?ED; :? 97H7JJ;H;
;9EDEC?9E�F7JH?CED?7B;�;�DED�IEBE�<?D7DP?7H?E�

Sistema di misurazione. Le componenti del
sistema del comune di Reggio Emilia
$B I?IJ;C7 :? C?IKH7P?ED; L?=;DJ; 7 ,;==?E  C?B?7 FH;I;DJ7 KD 9EBB;=7�
C;DJE B?D;7H; ; 9ECFB;JE 9ED ?B I?IJ;C7 9EDJ78?B;� IJHKC;DJE 7JJH7L;H�
IE ?B GK7B; >7 BKE=E J7B; 9EBB;=7C;DJE T ?B * "� $DEBJH; B\?DJ;=H7P?ED; I?
H;7B?PP7 ?D <7I; :? CED?JEH7==?E :7B CEC;DJE 9>; JKJJ? ? :7J? :? =;IJ?ED;

J7DJE :;=B? E8?;JJ?L? :;BB\7CC?D?IJH7P?ED; GK7DJE :;B F;HIED7B;
 IEDE CE�
D?JEH7J? ?D KD\KD?97 7P?ED; =7H7DJ;D:E
 :? <7JJE
 B\?DJ;=H7P?ED; :;? :7J? ;
:;BB; FHE9;:KH; H;B7J?L? 7BB7 =;IJ?ED; 9ED :7J? H;B7J?L? 7B F;HIED7B; I?7 :?
J?FE ;9EDEC?9E ; <?D7DP?7H?E 9>; 7 H?=K7H:E 7 FH;I;DP;
 7II;DP;
 B?L;BB?
:?�FHE:KJJ?L?JS�
&7 9EDJ78?B?JS 7D7B?J?97 H?IKBJ7 8;D; IL?BKFF7J7 ; F;H 9?7I9KDE :;? FHE:EJJ?
:;BB\7CC?D?IJH7P?ED; �I;HL?P?� T FH;L?IJE KD 9;DJHE :? 9EIJE H7FFH;I;DJ7�
J?LE :;BB7 IJHKJJKH7 :? H?<;H?C;DJE� $B I?IJ;C7 9EDJ78?B; KJ?B?PP7JE :7B 9ECK�

Esperienze e leading pratice in alcune amministrazioni locali



D; 9EDI;DJ; :? H;=?IJH7H; EBJH; 7BB; ?D<EHC7P?ED? :? D7JKH7 <?D7DP?7H?7 7D�
9>; GK;BB; :? D7JKH7 ;9EDEC?9E�F7JH?CED?7B; 9>; L7DDE 7: 7B?C;DJ7H; ?B
I?IJ;C7 :;BB7 9EDJ78?B?JS 7D7B?J?97� �: ?DJ;=H7P?ED; :;B FHE9;IIE :? H?B;�
L7P?ED;
 D;B I?IJ;C7 IEDE H?9B7II?<?97J? ? :7J? 9EDJ78?B? F;H 7H;; :? ?CF7JJE
I;9ED:E�?B�C;997D?ICE�:?�:;H?L7P?ED;�8H?J7DD?97�:;BB7 spending review�
R =?S IJ7JE ;L?:;DP?7JE 9EC; ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED;
:;BB7 performance :;B 9ECKD; :? ,;==?E  C?B?7 7:EJJ7 FHE9;:KH; ?D�
J;=H7J; :? 7D7B?I? GK7DJ?J7J?L7 ; GK7B?J7J?L7 :;? I;HL?P? ;HE=7J? :7 F7HJ;
:? 7B9KD; 7HJ?9EB7P?ED? EH=7D?PP7J?L; :;BB\7CC?D?IJH7P?ED;
 H?9ECFED;D:E
B; ?D<EHC7P?ED? D;B GK7:HE KD?J7H?E :;<?D?JE 7JJH7L;HIE ?B * "� $DEBJH;

B\7CC?D?IJH7P?ED; H?B;L7 ?D CE:E ?DJ;=H7JE B7 customer satisfaction ; =B?
?D:?97JEH? :? CE8?B?JS 7C8?;DJ7B;
 IKBB7 87I; :;BB; ?D:?97P?ED? 9EDJ;DKJ;
D;BB; DEHC7J?L; ;KHEF;;� -K 7B9KD? :? GK;IJ? :7J? L?;D; ILEBJ7 KD\ 7JJ?L?JS
:?�9ED<HEDJE�9ED�7BJH;�7CC?D?IJH7P?ED?�

&\7D7B?I? 9ED:EJJ7 IK? I?IJ;C? :? C?IKH7P?ED; ; L7BKJ7P?ED;
:;BB7 performance >7 FEIJE B\7JJ;DP?ED; ?D<?D; IK :K; 7IF;JJ?

F7HP?7BC;DJ; 9EHH;B7J?
 9>; IKFFEHJ7DE B7 <KDP?ED7B?JS :;B I?�
IJ;C7 :? C?IKH7P?ED;� �DP?JKJJE ?B B?L;BBE :? ?D<EHC7J?PP7P?ED;
;IFH;IIE ?D J;HC?D? :? H?9EHIE 7 IJHKC;DJ? ?D<EHC7J?9? 7 IKF�
FEHJE :;BB7 H799EBJ7
 :;B JH7JJ7C;DJE ; :;BB7 :?<<KI?ED; :? :7J?
; ?D:?97JEH?� $D I;9ED:E BKE=E B7 JH7IF7H;DP7 ?DJ;I7 9EC; 79�
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9;IIE ;: KIE :;B I?IJ;C7 :? C?IKH7P?ED; :7 F7HJ; :? IE=�
=;JJ? ;IJ;HD? 7BB\7CC?D?IJH7P?ED;� $ :K; 7IF;JJ? IEDE 9EHH;B7J?
?D GK7DJE B\?D<EHC7J?97 9EIJ?JK?I9; KD7 9ED:?P?ED; D;9;II7H?7

7D9>; I; DED IK<<?9?;DJ;
 7 IKFFEHJ7H; B7 :?<<KI?ED; ;
B\799;IIE 7BB; ?D<EHC7P?ED?
 87IJ? F;DI7H; 7BB\?DJ;=H7P?ED; JH7
87D9>; :7J? :? 7CC?D?IJH7P?ED? :?<<;H;DJ?
 E <H7 I;JJEH? :;BB7
C;:;I?C7 7CC?D?IJH7P?ED;
 F;DI7J7 F;H <79?B?J7H; B\799;IIE
7? :7J? ;: 7=B? ?D:?97JEH? ?D ;II; 9EDJ;DKJ?
 EFFKH; 7BB\KIE :;B
web 9EC; L;?9EBE :? JH7I<;H?C;DJE :? ?D<EHC7P?ED?� $B B?L;BBE :?
?D<EHC7J?PP7P?ED; H?B;L7 7D9>; H?IF;JJE 7BB\?D=;=D;H?PP7P?ED;
:;? I;HL?P? ;: 7D9>; ?D GK;IJE 97IE 9EDI;DJ; :? :?<<ED:;H; B;
?D<EHC7P?ED? H;B7J?L; 7BB; 9ED:?P?ED? 7BB; GK7B? KD :;J;HC?D7�
JE I;HL?P?E T IJ7JE ;<<;JJ?L7C;DJ; ;HE=7JE 7 FH;I9?D:;H; :7B�
B; =;D;H?9>; ?D:?97P?ED? :? 7BJH? IJHKC;DJ? 7 IKFFEHJE :;BB7 JH7�
IF7H;DP7�GK7B?�97HJ;�:;?�I;HL?P?�E�:E9KC;DJ?�?D<EHC7J?L?�
*H;D:;D:E ?D 9EDI?:;H7P?ED; BE IJ7JE :;? I?IJ;C? 7D7B?PP7J?

B\;IF;H?;DP7 F?X ;LEBKJ7 7FF7H; ;II;H; GK;BB7 :;BB\/D?ED; :;?
9ECKD? :;BB7 �7II7 ,EC7=D7
 C;II7 ?D ;L?:;DP7 ?D I;=K?JE�
&; H7=?ED? :? J7B; B?L;BBE :? ;LEBKP?ED; H?I?;:EDE FHE878?BC;DJ;
D;BB7 D7JKH7 ?IJ?JKP?ED7B; :;BB\/D?ED; 9>; :;L; =7H7DJ?H; KD7
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9;HJ7 ?DJ;=H7P?ED; ; KD7 9;HJ7 JH7IF7H;DP7 7 IE==;JJ? 9>; IE�
DE 7 BEHE LEBJ7 7CC?D?IJH7P?ED? ; GK?D:? >7DDE KD ?DJ;H;II;
F?X 7HJ?9EB7JE ; F?X <EHJ; :;? 9?JJ7:?D? Y KJ;DJ?� $D FEI?P?ED; ?D�
J;HC;:?7 JHEL?7CE B; ;IF;H?;DP; 9EDJH7::?IJ?DJ; :7 KD 9;HJE
B?L;BBE :? ?DJ;=H7P?ED; :;B I?IJ;C7 7 B?L;BBE ?D<EHC7J?9E ; :7
KD B?L;BBE standard :? JH7IF7H;DP7 ��;H=7CE
 0;HED7
 ,;==?E
 C?B?7
 �H;PPE�� $DJ;H;II7DJ; B\;IF;H?;DP7 :? �H;PPE H;B7J?L7
7BB\?CF?;=E :;B D;JMEHA !79;8EEA 7B <?D; :? 9H;7H; KD 7C8?;D�
J; 9>; <7LEH?I9; ?B 9ED<HEDJE JH7 7CC?D?IJH7P?ED; ; KJ;DJ? ; ?D�
9H;C;DJ7�B7�JH7IF7H;DP7�I;DP7�C;:?7P?ED?�

Sistema di misurazione. Livello di
informatizzazione e trasparenza del sistema
dell’Unione dei comuni della bassa romagna
&\/D?ED; :;? 9ECKD? :;BB7 �7II7 ,EC7=D7 >7 FHELL;:KJE 7 :;<?D?H;
;IFB?9?J7C;DJ; B7 FHEFH?7 IJH7J;=?7 :? e-government I?7 D;B FHE=;JJE ?D�
<EHC7J?PP7P?ED; $�. 9>; D;B F?7DE IJH7J;=?9E� $DEBJH; B\7CC?D?IJH7P?ED;
:;:?97 KD7 FHEFH?7 7HJ?9EB7P?ED; EH=7D?PP7J?L7 7BB7 FHE=;JJ7P?ED; ; 7J�
JK7P?ED;�:;?�FHE=;JJ?�:? e-government�
&\7CC?D?IJH7P?ED; ;HE=7 <EHC7P?ED; C7D7=;H?7B; 7? FHEFH? :?H?=;DJ?
 <KD�
P?ED7H? ; :?F;D:;DJ? IK? J;C? :? ?DDEL7P?ED; J;9DEBE=?97 ; e-government

Esperienze e leading pratice in alcune amministrazioni locali



9EHH;B7J? 7BB7 C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance
 DED9>U F;H
B\KIE�:;=B?�IJHKC;DJ?�?D<EHC7J?9?�:?�9EDJHEBBE�:?H;P?ED7B;�
$B I?JE :;BB\/D?ED; L?;D; 7==?EHD7JE F;H?E:?97C;DJ; 9ED ?D<EHC7P?ED? IKB�
B; 7JJ?L?JS ;: ? I;HL?P? ILEBJ? ; 9ED :E9KC;DJ? H;B7J?L? 7BB\7CC?D?IJH7P?ED;�
&\7CC?D?IJH7P?ED; H;D:; :?IFED?8?B? IKB I?JE :?L;HI? I;HL?P? on-line JH7 9K?
FH;B?;LE CE:KB?IJ?97 F;H 7LL?E FH7J?97 �;I� 87D:? ; 9ED9EHI?�� L?IK7B?PP7�
P?ED; IJ7JE :? 7L7DP7C;DJE FH7J?97 �;I� 87D:?
 =7H; on-line�� 7LL?E FH7�
J?9>; F;H B?9;DP;
 9ED9;II?ED?
 7KJEH?PP7P?ED? ;:?B?P?; �-/�*�� 87D:? F;H
B7 F7HJ;9?F7P?ED; 7 9ED9EHI?� FH;I;DJ7P?ED; :?9>?7H7P?ED; $�$ ; 7BJH; :?�
9>?7H7P?ED? on-line� FH;I;DJ7P?ED; H?9>?;IJ7 :? IKII?:?
 FH;IJ7P?ED? I;HL?�
P? IE9?7B?
 9EDIKBJ7P?ED; 97HJE=H7<?;
 H?B?;L? <EJE=H7<?9?
 FB7D?C;JH?;� F7=7�
C;DJ? $�$� <EHKC :? :?I9KII?ED; 9ED F7HJ;9?F7P?ED; :;? 9?JJ7:?D? IK L?J7
7CC?D?IJH7J?L7 �JH7C?J; ?B D;JMEHA !79;8EEA T FH;L?IJ7 B\?DJHE:KP?ED; :?
KD7 9>7J F;H :?F;D:;DJ? ;: 7CC?D?IJH7JEH?�� <EHKC :? :?I9KII?ED; IK 7J�
J?L?JS FEB?J?97 �JH7C?J; ?B D;JMEHA !79;8EEA�� FHECEP?ED; :? 8;D? ; I;HL?�
P? :;B J;HH?JEH?E �MMM�HEC7=D7:;IJ;�?J�� I;HL?P?E :? feedback
 9ECC;DJ?�
9EDIKBJ7P?ED; IJ7JE 7L7DP7C;DJE FH7J?97 :7 F7HJ; :? 7BJH? ;DJ? FK88B?9?
�-/�* ; $,$� �� ?DL?E ;B;JJHED?9E :? <BKII? ?D<EHC7J?L? 7: 7BJH? ;DJ? �-/�*
; $,$� ��
&; ?D<EHC7P?ED? H;B7J?L; 7=B? E8?;JJ?L? 7II;=D7J? ; 7B B?L;BBE :? H7==?KD=?�
C;DJE :;=B? IJ;II? DED9>U 7BB; performance :;BB\7CC?D?IJH7P?ED; IEDE
:?<<KI; 7BB\?DJ;HDE C;:?7DJ; KD7 intranet
 7JJH7L;HIE -'�,.
 ?B software

:? business intelligence 9>; C;JJ; 7 :?IFEI?P?ED; ?D<EHC7P?ED? :?L;HI?<?�
97J; F;H FHE<?B? :? KJ;DP7� -'�,. T KD software F;H ?B 9EDJHEBBE :?H;P?ED7�
B; ?DJ;=H7JE 9ED ? I?IJ;C? =;IJ?ED7B? H;B7J?L? 7BB; :?L;HI; 7JJ?L?JS ; I;HL?P?�
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&; 7JJ?L?JS ?D<EHC7J?PP7J; IEDE B; I;=K;DJ?� 9EDJ78?B?JS <?D7DP?7H?7� 7D7�
=H7<;� ))�**�� L?IKH; 97J7IJ7B?� 9EDJ78?B?JS ;9EDEC?97� FHEJE9EBBE ?D<EH�
C7J?9E� &&�**� ; FHE=;JJ? �DED 7D9EH7 JKJJ?�� 9EDJHEBBE :? =;IJ?ED;� 7CC?�
D?IJH7P?ED; :;B F;HIED7B; �F7=>; ; IJ?F;D:?�� =;IJ?ED; FHE9;:?C;DJ? �$,$�
� �� JH?8KJ?� H?B;L7P?ED; FH;I;DP;� IEBKP?ED? e-learning �?D intranet�� =;�
IJ?ED; F7JH?CED?7B; �7 B?L;BBE :? I?D=EB? 9ECKD? ; DED :? /D?ED;�� =;IJ?ED;
:;B F;HIED7B; �-'�,.�� datawarehouse� 9EBB;=7C;DJE 7B -$.� IL?BKFFE
BE97B;� =;IJ?ED; :;B?8;H; �$,$� �� FEB?P?7 CKD?9?F7B; �IEBE F;H B; I7DP?E�
D?�� 9EDJ78?B?JS B7LEH? FK88B?9? ; FHE=;JJ?� =;IJ?ED; =7H; ; 9ED9EHI?� 97HJE�
=H7<?7�
&\KD?ED; H;D:; :?IFED?8?B? IKB FHEFH?E I?JE ?D<EHC7P?ED? IKBB\7II;JJE ?IJ?JK�
P?ED7B; �EH=7D? :? =EL;HDE�
 IKBB\7II;JJE 7CC?D?IJH7J?LE �B\EH=7D?=H7CC7
:;BB7 IJHKJJKH7 7CC?D?IJH7J?L7 :;BB\KD?ED;�
 �0 ; H;JH?8KP?ED? :;? I;=H;J7H?
9ECKD7B?
 :;? :?H?=;DJ? ; :;BB; FEI?P?ED? EH=7D?PP7J?L;� �JJK7BC;DJ; ? 9?J�
J7:?D? ; =B? 7BJH? stakeholder DED FEIIEDE 799;:;H; ?D CE:E 7JJ?LE 7B I?JE
web :;BB\/D?ED; ; H;D:;H; FK88B?9? ? FHEFH? F7H;H? ?D H;B7P?ED; 7BB; 7JJ?L?JS
;: 7? I;HL?P? EJJ;DKJ? FEIJ7D:EB? IKB I?JE
 9EIV 9EC; DED >7DDE B7 FEII?�
8?B?JS :? 799;:;H; :?H;JJ7C;DJ; 7B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED;
:;BB7 performance
 EJJ;D;D:E ?D<EHC7P?ED? KBJ;H?EH? ; :? 7FFHE<ED:?C;DJE
H?IF;JJE 7 GK;BB; 9EDJ;DKJ; D;B F?7DE :;BB7 performance� .7B? ;B;C;DJ? :?
JH7IF7H;DP7 IEDE ?D FHE=;JJE F;H KD FHEII?CE <KJKHE GK7D:E ?B software

:? 9EDJHEBBE :?H;P?ED7B; 7B?C;DJ;HS ?D CE:E ?DJ;=H7JE ; :?H;JJE 7D9>; ?B I?�
JE
 H;D:;D:E 799;II?8?B? ?D J;CFE H;7B; 7D9>; ? :7J? ?D C;H?JE 7=B? stan-

dard :? I;HL?P?E H?IF;JJ7J?� $DJ7DJE
 B\7CC?D?IJH7P?ED; >7 7JJ?LE KD I;HL?P?E
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:? ?D<EHC7P?ED; IK H?9>?;IJ7
 C;:?7DJ; B?D;7 J;B;<ED?97 ;: e-mail
 799;I�
I?8?B;�7D9>;�:7B�I?JE�

�D9>; ?D H;B7P?ED; 7=B? ;I?J? ;C;HI? :7BB\7D7B?I? :;? I?IJ;C?
:? C?IKH7P?ED; :;BB7 performance EH=7D?PP7J?L7
 7FF7H; KJ?B;
9ECF?;H; GK7B9>; 9EDI?:;H7P?ED; =;D;H7B;
 H;B7J?L7
7BB\;IF;H?;DP7 :;BB; :K; 7CC?D?IJH7P?ED? 7FF7HJ;D;DJ? 7BB; H;�
=?ED? :;BB\)8?;JJ?LE �EDL;H=;DP7� +K;IJ; 7CC?D?IJH7P?ED?
I;C8H7DE ;II;HI? 7DP?JKJJE H?LEBJ; 7BB7 :;<?D?P?ED; :? 7B9KD?
;B;C;DJ? <EHC7B? ;: 7BB7 H;7B?PP7P?ED; :? F?99EB? F7II? ?D9H;�
C;DJ7B?� &7 =H7:K7B?JS 7FF7H; KD CE:E EFFEHJKDE :? :;:?97H;
9ECKDGK; 7JJ;DP?ED; 7? J;C? :;BB7 H?<EHC7
 I;FFKH ?D FH;I;D�
P7 :? H?IEHI; 7 LEBJ; I97HI;� &; 9EDI;=K;DP; :? J7B; 7FFHE99?E
?D9H;C;DJ7B; I? H?<;H?I9EDE 7DP?JKJJE 7BB\7II;DP7 :? KD CE:;BBE
:? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?�
L7 7HJ?9EB7JE F;H 7C8?J? ; ?D KD7 L7BEH?PP7P?ED;
 ?D J;HC?D? :?
C?IKH7P?ED;
 :? GK7DJE =?S ;I?IJ;
 I?=D?<?97J?L7C;DJ; ? :7J? ;
=B? ?D:?97JEH? 9EDJ78?B?� $B H?I9>?E 9>; ?D 7II;DP7 :? KD :?I;=DE
=;D;H7B; I? 9ECF?7DE F7II7==? <H7 BEHE ?D9E;H;DJ? IKII?IJ; 7B
F7H? :;BB7 FEII?8?B?JS 9>; DED L;D=7 C?IKH7JE 9?W 9>; T H?B;�
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L7DJ; C7 I? :?7 H?B;L7DP7 IEBE 7 9?W 9>; 7JJK7BC;DJ; T C?IK�
H78?B;� $B B?L;BBE :? ?D<EHC7J?PP7P?ED; :;B I?IJ;C7 :? C?IKH7P?E�
D; T 87IIE 7D9>; B7::EL; 7B9KD; 7JJ?L?JS I?7DE ?D<EHC7J?PP7J;
; :? 9EDI;=K;DP7 B7 JH7IF7H;DP7 T 7<<?:7J7 7=B? 7:;CF?C;D�
J?
 I;DP7 KD7 IJH7J;=?7 :? <ED:E 9>; I7FF?7 JH7I<EHC7H; B7 C?�
D799?7 :? ;II;H; ;IFEIJ? 7 9H?J?9>; ?D EFFEHJKD?JS :? 9ED:?L?:;�
H; ?D<EHC7P?ED? 9>; IEDE KJ?B? F;H ? FHE9;II? :;9?I?ED7B? :;=B?
stakeholder� $D :;<?D?J?L7 B7 FHE=;JJ7P?ED; 7 B?L;BBE ;B;C;DJ7H;
:;B I?IJ;C7 :? C?IKH7P?ED; ; B7 IK7 ?DJ;=H7P?ED; D;? FHE9;II?
:;BB\EH=7D?PP7P?ED; 7FF7?EDE ;II;H;
 7 JKJJ? =B? ;<<;JJ?
 B; I<?�
:; 9>; 7CC?D?IJH7P?ED? GK7B? ?B 9ECKD; :? (EB7 ; :? �7I7H7DE
IEDE�9>?7C7J;�7�7<<HEDJ7H;�F;H�?DD;I97H;�?B�97C8?7C;DJE�

Note
�� �? I;=K?JE =B? 7C8?J? ?:;DJ?<?97J? :7B :;9H;JE� 7� B\7JJK7P?ED; :;BB;
FEB?J?9>; 7JJ?L7J; IKBB7 IE::?I<7P?ED; <?D7B; :;? 8?IE=D? :;BB7 9EBB;J�
J?L?JS� 8� B\7JJK7P?ED; :? F?7D? ; FHE=H7CC?
 ELL;HE B7 C?IKH7P?ED;
:;BB\;<<;JJ?LE =H7:E :? 7JJK7P?ED; :;? C;:;I?C?
 D;B H?IF;JJE :;BB; <7I?
; :;? J;CF? FH;L?IJ?
 :;=B? standard GK7DJ?J7J?L? ; GK7B?J7J?L? :;<?D?J?

:;B B?L;BBE FH;L?IJE :? 7IIEH8?C;DJE :;BB; H?IEHI;� 9� B7 H?B;L7P?ED; :;B

Esperienze e leading pratice in alcune amministrazioni locali



=H7:E :? IE::?I<7P?ED; :;? :;IJ?D7J7H? :;BB; 7JJ?L?JS ; :;? I;HL?P? 7D�
9>; 7JJH7L;HIE CE:7B?JS ?DJ;H7JJ?L;� :� B7 CE:;HD?PP7P?ED; ;: ?B C?�
=B?EH7C;DJE GK7B?J7J?LE :;BB\EH=7D?PP7P?ED; ; :;BB; 9ECF;J;DP; FHE�
<;II?ED7B? ; B7 97F79?JS :? 7JJK7P?ED; :? F?7D? ; FHE=H7CC?� ;� BE IL?�
BKFFE GK7B?J7J?LE ; GK7DJ?J7J?LE :;BB; H;B7P?ED? 9ED ? 9?JJ7:?D?
 ? IE=�
=;JJ? ?DJ;H;II7J?
 =B? KJ;DJ? ? :;IJ?D7J7H? :;? I;HL?P?
 7D9>; 7JJH7L;HIE
BE IL?BKFFE :? <EHC; :? F7HJ;9?F7P?ED; ; 9EBB78EH7P?ED;� <� B\;<<?9?;DP7
D;BB\?CF?;=E :;BB; H?IEHI;� =� B7 GK7B?JS ; B7 GK7DJ?JS :;BB; FH;IJ7P?ED?
; :;? I;HL?P? ;HE=7J?� >� ?B H7==?KD=?C;DJE :;=B? E8?;JJ?L? :? FHECEP?E�
D;�:;BB; F7H?�EFFEHJKD?JS�

';DK a  IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B? a
���$B�9?9BE�:;BB7 performance D;BB;�7CC?D?IJH7P?ED?�F?BEJ7

2.4 Gli indicatori

"B? ;B;C;DJ? 9EIJ?JKJ?L? :;B I?IJ;C7 :? C?IKH7P?ED; FEIIEDE
;II;H; H?9ED:EJJ? 7 :K; =H7:? 97J;=EH?;� :7 KD B7JE B7 9ECFE�
D;DJ; E==;JJ?L7
 9ECFEIJ7 :7 ?D:?97JEH?
 :7BB\7BJHE B7 9ECFE�
D;DJ; IE==;JJ?L7
 9ECFEIJ7 :7BB; F;HIED; 9>; ?CF?;=7DE J7�
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B? ?D:?97JEH?� .H7C?J; ?B F;H9EHIE :? 7D7B?I? ILEBJE I? T 7LKJ7 B7
FEII?8?B?JS
 C;:?7DJ; B\?DJ;H7P?ED; 9ED B; F;HIED; 9>; B7LEH7�
DE 7BB\?DJ;HDE :;BB; 7CC?D?IJH7P?ED? BE97B? F?BEJ7
 :? J;IJ7H; B7
FH;I;DP7 :? ?D:?97JEH? ; :? ?CF?;=7H; GK;IJE J;IJ 9EC; 97HJ?D7
:? JEHD7IEB; :;B B?L;BBE :? ;LEBKP?ED; :;B I?IJ;C7 :? C?IKH7P?E�
D; H?IKBJ7JE :;BB7 FH;9;:;DJ; <7I; :? 7D7B?I?� �B <?D; :? 9ECF?;�
H; J7B; 7D7B?I? I? IEDE ?:;DJ?<?97J? 7B9KD? 7C8?J? :? C?IKH7P?ED;
;
 7JJH7L;HIE 87JJ;H?; :? ?D:?97JEH? <EHD?J; 9EC; J;IJ
 I? T L;�
H?<?97JE I; B; 7CC?D?IJH7P?ED? C?IKH7DE B7 performance
 IEDE
?D =H7:E :? C?IKH7H; B7 performance
 EFFKH; DED IEDE ?D =H7�
:E :? <7HBE� *;H KD 7FFHE<ED:?C;DJE IK=B? 7C8?J? :? C?IKH7P?E�
D; ; IK=B? ?D:?97JEH? FHEFEIJ? I? H?C7D:7 7BB7 :;I9H?P?ED; :;BB7
check list 9EDJ;DKJ7 D;B :E9KC;DJE &E IL?BKFFE :;B 9?9BE :;B�
B7 performance��*H?D9?F?�;�9H?J;H?�
(;BB7 I;=K;DJ; J78;BB7 � I? :S H?I9EDJE :;BB\;I?JE :;BB; 7D7B?I?
ILEBJ; ;L?:;DP?7D:E ?B B?L;BBE :? :?IFED?8?B?JS :;=B? ?D:?97JEH?
9>; IEDE IJ7J? FHEFEIJ? 7BB\7CC?D?IJH7P?ED;� .7B; :?IFED?8?B?JS
I? H?<;H?I9; 7BB7 97F79?JS :;BB\7CC?D?IJH7P?ED;
 ?D I;:; :? ?D�
9EDJHE 9ED =B? ;IF;HJ? :;B FHE=;JJE
 :? <EHD?H; ?B L7BEH;
:;BB\?D:?97JEH; FHEFEIJE E ?B L7BEH; :? 7BJHE ?D:?97JEH; ?:ED;E 7
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9EDI;DJ?H; B7 C?IKH7P?ED; :;BB7 IJ;II7 :?C;DI?ED; :? perfor-

mance FHEFEIJ7�

Tabella 5 – Gli indicatori (aprile 2011)

Amm.ne.
Elementi Bergamo Novara Verona Reggio Emilia

Estensione della
misurazione

�EHFKI�;IJ;IE�7:
;99;P?ED;�:;=B? ?CF7JJ?� �EHFKI�B?C?J7JE� �EHFKI�;IJ;IE�C7�B?C?J7JE�7

E8?;JJ?L?�
�EHFKI�;IJ;IE�;�8;D
IL?BKFF7JE�

Anagrafica e contesto $D:?97JEH?�F7HP?7BC;DJ;
:?IFED?8?B?

$D:?97JEH?
F7HP?7BC;DJ;
:?IFED?8?B?

$D:?97JEH?�:?IFED?8?B? $D:?97JEH?�F7HP?7BC;DJ;
:?IFED?8?B?

impatti $D:?97JEH?�DED�:?IFED?8?B? $D:?97JEH?�DED
:?IFED?8?B? $D:?97JEH?�DED�:?IFED?8?B? $D:?97JEH?�F7HP?7BC;DJ;

:?IFED?8?B?

servizi
(Test su 5 servizi

proposti nella check list)

$D:?97JEH?�F7HP?7BC;DJ;
:?IFED?8?B?
&?L;BBE�;IJ;IE�:?
C?IKH7P?ED;�:;?�I;HL?P?

$D:?97JEH?�DED
:?IFED?8?B?

$D:?97JEH?�:?IFED?8?B?�
'?DEH;�7JJ;DP?ED;�7�;<<?979?7�;
customer satisfaction

$D:?97JEH?�:?IFED?8?B?�
,?9EHIE�7�?D:?97JEH?�:?
FHEFH?7�:;<?D?P?ED;

Stato di salute $D:?97JEH?�:?IFED?8?B? $D:?97JEH?�:?IFED?8?B? $D:?97JEH?�:?IFED?8?B? $D:?97JEH?�:?�I7BKJ;
<?D7DP?7H?7�:?IFED?8?B?

Amm.ne.
Elementi

Unione Bassa
Romagna Arezzo Nola Casarano

Estensione della
misurazione

�EHFKI�;IJ;IE�;�8;D
IL?BKFF7JE�

�EHFKI�;IJ;IE�7:
;99;P?ED;�:;=B?
?CF7JJ?�

�EHFKI�B?C?J7JE� �EHFKI�B?C?J7JE�

Anagrafica e contesto *H;I;DJ?�7B9KD?
?D:?97JEH?

$D:?97JEH?�F7HP?7BC;DJ;
:?IFED?8?B? *H;I;DJ?�7B9KD?�?D:?97JEH? *H;I;DJ?�7B9KD?

?D:?97JEH?

impatti
$D:?97JEH?
F7HP?7BC;DJ;
:?IFED?8?B?

$D:?97JEH?�DED
:?IFED?8?B? $D:?97JEH?�DED�:?IFED?8?B? $D:?97JEH?�DED

:?IFED?8?B?

servizi
(Test su 5 servizi

proposti nella check
list)

$D:?97JEH?�:?IFED?8?B?
FH;L?E�97B9EBE ad hoc

$D:?97JEH?�:?IFED?8?B? $D:?97JEH?�F7HP?7BC;DJ;�:?IFED?8?B?
IEBE�IK�JH;�:;?���I;HL?P?�FHEFEIJ?

$D:?97JEH?
F7HP?7BC;DJ;
:?IFED?8?B?

Stato di salute $D:?97JEH?�:?IFED?8?B? $D:?97JEH?�:?IFED?8?B? $D:?97JEH?�:?�I7BKJ;�<?D7DP?7H?7
:?IFED?8?B?

$D:?97JEH?�:?�I7BKJ;
<?D7DP?7H?7�:?IFED?8?B?

$B GK7:HE 9>; ;C;H=; <7 :7 I?DJ;I? 7BB\7D7B?I? FH;I;DJ7J7 ; :?�
I9KII7 D;? F7H7=H7<? FH;9;:;DJ? ; 9EDI;DJ; 7D9>; :? ?:;DJ?�
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<?97H;
 F;H GK;BB; 7CC?D?IJH7P?ED? ��;H=7CE
 0;HED7
 ,;==?E
 C?B?7
 /D?ED; �7II7 ,EC7=D7
 �H;PPE� 9>; =?S >7DDE 7L�
L?7JE KD F;H9EHIE :? FHE=;JJ7P?ED; ; IL?BKFFE :;B I?IJ;C7 :?
C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7

B; B?D;; :? ?DJ;HL;DJE F;H KD FEII?8?B; H7<<EHP7C;DJE :;B I?IJ;�
C7�IJ;IIE�
&\7C8?JE F?X C?IKH7JE
 9E;H;DJ;C;DJ; 7BB; 7IF;JJ7J?L;
 T GK;B�
BE H;B7J?LE 7 FHE=H7CC? :? D7JKH7 IJH7J;=?97� &7 GK7DJ?JS :? ?D�
:?97JEH? DED I;CFH; JKJJ7L?7 I? 799ECF7=D7 7: KD7 GK7B?JS
:;=B? IJ;II?� &7 C?IKH7P?ED; :;BB\7JJK7P?ED; :;=B? E8?;JJ?L?
IJH7J;=?9? L?;D; 7<<?:7J7 IF;IIE 7: ?D:?97JEH? :? J?FE DEC?D7B;

DED�9ED<HEDJ78?B?
�9>;�C?IKH7DE�7P?ED?�F?X�9>;�H?IKBJ7J?�
&\7C8?JE F?X 97H;DJ;
 C7 7D9>; :;IJ?D7JE 7 H?C7D;H; J7B; FHE�
878?BC;DJ; F;H GK7B9>; J;CFE
 T GK;BBE :;=B? ?CF7JJ?� .7B; 97�
H;DP7 I? B;=7 7: KD7 :?<<?9EBJS E==;JJ?L7
 ; GK?D:? 7: KD 9E�
IJE
 :;BB; C;JE:EBE=?; 7JJH7L;HIE B; GK7B? T FEII?8?B; C?IKH7H;
7B9KD? ?CF7JJ? ;: 7BB7 FH;I;DP7 :? KD B?L;BBE 7D9EH7 F?KJJEIJE
B?C?J7JE :? 9EDI;DIE ?D C;H?JE 7BB\?DJ;HFH;J7P?ED; :;B B;=7C;
;I?IJ;DJ; JH7 7B9KD? ?D:?97JEH? ;: 7B9KD; 7H;; :? ?CF7JJE� � J7�
B; :?<<?9EBJS I; D; B;=7 KD7 I;9ED:7 :? 97H7JJ;H; ?IJ?JKP?ED7B;
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:ELKJ7 7B <7JJE 9>; 7 ?D<BK?H; IK 7H;; :? ?CF7JJE IEDE IF;IIE
I?IJ;C? :? FK88B?9>; 7CC?D?IJH7P?ED? ; 7BJH? IE==;JJ? ; DED I?D�
=EB; 7CC?D?IJH7P?ED?� &7 C?IKH7P?ED; :;=B? ?CF7JJ? 7FF7H; ?D
7BJH? J;HC?D? B;=7J? 7BB\7JJ?L7P?ED; :? H;J? IJ78?B? JH7 IE==;JJ?
 FK8�
8B?9? ; DED
 9>; 9EDI;DJ7DE
 IKBB7 87I; :? set :? ?D:?97JEH? :;�
<?D?J?�?D�9ECKD;
�:?�C?IKH7H;�;�L7BKJ7H;�=B? ?CF7JJ? D;B�J;CFE�
(;B C;PPE
 JH7 E8?;JJ?L? C?IKH7J? ?D CE:E 7 LEBJ; IF7ICE:?9E
C7 GK7B?J7J?L7C;DJ; I97HIE
 ; ?CF7JJ? DED C?IKH7J?
 JHEL?7CE
? I;HL?P? :EL; B7 I?JK7P?ED; I? FH;I;DJ7 7 C799>?7 :? B;EF7H:E�
�B9KD? I;HL?P? JHEL7DE KD C7==?EH; B?L;BBE :? C?IKH7P?ED;
 ?D
F7HJ?9EB7H; ? I;HL?P? 7CC?D?IJH7J?L? ;: ? I;HL?P? 7BB\KJ;DP7
 7BJH?
?DL;9;
 I?=D?<?97J?L7C;DJ; ? I;HL?P? :? H;=EB7P?ED; ; ? I;HL?P?
F;H ?B J;HH?JEH?E
 DED IEDE C?IKH7J? JH7C?J; I?IJ;C? ; B7 L7BK�
J7P?ED; L?;D; B7I9?7J7 7 ;B;C;DJ? <HKJJE :? F;H9;P?ED? F?X 9>;
:? :7J? E==;JJ?L?� &\;J;HE=;D;?JS H?=K7H:7 7D9>; B; :?C;DI?E�
D? C?IKH7J;� B\;<<?9?;DP7 H;IJ7 ?B J;C7
 7BC;DE 7 F7HEB;
 IEJJE�
FEIJE 7BB7 C7==?EH 7JJ;DP?ED;
 C;DJH; B\;<<?979?7
 F;H ? I;HL?P?
;IFH;II7 ?D J;HC?D? :? customer satisfaction
 T FH;I;DJ; IE�
BE D;B 97IE :? 7B9KD; 7CC?D?IJH7P?ED? ; F;H KD7 I;B;P?ED; :?
I;HL?P?� $DJ;H;II7DJ? B; ;IF;H?;DP; :? benchmarking 9EDJH7:�
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:?IJ?DJ; :7 ?CFEHJ7DJ? <7I? :? 9ED:?L?I?ED; :;B I?=D?<?97JE ; :;B
<KDP?ED7C;DJE�:;=B?�?D:?97JEH?�FH;I9;BJ?�
$D<?D;
 ?D H;B7P?ED; 7BBE IJ7JE :? I7BKJ; :;BB\7CC?D?IJH7P?ED;

7 FH;L7B;H; IEDE ?D:?97JEH? H?9ED:K9?8?B? 7BB7 I7BKJ; :? EH:?D;
;9EDEC?9E <?D7DP?7H?E� &7 :?C;DI?ED; EH=7D?PP7J?L7 JHEL7
;IFH;II?ED; ?D 7B9KD; 7CC?D?IJH7P?ED? C;DJH; B7 I7BKJ; :;BB;
H;B7P?ED? I;C8H7 ;II;H; 7D9EH7 KD7 :?C;DI?ED; :? L7BKJ7P?E�
D;�7<<?:7J7�7�IJHKC;DJ?�?D<EHC7B?�
*;H KD7 :?I7C?D7 :;B J?FE :? ?D:?97JEH? FH;I;DJ? D;BB; :?L;HI;
7CC?D?IJH7P?ED? T FEII?8?B; 9EDIKBJ7H; ? :E9KC;DJ? :? FHE�
=H7CC7P?ED;
 ?B F?7DE :;BB7 performance B7::EL; FH;I;DJ; ;
? report <HKJJE :;BB7 review H;7B?PP7J7 7JJH7L;HIE B7 check list ;
E==;JJE�:;B�FH;I;DJ;�H7FFEHJE�
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';DK a  IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B? a
���$B�9?9BE�:;BB7 performance D;BB;�7CC?D?IJH7P?ED?�F?BEJ7

2.5 La valutazione della performance

� :?IJ7DP7 :? EBJH; KD 7DDE :7BB\7LL?E :;B FHE=;JJE
 =B? ;IF;HJ?
9E?DLEBJ? D;BB\;IF;H?;DP7 :? 7D7B?I? ; 7<<?7D97C;DJE :;BB; 7C�
C?D?IJH7P?ED? F?BEJ7
 >7DDE H?7JJ?L7JE KD F;H9EHIE :? 7D7B?I? <?�
D7B?PP7JE 7 9ECFH;D:;H; 9EC; ? 9ECKD? 7L;II;HE ?DJH7FH;IE
; =;IJ?JE ?B FHE9;IIE :? L7BKJ7P?ED; D;BB\7C8?JE :;B 9?9BE :? =;�
IJ?ED; :;BB7 performance� +K;IJ7 I;9ED:7 <7I; :;BB7 &?D;7 �
:;B FHE=;JJE >7 9E?DLEBJE � :;BB; 7CC?D?IJH7P?ED? F?BEJ7 ?D?P?7B�
C;DJ; 9E?DLEBJ; ; FH;9?I7C;DJ; GK;BB; 9>; 7B J;HC?D; :;BB7
FH?C7 <7I; 7L;L7DE FEHJ7JE 7 J;HC?D; B7 H;:7P?ED; :;B F?7DE
:;BB7 performance ���������� �H;PPE
 �;H=7CE
 /D?ED; :;?
9ECKD?�:;BB7 �7II7�,EC7=D7
 ,;==?E� C?B?7 ; 0;HED7�
$B F;H9EHIE :? 7D7B?I? ?DJH7FH;IE I? T IE<<;HC7JE FHE=H;II?L7�
C;DJ; IKBB; 97H7JJ;H?IJ?9>; 7IIKDJ; :7B FHE9;IIE :? L7BKJ7�
P?ED; ?D J;HC?D? :? <7I?
 J;CF? ; HKEB? 9;H97D:E ?D F7HJ?9EB7H;
:? C;JJ;H; ?D ;L?:;DP7 I; ; ?D 9>; CE:E B; 7CC?D?IJH7P?ED?
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788?7DE ?CF?;=7JE =B? ;I?J? :;BB7 L7BKJ7P?ED; F;H ?D<EHC7H; ?
FHEFH? FHE9;II? :;9?IED7B?� *7HJ?9EB7H; 7JJ;DP?ED; T IJ7J7 FE�
IJ7 7D9>; 7BB\7D7B?I? :;BB7 H;B7P?ED; IKBB7 performance �����
&\;I?JE :;BB\7D7B?I? :;BB7 IJHKJJKH7 ; :;? 9EDJ;DKJ? :? J7B? :E9K�
C;DJ?�T�9EDJ;DKJE D;B�IK99;II?LE�F7H7=H7<E�

Tabella 6 – Soggetti coinvolti nel processo di valutazione (giugno 2012)

Amm.ne Arezzo Bergamo Unione Bassa Romagna

-E==;JJ?
;�HKEB?

,KEBE�F7II?LE�:;B�L;HJ?9;
FEB?J?9E
*HE9;IIE�JH7?D7JE�:7�:?H;JJEH;
EF;H7J?LE�; staff

�E?DLEB=?C;DJE�:;B�9EC?J7JE�:?
:?H;P?ED;�D;BB7�L7BKJ7P?ED;
�II;DJ;�9E?DLEB=?C;DJE�:?
stakeholder

,?IF;JJE�:;?�J;CF?�FH;L?IJ?�:7BB7
DEHC7

,KEBE�7JJ?LE�:?�I?D:79E�;�=?KDJ7
*HE9;IIE�JH7?D7JE�:7�:?H;JJEH;�=;D;H7B;�; staff

&7LEHE�?D�FB;D7H?7�:;B�9EC?J7JE�:?�:?H;P?ED;
�II;DJ;�9E?DLEB=?C;DJE�:? stakeholder

H;B7P?ED;�?DJ;HC;:?7
,?IF;JJE�:;?�J;CF?�FH;L?IJ?�:7BB7�DEHC7

"?KDJ;�H7J?<?97DE�C7�DED�IEDE
9E?DLEBJ;
,KEBE�9;DJH7H;�:;B�:?H;JJEH;�=;D;H7B;
�E?DLEB=?C;DJE�:;B�9EC?J7JE�:?
:?H;P?ED;�D;BB7�:;<?D?P?ED;�:;=B?
?DJ;HL;DJ?
�II;DJ;�9E?DLEB=?C;DJE�:? stakeholder

�;9?I7�7DJ?9?F7P?ED;�:;?�J;CF?�FH;L?IJ?
:7BB7�DEHC7

Amm.ne Reggio Emilia Verona

-E==;JJ?
;�HKEB?

,KEBE�F7II?LE�:;B�L;HJ?9;
FEB?J?9E
-KF;HL?I?ED;�:;B�:?H;JJEH;
=;D;H7B;
,KEBE�7JJ?LE�:?�FHEFEIJ7�:;B
9EC?J7JE�:?�:?H;P?ED;
�II;DJ;�9E?DLEB=?C;DJE�:?
stakeholder

,?IF;JJE�:;?�J;CF?�FH;L?IJ?�:7BB7
DEHC7

,KEBE�F7II?LE�:;BB7�=?KDJ7
�F?X�7JJ?LE�?B�I?D:79E
,KEBE�FHEFKBI?LE�:;B�:?H;JJEH;�=;D;H7B;
�JJ?L7P?ED;�:?�KD�=HKFFE�:?�B7LEHE
�II;DJ;�9E?DLEB=?C;DJE�:? stakeholder

�DJ?9?F7P?ED;�:;?�J;CF?�?D�<7I;�:?�L7BKJ7P?ED;

H?J7H:E�IK?�J;CF?�:?�H;:7P?ED;�:;B�F?7DE�����

�EC; =?S ?D E997I?ED; :? 7BJH? ;B;C;DJ? :? 7D7B?I?
 B\;IF;H?;DP7
:;BB; 9?DGK; 7CC?D?IJH7P?ED? 9EDI?:;H7J; FH;I;DJ7 JH7JJ? ECE�
=;D;? IEBE ?D F7HJ;� "B? ;B;C;DJ? ?D 9ECKD; IEDE H?9ED:K9?8?B?
7B <EHJ; HKEBE :? FHEFKBI?ED; ; 9EEH:?D7C;DJE ILEBJE :7B :?H;J�
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JEH; =;D;H7B; ; 7B C7D97JE 9E?DLEB=?C;DJE :;=B? stakeholder

D;B FHE9;IIE� $B FH?CE ;B;C;DJE 9EIJ?JK?I9; I?9KH7C;DJ; KD7
leading practice :7B CEC;DJE 9>; B7 L7BKJ7P?ED; :;BB7 perfor-

mance EH=7D?PP7J?L7 9>?7C7 ?D 97KI7 KD7 H;IFEDI78?B?JS :?<�
<KI7 7BB\?DJ;HDE :;BB\7CC?D?IJH7P?ED; C7 H?9ED:K9?8?B; ?D KBJ?�
C7 ?IJ7DP7 7B L;HJ?9; FEB?J?9E 7CC?D?IJH7J?LE ; 7B :?H;JJEH; =;�
D;H7B; GK7B; FKDJE :? IDE:E :? J7B; L;HJ?9;� (ED IEHFH;D:;
9>; ?D CEBJ; :;BB; ;IF;H?;DP; 9EDI?:;H7J; ?B HKEBE :;B I;=H;�
J7H?E =;D;H7B;
 <?=KH7 J;9D?97 ;: ?CF7HP?7B;
 H;IJ? ?D I;9ED:E
F?7DE D;B FHE9;IIE :? L7BKJ7P?ED; :;BB7 performance EH=7D?P�
P7J?L7
 IKF;HL?I?ED7JE ;: ?D 7B9KD? 97I? JH7?D7JE :7B :?H;JJEH;
9ED�?B�IKFFEHJE�:;=B?�EH=7D?�:? staff�
$B I;9ED:E ;B;C;DJE
 ?B C7D97JE 9E?DLEB=?C;DJE :;=B? stake-

holder :;BB\7CC?D?IJH7P?ED;
 FKW ;II;H; H?9ED:EJJE 7BB7 I97H�
I7 7JJ?JK:?D; :;BB; 7CC?D?IJH7P?ED? 7: ?DJ;H7=?H; <EHC7BC;DJ;
9ED J7B? IE==;JJ? D;BB\7C8?JE :? FHE9;II? :? L7BKJ7P?ED; ;
 IE�
FH7JJKJJE
 7BB7 <7I; F?ED?;H?IJ?97 :;B FHE9;IIE :? L7BKJ7P?ED;
9EIV 9EC; ?CFEIJ7JE :7B �� &=I� ������� 4&;==? ?B J;IJE ?D
H;J; 5 :;B ����� -; T FKH L;HE 9>; 7B9KD; JH7 B; 7CC?D?IJH7�
P?ED? 9EDI?:;H7J; >7DDE =?S ?D F7II7JE ?DJH7FH;IE F;H9EHI? :?
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H;D:?9EDJ7P?ED; 7JJ?L7
 9EC; 7: ;I;CF?E D;B 97IE :? ,;==?E
 C?B?7 9ED ?B IKE ,;D:?9EDJE �?L?9KC
 B7 H;B7P?ED; IKBB7 per-

formance 9EIJ?JK?I9; KD7 DEL?JS
 7D9>; ?D J;HC?D? :? 9ECKD?�
97P?ED;�
*?X ;J;HE=;D;7 B7 I?JK7P?ED; :;=B? 7BJH? ;B;C;DJ? FH;I? ?D 9ED�
I?:;H7P?ED;� &7 =?KDJ7 ;: ?B I?D:79E DED ILEB=EDE I;CFH; KD
HKEBE :? FH?CE F?7DE D;BB7 L7BKJ7P?ED;� $B H?I9>?E :? ?D=;H;DP7
; :? ?D:;8?J7 FH;II?ED; F;H C?J?=7H; =?K:?P? D;=7J?L? T ;L?:;D�
J;
 JKJJ7L?7 7FF7H; ?CFEHJ7DJ; 9>; B; 7CC?D?IJH7P?ED? 9E?DLEB�
=7DE 7JJ?L7C;DJ; =B? EH=7D? FEB?J?9? FHEFH?E 7B <?D; :? H;D:;H;
9ED:?L?IE ?B FHE9;IIE :? L7BKJ7P?ED; ;: ;L?J7H; ?DKJ?B? IJHKC;D�
J7P?ED?� �;B H;IJE ?B 9E?DLEB=?C;DJE :;=B? stakeholder H?9>?;:;
D;9;II7H?7C;DJ; KD 7JJ?L7P?ED; :;BB7 9ECFED;DJ; FEB?J?97
 E
GK7DJE�C;DE�KD�IKE�9E?DLEB=?C;DJE�
$DJ;H;II7DJ; 7FF7H; ;II;H; B\;IF;H?;DP7 :? GK;BB; 7CC?D?�
IJH7P?ED? 9EC; 0;HED7 9>; >7DDE H?J;DKJE :? 9EIJ?JK?H; 7997D�
JE 7B 9EC?J7JE :? :?H;P?ED; KD =HKFFE :? B7LEHE� $B 9EC?J7JE :?
:?H;P?ED;
 9>; ?D JKJJ; B; ;IF;H?;DP; 9EDI?:;H7J; ILEB=; KD
HKEBE ?CFEHJ7DJ; D;B FHE9;IIE :? L7BKJ7P?ED;
 >7 F;HW 7D9>; ?B
9ECF?JE :? H;D:;H; ;<<?979; B7 L7BKJ7P?ED; IJ;II7 ?:;DJ?<?97D�
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:E
 B7::EL; I? H;D:7DE D;9;II7H?;
 B; IF?;=7P?ED? ; =B? ?DJ;H�
L;DJ? 9EHH;JJ?L?� /D ;99;II?LE 9E?DLEB=?C;DJE D;BB7 L7BKJ7P?E�
D; :;? C;C8H? :;B 9EC?J7JE :? :?H;P?ED; H?I9>?7 :? IFEIJ7H;
B\7JJ;DP?ED; :7BB\;I?JE :;BB7 L7BKJ7P?ED; 7BB7 L7BKJ7P?ED; IJ;I�
I7
�H;D:;D:E�J7B;�FHE9;IIE�<?D;�7�IU�IJ;IIE�
/D\KBJ?C7 9EDI?:;H7P?ED; T EFFEHJKD7 ?D H;B7P?ED; 7? J;CF? :?
=;IJ?ED; :;B FHE9;IIE 9>; B7 DEHC7J?L7 :? H?<;H?C;DJE 9EBBE�
97 :? <7JJE D;B FH?CE I;C;IJH; :;BB\7DDE IK99;II?LE 7 GK;BBE
9K? I? H?<;H?I9; B7 L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7�
*H;C;IIE 9>; B7 L7BKJ7P?ED; T KD FHE9;IIE 9EDJ?DKE 9>;
B\7CC?D?IJH7P?ED; :ELH;88; ILEB=;H; F;H?E:?97C;DJ;
 ? 9E�
CKD? F?BEJ7 :?CEIJH7DE :? ;II;H; :;9?I7C;DJ; J;CF;IJ?L?
 H?K�
I9;D:E ?D J7BKD? 97I? 7: 7DJ?9?F7H; ? J;CF? FH;L?IJ?� $DJ;H;II7D�
J; T 7D9>; B\7JJ?L7P?ED; :? L7BKJ7P?ED? ?DJ;HC;:?;
 :7 F7HJ; 7:
;I;CF?E :;B 9ECKD; :? �;H=7CE ; :;BB\/D?ED; :;? 9ECKD?
:;BB7 �7II7 ,EC7=D7� -EDE ;B;C;DJ?
 GK;BB? ;L?:;DP?7J?
 9>;
:?CEIJH7DE 9EC; F;H KD 9ECKD; I?7 FEII?8?B; 7JJ?L7H; FHE�
9;II? :? L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7 9>; 9ED�
:K97DE J;CF;IJ?L7C;DJ; 7BB\7:EP?ED; :? ,;B7P?ED? IKBB7 per-
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formance ; 7BB7 H?7JJ?L7P?ED; :;B 9?9BE :? =;IJ?ED; :;BB7 perfor-

mance F;H�B\;I;H9?P?E�IK99;II?LE�
$D GK;IJ7 <7I; :? 7D7B?I?
 KD focus F7HJ?9EB7H;
 ?D J;C7 :? L7�
BKJ7P?ED;
 T IJ7JE FEIJE IKBB; I9;BJ; 9ECF?KJ; :7BB; 7CC?D?�
IJH7P?ED? F?BEJ7 ?D C7J;H?7 :? )$0� &7 J78;BB7 � H?FEHJ7 J7B? I9;B�
J;� "B? )$0 I? IEDE H?L;B7J? ?D E=D? 7CC?D?IJH7P?ED; KD 7JJEH;
<ED:7C;DJ7B; DED IEBJ7DJE F;H B; 9ECF;J;DP; FEHJ7J; C7 IE�
FH7JJKJJE F;H ?B IEBB;9?JE 9EIJ7DJ;� &7 <KDP?ED; :;=B? )$0
 <EH�
C7BC;DJ; :;<?D?J7 ?D JKJJ? ? 97I? 7 F7HJ?H; :7BB; :?H;JJ?L; :? H?<;H?�
C;DJE ;C7D7J; :7BB7 �?0$.
 IEIJ7DP?7BC;DJ; T IJ7J7 GK;BB7 :?
<7H 9E=B?;H; 7BB; 7CC?D?IJH7P?ED? B\E997I?ED; <EHD?J7 :7BB7 H?<EH�
C7 :? <E97B?PP7H; B\7JJ;DP?ED; IKBB7 C?IKH7P?ED; ; L7BKJ7P?E�
D; :;BB7 performance
 ?D F7HJ?9EB7H; :? GK;BB7 EH=7D?PP7J?L7�
&7 9ECFEI?P?ED; ;IJ;HD7 :? J7B? EH=7D? D;BB7 C7==?EH7DP7 :;?
97I? H?<B;JJ; FHE878?BC;DJ; B7 9ED9;P?ED; F;H 9K? KD IE==;JJE
;IJ;HDE�T�?D�=H7:E�:?�=7H7DJ?H;�KD7�C7==?EH;�?CF7HP?7B?JS�
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Tabella 7 – L’OIV nelle amministrazioni pilota (giugno 2012)

Amm.ne Arezzo Bergamo Unione Bassa Romagna

)$0
��C;C8H?�;IJ;HD?
,?DDEL7JE�D;B�����
,KEBE�7JJ?LE

';C8HE�;IJ;HDE�	�7II;IIEH;
7BB\EH=7D?PP7P?ED;�	�:?H;JJEH;�=;D;H7B;
!EHJ;�IKFFEHJE�C;JE:EBE=?9E�:? )$0

��C;C8H?�;IJ;HD?
!EHJ;�IKFFEHJE

Amm.ne Reggio Emilia Verona

)$0 ��C;C8H?�;IJ;HD?
!EHJ;�IKFFEHJE

(K9B;E�:?�L7BKJ7P?ED; I97:KJE
9ECFEIJE�:7��C;C8H?�;IJ;HD?�	
:?H;JJEH;�=;D;H7B;�	 I;=H;J7H?E
=;D;H7B;

/D KBJ;H?EH; J;C7 7FFHE<ED:?JE C;:?7DJ; B\7D7B?I? :;? FHE9;II?
:? L7BKJ7P?ED; :;BB7 performance D;BB; 7CC?D?IJH7P?ED? T
B\?D<BK;DP7 9>; B7 L7BKJ7P?ED; >7 IK? FHE9;II? :;9?I?ED7B? ?D�
J;HD?� $D F7HJ?9EB7H; T IJ7JE EII;HL7JE I; B\7JJK7B; ;IJ;DI?ED;
:;? I?IJ;C? :? C?IKH7P?ED; ;: ?B FHE9;IIE :? H;:7P?ED; :;B F?7�
DE ; :;BB7 H;B7P?ED; IKBB7 performance 7L;II;HE ?DD;I97JE KD
C;997D?ICE :? :;9?I?ED; 87I7J7
 E GK7DJE C;DE ?D<BK;DP7J7

:7BB; ?D<EHC7P?ED? H;B7J?L; 7BB\7D:7C;DJE :;=B? ?D:?97JEH? I;B;�
P?ED7J? ; F?X ?D =;D;H7B; :7BB7 L7BKJ7P?ED; :;BB7 performance�
&7 I?JK7P?ED; EII;HL7J7 DED T
 ?D GK;IJ7 <7I; :;B JKJJE FEI?J?�
L7�
"B? ;I?J? :;BB7 L7BKJ7P?ED;
 D;BB7 C7==?EH F7HJ; :;? 97I?
 DED
IEDE I?IJ;C7J?97C;DJ; ?D9BKI? D;B FHE9;IIE :;9?I?ED7B; ; B7
H7=?ED; FH?D9?F7B; T FHE878?BC;DJ; :7 H?9ED:KHI? 7: KD :?I7B�
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B?D;7C;DJE JH7 J;CF? :? H;D:?9EDJ7P?ED; ; J;CF? :? F?7D?<?97�
P?ED;� $DEBJH; D;BB7 H;B7P?ED; JH7 9ECFED;DJ; FEB?J?97 ; 9EC�
FED;DJ; 7CC?D?IJH7J?L7 H?IKBJ7 7D9EH7 FE9E <H;GK;DJ; ?B H?9EH�
IE 7: ?D:?97JEH? :? D7JKH7 DED <?D7DP?7H?7� R ?B 8?B7D9?E
 9ED ?
IKE? J;CF? :;JJ7J? :7 KD\7=;D:7 IF;IIE ;IE=;D7
 7 97JJKH7�
H; B\7JJ;DP?ED; :;? :;9?IEH?� &; <7I? :? L7BKJ7P?ED; :;B H;IJE
7D9EH7 DED FKDJ7DE ?D CE:E :;9?IE B\7JJ;DP?ED; IK 9?W 9>;
DED <KDP?ED7 ; I? IE<<;HC7DE F?KJJEIJE IK GK7DJE T IJ7JE <7JJE

IK? H?IKBJ7J? H7==?KDJ?� &\;I?JE 9EDI?IJ; ?D KD\7JJ;DP?ED; F7HP?7B;
9>;
 DED 9E=B?;D:E 7IF;JJ? 9H?J?9?
 DED ;L?:;DP?7 ?B <788?IE=DE
:;9?I?ED7B; 9>; IF;IIE =B? ;DJ? FH;I;DJ7DE
 7 B?L;BBE EF;H7J?LE
9EIV�9EC;�7�B?L;BBE�IJH7J;=?9E�
�BJHE 7IF;JJE 9H?J?9E T :7JE :7BB\;IJ;DI?ED; :;BB7 C?IKH7P?ED;
9>; H?<B;JJ;
 ?D F7HJ;
 ? B?C?J? :? ;IJ;DI?ED; :;BB7 C?IKH7P?ED;�
&; 7CC?D?IJH7P?ED? DED L7BKJ7DE GK7DJE DED C?IKH7DE
 ?D
F7HJ?9EB7H; ? I;HL?P?
 C7 ?D 7B9KD? 97I? DED L7BKJ7DE D;CC;DE
GK7DJE >7DDE 9EC?D9?7JE 7 C?IKH7H;� +K;IJE H?IKBJ7 F7HJ?9E�
B7HC;DJ; L;HE ?D H;B7P?ED; 7BB7 IJH7J;=?7
 B7 9K? 7JJK7P?ED; T
IF;IIE ;IFH;II7 ?D J;HC?D? :;I9H?JJ?L? E GK7B?J7J?L?
 I;DP7 FKD�
JK7B? H?I9EDJH?� -;88;D; B; 7CC?D?IJH7P?ED? F?BEJ7 788?7DE H7=�
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=?KDJE H7==K7H:;LEB? H?IKBJ7J? ?D J;HC?D? :? ;IJ;DI?ED; :;? FHE�
FH? I?IJ;C? :? C?IKH7P?ED; :;BB7 performance ; I?7DE H?KI9?J;
7 :;<?D?H; KD GK7:HE 9E;H;DJ; ; 9>?7HE :? :E9KC;DJ?
 97F7�
9; :? :;I9H?L;H; ?B B?L;BBE :? performance 7JJ;IE ; H7==?KDJE

B\?CF?;=E :? J7B? ?D<EHC7P?ED? 7? <?D? :? IKFFEHJ7H; ?B FHE9;IIE
:;9?I?ED7B; 7 B?L;BBE C7D7=;H?7B; 9EC; 7 B?L;BBE FEB?J?9E DED
7FF7H;�7D9EH7�7BJH;JJ7DJE�;LEBKJE�
*;H KD 7FFHE<ED:?C;DJE FKDJK7B; :;BB; ;IF;H?;DP; 7D7B?PP7J;
I? H?DL?7 7BB; 7D7B?I? :;BB; <7I? :? L7BKJ7P?ED; :;BB7 performance

; H;:7P?ED; :;B F?7DE ��������� ; :;BB7 H;B7P?ED; IKBB7 per-

formance H;:7JJ; :7=B? ;IF;HJ? ?D 9EBB78EH7P?ED; 9ED ? 9ECKD?
9E?DLEBJ? D;BB7 I;9ED:7 <7I; :;BB7 &?D;7 � :;B FHE=;JJE ��H;P�
PE
 �;H=7CE
 (EL7H7
 0;HED7
 ,;==?E  C?B?7
 /D?ED; :;? 9E�
CKD?�:;BB7��7II7�,EC7=D7��
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';DK a  IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B? a
���$B�9?9BE�:;BB7 performance D;BB;�7CC?D?IJH7P?ED?�F?BEJ7

2.6 Il piano della performance

-;9ED:E B\?CFEIJ7P?ED; :;B?D;7J7 :7B �� &=I� ������� 4&;=�
=? ?B J;IJE ?D H;J; 5 :;B ����
 ?B F?7DE :;BB7 performance T
BE IJHKC;DJE 7JJH7L;HIE ?B GK7B; B\7CC?D?IJH7P?ED;4�5 ?D:?L?:K7
=B? ?D:?H?PP? ; =B? E8?;JJ?L? IJH7J;=?9? ;: EF;H7J?L? ; :;<?D?I9;

9ED H?<;H?C;DJE 7=B? E8?;JJ?L? <?D7B? ;: ?DJ;HC;:? ;: 7BB; H?IEH�
I;
 =B? ?D:?97JEH? F;H B7 C?IKH7P?ED; ; B7 L7BKJ7P?ED; :;BB7 per-

formance :;BB\7CC?D?IJH7P?ED;
 DED9>U =B? E8?;JJ?L? 7II;=D7�
J? 7B F;HIED7B; :?H?=;DP?7B; ;: ? H;B7J?L?� -? JH7JJ7 ?D 7BJH? J;H�
C?D? :;B :E9KC;DJE D;B GK7B; JHEL7 ;IFH;II?ED; B\KD?J7H?;JS
:;BB\7CC?D?IJH7P?ED; ; :;B IKE 9?9BE :? =;IJ?ED; :;BB7 perfor-

mance� $D J7B I;DIE ?B F?7DE :;BB7 performance DED 9EIJ?JK?�
I9; IEBJ7DJE KD :E9KC;DJE
 F?KJJEIJE H7FFH;I;DJ7 B7 JH7:KP?E�
D;
 7D9>; ?D J;HC?D? :E9KC;DJ7B?
 :? KD CE:;BBE ?DJ;=H7JE :?
F?7D?<?97P?ED;
 FHE=H7CC7P?ED;
 C?IKH7P?ED;
 9EDJHEBBE ; L7�
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BKJ7P?ED; 9>; JHEL7 D;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED;
:;BB7 performance EH=7D?PP7J?L7�?B�IKE�IKFFEHJE�?D<EHC7J?LE�
&7 H;:7P?ED; :? KD 8KED F?7DE :;BB7 performance FH;IKFFED;
F;HJ7DJE 9>; B\7CC?D?IJH7P?ED; 788?7 FHE9;:KJE 7 :;<?D?H; ;
E H7<<EHP7H; ?B 9?9BE :? =;IJ?ED; :;BB7 performance
 <79;D:EBE
:? <7JJE HKEJ7H; :7B FKDJE :? L?IJ7 BE=?9E ; J;CFEH7B; ?DJEHDE
7B F?7DE :;BB7 performance
 ; :EJ7D:EBE
 7JJH7L;HIE ?B I?IJ;C7
:? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?�
L7
 :? ?D:?97JEH? :7B I?=D?<?97JE 9ED:?L?IE� $B F?7DE :;BB7 perfor-

mance
 7B F7H? :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED;
 I?
9ECFED; ;II;DP?7BC;DJ; :? E8?;JJ?L? ;: ?D:?97JEH? B7 9K? I;B;�
P?ED; 9EIJ?JK?I9; ?B FH?CE E8?;JJ?LE :;B 9?9BE :? =;IJ?ED; :;BB7
performance�
,?IF;JJE 7BB7 :?I9?FB?D7 :;? 9EDJ;DKJ? ; :;B HKEBE :;B F?7DE :;B�
B7 performance ; :;BB7 H;B7P?ED; IKBB7 performance
 F;H =B?
;DJ? BE97B? DED JHEL7 :?H;JJ7 7FFB?97P?ED; B\7HJ� �� :;B ��&=I�
��� :;B ����� $D F7HJ?9EB7H;
 I;9ED:E �(�$
 ?B 9EDJ;DKJE :?
J7B? :E9KC;DJ? T F?;D7C;DJ; 7II?C?B78?B; 7BB7 ,** 7BB;=7J7
7B 8?B7D9?E :? FH;L?I?ED;
 7B * " ;: 7B F?7DE :;JJ7=B?7JE :;=B?
E8?;JJ?L?
 7B ,;D:?9EDJE :;BB7 =;IJ?ED; ;: 7BB7 H;B7P?ED; 7B H;D�
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:?9EDJE :;BB7 =;IJ?ED; 9>; B; 7CC?D?IJH7P?ED? IEDE =?S J;DK�
J; 7: 7:EJJ7H; 7? I;DI? :;=B? 7HJJ� ���
 ���
 ���
 ���
 ��� :;B
��&=I����������4&;==?�?B�J;IJE�?D�H;J; 5�
�:EJJ7D:E KD 7FFHE99?E F7HP?7BC;DJ; :?L;HIE I? FKW 7IIKC;�
H; 9>; ?B F?7DE :;BB7 performance 9EIJ?JK?I97 KD :E9KC;DJE
7 IU
 :?IJ?DJE :7? :E9KC;DJ? ;I?IJ;DJ? ; H;7B?PP7JE 7D9>; 7B <?�
D; :? ILEB=;H; KD7 <KDP?ED; :? I;B;P?ED; ; 9EEH:?D7C;DJE :;?
9EDJ;DKJ?�:;?�:E9KC;DJ?�EH7�H?9>?7C7J?�
� FH;I9?D:;H; :7BB7 I9;BJ7 :? :;9B?D7H; ?B F?7DE :;BB7 perfor-

mance 7JJH7L;HIE ? :E9KC;DJ? ;I?IJ;DJ? E :? ;IFB?9?J7HBE ?D KD
:E9KC;DJE DKELE ?DJ;=H7JE H?IF;JJE 7 GK;BB? ;I?IJ;DJ?
 B; :?L;H�
I; 7CC?D?IJH7P?ED? IEDE 9>?7C7H; 7 9ECF?;H; KD7 I9;BJ7 9>;
H;D:7 J7B; IJHKC;DJE ?:ED;E 7 H?IFED:;H; J7DJE 7: ;I?=;DP;
:? C?IKH7P?ED; ; L7BKJ7P?ED; ?DJ;HD; GK7DJE 7 ;I?=;DP; :? 9E�
CKD?97P?ED;�;�JH7IF7H;DP7�;IJ;HD;�
&; 7CC?D?IJH7P?ED? BE97B? F?BEJ7 9E?DLEBJ; D;B FHE=;JJE 9EIJ?�
JK?I9EDE H?IF;JJE 7B J;C7 :;BB7 IJHKJJKH7 ; :;BB; 97H7JJ;H?IJ?9>;
:7J; 7B F?7DE :;BB7 performance
 KD ?DI?;C; DED ECE=;D;E
H?7IIKDJE�D;BB7�I;=K;DJ; J78;BB7���
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Tabella 8 – Il piano della performance 2011-2013 nelle amministrazioni pilota.

Piano della performanceperformance 2011-2013
Bergamo Novara Verona Reggio Emilia

�E9KC;DJE�:;<?D?JE ex novo ;�:?IJ?DJE�:7?
JH7:?P?ED7B?�:E9KC;DJ?�:?�FHE=H7CC7P?ED; �E9KC;DJE�DED�FH;I;DJ; �E9KC;DJE

DED�FH;I;DJ;
$DJ;=H7P?ED;�:;?�JH7:?P?ED7B?
:E9KC;DJ?�:?�FHE=H7CC7P?ED;�

Unione Bassa Romagna Arezzo Nola Casarano
$DJ;=H7P?ED;�:;?�JH7:?P?ED7B?�:E9KC;DJ?�:?
FHE=H7CC7P?ED;�

$DJ;=H7P?ED;�:;?�JH7:?P?ED7B?
:E9KC;DJ?�:?�FHE=H7CC7P?ED;

�E9KC;DJE
DED�FH;I;DJ; �E9KC;DJE�DED�FH;I;DJ;

�B9KD; 7CC?D?IJH7P?ED? �(EL7H7
 0;HED7
 (EB7
 �7I7H7DE�
DED >7DDE FHE9;:KJE ?D CE:E J;CF;IJ?LE 7 :;<?D?H; ;: 7:EJ�
J7H; KD F?7DE :;BB7 performance ����� &; 7D7B?I? H?FEHJ7H; D;?
97F?JEB? FH;9;:;DJ? <EHD?I9EDE ;B;C;DJ? IK<<?9?;DJ? 7: ?:;DJ?<?�
97H; D;? L7H? ;B;C;DJ? :? :;8EB;PP7 ; 9H?J?9?JS H;B7J?L? 7B I?IJ;�
C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance EH=7D?P�
P7J?L7
 KD7 :;BB; FEII?8?B; 97KI; 9>; FEIIEDE 7L;H :;J;HC?�
D7JE B7 C7D97J7 7:EP?ED; :? J7B; :E9KC;DJE� �D9>; JH7 B;
7CC?D?IJH7P?ED? 9?J7J;
 B7 I?JK7P?ED; 7FF7H; :;B H;IJE CEBJE
:?<<;H;DP?7J7 9ED ;DJ?
 9EC; ?B 9ECKD; :? 0;HED7
 9>; FEII;=�
=EDE =?S KD * " 7BJ7C;DJ; ?D<EHC7J?PP7JE 9>; FEJH;88; <7H;
:7 87I; F;H BE IL?BKFFE :;B F?7DE :;BB7 performance
 ;: 7BJH;

9EC; ?B 9ECKD; :? (EL7H7
 D;BB; GK7B? ?B 9?9BE ;B;JJEH7B; >7 :?
<7JJE�8BE997JE�B\7JJK7P?ED;�:;BB7�H?<EHC7�
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.H7 B; ;IF;H?;DP; :;BB; 7CC?D?IJH7P?ED? F?BEJ7 9>; >7DDE
7:EJJ7JE ?B F?7DE :;BB7 performance
 ?B 9ECKD; :? �;H=7CE 9E�
IJ?JK?I9; 97IE 7 IU FE?9>U I? JH7JJ7 :;BB\KD?97 7CC?D?IJH7P?E�
D; 9>; >7 :;9?IE :? :7H; 7B F?7DE B7 :?=D?JS :? :E9KC;DJE
ad hoc
 :?IJ?DJE C7 ?DJ;=H7JE 7BB\?DI?;C; :;? :E9KC;DJ? :?
FHE=H7CC7P?ED;� �EC; =?S ;L?:;DP?7JE D;? H?GK7:H? :;:?97J?
7BB\;IF;H?;DP7 :;B 9ECKD; :? �;H=7CE
 ?D FE9>? C;I?
B\7CC?D?IJH7P?ED;
 9ED KDE I<EHPE EH=7D?PP7J?LE ;IJ;IE 7 JKJJ?
? C7D7=;H :;BB\7CC?D?IJH7P?ED;
 T =?KDJ7 7 :;<?D?H; KD :E9K�
C;DJE :;B JKJJE DKELE ?IF?H7JE 7: KD CE:;BBE :? C?IKH7P?E�
D; 7HJ?9EB7JE ?D 9?DGK; 7C8?J?� FHE=H7CC? IJH7J;=?9?
 I;HL?P?

IJ7JE :? I7BKJ;
 ?CF7JJ? ; 9ED<HEDJ? 9ED 7BJH; 7CC?D?IJH7P?E�
D?� !?BE 9ED:KJJEH; :;B F?7DE :;BB7 performance ������� B;
B?D;; :? C7D:7JE :;B I?D:79E
 9EHD?9; ?:;7B; ;DJHE B7 GK7B;
B\7CC?D?IJH7P?ED; >7 I9;BJE :? 9EBBE97H; B7 C?IKH7P?ED; ; L7�
BKJ7P?ED;�:;BB7�FHEFH?7 performance�
&\;IF;H?;DP7 :;B 9ECKD; :? ,;==?E  C?B?7 I? 9EBBE97 ?D KD7
<7I; 7D9EH7 ?DJ;HC;:?7 ; ?B ���� H7FFH;I;DJ7 B\7DDE F?BEJ7 :?
H;:7P?ED; :;B :E9KC;DJE :? F?7DE :;BB7 performance� �EC;
=?S ;L?:;DP?7JE B\7CC?D?IJH7P?ED; >7 ?D<7JJ? :;<?D?JE KD F?7DE
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=;D;H7B; :? -L?BKFFE 9>; :;<?D?I9; =B? E8?;JJ?L? IJH7J;=?9? FHE�
FH? ; :;=B? EH=7D?IC? F7HJ;9?F7J?� $B I?IJ;C7 L;:; 7JJK7BC;DJ;

; C7DJ;HHS ?D <KJKHE
 KD7 <EHJ; ?DJ;=H7P?ED; JH7 ? :?L;HI? :E9K�
C;DJ? :? FHE=H7CC7P?ED;� B7 ,** 9>; ?D:?L?:K7 9ED KD EH?P�
PEDJ; J;CFEH7B; :? JH; 7DD? ? FHE=H7CC? ; FHE=;JJ? 7II;=D7J?
7? I;HL?P?
 ; ?B * "
 9>; 9EDJ?;D; =B? E8?;JJ?L? =;IJ?ED7B? ; B; H?�
IEHI; 7II;=D7J; 7? I;HL?P?� +K;IJ? :E9KC;DJ? IEDE
 :? <7JJE
 BE
IJHKC;DJE�:?�B7LEHE�:;?�:?H?=;DJ?�
$B F?7DE :;BB7 performance :;BB\/D?ED; :;? 9ECKD? :;BB7 �7II7
,EC7=D7 T KD 7JJE 9>; 9EBB;=7 outcome
 E8?;JJ?L? EF;H7J?L?

7P?ED? ;: ?CF?;=E :;BB; H?IEHI;� �JJH7L;HIE ?B F?7DE

B\7CC?D?IJH7P?ED; JH7:K9; ?B F?7DE IJH7J;=?9E ?D FHE=H7CC?
:;BB7 ,** ; ?DJ;=H7 ?B * " ; *�)� (;B F?7DE :;BB\/D?ED;
L?;D; FEIJ7 KD7 <EHJ; ;D<7I? IKBB7 JH7IF7H;DP7
 IKBB7 I;C�
FB?<?97P?ED; ; IKBB7 9ECKD?97P?ED; 9EC; B;L; F;H ?B 9EDI;�
=K?C;DJE :;? H?IKBJ7J? ; GK;IJ7 ?CFEIJ7P?ED; I? JH7:K9; D;BB7
FEII?8?B?JS :? D7L?=7H; ?B F?7DE :;BB7 performance D;B I?JE
:;BB\7CC?D?IJH7P?ED;�
(;B 97IE :;B 9ECKD; :? �H;PPE ?B F?7DE :;BB7 performance

7FFHEL7JE 9ED �;B?8;H7P?ED; :? =?KDJ7
 DED 9EIJ?JK?I9; KD :E�
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9KC;DJE ex novo ; I? 9ECFED; ?D C7D?;H7 ?DJ;=H7J7 :;? JH7�
:?P?ED7B? :E9KC;DJ? :? FHE=H7CC7P?ED;
 EFFEHJKD7C;DJ; H?7�
:7JJ7J? F;H 9ED<EHC7HI? 7BB; ?D:?97P?ED? :;B �� &=I� �������
4&;==? ?B J;IJE ?D H;J; 5 :;B ����� $DJ;H;II7DJ; T B7 FH;L?I?E�
D; :7 F7HJ; :;BB\7CC?D?IJH7P?ED; :? KD :E9KC;DJE
 ?B portfo-

lio :;? I;HL?P?7JJ?L?JS
 D;B GK7B; B\;DJ; ?D:?L?:K7 7FFKDJE ? I;H�
L?P?7JJ?L?JS :7 ;HE=7H; ; F;H E=D? J?FEBE=?7 7D7B?PP7 9>? FHE�
:K9; ?B I;HL?P?E
 B; CE:7B?JS :? ;HE=7P?ED;
 7 9>? T FHE:EJJE ?B
I;HL?P?E
 GK7D:E T FHE:EJJE ?B I;HL?P?E ; I;9ED:E GK7B? J;C�
F?
 :EL; ?B I;HL?P?E T ;HE=7JE
 ? B?L;BB? :? output :7 FHE:KHH;

B; H?IEHI; KC7D; ; <?D7DP?7H?; KJ?B?PP7J; ; B; :?C;DI?ED? H?B;�
L7DJ? F;H H7FFH;I;DJ7H; B7 GK7B?JS ;<<;JJ?L7 :;? I;HL?P? ELL;HE
B\799;II?8?B?JS
 B7 J;CF;IJ?L?JS
 B7 JH7IF7H;DP7 ; B\;<<?979?7� -?
JH7JJ7 :? KD :E9KC;DJE 9>; 7B CEC;DJE 9EIJ?JK?I9; <EDJ; 7 IU
C7 9>; FEJH;88; JHEL7H; EFFEHJKD7 ?DJ;=H7P?ED; D;BB; FHEII?�
C;�;:?P?ED?�:;B�F?7DE�
�7B CEC;DJE 9>; ?B 9?9BE :;BB7 performance 9EIJ?JK?I9;
KD\7JJ?L?JS 9EDJH7::?IJ?DJ7 :7 KD FHE=H;II?LE I9EHH?C;DJE ;:
7==?EHD7C;DJE :;? :E9KC;DJ?
 D;BB7 <7I; :K; :;BB7 &?D;7 �

=B? ;IF;HJ? :;B FHE=;JJE 9E?DLEBJ? D;BB\7D7B?I? :;? FHE9;II? :? L7�
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BKJ7P?ED; ?D 9EHIE D;BB; 7CC?D?IJH7P?ED? F?BEJ7
 >7DDE FHE9;�
:KJE 7D9>; 7 L;H?<?97H; I; ? 9ECKD? :? �H;PPE
 �;H=7CE
 ,;=�
=?E  C?B?7 ; 0;HED7 ; B\/D?ED; :;? 9ECKD? :;BB7 �7II7 ,EC7�
=D7
 7L;II;HE FHE9;:KJE 7 :EJ7HI? :? KD F?7DE :;BB7 perfor-

mance ���������� *7HJ?9EB7H; 7JJ;DP?ED; T IJ7J7 FEIJ7 7BB7
IJHKJJKH7 :? J7B; :E9KC;DJE ; 9?W 7B <?D; :? L;H?<?97H; :K; EH�
:?D? :? ;B;C;DJ?� �DP?JKJJE B\?D9EHFEH7P?ED; D;? F?7D? :? L7BKJ7�
P?ED; :;H?L7DJ? :7B FHE9;IIE :? H;:7P?ED; :;BB7 H;B7P?ED; IKBB7
performance� $D I;9ED:E BKE=E B\;LEBKP?ED; :? J7B? :E9KC;DJ?
?D J;HC?D? :? 9>?7H;PP7
 9ECFB;J;PP7
 ;IJ;DI?ED; ; FHE<ED:?JS
:;?�:E9KC;DJ?�

Tabella 9 – Il piano della performance 2012-2014 nelle amministrazioni pilota

Piano della performanceperformance 2012-2014
Bergamo Reggio Emilia Verona

&7�IJHKJJKH7�;:�?�9EDJ;DKJ?�:;B
F?7DE�:;BB7 performance :?�9K?
?B�9ECKD;�I?�IJ7�:EJ7D:E�F;H�?B
F;H?E:E�����������T�?D�B?D;7
9ED�?B�F?7DE�����������

$B�*:*�����������T�IJ7JE
H;:7JJE�?D�CE:E�9E;H;DJ;
H?IF;JJE�7?�:E9KC;DJ?�9>;�BE
>7DDE�9EIJ?JK?JE�D;B�������&7
IJHKJJKH7�;�B\?D:?9;�IEDE�?
C;:;I?C?�

$B F?7DE�:;BB7 performance F;H�?B�F;H?E:E�����������I7HS�KD
:E9KC;DJE�:;B�JKJJE�DKELE�H?IF;JJE�7B�F?7DE����������
�?D�GK7DJE
I7HS�C;JE:EBE=?97C;DJ;�9EIJHK?JE�7�F7HJ?H;�:7B�I?IJ;C7�7FFHEL7JE
7BB;�<?D;�:;B������;�I7HS�FH;9;:KJE�:7�KD7�<7I;�:?�:;<?D?P?ED;�:;=B?
E8?;JJ?L?�IJH7J;=?9?
�7JJK7BC;DJ;�?D�9EHIE�

Unione Bassa Romagna Arezzo

$B F?7DE�:;BB7 performance

����������T�IJHKJJKH7JE�?D
C7D?;H7�I?C?B;�7B�F?7DE
����������

$B F?7DE�:;BB7 performance

����������T�IJ7JE�7CFB?7JE
H?IF;JJE�7B�F?7DE����������
7JJH7L;HIE�B7�H;:7P?ED;�:?�KD
F?7DE�IJH7J;=?9E
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�EC; T FEII?8?B; :;IKC;H; 7JJH7L;HIE B7 B;JJKH7 :;BB7 J78;BB7
� I? :;B?D;7DE :K; I9;D7H? :?IJ?DJ?� �7 KD B7JE �;H=7CE
 ,;=�
=?E  C?B?7 ; B\/D?ED; :;? 9ECKD? :;BB7 �7II7 ,EC7=D7 I?
IEDE :EJ7J? :? KD F?7DE :;BB7 performance ��������� 9>;
IEIJ7DP?7BC;DJ; ; <EHC7BC;DJ; T IELH7FFED?8?B; 7B F?7DE
���������� -? JH7JJ7 :? 7CC?D?IJH7P?ED? 9>; I? ;H7DE :EJ7J;
F;H7BJHE :? F?7D? :;9?I7C;DJ; :?IECE=;D;? <H7 BEHE C7 799E�
CKD7J? :7B <7JJE 9>; ?B L;HJ?9; FEB?J?9E 7CC?D?IJH7J?LE 7L;L7
9>?7H7C;DJ; :;<?D?JE B; B?D;; :? ?D:?H?PPE IJH7J;=?9E� (;B 97IE
:? �H;PPE ; :? 0;HED7 I? 7II?IJ; 7 :K; ;IF;H?;DP; 7L;DJ? ?D
9ECKD; ?B <7JJE 9>; B\7CC?D?IJH7P?ED; >7 FHE9;:KJE D;B 9EHIE
:;B ���� 7 C;=B?E :;B?D;7H; ?B GK7:HE IJH7J;=?9E :? H?<;H?C;D�
JE
 JKJJ7L?7 C;DJH; �H;PPE >7 ?DJ;=H7JE ?B F?7DE IJH7J;=?9E 9ED
=B? 7BJH? :E9KC;DJ? :? FHE=H7CC7P?ED; �,**
 * "
 *:)� :;�
<?D;D:E KD DKELE F?7DE :;BB7 performance F?X ;IJ;IE ; 9EC�
FB;JE
 ?B 9ECKD; :? 0;HED7 DED >7 7D9EH7 <?D7B?PP7JE B7 H;:7�
P?ED;�:;B�DKELE�F?7DE�

Note
�� �H���HJ����
 ���&=I����������4&;==?�?B�J;IJE�?D�H;J; 5 :;B������
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';DK a  IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B? a
���$B�9?9BE�:;BB7 performance D;BB;�7CC?D?IJH7P?ED?�F?BEJ7

2.7 La relazione sulla performance

$B FHE9;IIE :? L7BKJ7P?ED; :;BB7 performance JHEL7 D;BB7 H;�
:7P?ED; :;BB7 H;B7P?ED; IKBB7 performance ?B IKE CEC;DJE :?
?:;7B; 9ED9BKI?ED; ; 7B J;CFE IJ;IIE :? H?7LL?E� -; B7 FK8�
8B?97P?ED; :;BB7 H;B7P?ED; I? 9EBBE97 ;DJHE ?B =?K=DE :;BB\7DDE
IK99;II?LE 7 GK;BBE H;D:?9EDJ7JE
 7FF7H; JKJJ7L?7 <ED:7C;D�
J7B; 9>; B\7CC?D?IJH7P?ED; C7DJ;D=7 7JJ?L? ? FHE9;II? :? L7BK�
J7P?ED; :KH7DJ; JKJJ7 B7 =;IJ?ED; ; B? <?D7B?PP? I?D :7BB\7LL?E :;B
DKELE�7DDE�
� 9EDIKDJ?LE
 B7 H;B7P?ED; IKBB7 performance
 9EIJ?JK?I9; ?B
:E9KC;DJE 9ECFB;C;DJ7H; 7B F?7DE :;BB7 performance J7DJE
D;BB; <KDP?ED?
 :7B CEC;DJE 9>; 9EDJ?;D; B7 L7BKJ7P?ED; :? 9?W
9>; ?B F?7DE 9EDI;DJ; :? C?IKH7H;
 J7DJE D;? 9EDJ;DKJ?
 :7B CE�
C;DJE 9>; H?B;L7 ?B :7JE 7 9EDIKDJ?LE 7IIKDJE :7=B? ?D:?97JEH?
FHE=H7CC7J? D;B F?7DE� -JHKC;DJE :? H;D:?9EDJ7P?ED;
 L7BKJ7�
P?ED; ; JH7IF7H;DP7
 B7 H;B7P?ED; IKBB7 performance 9ECFB;J7
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?B 9?9BE :;BB7 performance� *;H B; 7CC?D?IJH7P?ED? 9>; I? :EJ?�
DE :? KD F?7DE :;BB7 performance ?D =H7:E :? H7FFH;I;DJ7H; ?D
CE:E KD?J7H?E
 ?DJ;=H7JE ; 9EEH:?D7JE B7 FHEFH?7 performance

EH=7D?PP7J?L7
 B7 H;B7P?ED; IKBB7 performance I? 9ED<?=KH7 ?D
J;HC?D? :? F?7DE :;BB7 performance :;9B?D7JE 7 9EDIKDJ?LE� &7
I;=K;DJ; J78;BB7 �� H?FEHJ7 ?D I?DJ;I? B\;I?JE :;BB\7D7B?I? ILEB�
J7 IKBB; ,;B7P?ED? 7:EJJ7J; :7BB; 7CC?D?IJH7P?ED? F?BEJ7 F;H
B\7DDE������

Tabella 10 – La relazione sulla performance 2011 nelle amministrazioni pilota

Arezzo Bergamo Unione Bassa Romagna

-F;9KB7H;�7B�F?7DE�����
�FFHEL7J7�;DJHE�=?K=DE
�E;H;DJ;�7�B?D;;�=K?:7 :;B?8;H7��?0$.��

���� 4&;==?�?B�J;IJE�?D�H;J; 5
-D;BB7�;�B;==?8?B;
�?7=H7CC?�7�JEHJ7�;�=H7<?9?�7�87HH;

-F;9KB7H;�7B�F?7DE�����
�FFHEL7J7�;DJHE�=?K=DE
-<EHPE�:?�B;==?8?B?JS�;�9>?7H;PP7�7D9>;
H?IF;JJE�7 target DED�H7==?KDJ?
'ED?JEH7==?E�;IJ;IE�;�FKDJK7B;�:?�JKJJ?
=B?�7C8?J?
$CF?;=E�:?� CEJ?9ED

�FFHE99?E�7D7B?J?9E�:?�H7FFH;I;DJ7P?ED;�:;B�B?L;BBE
:?�H7==?KD=?C;DJE�:?�JKJJ?�=B?�E8?;JJ?L?�
�FFHEL7J7�;DJHE�=?K=DE
�?7=H7CC?�7�87HEC;JHE

Reggio Emilia Verona
�EFF?E�7FFHE99?E�GK7B?J7J?LE�I?DJ;J?9E�;
GK7DJ?J7J?LE�7D7B?J?9E
�FFHEL7J7�;DJHE�7FH?B;
�E9KC;DJE�;IJ;IE�C7�799;II?8?B;
,?<;H?C;DJE�7D9>;�7BB;�F7HJ;9?F7J;

�FFHE99?E�7D7B?J?9E�;�GK7DJ?J7J?LE
�FFHEL7J7�;DJHE�7FH?B;
&?L;BBE�:?�H7==?KD=?C;DJE�:;=B?�E8?;JJ?L?
FHEII?CE�7B�����

&\;IF;H?;DP7 :;BB; 7CC?D?IJH7P?ED? F?BEJ7 ?D GK;BBE 9>; >7 H7F�
FH;I;DJ7JE ?B FH?CE 7DDE :? 7FFB?97P?ED; :;B ��&=I� ��� :;B
���� ?D J;C7 :? H;D:?9EDJ7P?ED; :;B F?7DE :;BB7 performance

C;:?7DJ; B7 FH;:?IFEI?P?ED; ;DJHE 7FH?B; :;BB7 H;B7P?ED; IKBB7
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performance
 >7 9ED:EJJE
 9EC; =?S D;B 97IE :;? F?7D?
 7 ;I?J?
:;9?I7C;DJ; :?<<;H;DP?7J?� &\;B;C;DJE :? C7==?EH; :?<<;H;DP?7�
P?ED; H?=K7H:7 DED J7DJE BE I9EIJ7C;DJE H?IF;JJE 7B F?7DE
 ;I�
I;D:E B7 C7==?EH F7HJ; :;BB; ,;B7P?ED? IJHKJJKH7J; ?D C7D?;�
H7 :;B JKJJE 9E;H;DJ; 7B F?7DE 7:EJJ7JE :7BB\7CC?D?IJH7P?ED;

GK7DJE B7 97F79?JS :? H;D:?9EDJ7H; ?D CE:E 9>?7HE ?B B?L;BBE
performance H7==?KDJE� �B9KD; 7CC?D?IJH7P?ED? >7DDE I9;BJE
:? I;=K?H; KD F;H9EHIE F?X I?DJ;J?9E E I;B;JJ?LE ; :? 799ECF7�
=D7H; ? :7J? 9ED 9ECC;DJ? F;DI7J? F;H KD B;JJEH; DED ;IF;HJE�
�BJH; >7DDE FH;<;H?JE KD 7FFHE99?E 7D7B?J?9E
 :? FKH7 H;D:?9ED�
J7P?ED;� $D JKJJ? ; 9?DGK; ? 97I? 9EDI?:;H7J? D;BB7 I;9ED:7 <7I;
:;BB\7D7B?I?
 9?W 9>; ;C;H=; 9>?7H7C;DJ; T F;HW BE I<EHPE :?
H799EDJ7HI? ; B7 LEBEDJS :? C;JJ;H; ?D 9>?7HE GK7DJE H;7B?PP7JE
D;B�9EHIE�:;B������
&7 L7BKJ7P?ED; :;BB7 performance 9EDJ;DKJ7 D;BB7 H;B7P?ED;
���� :;B 9ECKD; :? �H;PPE H?<B;JJ;
 F;H GK7DJE H?=K7H:7 =B?
7C8?J? :? L7BKJ7P?ED;
 GK7DJE FHE=H7CC7JE ; F?7D?<?97JE 7J�
JH7L;HIE ?B F?7DE :;BB7 performance ���������� "B? ?CF7JJ?

DED ;II;D:E IJ7J? ?D:?L?:K7J? ?D <7I; :? FHE=H7CC7P?ED; :;?
9>?7H? ?D:?97JEH? :? outcome
 DED IEDE IJ7J? L7BKJ7J?� $D H;B7�
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P?ED; 7=B? E8?;JJ?L?
 B7 H;B7P?ED; 7:EJJ7 KD7 H7FFH;I;DJ7P?ED;
F;H 7H;; IJH7J;=?9>;� �JJ?L?JS I;HL?P? ;: KD?J7 EH=7D?PP7J?L; IE�
DE IJ7J; L7BKJ7J; ?D JKJJ; B; :?C;DI?ED? :;<?D?J; D;B -'0* ;
FH;I;DJ? D;B F?7DE :;BB7 �JJ?L?JS ; :;? I;HL?P? F;H CED?JEH7H;
B7 GK7B?JS :;BB; 7JJ?L?JS EH:?D7H?;� ;<<?9?;DP7
 ;<<?979?7
 J;CF;�
IJ?L?JS
 JH7IF7H;DP7
 799;II?8?B?JS
 97F79?JS :? H7II?9KH7P?ED;�
*;H BE IJ7JE :? I7BKJ; ;9EDEC?9E <?D7DP?7H?7 IEDE IJ7J? FH;I?
?D 9EDI?:;H7P?ED; 7B9KD? ?D:?97JEH? :? 8?B7D9?E ; :? 9ECFEI?�
P?ED; :;BB7 IF;I7
 H?9EHH;D:E 7D9>; 7 =H7<?9? 9>; H;D:;II;�
HE F?X I;CFB?9; B7 B;JJKH7 :;? :7J?� -? T :7J7 ?DEBJH; ;L?:;D�
P7 7BB\;LEBKP?ED; :;BB7 IJHKJJKH7 EH=7D?PP7J?L7� (;BB7 H;B7P?E�
D; IKBB7 performance DED IEDE IJ7J? FH;I? ?D 9EDI?:;H7P?ED;
=B? ?CF7JJ? :;BB\7P?ED; :;B 9ECKD; DU IEDE IJ7J? H;7B?PP7J? 9ED�
<HEDJ? 9ED 7BJH; 7CC?D?IJH7P?ED?� (;BB7 H;:7P?ED; :;BB7 H;B7P?E�
D; IKBB7 performance
 ?B 9ECKD; >7 IEIJ7DP?7BC;DJ; I;=K?JE
B; B?D;; =K?:7 ;C7D7J; :7BB7 :;B?8;H7 �?0$. ����� 4&;==? ?B
J;IJE ?D H;J; 5
 H;D:;D:E 9ECKDGK; B7 H;B7P?ED; F?X ID;BB7 ;
B;==?8?B;� :? F?X <79?B; 799;IIE 7D9>; 7 9EBEHE 9>; DED >7DDE
KD7 9ECF;J;DP7 :?H;JJ7 :;? J;C? JH7JJ7J? C7 :;I?:;H7DE 9EDE�
I9;H; ? H?IKBJ7J? H7==?KDJ? :7B 9ECKD; D;BB\7DDE E==;JJE :;BB7
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H;D:?9EDJ7P?ED;� &7 H;B7P?ED; T IJHKJJKH7J7 ?D :K; I;P?ED?� &7
FH?C7 I;P?ED; T EH?;DJ7J7 7B 9?JJ7:?DE 9ED :7J? H?;F?BE=7J?L? ;
L7IJE KIE :;BB7 H7FFH;I;DJ7P?ED; L?IK7B;
 C;:?7DJ; =H7<?9? I?7
:? IJ7JE I?7 :? 9ED<HEDJE 9ED =B? 7DD? FH;9;:;DJ? ; :;I9H?P?ED?
;IJH;C7C;DJ; I?DJ;J?9>; F;H DED 7FF;I7DJ?H; B7 B;JJKH7� (;BB7
I;9ED:7 L?;D; <EHD?JE ?B :;JJ7=B?E
 9ED ?B 9ED<HEDJE JH7 H?IKBJ7J?
9EDI;=K?J? ; H?IKBJ7J? 7JJ;I? F;H JKJJ? =B? E8?;JJ?L? :;B *�) ; :;B
F?7DE :;BB; �JJ?L?JS ; :;? I;HL?P?� &7 H;B7P?ED; 9EDJ?;D; 7D9>;
KD ;IJH7JJE :;B 8?B7D9?E :? =;D;H;
 H7FFH;I;DJ7JE :7 KD7 slide

9>; ?D:?97 B7 F;H9;DJK7B; :? :?F;D:;DJ? :? I;IIE C7I9>?B; ;
<;CC?D?B;�IK�JKJJE�?B�F;HIED7B;�:;BB\7CC?D?IJH7P?ED;�
�D9>; B7 H;B7P?ED; :;BB7 performance ���� :;B 9ECKD; :?
�;H=7CE I;=K; BE I9>;C7 =?S 7:EJJ7JE F;H ?B F?7DE :;BB7 per-

formance� *;H 9?7I9KD 7C8?JE �?CF7JJ?
 E8?;JJ?L? IJH7J;=?9?
 IJ7�
JE :? I7BKJ; ; I;HL?P?� T H?FEHJ7JE ?B :;JJ7=B?E :;? H?IKBJ7J? 9ED�
I;=K?J? 7B �� :?9;C8H; ����� &7 :E9KC;DJ7P?ED; T 799;II?�
8?B; :7B I?JE :;B 9ECKD; ?D <EHC7JE I9>;:7 ; H?IKBJ7 :? <79?B;
9ECFH;DI?ED;� &7 H;B7P?ED; DED 9EDJ?;D; 7D9EH7 ?D<EHC7P?E�
D? IKB benchmarking� *;H 9?7I9KD 7C8?JE IEDE IJ7J? H?FEHJ7J? ?
H?IKBJ7J? :;BB7 L7BKJ7P?ED; 799ECF7=D7J? :7 7B9KD? 8H;L? 9EC�
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C;DJ?� &7::EL; ?B 9ECKD; DED >7 H7==?KDJE ? H?IKBJ7J? 9>; I?
T FH;<?II7JE B7 H;B7P?ED; D; :7 I?DJ;J?97 ?D:?97P?ED; :? <?7D9E
7BB\;CEJ?9EDI�
&\/D?ED; :;? 9ECKD? :;BB7 �7II7 ,EC7=D7 >7 I;=K?JE KD
FHEFH?E 7FFHE99?E 7BB7 H;D:?9EDJ7P?ED; :;? H?IKBJ7J?� &; B?D;;
=K?:7 ;C7D7J; :7BB7 :;B?8;H7 �?0$. ����� 4&;==? ?B J;IJE ?D
H;J; 5 DED IEDE IJ7J; FH;I; ?D 9EDI?:;H7P?ED; FE?9>U :;B?8;�
H7J; D;B C7HPE ����
 GK7D:E B\/D?ED; 7L;L7 =?S 9>?KIE I?7
B7 L7BKJ7P?ED;
 I?7 B7 H;D:?9EDJ7P?ED;� &7 H;B7P?ED; IKBB7 per-

formance ���� H?<B;JJ;
 F;H GK7DJE H?=K7H:7 =B? 7C8?J? :? L7BK�
J7P?ED;
 GK7DJE FHE=H7CC7JE ; F?7D?<?97JE 7JJH7L;HIE ?B F?7DE
:;BB7 performance * "�*:) ���� ; I? <E97B?PP7 IK E8?;JJ?L? :?
97H7JJ;H; IJH7J;=?9E
 :;9B?D7J? ?D E8?;JJ?L? F?X EF;H7J?L?� $CF7J�
J?
 7JJ?L?JS ; I;HL?P? DED H?IKBJ7DE CED?JEH7J?
 C;DJH; BE IJ7JE :?
I7BKJ; T L7BKJ7JE IEBE ?D J;HC?D? <?D7DP?7H? 7JJH7L;HIE ? H?IF7HC?
:? =;IJ?ED; FHE=H7CC7J? ; 9EDI;=K?J?� &7 H;B7P?ED;
 F;H ?B IKE
FKDJK7B; 9EBB;=7C;DJE 9ED ? CEBJ? E8?;JJ?L? :;? :E9KC;DJ? :?
FHE=H7CC7P?ED;
 DED H?;I9; 7 <EHD?H; KD GK7:HE I?DJ;J?9E ;
=;D;H7B; :;B B?L;BBE :? E8?;JJ?L? H7==?KDJ? C7 9EDI;DJ; :? EJJ;�
D;H; KD ;B;L7JE :;JJ7=B?E 7D7B?J?9E� *;H E=D? 7H;7 IJH7J;=?97 T
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9ECKDGK; IJ7JE IL?BKFF7JE KD FHEIF;JJE 9EDJ;D;DJ; 87HEC;�
JH? 9>; H7FFH;I;DJ7DE ?D CE:E ?CC;:?7JE ; I?DJ;J?9E ?B B?L;BBE
:? H7==?KD=?C;DJE :;=B? E8?;JJ?L?� &\7CC?D?IJH7P?ED; FH;L;:;
9ECKDGK; :? H?;B78EH7H; ? H?IKBJ7J? ?D KD7 <EHC7 F?X I?DJ;J?97

7==H;=7J7 ; B;==?8?B;
 F;H <EHD?H; 7B 9?JJ7:?DE KDE IJHKC;DJE
F?X 7:;=K7JE F;H B\7D7B?I? :;? H?IKBJ7J? EJJ;DKJ? :7BB\7CC?D?IJH7�
P?ED;�
&7 H;B7P?ED; IKBB7 performance ���� :;B 9ECKD; :? ,;==?E
 C?B?7 H?7==H;=7 B7 L7BKJ7P?ED; :;=B? 7C8?J? ?D 9K? T 7HJ?9EB7J7
�FEB?J?9>;
 7P?ED? IJH7J;=?9>;
 I;HL?P? :? FH?EH?J7H?E ?DJ;H;II;

I;HL?P? EH:?D7H?
 IJ7JE :? I7BKJ; ; ?CF7JJ?� <EHD;D:E KD7 H7FFH;�
I;DJ7P?ED; GK7B?J7J?L7 ; KD7 F?X GK7DJ?J7J?L7� &7 F7HJ; GK7B?J7�
J?L7 H?FEHJ7 KD7 :;I9H?P?ED; :;BB\7C8?JE :? C?IKH7P?ED; ; <EHD?�
I9; ?D:?97P?ED? 9?H97 B7 L7BKJ7P?ED; ; ? H?IKBJ7J? EJJ;DKJ?� � 9EC�
FB;C;DJE IEDE <EHD?J? :7J? GK7DJ?J7J?L? ; I;H?; IJEH?9>; H;B7J?�
L; 7B JH;D: :;=B? �KBJ?C?� 7DD? ?D 9K? T IJ7JE C?IKH7JE ?B H?IKBJ7�
JE EJJ;DKJE� &7 H;B7P?ED;
 =H7P?; 7B <EHJ; 7BB?D;7C;DJE JH7 FHE�
=H7CC7P?ED; IJH7J;=?97
 EF;H7J?L7 ; <?D7DP?7H?7
 H?FEHJ7 F;H
9?7I9KD7 FEB?J?97 ?D EJJ?97 7==H;=7J7 B; IF;I; IEIJ;DKJ; ; B;
;L;DJK7B? ;DJH7J; =;D;H7J;� "B? ?CF7JJ? IEDE C?IKH7J? 9ED ?D�
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:?97JEH? GK7DJ?J7J?L? I?DJ;J?9? ; I? H?<;H?I9EDE 7BB7 FEB?J?97 E 7B
IEJJE�E8?;JJ?LE ?D 9K? ;II7 T I9ECFEIJ7� �?7I9KD E8?;JJ?LE T
H?FEHJ7JE H?IF;JJE 7? H?IKBJ7J? 9EDI;=K?J? :7B ���� 7B ����� �J�
JK7BC;DJ; B7 H;B7P?ED; DED 9EDJ?;D; ?D:?97P?ED? :? benchmark

9ED 7BJH; 7CC?D?IJH7P?ED?� &7 H;B7P?ED; I? FH;I;DJ7 9EC; KD
:E9KC;DJE 9ECFB;JE 7D9>; I; F?KJJEIJE BKD=E �9?H97 ��� F7�
=?D;� C7 T F?KJJEIJE 799;II?8?B; FHEFH?E =H7P?; 7BB7 IK7 IJHKJ�
JKH7 9>; H?FEHJ7 B; H?IEHI;
 KD7 F7HJ; :;I9H?JJ?L7 F;H 9?7I9KD7
I;P?ED; ; ? H?IKBJ7J? EJJ;DKJ? ?D <EHC7 J78;BB7H;� $B B?D=K7==?E
7:EJJ7JE T J7B; :7 FEJ;H ;II;H; 9ECFH;DI?8?B; 7=B? stakeholder

;IJ;HD? ; IEDE <EHD?J; ?D:?97P?ED? 7 9ECC;DJE :;B H7==?KD=?�
C;DJE E DED H7==?KD=?C;DJE :;=B? E8?;JJ?L?� $DEBJH;
 B7 H;B7P?E�
D; 9EDJ?;D; 7D9>; ?D:?97P?ED? IKBB7 governance :;BB; 7P?;D:;
F7HJ;9?F7J;�
&7 H;B7P?ED; IKBB7 performance ���� :;B 9ECKD; :? 0;HED7
T IJ7J7 H;:7JJ7 I;9ED:E B; B?D;; =K?:7 :;B?8;H7 �?0$. �����
4&;==? ?B J;IJE ?D H;J; 5 ; FH;I;DJ7DE KD7 IJHKJJKH7 FHEFH?7
I;FFKH; ? 9EDJ;DKJ? I?7DE 9E;H;DJ? 7B F?7DE :;BB7 performance

���������� �FH; B7 H;B7P?ED; KD7 I?DJ;I? :;BB; ?D<EHC7P?ED? :?
?DJ;H;II; F;H ? 9?JJ7:?D? I9H?JJ7 9ED ;L?:;DJ? ?DJ;DJ? :?LKB=7J?L? ;
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?D CE:E :7 H;D:;H; J7B; F7HJ; :;B :E9KC;DJE B;==?8?B; 7D9>;
:7 DED 7::;JJ? 7? B7LEH?� (;BB; I;P?ED? IK99;II?L; =B? E8?;JJ?L?
EF;H7J?L? IEDE :;9B?D7J? I;9ED:E KD7 IJHKJJKH7 7: 7B8;HE 9>;
EH:?D7 EBJH; ��� ?D:?97JEH? ?D E8?;JJ?L? IJH7J;=?9? ; FHE=H7CC?�
&7 I7BKJ; ;9EDEC?9E�<?D7DP?7H?7 :;BB\7CC?D?IJH7P?ED; ; B7 97�
F79?JS :;BB7 IJ;II7 :? ?CF?;=7H; 7B C;=B?E B; H?IEHI; ;9EDE�
C?9>; :?IFED?8?B? IEDE I?DJ;J?PP7J; ?D KD7 I;H?; :? J78;BB; 9ED
?D:?97JEH? 9>?7H? ; 9ED<HEDJ78?B?� (;BB7 H;B7P?ED; IEDE IJ7J? FH;�
I;DJ7J? ?DEBJH; 9;DJE ]FHE=;JJ? :? ?DDEL7P?ED; ?D9H;C;DJE C?�
=B?EH7C;DJE^� &7 9H?J?9?JS F?X ;L?:;DJ; :;B :E9KC;DJE T :7J7
:7B H?IKBJ7JE 9ECFB;II?L7C;DJ; L7DJ7JE :7BB\7CC?D?IJH7P?ED;
9>; ?:;DJ?<?97 KD B?L;BBE :? H7==?KD=?C;DJE :;=B? E8?;JJ?L? F7�
H? 7B ���
 :;9?I7C;DJ; ;B;L7JE 7B FKDJE :7 ;II;H; FE9E L;�
HEI?C?B;� $DEBJH;
 B\KD?97 97KI7 :;BBE I9EIJ7C;DJE JH7 target ;
H?IKBJ7JE 9>; I? ?D:?97 T GK7I? ;I9BKI?L7C;DJ; B7 ]I97HI?JS :?
H?IEHI; <?D7DP?7H?;^� -? JH7JJ7 :? KD H?IKBJ7JE 9>; IEBE ?D F7H�
J; T H?DL?78?B; 7BB7 ]8KED7 7CC?D?IJH7P?ED;^ ; 9>; FKHJHEFFE
DED 9EDI;DJ; :? ?D:?L?:K7H;
 BE97B?PP7H; ; H?CKEL;H; ? :?<;JJ? ;
? C7B<KDP?ED7C;DJ? 9>; 9ED E=D? FHE878?B?JS ;I?IJEDE
 C7 9>;
7�GK;IJE�B?L;BBE�:?�?D<EHC7P?ED;�DED�L;D=EDE�7BB7�BK9;�
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';DK a  IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B?

3. Lesson learned
e miglioramenti intrapresi

�BB\EH?=?D; :;B F;H9EHIE :? 7D7B?I? ILEBJE ; :;I9H?JJE D;? 97F?JE�
BE FH;9;:;DJ?
 ?B FHE=;JJE >7 9EBBE97JE B\;I?=;DP7 :? ?:;DJ?<?97H;
;B;C;DJ? KJ?B? 7 ?IF?H7H; B; 7CC?D?IJH7P?ED? BE97B? D;BB7 FHE=;J�
J7P?ED; ; D;BB\7JJK7P?ED; :;B F;H9EHIE :? H?<EHC7 :;B?D;7JE :7B
�� &=I� ������� 4&;==? ?B J;IJE ?D H;J; 5� R ?D J7B; FHEIF;JJ?L7
9>; IEDE IJ7J; ?:;DJ?<?97J; ; FE? 7D7B?PP7J; J7DJE B; 9ED:?P?ED?
78?B?J7DJ? GK7DJE B; 97H7JJ;H?IJ?9>; :;B I?IJ;C7 :? C?IKH7P?ED;
;�L7BKJ7P?ED;�:;BB7 performance EH=7D?PP7J?L7�
)BJH; 7=B? IFKDJ? 9>; FEIIEDE :;H?L7H; :7=B? ;B;C;DJ? :;�
I9H?JJ?L? <EHD?J? <?DE 7: EH7
 KD ?CFEHJ7DJ; 9EDJH?8KJE 9EDI?IJ;
D;BB\?:;DJ?<?97H; GK7B? lesson B; ;IF;H?;DP; :;BB; 7CC?D?IJH7�
P?ED? BE97B? F?BEJ7 9EDI;DJEDE :? JH7HH; H?IF;JJE 7B J;C7 :;B
97C8?7C;DJE ; :? GK;B F7HJ?9EB7H; J?FE :? ?DDEL7P?ED; 9>;
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9EDI?IJ; D;B :;:?97HI? :7 KD 9;HJE FKDJE ?D FE? 7BB7 C?IKH7P?E�
D;�;:�7BB7�L7BKJ7P?ED;�
.7B? B;P?ED? JHEL7DE FHE878?BC;DJ; I?DJ;I? D;BB7 L7BKJ7P?ED;
:;B CE:E ?D 9K? B; 7CC?D?IJH7P?ED? >7DDE :;9?IE :? :EJ7HI?
:? KD F?7DE :;BB7 performance
 IJHKC;DJE 97H:?D; :;B 9?9BE :?
=;IJ?ED; ; 97HJ?D7 :? JEHD7IEB; :;BB; GK7B?JS :;B I?IJ;C7 :? C?�
IKH7P?ED;�;�L7BKJ7P?ED;�
�\7BJH7 F7HJ;
 7B9KD; :;BB; IEBKP?ED? FEIJ; ?D ;II;H; :7BB; 7C�
C?D?IJH7P?ED? F?BEJ7
 I? 9ED<?=KH7DE 9EC; leading practice
 9E�
C; FH7J?9>; 9?ET 9>; DED I? 9EBBE97DE 7B B?L;BBE :? C7II?C7
IE<?IJ?97J;PP7 ; GK7B?JS FEII?8?B; C7 ?:;DJ?<?97DE ;B;C;DJ? ?D�
9H;C;DJ7B?
 :? C?=B?EH7C;DJE
 :? 7FFHE<ED:?C;DJE
 9>; FEIIE�
DE�<EHD?H;�IFKDJE�F;H�B;�7BJH;�7CC?D?IJH7P?ED?�
-9EFE :;B FH;I;DJ; 97F?JEBE T FHEFH?E GK;BBE :? FHEFEHH; ?D KD
GK7:HE KD?J7H?E B\?DI?;C; :;BB; I9;BJ; L?D9;DJ? 9ECF?KJ; :7BB;
7CC?D?IJH7P?ED? F?BEJ7 ; :;BB; B;P?ED? 9>; ?D =;D;H7B; T FEII?�
8?B; JH7HH; H?IF;JJE 7B J;C7 :;BB\?DJHE:KP?ED; ; :;BBE IL?BKFFE :?
I?IJ;C? :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance EH=7�
D?PP7J?L7�
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';DK a  IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B? a
�� Lesson learned ;�C?=B?EH7C;DJ?�?DJH7FH;I?

3.1 Lesson learned sui sistemi di misurazione
e valutazione

(;BB\7D7B?PP7H; ? I?IJ;C? :? C?IKH7P?ED; :;BB; 7CC?D?IJH7P?ED;
F?BEJ7
 =B? ;IF;HJ? >7DDE FEIJE F7HJ?9EB7H; 7JJ;DP?ED; 7 ;L?:;D�
P?7H; GK7B? 9ED:?P?ED? I? ;H7DE L;DKJ; 7 :;J;HC?D7H; D;B F;H�
9EHIE 7JJK7JE :7BB; 7CC?D?IJH7P?ED? 9ED B\?DJ;DJE DED IEBE :?
9ECFH;D:;H; C;=B?E B; H7=?ED? :;B B?L;BBE :? ;LEBKP?ED; :;? I?�
IJ;C? ?:;DJ?<?97JE 7JJH7L;HIE B\7D7B?I? C7 7D9>; :? EJJ;D;H; ?D�
:?97P?ED? 9>; FEJ;II;HE ;II;H; KJ?B? F;H 7BJH; 7CC?D?IJH7P?ED?�
&; lesson learned :;B FHE=;JJE
 :? I;=K?JE FHEFEIJ;
 IEDE H?�
9ED:K9?8?B? 7 :K; J?FEBE=?;� /D7 FH?C7 J?FEBE=?7 H?=K7H:7 ? F7I�
I? 9ECF?KJ? ?D I;GK;DP7 :7BB; 7CC?D?IJH7P?ED? D;BB7 :?H;P?ED;
:? 9H;7H; KD I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 per-

formance EH=7D?PP7J?L7� $D GK;IJE 97IE B; lesson FEIIEDE H?�
=K7H:7H; =B? IJHKC;DJ?
 B; C;JE:EBE=?;
 B; 9ECF;J;DP;� /D7
I;9ED:7 J?FEBE=?7 H?=K7H:7 FHEFH?E ?B FHE9;IIE :? 7D7B?I? ILEBJE
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; B; ?D:?97P?ED? 9>; I; D; FEIIEDE JH7HH; H?IF;JJE 7BB7 FHE=;J�
J7P?ED; :? 7P?ED? :? C?=B?EH7C;DJE� � FEJ;H ;II;H; 7FFH;IE ?D
GK;IJE 97IE DED T J7DJE ?B 9EDJ;DKJE :;BB\?DDEL7P?ED; H;B7J?L7
7? I?IJ;C? :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance EH�
=7D?PP7J?L7 GK7DJE B7 CE:7B?JS 7JJH7L;HIE KD\7KJE :?7=DEI? T
FEII?8?B;�?:;DJ?<?97H;�FH?EH?JS�;�CE:7B?JS�:?�7JJK7P?ED;�
/D GK7:HE :? I?DJ;I? :;BB; lesson learned H;B7J?L; 7B FHE=;JJE T
9EDJ;DKJE D;BB7 I;=K;DJ; J78;BB7� � I;=K?H; L;D=EDE 7FFHE�
<ED:?J; 7B9KD; B;P?ED? 7FFH;I; 9ED H?<;H?C;DJE 7BB\;IF;H?;DP7
:? GK;BB; 7CC?D?IJH7P?ED? F?BEJ7 9>;
 7B CEC;DJE :;BBE ILEB=?�
C;DJE :;BB7 review
 FH;I;DJ7L7DE KD B?L;BBE :? C7==?EH; 7F�
FHE<ED:?C;DJE ; IL?BKFFE :;? I?IJ;C? :? C?IKH7P?ED; ; L7BKJ7�
P?ED;�:;BB7 performance EH=7D?PP7J?L7�
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Tabella 11 – Lesson learned

&;IIED�B;7HD;:&;IIED�B;7HD;:
Bergamo Novara Verona Reggio Emilia

&E�IJHKC;DJE�:? integrazione :;?�?
:E9KC;DJ?�:?�FHE=H7CC7P?ED;�D;B
9?9BE�:;BB7 performance IEDE�=B?
indicatori�
$B�I?IJ;C7�:?�C?IKH7P?ED;�:;BB7
performanceperformance ?D:?L?:K7B;?D:?L?:K7B; :;L;�;II;H;
H?:;<?D?JE�?D�CE:E�:7�;II;H;�9E;H;DJ;
7�GK;BBE�:?�C?IKH7P?ED;�:;BB7
performance EH=7D?PP7J?L7�
&\indirizzo ;IFH;IIE�D;BB;�B?D;;
FHE=H7CC7J?9>;�:;B�I?D:79E�:;L;
JHEL7H;�;IFH;II?ED;�?D�JKJJ?�?
:E9KC;DJ?�:;B�9?9BE�:?�=;IJ?ED;�:;BB7
performance ;�9EIJ?JK?H;�;B;C;DJE�:?
KD?J7H?;JS�;�9EDJ?DK?JS�

$B�CEC;DJE�:?�F7II7==?E
FEB?J?9E��elezioni��H?:K9;
B\7JJ;DP?ED;�IKB�J;C7�:;BB7
C?IKH7P?ED;�;�H7BB;DJ7�BE
IL?BKFFE�:;B�I?IJ;C7�:?
C?IKH7P?ED;�GK7D:E�GK;IJE
DED�T�FH;I;DJ;�
"B? indirizzi :;B�FHE=H7CC7�:?
C7D:7JE�FEIIEDE�JHEL7H;
;IFH;II?ED;�D;BB7 ,** C;DJH;
=B? obiettivi gestionali IEDE
:;JJ7=B?7J?�D;B * "

&7 stabilità
organizzativa
9EIJ?JK?I9;�KD�;B;C;DJE
<7LEH;LEB;�7BBE�IL?BKFFE
:;B�I?IJ;C7�:?
C?IKH7P?ED;�
$B�97C8?7C;DJE�?D
EH=7D?PP7P?ED?�:?�=H7:?
:?C;DI?ED?�FKW�7LL;D?H;
IEBE�7�9ED:?P?ED?�:?
gradualità�
&\7II;DP7�:?�KD
FHE9;IIE�;IFB?9?JE�:?
pianificazione
strategica H;D:;�9H?J?97
B7�C?IKH7P?ED;�;
L7BKJ7P?ED;�:?�J7B;
7C8?JE�

&E�IL?BKFFE�:;B�I?IJ;C7�:?
C?IKH7P?ED;�H?9>?;:;�KD
approccio pragmatico ;�KD
<EHJ; committment :?�JKJJ;�B;
F;HIED;�9>;�EF;H7DE�7BB\?DJ;HDE
:;BB\7CC?D?IJH7P?ED;�
*;H�KD�8KED�<KDP?ED7C;DJE�B7
IJHKJJKH7�EH=7D?PP7J?L7�:;=B? staff

�F?7D?<?97P?ED;
�FHE=H7CC7P?ED;

9EDJHEBBE
�GK7B?JS
 $�.

9ECKD?97P?ED;��:;L;�FH;L;:;H;
KD forte coordinamento�
&\?D:?H?PPE�;IFH;IIE�D;B�F?7DE
=;D;H7B;�:?�-L?BKFFE�I?�;IFH?C;
DED�IEBE�?D�J;HC?D?�:?�E8?;JJ?L?�C7
7D9>;�:? orientamenti generali
di gestione�

Unione Bassa Romagna Arezzo Nola Casarano

(;B F?7DE�:;BB7 performance JHEL7DE
composizione unitaria JKJJ;�B;
?D?P?7J?L;�FEIJ;�?D�;II;H;�:7BB\7CC?D?�
IJH7P?ED;�
&\approccio partecipativo 7BB7
:;<?D?P?ED;�:;?�9EDJ;DKJ?�:;B�I?IJ;C7
:?�C?IKH7P?ED;�;�:;=B?�E8?;JJ?L?
:;BB\7CC?D?IJH7P?ED;�H7<<EHP7�?B
I?IJ;C7�IJ;IIE�
/D�8KED softwaresoftware applicativo F;H�?B
9EDJHEBBE�:?H;P?ED7B;�?DJ;=H7�?B�I?IJ;C7
:?�C?IKH7P?ED;�;�D;�<79?B?J7�B\KIE�
&\aggiornamento periodico di
obiettivi 9EDJ;DKJ?�D;?�:E9KC;DJ?�:?
FHE=H7CC7P?ED;�H;D:;�?B 9?9BE�:?
=;IJ?ED;�:;BB7 performance F?X
9E;H;DJ;�;�?D9H;C;DJ7�B7�97F79?JS�:?
?DJ;HL;DJE�:;BB\7CC?D?IJH7P?ED;�

&7 condivisione interna :;=B?
E8?;JJ?L?�:;B�97C8?7C;DJE
?DD;I97�:?D7C?9>;�:?
9EBB78EH7P?ED;�9>;�<7LEH?I9EDE
B7�B;=?JJ?C?JS�:;B�9?9BE�:?
=;IJ?ED;�
$B piano della performanceperformance
�?D
FH;I;DP7�:?�IJHKC;DJ?�;LEBKJ?�:?
C?IKH7P?ED;
�:?L;DJ7�?B
CEC;DJE�D7JKH7B;�:?
?DJ;=H7P?ED;�:;=B?�IJHKC;DJ?
;I?IJ;DJ?
9EC;�IJHKC;DJE�:?�?DJ;=H7P?ED;
:;=B?�IJHKC;DJ?�;I?IJ;DJ?
�D9>;�?D�FH;I;DP7�:?�KD
I?IJ;C7�:?�C?IKH7P?ED;�:;BB7
performance 9>;�7HJ?9EB7�B7
97J;D7�IJH7J;=?97�:;B�L7BEH;�T
?CFEHJ7DJ;�9>;�I?7DE�:;<?D?J;
priorità strategiche�

&7 disponibilità
politica 7�IEIJ;D;H;�BE
IL?BKFFE�:;B�I?IJ;C7�:?
C?IKH7P?ED;�T�KD7
9ED:?P?ED;�?CFEHJ7DJ;

IEFH7JJKJJE�?D�<7I;�:?
7LL?E�
$B�:E9KC;DJE�9>;
9EDJ?;D;�=B? indirizzi :;B
I?D:79E�I?�9EBBE97�7:�KD
B?L;BBE�=;D;H7B;�;
:KDGK;�:7�IEBE�DED
9EDI;DJ;�KD7
C?IKH7P?ED;�

/D�7:;=K7JE ufficio di staffstaff FKW
ILEB=;H;�KD�HKEBE�:?�LEB7DE�F;H�?B
97C8?7C;DJE�;�:KDGK;�KD7
<KDP?ED;�F?X�7CF?7�:?�GK;BB7
J;9D?97�
(;BB;�<7I?�:?�97C8?7C;DJE
E99EHH;�;L?J7H;�9>;�B7 gestione
delle contingenze I?7�FEHJ7J7�7
=?KIJ?<?97P?ED;�:?�KDE�I97HIE
?CF;=DE�
$B�H?<;H?C;DJE�7 practices =?S�?D
KIE�?D�7BJH;�7CC?D?IJH7P?ED?�FKW
<EHD?H;�;B;C;DJ?�KJ?B?�7BB7
FHE=;JJ7P?ED;�:;B�97C8?7C;DJE�

&7 J78;BB7 �� FHEFED; ?D J;HC?D? I?DJ;J?9? 7B9KD; lesson 9>;
:;H?L7DE :7BB\;IF;H?;DP7 9>; B; 7CC?D?IJH7P?ED? BE97B? F?BEJ7
9E?DLEBJ; D;B FHE=;JJE >7DDE 9EDI;DJ?JE :? 7D7B?PP7H;� �?7I9K�
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D7 ?D:?97P?ED; 7IIKC; 7B J;CFE IJ;IIE KD7 L7B?:?JS =;D;H7�
B; ;: KD H?<;H?C;DJE 9EDJ?D=;DJ;
 ?D<7JJ? B\KJ?B?JS ; B\7FFB?978?B?JS
:;BB; lesson learned ;L?:;DP?7J; FKW ;II;H; L7BKJ7J7 :7 E=D?
7CC?D?IJH7P?ED;
 BE97B; ; DED
 IEBE J;D;D:E ?D 9EDI?:;H7P?E�
D; ?B FHEFH?E IJ7JE :? 7L7DP7C;DJE D;B F;H9EHIE :? 97C8?7�
C;DJE�9>;�B7�H?<EHC7�FHEFED;�:?�7JJ?L7H;�
�BJHE ;B;C;DJE :7 ;L?:;DP?7H; T ?B <7JJE 9>; B; lesson
 9E;�
H;DJ;C;DJ; 7BB\?CFEIJ7P?ED; :;B FHE=;JJE
 DED H?=K7H:7DE ?D
CE:E ;I9BKI?LE ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7
performance EH=7D?PP7J?L7
 C7 I? H?<;H?I9EDE 7: ;B;C;DJ?
:;BB\?DJ;HE 9?9BE :? =;IJ?ED; :;BB7 performance
 H?9>?7C7D:E
;B;C;DJ? 9>;
 9EC; ;L?:;DP?7JE D;? 97F?JEBE FH;9;:;DJ?
 9EIJ?�
JK?I9EDE <7JJEH? 78?B?J7DJ? F;H BE IL?BKFFE :;B I?IJ;C7� �B <?D; :?
9ECFB;J7H; ?B GK7:HE :;BB; lesson learned T KJ?B; :;:?97H; 7J�
J;DP?ED; 7 GK;? F;H9EHI? :? 97C8?7C;DJE
 JH7 GK;BB? 7D7B?PP7J?

9>; FH;I;DJ7DE C7==?EH? ;B;C;DJ? :? ;C8B;C7J?9?JS ; GK?D:?
9EDI;DJEDE :? :;B?D;7H; F7II? :? KD7 JH7?;JJEH?7 9>;
 FKH :E�
L;D:E ;II;H; GK7DJE F?X FEII?8?B; IF;9?<?97 F;H E=D? 7CC?D?�
IJH7P?ED;
 7JJH7L;HI7 F;H JKJJ; B; 7CC?D?IJH7P?ED? FKDJ? :? IDE�
:E�7D7BE=>?�
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Lesson learned. Opportunità e criticità nel
percorso di cambiamento del comune di Bergamo
,?DDEL7H; B\7P?ED; 7CC?D?IJH7J?L7 7JJH7L;HIE KD FHE9;IIE 9ED:?L?IE ;
9>; L7BEH?PP7 ?B HKEBE ; B; 9ECF;J;DP; :;BB7 :?H;P?ED;� $B 9ECKD; :? �;H�
=7CE T IJ7JE ?DL;IJ?JE :7 KD FHE<ED:E FHE9;IIE :? H?DDEL7C;DJE :;BB7
C799>?D7 7CC?D?IJH7J?L7 9>; >7 F;HC;IIE :? H7==?KD=;H; B?L;BB? C7=�
=?EH? :? H;D:?9EDJ7P?ED; :;BB\7P?ED; 7CC?D?IJH7J?L7 ; B?L;BB? C7==?EH? :?
JH7IF7H;DP7 D;? 9ED<HEDJ? :;? 9?JJ7:?D?� $D F7HJ?9EB7H;
 ?B FKDJE :? <EHP7
C7==?EH; :;B F;H9EHIE :? 97C8?7C;DJE 7JJK7JE :7B 9ECKD; :? �;H=7CE
FKW ;II;H; H?9ED:EJJE 7B FHE9;IIE 9>; >7 FEHJ7JE 7BB7 H;:7P?ED; :;B F?7�
DE JH?;DD7B; :;BB7 performance ���������� .7B; FHE9;IIE I? T ILEBJE 7J�
JH7L;HIE KD F;H9EHIE <EHC7J?LE 7 9K? >7DDE F7HJ;9?F7JE JKJJ? ? :?H?=;DJ?
:;B 9ECKD; 9ED B\7C8?P?EIE ; I<?:7DJ; E8?;JJ?LE :? FH;:?IFEHH; ?B F?7DE
D;BB\EH?PPEDJ; J;CFEH7B; :? �� =?EHD?� :7B �Q <;88H7?E ���� 7B �� C7HPE
����� $B FHE:EJJE IL?BKFF7JE :7? :?H?=;DJ? :;B 9ECKD; 9ED B7 I;CFH; 7II?�
:K7 FH;I;DP7 :;BB7 :?H;P?ED; =;D;H7B; >7 F;HC;IIE :? FHE:KHH; KD F?7�
DE :;B JKJJE IE::?I<79;DJ; ; :;B JKJJE H?IFED:;DJ; 7BB7 DEHC7J?L7 L?=;DJ;
; 7BB; :;B?8;H; :;BB7 �?0$.� (;BB7 <7JJ?IF;9?;
 ?B F?7DE :;BB7 performance T
9ECFEIJE :7 �� I9>;:; H;B7J?L; 7? FHE=;JJ? IJH7J;=?9? :;BB\;DJ;
 �� I9>;�
:; H;B7J?L; 7BB; 7JJ?L?JS ILEBJ; ; I;HL?P? ;HE=7J? :7 F7HJ; :;B 9ECKD;
 �
I9>;:; H;B7J?L; 7=B? -J7J? :? -7BKJ;
 � I9>;:; :? ?CF7JJE :;BB\7P?ED; 7C�
C?D?IJH7J?L7 ; KD7 I9>;:7 :? 9ED<HEDJE 9ED 7BJH? ;DJ? ?D C;H?JE 7: 7B9KD?
I;HL?P?
 7: 7B9KD? ?D:?97JEH? :;=B? IJ7J? :? I7BKJ; :;BB\;DJ; ; =B? ?CF7JJ? FHE�
:EJJ?�
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�II?9KH7H; KD 8KED 9B?C7 EH=7D?PP7J?LE T ?B commitment :;BB7 :?H;P?ED;
=;D;H7B; ; :;? :?H?=;DJ? :;BB\;DJ;� &\7C8?P?EIE ; I<?:7DJ; FHE=;JJE 9>; >7
FEHJ7JE 7BB7 H;:7P?ED; :;B F?7DE :;BB7 performance D;B 9EHIE :? :K; C;I?
DED I7H;88; IJ7JE 9EIV FHE<?9KE ; FEI?J?LE I; ? 9ECFEHJ7C;DJ? ?D:?L?:K7B?
; GK;BB? :? =HKFFE :;<?D?J? ?D J;HC?D? :? ?CF;=DE
 I;DIE :? H;IFEDI78?B?JS
; I;DIE :;B :EL;H;
 I?7 :7 F7HJ; :;B :?H;JJEH; =;D;H7B; :;B 9ECKD; 9>;
:7 F7HJ; :;? I;:?9? :?H?=;DJ? :;B 9ECKD;
 DED 7L;II;HE H7==?KDJE KD 9E�
IV H7==K7H:;LEB; B?L;BBE 9EIV 9EC; I? T 9ED9H;J?PP7JE D;BB\;IF;H?;DP7 :;B
9ECKD; :? �;H=7CE� $B commitment T I;CFH; IJ7JE ;B;L7JE ; ?B 9EDJH?8K�
JE :;? I?D=EB? :?H?=;DJ? D;BB7 H;:7P?ED; :;B F?7DE T IJ7JE :? H?B?;LE� �?IE=D7
9EDI?:;H7H;
 ?DEBJH;
 ?B <7JJE 9>; ?B FHE=;JJE T IJ7JE IKFFEHJ7JE 7D9>; :7B
I?D:79E�:;B�9ECKD;�:? �;H=7CE ;�:7BB\7II;IIEH;�7BB\$DDEL7P?ED;�
*7HJ;9?F7H; 7: ?D?P?7J?L; ?DJ;H?IJ?JKP?ED7B? :? 9ED<HEDJE ; IF;H?C;DJ7P?ED;�
&7 F7HJ;9?F7P?ED; 7BB\7JJ?L?JS :;B benchmarking +9BK8 :;B 9ECKD; :? �;H�
=7CE 7: 7JJ?L?JS :? benchmarking >7 9EDI;DJ?JE 7BB\;DJ; :? IL?BKFF7H; KD7
L?I?ED; 7F;HJ7 ; F7HJ;9?F7J?L7 H?IF;JJE 7? FHE9;II? :? IL?BKFFE :? ?D:?97JEH?
:?�H?IKBJ7JE�

Lesson learned. Opportunità e criticità nel
percorso di cambiamento del comune di Verona
"7H7DJ?H; KD 7FFHE99?E =H7:K7B; 7B 97C8?7C;DJE :;BB\7P?ED; ?D <KDP?ED;
:;B B?L;BBE :? 9ECFB;II?JS� *H;C;II7 EFFEHJKD7 D;BB\;L?:;DP?7H; ;B;C;DJ?
:;B F;H9EHIE :? 97C8?7C;DJE 7JJK7JE D;B 9ECKD; :? 0;HED7 T 9>;
B\7CC?D?IJH7P?ED; >7 H?IFEIJE 9ED KD 9;HJE H?J7H:E 7BB; EFFEHJKD?JS :;B
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97C8?7C;DJE� +K;IJE <7JJE T ?D F7HJ; :?F;IE :7BB; ?D9;HJ;PP; D;B 97C�
C?DE :;BB7 H?<EHC7
 <E97B?PP7J7 ?D?P?7BC;DJ; IKBB\7CC?D?IJH7P?ED; 9;DJH7B;
:;BBE -J7JE
 ?D F7HJ; :7BB\7IIKDP?ED; :? KD7 FEI?P?ED; 7JJ;D:?IJ7 H?IF;JJE
7: ?D:?97P?ED? 9>; FHEL;D?II;HE :7BB7 �?0$. ; :7 �(�$� �?DD7DP? 7 GK;IJ?
;B;C;DJ? :? ?D9;HJ;PP7 ?B 9ECKD; :? 0;HED7
 9EC; 7BJH; 7CC?D?IJH7P?ED?
:? :?C;DI?ED; ;B;L7J7
 >7 I9;BJE 7KJEDEC7C;DJ; :? 7=?H; I;9ED:E KD7
B?D;7�:?�=H7:K7B;�97C8?7C;DJE�
-F;H?C;DJ7H; ?DDEL7P?ED? 7 B?L;BBE :? L7BKJ7P?ED; ?D:?L?:K7B;� &\7IF;JJE
F?X ?DJ;H;II7DJ; :;BB\;IF;H?;DP7 :;B 9ECKD; :? 0;HED7 T H7FFH;I;DJ7JE
:7BBE IJ7:?E 7L7DP7JE :? 7FFB?97P?ED; :;BB7 :?I9?FB?D7 F;H B7 L7BKJ7P?ED;
:;B F;HIED7B; 9>;
 ?D 7DJ?9?FE H?IF;JJE 7BB7 H?<EHC7
 >7 9E?DLEBJE JKJJE ?B
F;HIED7B; 9ED KD7 C;JE:EBE=?7 9>; 9EDJ;CFB7 B\7D7B?I? :;? H?IKBJ7J? =;�
IJ?ED7B? ;
 ?DI?;C;
 GK;BB7 :;? 9ECFEHJ7C;DJ? EH=7D?PP7J?L?� $DEBJH;
 <7JJE
H7HE JH7 B; 7CC?D?IJH7P?ED? 9ECKD7B?
 ?B 9ECKD; >7 :;<?D?JE JH; <7I9; :?
C;H?JE �F7H? 7B ���
 ��� ; ��� :;B F;HIED7B;� 7BB; GK7B? >7 :?IJH?8K?JE ?D
CE:E :?<<;H;DP?7JE B; H?IEHI; :;B <ED:E :? FH;C?7B?JS
 =?S 7 F7HJ?H; :7B <ED�
:E ����
 :?IJH?8K?JE D;B ����
 I;DP7 F;HW ;I9BK:;H; :7? FH;C? B7 <7I9?7
F?X :;8EB;� &\;IF;H?;DP7 T ?DJ;H;II7DJ; 7D9>; F;H9>U T IJ7J7 9EDJH7JJ7J7
; DED 9ED9;HJ7J7 9ED B; ))� --�
 :?CEIJH7D:E 9>; =;IJ;D:E 9ED ;<<?97�
9?7 B; H;B7P?ED? I?D:797B? T FEII?8?B; H?CKEL;H; 7JJ;==?7C;DJ? FH;=?K:?P?7�
B?�
-L?BKFF7H; KD\?D<EHC7J?97 B;==;H7 7B I;HL?P?E :;BB\7CC?D?IJH7P?ED;� /D
KBJ;H?EH; ;B;C;DJE ?DJ;H;II7DJ; :;BB\;IF;H?;DP7 L;HED;I; T 9EIJ?JK?JE
:7BB\KIE :?<<KIE ; B;==;HE :;BB; J;9DEBE=?; $�. ?D JKJJ? ? 9ECF7HJ?
:;BB\7CC?D?IJH7P?ED;� "K?:7J7 :7 KD :?H?=;DJ; 9ECF;J;DJ;
 9ED KD7 FH;�
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9;:;DJ; ;IF;H?;DP7 D;BB\?D:KIJH?7 ?D<EHC7J?97
 B\KD?JS 9>; =;IJ?I9; ? I;H�
L?P? :? ?D<EHC7J?97 F;H ?B 9ECKD; >7 H;7B?PP7JE KD7 I;H?; :? 7FFB?97P?ED?
:;:?97J; 7? :?L;HI? I;JJEH?
 ?DJ;=H7D:EB; 7B B?L;BBE :;BB\?DJ;H<799?7 9ED ?B
browser ; 7 B?L;BBE :;? :7J? 9ED KD I?IJ;C7 :? datawarehousing
 9>; 9ED�
I;DJ; B\?DJ;=H7P?ED; :;BB; 87I? :? :7J? :;B 9ECKD;� (;BBE IJ;IIE J;CFE
 ?B
9ECKD; T H?KI9?JE D;B J;CFE 7 :EJ7H; JKJJ? ? FEIJ? :? B7LEHE 9ED IJ7P?ED?
:? B7LEHE 9EBB;=7J; ?D KD7 intranet ; 9ED internet� 07 H?9EH:7J7
 ?DEBJH;
 B7
:?<<KI?ED; :;BB7 H;J; wi-fi D;B J;HH?JEH?E :;B 9ECKD;
 EJJ;DKJ7 7D9>\;II7 7
9EIJ? 9EDJ;DKJ? ?DIJ7BB7D:E ?CF?7DJ? :? FHEF7=7P?ED; :;B I;=D7B; ; H?F;J?�
JEH?�FH;IIE�I;C7<EH?�;�H?B;L7JEH?�:?�FH;I;DP7�

Lesson learned. Opportunità e criticità nel
percorso di cambiamento del comune di Reggio
Emilia
$DJ;=H7H; 7 B?L;BBE D7J?LE B; <7I? :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED;
:;BB7 performance ; ? :E9KC;DJ? :? FHE=H7CC7P?ED;
 F;H :7H; EH?=?D;
:? <7JJE 7B 9?9BE ?DJ;=H7JE :;BB7 performance� �EC; =?S ;L?:;DP?7JE
 ?B I?�
IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance :;B 9ECKD; :?
,;==?E  C?B?7 I? 87I7 IK KDE I9>;C7 9>?7HE ; B?D;7H; :? H;B7P?ED? JH7
FHE=H7CC?
 E8?;JJ?L?
 7P?ED? IJH7J;=?9>; ; FHE:EJJ?I;HL?P?� � 9?7I9KD FHE�
=H7CC7 9EHH?IFED:EDE E8?;JJ?L?
 7P?ED? ; FHE:EJJ?FHE=;JJ? =;IJ?ED7B? ;
IJH7J;=?9?� +K;IJ7 H;B7P?ED; KD?LE97 ; ?B 9EBB;=7C;DJE :?H;JJE JH7 FHE:EJ�
J?FHE=;JJ? ; EH=7D?PP7P?ED; 7JJH7L;HIE ?B * " 9EDI;DJ; :? H7FFH;I;DJ7H;
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?D CE:E 7BJH;JJ7DJE I;CFB?9; ; B?D;7H; B; H?IEHI; 7BBE97J; 7 B?L;BBE I;C?�
7==H;=7JE �7P?ED? IJH7J;=?9>;� ; 7 B?L;BBE :? FHE=H7CC7� &; H?IEHI; 7BBE�
97J; 7 9?7I9KD FHE=H7CC7 IEDE :;<?D?J; F7HJ;D:E :7B H7==HKFF7C;DJE
:;BB; H?IEHI; 7JJH?8K?J; 7 9?7I9KD FHE=;JJEFHE:EJJE ?D 9K? ;IIE I? 7HJ?9E�
B7� $ :E9KC;DJ? :? FHE=H7CC7P?ED; 9>; <7DDE F7HJ; :;B 9?9BE ?DJ;=H7JE
:;BB7 performance IEDE B; B?D;; FHE=H7CC7J?9>; :? C7D:7JE 9>; 9ED�
J;D=EDE =B? E8?;JJ?L? IJH7J;=?9? F;H ?B GK?DGK;DD?E :? H?<;H?C;DJE� B7 ,**
9>; ;IFB?9?J7
 ?D KD EH?PPEDJ; J;CFEH7B; :? JH; 7DD?
 =B? E8?;JJ?L? :? EH?P�
PEDJ; IJH7J;=?9E ?D:?L?:K7D:E B; H?IEHI; D;9;II7H?; 7B H7==?KD=?C;DJE�
?B 8?B7D9?E FBKH?;DD7B; ; GK;BBE FH;L?I?ED7B; 9>; 9EDJ;D=EDE B; FH;L?I?E�
D? :?  DJH7J7 ; :? -F;I7 H;B7J?L; 7B JH?;DD?E ; 7BB\7DDE :? H?<;H?C;DJE� ?B
* " 9>; EBJH; 7=B? ;B;C;DJ? <?D7DP?7H? 9EDJ?;D; I?7 =B? E8?;JJ?L? :? =;IJ?E�
D;
 I?7 B\?D:?L?:K7P?ED; :;=B? IJHKC;DJ? ; :;BB; :EJ7P?ED? EH=7D?9>; KJ?B?P�
P7J; F;H B7 H;7B?PP7P?ED; :? ;II?� $B GK7:HE T 9ECFB;J7JE 9ED ?B 9EDIKDJ?LE
:;BB7 H;B7P?ED; FH;L?I?ED7B; ; FHE=H7CC7J?97 ; :;B * " 9>; H;D:?9ED�
J7DE B\7JJ?L?JS ILEBJ7 ; L;H?<?97DE ?B H7==?KD=?C;DJE :;=B? E8?;JJ?L? :;<?D?J?
ex ante ?D I;:; :? FHE=H7CC7P?ED;� $B H799EH:E JH7 JKJJ? ? :E9KC;DJ? GK?
:;B?D;7J? F;HC;JJ; :7 KD B7JE :? :;<?D?H; E8?;JJ?L? IJH7J;=?9? 9>; H?IFED:7�
DE I?7 7? 8?IE=D? ;<<;JJ?L? :;BB7 9EBB;JJ?L?JS ; :;BB\7C8?;DJ; :? H?<;H?C;DJE
I?7 9>; I?7DE ?D B?D;7 9ED =B? E8?;JJ?L? FEB?J?9?
 :7BB\7BJHE F;HC;JJ; 9>; J7B?
E8?;JJ?L? L;D=7DE IL?BKFF7J? ; J;DKJ? IEJJE 9EDJHEBBE =H7P?; 7BB7 BEHE 7HJ?9E�
B7P?ED;�?D�7P?ED?�;�FHE:EJJ?�E�FHE=;JJ?�
,;D:;H; GK7DJE F?X 9>?7H7 9>?7H7 ; B?D;7H; B7 H;B7P?ED; JH7 I?IJ;C7 :?
C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7 ; I?IJ;C7 :?
L7BKJ7P?ED; :;B F;HIED7B;� $B H799EH:E JH7 ?B I?IJ;C7 :? C?IKH7P?ED; ; L7�

Esperienze e leading pratice in alcune amministrazioni locali



BKJ7P?ED; :;BB7 performance ; ?B I?IJ;C7 :? L7BKJ7P?ED; :;B F;HIED7B; ;
FH;C?7B?JS T :;9?I7C;DJ; <EHJ;� .7B; H799EH:E T :7JE I?7 7 B?L;BBE L;HJ?�
97BC;DJ;
 EL; B; B?D;; IJH7J;=?9>; ; ? FHE=H7CC? IEDE JH7:EJJ? ?D E8?;JJ?L?
:7? :?H?=;DJ?
 I?7 EH?PPEDJ7BC;DJ; IKBB7 87I; :;BB\EH=7D?PP7P?ED; :;BB; 7J�
J?L?JS �FHE=;JJ?FHE:EJJ?� ?D H?IF;JJE :;BB7 IJHKJJKH7 EH=7D?PP7J?L7� $B * " T
BE IJHKC;DJE =H7P?; 7B GK7B; ? :K; I?IJ;C? >7DDE KD FKDJE :? 9EDJ7JJE ?D
GK7DJE =7H7DJ?I9; B7 9EHH?IFED:;DP7 JH7 E8?;JJ?L? <?II7J?
 H?IKBJ7J? H7==?KDJ?
; H?IEHI; KC7D; 9E?DLEBJ;� "H7P?; 7 GK;IJE I?IJ;C7 7 9?7I9KD IE==;JJE
EF;H7DJ; D;BB\;DJ; IEDE 9>?7H7C;DJ; ;IFB?9?J7J? =B? E8?;JJ?L? :7 H7==?KD�
=;H; ; B; H;IFEDI78?B?JS 9K? =B? 9ECF;JEDE� $DEBJH;
 ?B I?IJ;C7 FH;C?7DJ;
;II;D:E 87I7JE 7D9>; IKB H7==?KD=?C;DJE :;=B? E8?;JJ?L? :? performance

:;BB\;DJ; ; IKB H7==?KD=?C;DJE 7B ���� :;=B? E8?;JJ?L? :? IJHKJJKH7
 =7H7D�
J?I9; DED IEBE ?B H799EH:E 9ED ?B I?IJ;C7 :? L7BKJ7P?ED; ?D:?L?:K7B;
 C7
=7H7DJ?I9;�KBJ;H?EHC;DJ;�?B�H799EH:E�JH7�?�JH;�I?IJ;C?�9EIV�:;B?D;7J?�

Lesson learned. Opportunità e criticità nel
percorso di cambiamento dell’Unione dei comuni
della Bassa Romagna
�:EJJ7H; KD 7FFHE99?E F7HJ;9?F7J?LE� *KDJE :? <EHP7 :;B FHE9;IIE :?
IL?BKFFE :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance

:;BB\/D?ED; :;? 9ECKD? :;BB7 �7II7 ,EC7=D7
 DED9>U :;B F?7DE :;BB7
performance 7:EJJ7JE T I;DP\7BJHE B\7FFHE99?E F7HJ;9?F7J?LE I;=K?JE�  I�
I;D:E B\/D?ED; 9ECFEIJ7 :? DEL; 9ECKD? 9EDJH7::?IJ?DJ? :7 F;H9EHI? :?�
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L;HI?
 C7==?EH7DP; :?L;HI; ; :?L;HI? I?IJ;C? ?D<EHC7J?L?
 GK;BBE F7HJ;9?�
F7J?LE I? T H?L;B7JE KD 7FFHE99?E E88B?=7JE F;H <7H; ?D CE:E 9>; JKJJ? ?
9ECKD? 9ED:?L?:;II;HE
 DED IEBJ7DJE ?B F;H9EHIE :7 <7H;
 C7 7D9>; ? FHE�
=H;II? EJJ;DKJ?
 J7FF7 :EFE J7FF7� $B CEJEH; :;B 97C8?7C;DJE IEDE IJ7�
J? ?B :?H;JJEH; =;D;H7B; ;: ?B FH;I?:;DJ; :;BB\KD?ED; 9>; >7DDE <EHJ;C;D�
J; LEBKJE DED IEBE 9>; B\/D?ED; ;LEBL;II; 9ED KD 9ED<;H?C;DJE I;CFH;
F?X 7CF?E :? I;HL?P? :7? I?D=EB? 9ECKD?
 C7 7D9>; 9>; GK;IJ7 ;LEBKP?ED;
<EII; IL?BKFF7J7 D;B IEB9E JH799?7JE :7BB7 H?<EHC7� I;HL?P? 9ED<;H?J? :7? 9E�
CKD? 7BB\KD?ED; ; H?EH=7D?PP7J? I;=K;D:E B; ?D:?97P?ED? :;B :;9H;JE ���
���� 4&;==? ?B J;IJE ?D H;J; 5 F;H GK7DJE H?=K7H:7 ?B 9?9BE :? =;IJ?ED; :;B�
B7 performance� �D9>; ? :?H?=;DJ? >7DDE ILEBJE KD HKEBE <ED:7C;DJ7B; ?D
J7B I;DIE
 ?D J7BKD? 97I? 7:;H;D:E ;DJKI?7IJ?97C;DJ; 7BB\7FFHE99?E :;<?D?�
JE�F;H�B7�=;IJ?ED;�:;BB\7CFB?7C;DJE�:?�<KDP?ED?�
�JJH?8K?H; 7BB\)$0 KD HKEBE 9ED9H;JE :? partner D;BBE IL?BKFFE :;B I?IJ;C7
:? C?IKH7P?ED;� *;H GK7DJE H?=K7H:7 B\)$0
 GK;IJ\EH=7DE T IJ7JE DEC?�
D7JE 9EDI;=K;DJ;C;DJ; 7=B? ?DJ;DJ? 9>; B\/D?ED; :;I?:;H7L7 F;HI;=K?H;�
F;HIED; ;IJ;HD; 9ECF;J;DJ? 9>; >7DDE 7:;H?JE 7B F;H9EHIE JH799?7JE :7B
�" ; 9EBB78EH7JE 7 FEHJ7HBE 7L7DJ?� $B :?I;=DE 9ECFB;II?LE :;B I?IJ;C7 :?
C?IKH7P?ED; ; :;B 9?9BE :? =;IJ?ED; :;BB7 performance T IJ7JE ;B78EH7JE
:7B �" ;�:7?�IKE?�F?X�IJH;JJ?�9EBB78EH7JEH?�;�<7JJE�FHEFH?E�:7BB\)$0�
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Lesson learned. Opportunità e criticità nel
percorso di cambiamento del comune di Arezzo
Attribuire all’)$0)$0 un ruolo concreto di sponsor dello sviluppo del si-
stema di misurazione. &7 I9;BJ7 <7JJ7 GK7B9>; 7DDE <7 :7BB\7CC?D?IJH7�
P?ED; 9ECKD7B; :? �H;PPE :? :EJ7HI? :? KD DK9B;E :? L7BKJ7P?ED; 9ECFE�
IJE :7 FHE<;II?ED?IJ? ;IJ;HD? 9ED 9ECF;J;DP; IF;9?<?9>; D;B 97CFE :;BB7
C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance I? T :?CEIJH7J7 ;IJH;C7�
C;DJ; KJ?B; 7D9>; 7? <?D? :;BB\7JJH?8KP?ED; :? KD HKEBE 7JJ?LE 7BB\EH=7D?ICE
?D:?F;D:;DJ; :? L7BKJ7P?ED;� &7 9EC8?D7P?ED; JH7 B; 9ECF;J;DP; GK7�
B?<?97J; :;B DK9B;E
 JH7I<EHC7JE FE? ?D )$0
 ; B7 I;DI?8?B?JS :;B :?H;JJEH;
=;D;H7B; 7B 97C8?7C;DJE ;: 7B C?=B?EH7C;DJE :;BB7 FHEFH?7 EH=7D?PP7�
P?ED; >7 <7JJE IV 9>; B\;DJ; BE97B; 788?7 7<<HEDJ7JE B\?DJHE:KP?ED; :;B ��
&=I� ������� 4&;==? ?B J;IJE ?D H;J; 5 :;B ���� 9ED KD 7FFHE99?E :;9?�
I7C;DJ; FHE7JJ?LE� )LL?7C;DJ; 7B9KD? :?H?=;DJ? >7DDE 7:;H?JE ;DJKI?7IJ?�
97C;DJ; 7B FHE=;JJE C;DJH; 7BJH? C7D?<;IJ7JE EIJ79EB? ; H;I?IJ;DP;
 C7
B7 9EDL?DP?ED; =;D;H7B; T 9>; I?7 IJ7J7 ?DJH7FH;I7 :7BB\7CC?D?IJH7P?ED;
KD7 IJH7:7 9EHH;JJ7� �;B H;IJE
 D;B 97IE :;B 9ECKD;
 B7 =?KDJ7
 FH;IIE�
9>U 7 <?D; C7D:7JE
 DED >7 ILEBJE KD HKEBE :? IFHED; 7BB\7JJK7P?ED; :;BB7
H?<EHC7 ; D; >7 :;B;=7JE B7 =;IJ?ED; 7B L;HJ?9; 7CC?D?IJH7J?LE ;L?J7D:E
F;H7BJHE :? FEHH; ?D ;II;H; EIJ79EB? 7B FHE=;JJE
 ?D I;=DE :? IJ?C7 ; <?:K9?7
D;?�9ED<HEDJ?�:;BB\7CC?D?IJH7P?ED;�
Compensare quanto prima carenze relative agli indirizzi strategici
dell’organo di vertice politico. &\?CF7JJE D;=7J?LE :;H?L7DJ; :7BB7 FHEI�
I?C?JS :;BB7 I97:;DP7 :;B C7D:7JE I? T <7JJE I;DJ?H; D;BB7 C7D97DP7
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:? ?D:?H?PP? IJH7J;=?9? 7? GK7B? 7D9EH7H; ?B F?7DE :;BB7 performance�
&\;B78EH7P?ED; :? KD F?7DE IJH7J;=?9E T ?D<7JJ? KD\;I?=;DP7 FH?EH?J7H?7�
*;H 7LL?7H; 9ECF?KJ7C;DJ; ?B FHE9;IIE :? 97C8?7C;DJE T D;9;II7H?E
9>; D;BB7 FHEII?C7 B;=?IB7JKH7 ?B C7D:7JE ;B;JJEH7B; I?7 JH7:EJJE ?D KD
;<<?979; :E9KC;DJE 9EDJ;D;DJ; B; B?D;; FHE=H7CC7J?9>; :7 I;=K?H; ;
97F79; :? :;I9H?L;H; B\?CF7JJE 9>; ?B L;HJ?9; FEB?J?9E I? 7IF;JJ7 B\7P?ED;
:;BB\7CC?D?IJH7P?ED;�I?7�?D�=H7:E�:?�FHE:KHH;�D;B�IKE�J;HH?JEH?E�

';DK a  IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B? a
�� Lesson learned ;�C?=B?EH7C;DJ?�?DJH7FH;I?

3.2 Le leading practice emerse

&7 I9;BJ7 :;BB; 7CC?D?IJH7P?ED? BE97B? F?BEJ7 9E?DLEBJ; D;B FHE�
=;JJE T 7LL;DKJ7 9ED B\E8?;JJ?LE :? ?:;DJ?<?97H;
 FHEFH?E
D;BB\7C8?JE :;BB; ;IF;H?;DP; C7JKH7J; ?D GK;IJ; 7CC?D?IJH7�
P?ED?
 :;BB; leading practice 9>; FEJ;II;HE ;II;H; :? H?<;H?�
C;DJE F;H JKJJ; B; 7BJH; 7CC?D?IJH7P?ED?� $B F;H9EHIE :? 7D7B?I?
ILEBJE >7 9ED<;HC7JE KD ;B;C;DJE 9>; ;H7 IJ7JE =?S FH;L?IJE
?D <7I; :? FHE=;JJ7P?ED; :;BB7 H?9;H97 T 9?ET 9>;
 H?IF;JJE 7B
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J;C7 :;BB7 C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance EH�
=7D?PP7J?L7
 7B CEC;DJE DED T FEII?8?B; ?:;DJ?<?97H; KD7 best

practice
 KD\;IF;H?;DP7 9?ET
 9>; IEJJE ?B FHE<?BE :? JKJJ? ? <7JJEH?
;: ? 9H?J;H? FH;I? ?D 9EDI?:;H7P?ED;
 FH;I;DJ? KD B?L;BBE ;B;L7JE
:?�;LEBKP?ED;�
.7DJE F;H B7 9ECFB;II?JS :;B J;C7
 ;L?:;DP?7JE D;BB7 D;9;II?�
JS
 7D9>; ?D <7I; :? 7D7B?I?
 :? H?9EHH;H; 7 CEBJ;FB?9? 9H?J;H? :?
7D7B?I? ; L7BKJ7P?ED;
 GK7DJE B\;J;HE=;D;?JS :;BB; 7CC?D?IJH7�
P?ED? 9EDI?:;H7J;
 IK==;H?I9EDE 9>; KD7 I?D=EB7 best practice

DED I?7 :? F;H IU FEII?8?B; ; F?KJJEIJE I?7DE ?:;DJ?<?978?B? 7F�
FKDJE leading practice ?D =H7:E :? <EHD?H; KJ?B? IFKDJ? 7BB7 FHE�
=;JJ7P?ED; ;: 7B C?=B?EH7C;DJE :;? I?IJ;C? :? C?IKH7P?ED; ;
L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7 :? GK;BB; 7CC?�
D?IJH7P?ED? 9>; 7D9EH7 DED >7DDE FHELL;:KJE 7: ?DJ;HL;D?H;
E
 F?X I;CFB?9;C;DJ;
 LE=B?E 9ED<HEDJ7H; B7 FHEFH?7 ;IF;H?;D�
P7�9ED�7BJH;�
$ F7H7=H7<? 9>; I;=KEDE FHEL;H7DDE 7: ;L?:;DP?7H;
 F;H GK;B�
B; 7CC?D?IJH7P?ED? F?BEJ7 9>; F?X :;BB; 7BJH; IEDE I;C8H7J; ?D
=H7:E :? E<<H?H; ;B;C;DJ? :? IFKDJE ��;H=7CE
 0;HED7
 ,;==?E
 C?B?7
 /D?ED; �7II7 ,EC7=D7
 �H;PPE�
 B; IF;9?<?9>; IE�
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BKP?ED? 9>; IEDE IJ7J; 9EDI?:;H7J; leading practice� /D\KJ?B;
I?DJ;I? :;BB; 97J;=EH?; :? leading practice ;C;HI; :7BB\7D7B?I?
; :?IJ?DJ; ?D H;B7P?ED; 7 JH; J;C? :? 7D7B?I? :;B I?IJ;C7 :? C?IK�
H7P?ED; ; L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7 T 9ED�
J;DKJ7�D;B�I;=K;DJ; I9>;C7���

_ Leading practiceLeading practice

e Tema 1. Le Condizioni abilitanti

d �CF?E�;�:?<<KIE�9ECC?JJC;DJ�?DJ;HDE�
d �>?7H;PP7�:;?�HKEB?�;�:;BB;�H;IFEDI78?B?JS�
d $DL;IJ?C;DJE�D;BB;�IJHKJJKH;�:?�IKFFEHJE�
d $DJ;=H7P?ED;�:;?�I?IJ;C?�?D<EHC7J?L?�

e Tema 2. Il sistema di misurazione e valutazione della
performanceperformance organizzativa

d �>?7H7 ?:;DJ?<?97P?ED; :;=B? 7C8?J? :? C?IKH7P?ED; :;BB7
performance ; :;? 9EBB;=7C;DJ? 9>; IKII?IJEDE <H7 ;I�
I?�
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d �CF?E H?9EHIE 7: ?D:?97JEH? H?B;L7J? 7JJH7L;HIE C;JE:E�
BE=?;�I;B;P?ED7J;�?D�H;B7P?ED;�7�9?7I9KDE�:;=B?�7C8?J?�

d �F;HJKH7 :;B FHE9;IIE :? C?IKH7P?ED; ; :;B I?IJ;C7 7:
?DJ;HBE9KJEH?�?DJ;HD?�;:�;IJ;HD?�7BB\7CC?D?IJH7P?ED;�

d $DJ;=H7P?ED; :;BB7 H?B;L7P?ED; 9EDJ78?B; <?D7DP?7H?7 9ED
H?B;L7P?ED;�;9EDEC?9E�F7JH?CED?7B?�;:�;NJH7�9EDJ78?B?�

e Tema 4. La valutazione della performanceperformance

d .;CF;IJ?L?JS :;? J;CF? B;=7J? 7B FHE9;IIE :? L7BKJ7P?E�
D; ; 7BB7 FK88B?97P?ED; :;BB7 H;B7P?ED; IKBB7 perfor-

mance�
d �BB?D;7C;DJE�<H7�F?7DE�; H;B7P?ED;�IKBB7 performance�
d !EHJ; HKEBE :? FHEFKBI?ED; :;BB7 :?H;P?ED; =;D;H7B; D;B
:?<<ED:;H; B7 FH7J?97 :? L7BKJ7P?ED; :;BB7 performance

EH=7D?PP7J?L7�9E?DLEB=;D:E�B7�:?H?=;DP7�

Schema 1 – Leading practice

$B GK7:HE 9>; ;C;H=; ; 9>; >7 ?IF?H7JE B7 H;:7P?ED; :;? FH?D�
9?F? ; 9H?J;H? F;H B7 FHE=;JJ7P?ED; ; BE IL?BKFFE :;B 9?9BE :? =;�
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IJ?ED; :;BB7 performance
 ;L?:;DP?7 9EC; B; 7CC?D?IJH7P?ED?
9>; =?S 7L;L7DE H?<B;JJKJE ?D F7II7JE IKB 9?9BE :? FHE=H7CC7�
P?ED; ; 9EDJHEBBE
 H?9EDEI9;D:E KD7 9;HJ7 KJ?B?JS 7BB7 :;<?D?P?E�
D; :;=B? E8?;JJ?L? ;: 7BB\7JJ?L7P?ED; :? IJHKC;DJ? F;H ?B 9EDJHEBBE
87I7J? IKBB7 H799EBJ7 I?IJ;C7J?97 :? ?D:?97JEH?
 I? JHEL7DE E==?
7: KDE IJ7:?E :? ;LEBKP?ED; C7==?EH; H?IF;JJE 7 GK;BB; 7CC?�
D?IJH7P?ED? 9>; IEDE H?C7IJ; 7D9EH7J; 7: KD7 L?I?ED; C?D?C7
:;? I?IJ;C? :? FHE=H7CC7P?ED;
 9EBB;=7J? ?D C7D?;H7 KD?LE97
7=B? IJHKC;DJ? :? FHE=H7CC7P?ED; ;9EDEC?9E�<?D7DP?7H?7� $ H?�
GK7:H? 9>; I;=KEDE
 7 9ECFB;J7C;DJE :;BB; FH7J?9>; ?D 9EHIE
FH;IIE B; :?L;HI; 7CC?D?IJH7P?ED? C;II; ?D ;L?:;DP7 ?D 9EHH?�
IFED:;DP7 :;BB\;IFEI?P?ED;
 D;B 97F?JEBE �
 :;BB\;I?JE :;BB; re-

view ILEBJ;
 9EDI;DJEDE :? FEHH; ?D H?B?;LE =B? ;B;C;DJ? 9>; IE�
DE IJ7J? 9EDI?:;H7J? F?X ?DDEL7J?L? <H7 GK;BB? ?D9EDJH7J? D;B 9EHIE
:;BB\7D7B?I?�

Leading practice. Il processo di sviluppo del piano
della performance del comune di Bergamo
�B <?D; :? IL?BKFF7H; ?B FHEFH?E 9?9BE :? =;IJ?ED; :;BB7 performance ?B 9E�
CKD; :? �;H=7CE >7 ?DJH7FH;IE KD F;H9EHIE <EHC7J?LE :;? :?H?=;DJ? 9ED
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B\7C8?P?EIE ; I<?:7DJ; E8?;JJ?LE :? FH;:?IFEHH; ?B F?7DE :;BB7 performance

:;B 9ECKD; :? �;H=7CE D;BB\EH?PPEDJ; J;CFEH7B; :? �� =?EHD?� :7B �Q <;8�
8H7?E ���� 7B �� C7HPE ����� *;H <79?B?J7H; ?B FHE9;IIE :? H;:7P?ED; :;B
F?7DE ; F;H I<HKJJ7H; B; I?D;H=?; :;H?L7DJ? :7BB; :?L;HI; 9ECF;J;DP; ;
FHE<;II?ED7B?JS IL?BKFF7J; :7? :?H?=;DJ? 9ECKD7B?
 B7 :?H;P?ED; =;D;H7B; >7
IJ78?B?JE B7 BEHE IK::?L?I?ED; ?D JH; =HKFF? :? B7LEHE ECE=;D;? ?D 87I; 7BB;
C7J;H?; ; I;HL?P? :? BEHE 9ECF;J;DP7� $D F7HJ?9EB7H; ? =HKFF? :? B7LEH? ;H7�
DE�9EIV�9ED<?=KH7J?�

_ I;HL?P? 7BB7 F;HIED7� 9K? >7DDE F7HJ;9?F7JE 9?DGK; :?H?=;DJ? H;IFEDI7�
8?B? :? I;HL?P? IE9?7B? ; ;:K97J?L?
 I;HL?P? 9KBJKH7B? ; JKH?ICE
 $IJ?JKP?ED;
F;H ? I;HL?P? 7BB7 F;HIED7
 FHE=;JJE -?9KH;PP7 /H87D7 ; �EHFE :? FEB?P?7
BE97B;�

_ J;HH?JEH?E
 7C8?;DJ; ; ?D<H7IJHKJJKH;� 9K? >7DDE F7HJ;9?F7JE I;JJ; :?H?�
=;DJ? H;IFEDI78?B? :? IJHKJJKH7 D;BB; 7H;; J;9D?9>; :;BB; FEB?J?9>; :;B J;H�
H?JEH?E�;�:;?�B7LEH?�FK88B?9?�

_ I;HL?P? :? staff ?DJ;HD?� 9K? >7DDE F7HJ;9?F7JE GK7JJHE :?H?=;DJ? H;IFED�
I78?B? :? IJHKJJKH7 D;BB; 7H;; �<<7H? ?IJ?JKP?ED7B?
 H?IEHI; <?D7DP?7H?; ; �L�
LE97JKH7�9ECKD7B;�

$B B7LEHE I? T ILEBJE 7JJH7L;HIE 9?DGK; ?D9EDJH? JH7 ? :?H?=;DJ? :;? JH; =HKFF?
:? B7LEHE ;: ;IF;HJ? :? -�� �E99ED? KD?J7C;DJ; 7 :K; CEC;DJ? :? 9ED�
:?L?I?ED;
 ?DJ;=H7P?ED; ; IL?BKFFE :;B F?7DE :;BB7 performance 7? GK7B?
>7DDE F7HJ;9?F7JE JKJJ? ? :?H?=;DJ? ?D I;:KJ7 FB;D7H?7� $B IKFFEHJE :? -��
�E99ED? 7? :?H?=;DJ? :;B 9ECKD; I? T 87I7JE IKBB7 9ED:?L?I?ED; :;B CE:;B�
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BE :? H7FFH;I;DJ7P?ED; :;BB7 performance
 IKBB7 :;<?D?P?ED; :;BB; BE=?9>;
:? <ED:E F;H B7 C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?�
L7 ; IKB CED?JEH7==?E ; ?DJ;=H7P?ED; :;B B7LEHE ILEBJE ?D CE:E 7KJEDECE
:7 9?7I9KD �?H?=;DJ;� &7 :?H;P?ED; =;D;H7B; >7 ILEBJE KD\?CFEHJ7DJ; <KD�
P?ED; :? ?CFKBIE 7BB7 H;:7P?ED; :;B F?7DE ; 7BB7 F7HJ;9?F7P?ED; 7JJ?L7 :?
9?7I9KD �?H?=;DJ; ; >7 EF;H7JE 9EC; H799EH:E 9EIJ7DJ; JH7 ? :?L;HI? 9ED�
JH?8KJ? FHE:EJJ?� $B F;H9EHIE :? <EHC7P?ED; T IJ7JE KD\?CFEHJ7DJ; E997I?ED;
:? 9EEH:?D7C;DJE ?DJ;HDE :;BB\7CC?D?IJH7P?ED; DED9>U KD 7FFH;PP78?B;
;I;CF?E 9>; B; I?D;H=?; I<HKJJ7J; 7JJH7L;HIE ?B B7LEHE :? IGK7:H7 FEIIEDE
9ED:KHH;�7�;IF;H?;DP;�;B;L78?B?�7�C?=B?EH�FH7J?97�
$B F?7DE :;BB7 performance ���� ����� FH;:?IFEIJE :7? :?H?=;DJ? :;B 9E�
CKD; :? �;H=7CE 9ED ?B IKFFEHJE ; ?B CED?JEH7==?E :? -�� �E99ED? >7
<7LEH?JE KD7 L?I?ED; :\?DI?;C; :;=B? 7C8?J? BKD=E ? GK7B? ?B 9ECKD; :? �;H�
=7CE C?IKH7 ; L7BKJ7 B7 IK7 performance� $D F7HJ?9EB7H; ?B F?7DE :;BB7
performance ?:;DJ?<?97�9?DGK;�7C8?J?�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�

_ *HE=H7CC? IJH7J;=?9?� ?B 9ECKD; :? �;H=7CE >7 ?:;DJ?<?97JE IKBB7 87I;
:;BB; B?D;; FHE=H7CC7J?9>; :? C7D:7JE ���� ����� B; FH?EH?JS IJH7J;=?�
9>; :;BB\;DJ;
 ?:;DJ?<?97D:E B; <7I? F;H B7 BEHE 7JJK7P?ED; ; =B? ?D:?97JEH?
F;H�C?IKH7HD;�;�L7BKJ7HD;�B7 performance�

_ �JJ?L?JS ; I;HL?P?� ?B 9ECKD; :? �;H=7CE >7 ?:;DJ?<?97JE B; 7JJ?L?JS ; ? I;H�
L?P? 9>?7L; ;HE=7J? 7 9?JJ7:?D? ; 7BJH? FEHJ7JEH? :? ?DJ;H;II; ?:;DJ?<?97D:E
?D:?97JEH?�:?�GK7DJ?JS
�GK7B?JS
�;<<?9?;DP7�;:�;<<?979?7�

_ -J7JE :? I7BKJ;� ?B 9ECKD; :? �;H=7CE >7 ?:;DJ?<?97JE ?D:?97JEH? LEBJ?
7BB7 C?IKH7P?ED; ; L7BKJ7P?ED; :;BB\;GK?B?8H?E ;9EDEC?9E Y <?D7DP?7H?E
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:;BB\;DJ;
 :;BB7 I7BKJ; EH=7D?PP7J?L7 :;BB\EH=7D?PP7P?ED; ; :;BB7 I7BKJ;
:;BB;�H;B7P?ED?�9ED�?�9?JJ7:?D?�;�7BJH?�FEHJ7JEH?�:?�?DJ;H;II;�

_ $CF7JJ?� ?B 9ECKD; :? �;H=7CE >7 ?:;DJ?<?97JE =B? ?CF7JJ? 9>; 9ED9EHH;
7�FHE:KHH;�IKB�J;HH?JEH?E�:?�H?<;H?C;DJE�

_ benchmarking� ?B 9ECKD; :? �;H=7CE >7 ?:;DJ?<?97JE =B? 7C8?J? ; 7BJH;
7CC?D?IJH7P?ED?�9ECKD7B?�9ED�9K?�?D?P?7H;�KD�9ED<HEDJE�

$B F?7DE :;BB7 performance
 7:EJJ7JE :;<?D?J?L7C;DJ; :7 F7HJ; :;BB7 =?KDJ7
D;B C;I; :? C7==?E ����
 ; ?B H;B7J?LE :E9KC;DJE :? H;D:?9EDJ7P?ED; �B7
H;B7P?ED; IKBB7 performance� IEDE IJ7J? 9ED9;F?J? 9EC; IJHKC;DJ? I;CFB?�
9?
 :? <79?B; 9ECFH;DI?ED;
 7BJ7C;DJ; ?DJ;H7JJ?L? ; 9ED B\E8?;JJ?LE DED IEBE
:? F;HC;JJ;H; 7BB\7CC?D?IJH7P?ED; :? H799EDJ7H; GK;BBE 9>; >7 <7JJE
 9>;
IJ7 <79;D:E ; 9>; H;7B?IJ?97C;DJ; <7HS C7 7D9>; :? 7LL?9?D7H; ? 9?JJ7:?D?
;�=B?�7BJH?�FEHJ7JEH?�:?�?DJ;H;II;�7BB7�FHEFH?7�7CC?D?IJH7P?ED;�9ECKD7B;�

Leading practice. La misurazione e valutazione
della performance individuale nel comune di
Verona
"B? 7IIKDJ? :;BB7 L7BKJ7P?ED; 7BB\?DJ;HDE :;B 9ECKD; :? 0;HED7 L;HJEDE
IKBB\?:;7 9>; KD FHE9;IIE :? L7BKJ7P?ED; E==;JJ?L7 I?7 KD :?H?JJE
 ;: 7BBE
IJ;IIE J;CFE KD :EL;H;
 I?7 :;BB\EH=7D?PP7P?ED; 9>; :;B B7LEH7JEH;� 9>;
I?7 ?D:?IF;DI78?B; F;H KD 9EHH;JJE H7FFEHJE :? FH;IJ7P?ED;� 9>; ? 9EC�
FEHJ7C;DJ? :? KD7 F;HIED7 ; B; 97H7JJ;H?IJ?9>; EH=7D?PP7J?L; :? KD HKE�
BE FEII7DE ;II;H; :;I9H?JJ? 9ED 9H?J;H? IJ78?B?J? ; IJ7D:7H:?PP7J? ; 9>; I?7
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FEII?8?B; 9ED<HEDJ7H; <H7 :? BEHE :?L;HI? IE==;JJ? ; :?L;HI? HKEB? ?D CE:E
:7 :7H; BKE=E 7 :?IJH?8KP?ED? :? L7BEH; 9>; :?L;DJ7DE C?IKH7 ?D H7FFEHJE
7=B? standard :? H?<;H?C;DJE� �EC; T FEII?8?B; ?DJ;D:;H; :7 GK;IJ? 7IIKD�
J?
 B\7CC?D?IJH7P?ED; 9ECKD7B; I? T FEIJ7
 D;? 9ED<HEDJ? :;BB7 L7BKJ7P?ED;
:;BB7 performance ?D:?L?:K7B;
 ?D KD\EJJ?97 :;J;HC?D?IJ?97 ; >7 FHEL7JE 7
H?9ED:KHH; JKJJ? =B? 7997:?C;DJ? B7LEH7J?L? :;BB\7CC?D?IJH7P?ED; 7: KD I?�
IJ;C7�H7P?ED7B;�
&; <?D7B?JS :;B I?IJ;C7 :? L7BKJ7P?ED;
 F;H ?B 9ECKD;
 IEDE IJ7J? H?9ED:EJJ?
7 IF;9?<?9? E8?;JJ?L?� C?=B?EH7H; B; performance
 9;DI?H; ?B FEJ;DP?7B; KC7�
DE
 L7BEH?PP7H; B; H?IEHI; KC7D;
 =;IJ?H; B; FEB?J?9>; H;JH?8KJ?L;
 <7LEH?H; ?B
C;H?JE
 7==?EHD7H; ? HKEB? EH=7D?PP7J?L?
 EH?;DJ7H; ? 9ECFEHJ7C;DJ?
 <7LE�
H?H; ? FHE9;II? :? 97C8?7C;DJE ; 9EBB;=7H; ? I?IJ;C? :? =;IJ?ED; :;B F;H�
IED7B; 9ED ? I?IJ;C? :? FHE=H7CC7P?ED; ; 9EDJHEBBE� $B I?IJ;C7 I? FED; ?D
7BJH; F7HEB; B\E8?;JJ?LE :? ]<EHD?H; KD7 FED:;H7J7 ; I?IJ;C7J?97 L7BKJ7P?E�
D; :;BB; FH;IJ7P?ED? :? GK7DJ? EF;H7DE D;BB\;DJ; ?D CE:E 9>; H?IFED:7 7?
H;GK?I?J?�:?�;GK?JS�;�:?�KJ?B?JS^�
�B <?D; :? IKFFEHJ7H; KD I?IJ;C7 :? H;CKD;H7P?ED; :? C;H?JE
 7 I97F?JE
:? KD I?IJ;C7 :? H;CKD;H7P?ED; :? FEI?P?ED;
 ?B FH?CE F7II7==?E ;<<;J�
JK7JE :7BB\7CC?D?IJH7P?ED; T IJ7JE GK;BBE :? FH;L;:;H; KD :EFF?E 8?D7�
H?E 7BB\?DJ;HDE :;B I?IJ;C7 :? L7BKJ7P?ED;� �7 KD7 F7HJ; L;D=EDE L7BKJ7�
J? ? HKEB? EH=7D?PP7J?L? ?D:?F;D:;DJ;C;DJ; :7BB; F;HIED; 9>; B? H?9EFHEDE
�job evaluation� ; :7BB\7BJH7 F7HJ; I? L7BKJ7DE B; 9ECF;J;DP; ;E ? 9ECFEH�
J7C;DJ? EH=7D?PP7J?L? :;BB; F;HIED;� $B 9ECKD; :? 0;HED7 H?9EDEI9; 9>;
GK;IJ7 C;JE:EBE=?7 DED FKW
 F;HW
 ;II;H; 7FFB?97J7 ?D C7D?;H7 KD?<EH�
C; 7? :?L;HI? B?L;BB? EH=7D?PP7J?L? ;: >7 F;HJ7DJE :;<?D?JE 7BBE I9EFE JH; :?�
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L;HI; C;JE:EBE=?; :? L7BKJ7P?ED; �F;H B7 :?H?=;DP7
 F;H B; FEI?P?ED? EH=7�
D?PP7J?L;7BJ; FHE<;II?ED7B?JS
 F;H ? :?F;D:;DJ? J?JEB7H? :? 9EDJH7JJE H;=?ED?
;�7KJEDEC?;�BE97B?��
$B CE:;BBE :? L7BKJ7P?ED; :;BB7 :?H?=;DP7 T KD <E97B?PP7JE IKBB\7D7B?I? :;?
H?IKBJ7J? 9EDI;=K?J?
 EFFEHJKD7C;DJ; F;I7J?
 ; IKBB\7FFH;PP7C;DJE :;?
9ECFEHJ7C;DJ? EH=7D?PP7J?L? C;II? ?D 7JJE F;H H7==?KD=;H; =B? E8?;JJ?L?�
*;H B7 :?H?=;DP7
 9EC; 7D9>; JKJJ? =B? 7BJH? I?IJ;C? :? L7BKJ7P?ED;
 T FH;L?�
IJE KD 9EBBEGK?E :? L7BKJ7P?ED; F;H F;HC;JJ;H; ?B 9ED<HEDJE <H7 L7BKJ7J? ;
L7BKJ7JEH?��.7B;�9EBBEGK?E�L?;D;�F;HW�ILEBJE�E997I?ED7BC;DJ;�
&7 L7BKJ7P?ED; :;? H?IKBJ7J? I? 87I7 IKBB7 I;B;P?ED; 7DDK7B; :? 7B9KD?
E8?;JJ?L? :? C7DJ;D?C;DJE
 IL?BKFFE ;: ?DDEL7P?ED; 9>; FEIIEDE H?=K7H�
:7H; 7JJ?L?JS IJH7EH:?D7H?; ; EH:?D7H?;� )=D? E8?;JJ?LE :;L; ;II;H; C?IKH7�
8?B; 9ED 7FFHEFH?7J? ?D:?97JEH?
 H7==?KD=?8?B; ; J;CFEH?PP78?B;� "B? E8?;JJ?�
L? IEDE ?DI;H?J? D;BB7 I9>;:7 *H;IJ7P?ED? �?H?=;DP?7B? 9>; H?FEHJ7� B\;B;D9E
:;=B? E8?;JJ?L? ;IFH;II? D;B * " ; 7II;=D7J? 7BB\KD?JS :? H?<;H?C;DJE� ? H?�
IF;JJ?L? ?D:?97JEH? :? H?IKBJ7JE ;: ?B F;IE :? 9?7I9KD E8?;JJ?LE ;IFH;IIE ?D
F;H9;DJK7B;�7BB\?DJ;HDE�:;BB\?DI?;C;�:;=B?�E8?;JJ?L?�7DDK7B?�:;B�:?H?=;DJ;�
$ FH?D9?F? 9>; =K?:7DE B7 L7BKJ7P?ED; :;? 9ECFEHJ7C;DJ? 7JJ;D=EDE 7BB7
I<;H7 :;BB7 9E;H;DP7 7P?;D:7B;
 7BB\?DJ;BB?=;DP7 ;CEJ?L7
 7BB; 9ECF;J;DP;
C7D7=;H?7B? ;: 7BB7 9E;H;DP7 9ED B\EH?;DJ7C;DJE 7B 9B?;DJ; :;BB7 9KBJKH7
7P?;D:7B;� (;BB7 FH7J?97 :;BB7 L7BKJ7P?ED;
 ? 9ECFEHJ7C;DJ?�E8?;JJ?LE L;D�
=EDE :?I7==H;=7J? ?D � <7JJEH? 9>; H;D:EDE F?X 7=;LEB; B7 9EDJ;IJK7B?PP7�
P?ED;�;�9ECFH;DI?ED;�:;BB\E8?;JJ?LE�
&; :K; 9ECFED;DJ? :;B I?IJ;C7 :? L7BKJ7P?ED; �B7 L7BKJ7P?ED; :;? H?IKBJ7J?
; :;? 9ECFEHJ7C;DJ?� 9ED9EHHEDE ;DJH7C8; 7BB7 L7BKJ7P?ED; 9ECFB;II?�
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L7 :;? :?H?=;DJ?
 7D9>; I; DED ?D C7D?;H7 ;GK?L7B;DJ; ; 9EIJ7DJ; D;B J;C�
FE� $B DK9B;E :? L7BKJ7P?ED; IJ78?B?I9;
 7DDK7BC;DJ;
 ?B F;IE :? 9?7I9KD7
:;BB;�:K;�9ECFED;DJ?�IKB�FKDJ;==?E�<?D7B;�
*;H JKJJ; B; FEI?P?ED? EH=7D?PP7J?L;7BJ; FHE<;II?ED7B?JS �:? I;=K?JE
*)�*�
 ?B I?IJ;C7 :? L7BKJ7P?ED; I;=K;
 F;H 7B9KD? F7HJ?
 GK7DJE =?S :;�
I9H?JJE F;H ? :?H?=;DJ?� JKJJ7L?7 IEDE FH;I;DJ? 7B9KD; :?IJ?DP?ED? F?X E C;�
DE H?B;L7DJ?� (;BB7 I;P?ED; :;? 9ECFEHJ7C;DJ? EH=7D?PP7J?L?
 L;D=EDE EI�
I;HL7J; 9?DGK; :?C;DI?ED?
 IK KD JEJ7B; :? ��
 9EDI?:;H7J; 9H?J?9>; F;H
B\;DJ;� $DEBJH;
 F;H GK7DJE H?=K7H:7 B7 I;P?ED; :;=B? E8?;JJ?L?
 7BB\?D?P?E :?
E=D? 9?9BE 7DDK7B; :;BB7 L7BKJ7P?ED;
 7: E=D? *)�* L;D=EDE 7II;=D7�
J?
 :7B FHEFH?E �?H?=;DJ;
 7B9KD? E8?;JJ?L? �9ED H;B7J?L? ?D:?97JEH?� I;B;P?ED7J?
:?H;JJ7C;DJ; :7B * "� "B? E8?;JJ?L? IEDE I9;BJ? ?D 87I; 7B =H7:E :? H?B;L7D�
P7 IJH7J;=?97 F;H JKJJE ?B BE97B? :? H;IFEDI78?B?JS 7 9K? <7 97FE ?B �?H?=;DJ;
:?�H?<;H?C;DJE�
&7 L7BKJ7P?ED; :;? :?F;D:;DJ? �97J;=EH?; ���� H?97B97
 F;H CEBJ? 7IF;JJ?
 ?B
I?IJ;C7 :? L7BKJ7P?ED; ?D:?L?:K7JE F;H B; *)�*
 C7 I; D; :?<<;H;DP?7 ?D
GK7DJE I;
 :7 KD B7JE
 T I;CFH; FH;I;DJ; B7 L7BKJ7P?ED; :;=B? E8?;JJ?L?

:7BB\7BJHE B7JE I9ECF7H; B7 L7BKJ7P?ED; :;? 9ECFEHJ7C;DJ? EH=7D?PP7J?L?
7 <7LEH; :;BB7 L7BKJ7P?ED; :;BB; 9ECF;J;DP;� &; 9ECF;J;DP; IEDE :;�
<?D?J; 9EC; B\?DI?;C; :;BB; 9EDEI9;DP;
 97F79?JS ; GK7B?JS �EII;HL78?B?
7BB\?DJ;HDE :;BB7 L?J7 EH=7D?PP7J?L7 GKEJ?:?7D7� 9>; KD :?F;D:;DJ; C7D?<;�
IJ7 D;BB\EH=7D?PP7P?ED; ; 7 9K? :;L; 7JJ?D=;H; F;H H7==?KD=;H; ? H?IKBJ7J?�
&; 9ECF;J;DP; I? 9EBBE97DE 7BB\?DJ;HDE :? GK7JJHE 7H;;� FH;9?I?ED; ; GK7�
B?JS
 7:7JJ7C;DJE EF;H7J?LE ; IF;9?7B?PP7P?ED;
 EH?;DJ7C;DJE 7BB\KJ;DP7 ;
9EBB78EH7P?ED;
�FHEFEI?J?L?JS�;�EH=7D?PP7P?ED;�
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$B I?IJ;C7 FH;C?7B;
 9EBB;=7JE 7B I?IJ;C7 :? L7BKJ7P?ED; :;BB7 perfor-

mance ?D:?L?:K7B;
 T 9ED<?=KH7JE IKB H?9EDEI9?C;DJE 9EDJ;CFEH7D;E :;B�
B7 performance EH=7D?PP7J?L7 ; :;BB7 performance ?D:?L?:K7B;� � 9?7I9KD
H;IFEDI78?B; :? IJHKJJKH7 T 7<<?:7JE KDE IF;9?<?9E budget :? I7B7H?E 799;I�
IEH?E :;IJ?D7JE 7 GK;IJE I9EFE� .7B; budget T :;<?D?JE 7DDK7BC;DJ; ?D
87I; 7BB7 H?B;L7DP7 IJH7J;=?97 9>; ?B 9ECKD; H?9EDEI9; 7BB7 IJHKJJKH7 EH�
=7D?PP7J?L7 ; 7BB7 IK7 J?FEBE=?7 �?D J;HC?D? GK7B?�GK7DJ?J7J?L? :;BB; H?IEHI;
KC7D;�� &; H?IEHI; <?D7DP?7H?; :;IJ?D7J; 7BB7 performance EH=7D?PP7J?L7
IEDE 7II;=D7J; ?D 87I; 7B B?L;BBE :? H7==?KD=?C;DJE :;=B? E8?;JJ?L?� .7B;
B?L;BBE ?D:?L?:K7 B7 <7I9?7 :? C;H?JE �B\;99;BB;DP7 L?;D; 7II;=D7J7 F;H KD
H7==?KD=?C;DJE�:;=B?�E8?;JJ?L?�7BC;DE�F7H?�7BB\�����
*;H GK7DJE H?=K7H:7 B7 performance ?D:?L?:K7B;
 E=D? :?H?=;DJ; :? IJHKJ�
JKH7 EH=7D?PP7J?L7 :? C7II?C7 :?C;DI?ED;
 :;L; 9EBBE97H; B; H?IEHI;
KC7D; 7 BK? 7II;=D7J;
 ?D 87I; 7B FKDJ;==?E 9EDI;=K?JE D;BB; I9>;:;

7BB\?DJ;HDE :? KD7 =H7:K7JEH?7 :?L?I7 ?D JH; <7I9; :? C;H?JE� B7 <7I9?7 ]7BJ7^
:;L; FH;I;DJ7H; 97H7JJ;H? :? 7BJ7 I;B;JJ?L?JS ; 7 GK;IJ7 :;L\;II;H; 7II;�
=D7J7 KD7 GKEJ7 H?B;L7DJ; :;BB; H?IEHI; ;9EDEC?9>; :;IJ?D7J; 7BB7 FH;�
C?7B?JS� B7 <7I9?7 ]87II7^ :;L; FH;L;:;H; 9ECKDGK; KD7 GKEJ7
 I;FFKH
B?C?J7J7
 :? H?IEHI;� ?B B?L;BBE :? FH;C?7B?JS :;L\;II;H; 9H;I9;DJ; :7BB7 <7�
I9?7 F?X 87II7 7 GK;BB7 F?X 7BJ7� ?B L7BEH; C;:?E FHE�97F?J; :? 9?7I9KD7
<7I9?7 �9EC; H7FFEHJE <H7 H?IEHI; ; F;H9;DJK7B; :? B7LEH7JEH? ?DI;H?J?� :;L;
H?IKBJ7H; :?IJ?DJ?LE ; H7FFH;I;DJ7H; KD ;<<;JJ?LE L7BEH; FH;C?7B; :? D7JKH7
?D9H;C;DJ7B;�
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Leading practice. Partecipazione e misurazione al
comune di Reggio Emilia
$B 9ECKD; :? ,;==?E  C?B?7 I? 9EDJH7::?IJ?D=K; F;H KD7 <EHJ; F7HJ;9?F7�
P?ED; :7 F7HJ; :? JKJJ7 B\EH=7D?PP7P?ED; 7 ?DDEL7HI? 9EIJ7DJ;C;DJ; F;H
EJJ;D;H; H?IKBJ7J? C?=B?EH?� $D GK;IJ\EJJ?97
 B\7CC?D?IJH7P?ED; >7 ?DJH7FH;IE
FHE9;II? :? ?DDEL7P?ED; ?DJ;HD? IJ?CEB7J? :7 <788?IE=D? :? ;<<?9?;DP7 EF;�
H7J?L7 ;: ;<<?979?7 :;BB\7P?ED; FK88B?97 ; 8;D ?DD;IJ7J? D;BB; EFFEHJKD?JS
:? H?DDEL7C;DJE 9>; :;H?L7DE :7BB\7JJK7P?ED; :? DKEL; DEHC7J?L; D7P?E�
D7B?� $D F7HJ?9EB7H;
 D;B 9EHIE :;B ���� ?B 9ECKD; I? T 7JJ?L7JE F;H H?IF;JJ7�
H; ? J;HC?D? ; H;9;F?H; D;B FHEFH?E EH:?D7C;DJE B; :?IFEI?P?ED? :;B �� &=I�
������� 4&;==? ?B J;IJE ?D H;J; 5 :;B ���� 7FFB?978?B? 7=B? ;DJ? BE97B?� �B <?�
D; :? :;<?D?H; ?D CE:E 9>?7HE ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;B�
B7 performance
 ?:;DJ?<?97D:E ?D CE:E KD?LE9E 7D9>; B; <7I? 9ECFED;D�
J? ?B 9?9BE :? =;IJ?ED; :;BB7 performance
 B\7CC?D?IJH7P?ED; >7 :;<?D?JE KD
CE:;BBE :? H799EH:E JH7 ? :?L;HI? :E9KC;DJ? :? FHE=H7CC7P?ED; 9>; :;�
<?D?I9; 7D9>; B7 H;B7P?ED; JH7 I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;B�
B7 performance ; L7BKJ7P?ED; :;B F;HIED7B;� $B I?IJ;C7 :? C?IKH7P?ED; ;
L7BKJ7P?ED; :;BB7 performance ; ?B 9?9BE :;BB7 performance IEDE IJ7J? FHE�
=;JJ7J? 7 F7HJ?H; :7B ���� ; <?D7B?PP7J? D;B 9EHIE :;B ����� $D F7HJ?9EB7H;

D;B ���� ?B 9ECKD; >7 FK88B?97JE B7 H;D:?9EDJ7P?ED; :;BB7 performance

:? ;DJ; 7HJ?9EB7J7 F;H FEB?J?9>; Y 9>; 9EHH?IFED:EDE 7=B? 7JJK7B? FHE=H7C�
C? IJH7J;=?9? Y FK88B?97D:E KD :E9KC;DJE ?D 9K? >7 H;IE DEJE
 7JJH7L;HIE
B7 :;<?D?P?ED; :? 7B9KD? ?D:?97JEH? I?DJ;J?9?
 ?B =H7:E :? H7==?KD=?C;DJE :;�
=B?�E8?;JJ?L?�9>;�I?�;H7�FH;<?II7JE�D;B�9EHIE�:;B������
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)99EHH; H?9EH:7H; 9>; ?B 9ECKD; :? ,;==?E  C?B?7 T IJ7JE ?B FH?CE 9E�
CKD; 7: 7L;H :;9?IE :? 7:EJJ7H; F;H ?B 8?B7D9?E ?B CE:;BBE :? ,;D:?9EDJE
�?L?9KC
 IJK:?7JE :7BB; big four :;BB7 H;L?I?ED;� $B ,;D:?9EDJE �?L?9KC
Y ?IF?H7JE 7BB; best practice ?DJ;HD7P?ED7B? ; ?D F7HJ?9EB7H; 7B 8?B7D9?E :;B
9ECKD; :? 1;BB?D=JED �(KEL7 3;B7D:7� Y F;HI;=K; E8?;JJ?L? :? C7II?C7
I;CFB?<?97P?ED;�;�C7II?C7�9ECFH;DI?8?B?JS�:7�F7HJ;�:;?�9?JJ7:?D?�
(;B 9EHIE :;B ���� T IJ7JE <EHC7B?PP7JE ?B 9?9BE :? =;IJ?ED; :;BB7 perfor-

mance 9>; 9ED9H;J?PP7 B7 LEBEDJS :;BB\;DJ; :? :EJ7HI? KDE IJHKC;DJE C?�
IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance ;<<?979; 7? <?D? :;9?I?ED7B? ; :?
accountability�
$B 9ECKD; DED >7 7D9EH7 <EHC7B?PP7JE ?B I?IJ;C7 :? C?IKH7P?ED; ; L7�
BKJ7P?ED; :;BB7 performance ?D KD :E9KC;DJE
 C7 IJ7 9EDJ?DK7D:E
D;BB\?DDEL7P?ED; :;B 9?9BE :? performance� $D F7HJ?9EB7H;
 F;H 7B9KD? I;H�
L?P?
 JH7 9K? L;H:; FK88B?9E ; F7H9>?
 I9KEB;
 CE8?B?JS ; I;HL?P? IE9?7B?
 T
IJ7J7 FEHJ7J7 7L7DJ? KD\7D7B?I? F;H :;<?D?H; ?D:?97JEH? ?D =H7:E :? CED?JE�
H7H; :?L;HI; :?C;DI?ED? GK7B? ;<<?9?;DP7
 GK7DJ?JS
 799;II?8?B?JS ;99
 C;D�
JH; F;H 7BJH? I;HL?P? =B? ?D:?97JEH? IEDE FH;L7B;DJ;C;DJ; :? GK7DJ?JS� /D7
LEBJ7 :;<?D?J? =B? ?D:?97JEH? T :? FH?EH?J7H?7 ?CFEHJ7DP7 F;H B\;DJ; ?:;DJ?<?97�
H; B; <EDJ? ?D<EHC7J?L; 7B?C;DJ7DJ? ; ?B H799EH:E 9ED ?B I?IJ;C7 ?D<EHC7J?LE
7P?;D:7B;� &\E8?;JJ?LE T GK;BBE :? 7JJK7H; KD EII;HL7JEH?E :;BB; ]FEB?J?9>;^
�FHE=H7CC? IJH7J;=?9?� FH?EH?J7H? F;H ?B 9ECKD; :? ,;==?E  C?B?7 9ED ?B IKF�
FEHJE :? KD 9HKI9EJJE :?H;P?ED7B; F;H FEJ;H FH;D:;H; :;9?I?ED? 7 IKFFEHJE
:;BB7 <EHCKB7P?ED;
 =;IJ?ED; ; L7BKJ7P?ED; :;BB; IJ;II;� $B FHEII?CE F7�
H7=H7<E :;I9H?L; 7B9KD; 97H7JJ;H?IJ?9>; :;B I?IJ;C7 ?D<EHC7J?LE :;B 9ECK�
D;�:?�,;==?E� C?B?7�
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Leading practice. La catena strategica del valore
del comune di Arezzo
$B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance :;B 9ECKD;
:? �H;PPE
 :;I9H?JJE 7BB\?DJ;HDE :? KD :E9KC;DJE 7:EJJ7JE :7BB\7CC?D?�
IJH7P?ED;
 ?:;DJ?<?97 B; I;=K;DJ? <7I? :;B 9?9BE :? =;IJ?ED; :;BB7 perfor-

mance� F?7D?<?97P?ED;
 FHE=H7CC7P?ED;
 9EDJHEBBE
 H;D:?9EDJ7P?ED;
 L7�
BKJ7P?ED;
 FH;C?7B?JS ; JH7IF7H;DP7� �BB\?DJ;HDE :;B :E9KC;DJE JHEL7DE
:;<?D?P?ED; B; 7JJ?L?JS 9>; :;LEDE ;II;H; ILEBJ; 7BB\?DJ;HDE :? 9?7I9KD7 <7�
I;
 ? H;IFEDI78?B? :? J7B? 7JJ?L?JS
 =B? IJHKC;DJ? :7 KJ?B?PP7H; ;: ? J;CF? :?
7JJK7P?ED;�
$B I?IJ;C7 :;<?D?I9; B7 C7FF7 IJH7J;=?97 9EC; BE IJHKC;DJE :? 87I; F;H
:;<?D?H; ;: ;<<;JJK7H; B7 L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7 :;B�
B; KD?JS EH=7D?PP7J?L;
 :;? I;HL?P?
 ; :;BB\EH=7D?PP7P?ED; D;B IKE 9ECFB;I�
IE� *;H B7 :;<?D?P?ED; :? J7B; C7FF7
 ?B I?IJ;C7 :;B 9ECKD; :? �H;PPE I?
7LL7B; :? KD CE:;BBE H?9ED:K9?8?B; 7BB7 97J;D7 IJH7J;=?97 :;B L7BEH;� .7�
B; CE:;BBE
 EH?=?D7H?7C;DJ; ;B78EH7JE :7B *HE<� '?9>7;B *EHJ;H
 :?IJ?D=K;
B; 7JJ?L?JS FH?C7H?; �?D =H?=?E I9KHE D;BB7 <?=KH7� :7BB; 7JJ?L?JS :? IKFFEH�
JE� &; 7JJ?L?JS FH?C7H?; 9EDJH?8K?I9EDE ?D C7D?;H7 :?H;JJ7 7BB7 =;D;H7P?ED;
:;B L7BEH; C;DJH; B; 7JJ?L?JS :? IKFFEHJE 9EDJH?8K?I9EDE ?D:?H;JJ7C;DJ;� &7
I;=K;DJ; <?=KH7 <EHD?I9; ?D:?97P?ED; :;BB; 7JJ?L?JS 9K? B\7CC?D?IJH7P?ED;
>7�H?J;DKJE�:?�7JJH?8K?H;�?B�97H7JJ;H;�:?�7JJ?L?JS�FH?C7H?7�
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Tabella 12 - Catena strategica del valore del comune di Arezzo

-L?BKFFE�;�C7DJ;D?C;DJE�:;BB;�H?IEHI;

KC7D;�;�<?D7DP?7H?;

'7DJ;D?C;DJE�:;BB;�?D<H7IJHKJJKH;

!KDP?ED?�:?�IEIJ;D?8?B?JS�:;B�I?IJ;C7�;

:;BB;�?D<H7IJHKJJKH;

";IJ?ED;�:;BB;�J;9DEBE=?;

!KDP?ED?�:?�IKFFEHJE
-KFFEHJE�7?�I;HL?P?�;�7BB;�FEB?J?9>;

?IJ?JKP?ED7B?

�E;I?ED;�IE9?7B;

-;HL?P?�?IJ?JKP?ED7B?

";IJ?ED;�:;B�J;HH?JEH?E

*EB?J?9>;�;:K97J?L;�;�9KBJKH7B?

!KDP?ED?�FH?C7H?;

*EB?J?9>;�:;BB7�I?9KH;PP7

*EHJ7JEH?�:?�?DJ;H;II?

�BB\?DJ;HDE :;B I?IJ;C7 T IJ7JE GK?D:? IJ78?B?JE KD 9EBB;=7C;DJE JH7 '79HE�
<KDP?ED? Y !KDP?ED? Y I;HL?P? Y FHE9;II? ;: 7JJ?L?JS 9>; J?;D; 9EDJE 7D9>;
:? ;L;DJK7B? FHE=;JJ? 7 IKFFEHJE
 ?D CE:E 9>; E8?;JJ?L? ;: ?D:?97JEH? 7I�
I;=D7J? 7 9?7I9KD ;B;C;DJE :;BB7 C7FF7 I?7DE ?D 9EHH;B7P?ED; JH7 BEHE�
/BJ;H?EH; F7IIE T IJ7JE GK;BBE :;<?D?H; B7 C7FF7 :;? 9;DJH? :? H;IFEDI78?�
B?JS
 JH799?7H; B7 H;B7P?ED; JH7 9;DJH? :? H;IFEDI78?B?JS ; 7JJ?L?JS �I;HL?P?� ;

GK?D:?
 9?H9EI9H?L;H; ; I;B;P?ED7H; =B? ?D:?97JEH? :? FH;IJ7P?ED; F?X EFFEH�
JKD?�F;H�?�I?D=EB?�9;DJH?�:?�H;IFEDI78?B?JS�
*;H E=D? I;HL?P?E ?B 9ECKD; :? �H;PPE >7 F;DI7JE :? ?DJHE:KHH; KD CE�
:;BBE :? C?IKH7P?ED; CKBJ?:?C;DI?ED7B; 9>; J;D;II; 9EDJE
 EBJH; 9>;
:;BB\;<<?9?;DP7
 7D9>; :;BB\;<<?979?7
 B7 J;CF;IJ?L?JS
 B\799;II?8?B?JS
 B7 JH7�
IF7H;DP7 ; B7 97F79?JS :? H7II?9KH7P?ED;� $B CE:;BBE T H?FEHJ7JE D;BB7 <?=K�
H7�I;=K;DJ;�

Esperienze e leading pratice in alcune amministrazioni locali



Figura 1

&\?DJHE:KP?ED; :;B 9?9BE :;BB7 performance
 :? KD7 L?I?ED; EB?IJ?97 :;BB7
performance ; :? KD I?IJ;C7 :? C?IKH7P?ED; CKBJ?:?C;DI?ED7B; H7FFH;�
I;DJ7 KD\?DDEL7P?ED; :? =H7D:; FEHJ7J7 F;H ?B 9ECKD;� $B <7JJE 9>; J7B;
?DJHE:KP?ED; I?7 IJ7J7 <EHJ;C;DJ; IFEDIEH?PP7J7 :7? L;HJ?9? 7CC?D?IJH7J?L?
H7FFH;I;DJ7�9;HJ7C;DJ;�KD�<7JJEH;�FEI?J?LE�DED�JH7I9KH78?B;�
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&; leading practice H?9>?7C7J; D;B FH;I;DJ; 97F?JEBE ;: ;L?�
:;DP?7J; D;B 97F?JEBE � ?D H;B7P?ED; 7? :?L;HI? <7JJEH? ; 9H?J;H?
FH;I? ?D 9EDI?:;H7P?ED; D;BB7 review :;BB; ;IF;H?;DP; :;BB;
7CC?D?IJH7P?ED? BE97B? F?BEJ7 9E?DLEBJ; D;B FHE=;JJE
 <EHD?I9EDE
JH; EH:?D? :? ?D:?97P?ED;� �DP?JKJJE ;L?:;DP?7DE 9EC; GK;BB;
7CC?D?IJH7P?ED? 9>; >7DDE I7FKJE 9E=B?;H; ?B 9EBB;=7C;DJE
JH7 performance ; JH7IF7H;DP7
 >7DDE 7D9>; FHE<KIE KD
C7==?EH; I<EHPE D;BB7 FHE=;JJ7P?ED; ; IJ;IKH7 :? :E9KC;DJ?
user friendly
 9EDJH7::?IJ?DJ? :7 KD C7==?EH; B?L;BBE :? ?DDEL7�
P?ED;� $D I;9ED:E BKE=E
 J7B? ;IF;H?;DP; 9EBBE97DE 7B 9;DJHE
:;BB\7JJ;DP?ED; ?B J;C7 :;BB7 FHE=;JJ7P?ED; :;B 9EBB;=7C;DJE
JH7 performance ; C;H?JE9H7P?7 :7 H;7B?PP7HI? 9ED9H;J7C;DJ;
7JJH7L;HIE B\?DJ;=H7P?ED; JH7 I?IJ;C? :? C?IKH7P?ED; :;BB7 per-

formance EH=7D?PP7J?L7 ; I?IJ;C? :? L7BKJ7P?ED; :;BB7 per-

formance ?D:?L?:K7B;� $B J;HPE EH:?D; :? ?D:?97P?ED; H?=K7H:7
B7 D;9;II?JS :? =K7H:7H; 7BB7 performance 9EC; 7: KD 9ED�
9;JJE B7 9K? :;<?D?P?ED; F7II7 7JJH7L;HIE ?B 9E?DLEB=?C;DJE

B\?DJ;H7P?ED; ; B7 CEJ?L7P?ED; :? JKJJE ?B =HKFFE :?H?=;DJ;
 B7
I;DI?8?B?PP7P?ED; :;=B? EH=7D? :? L;HJ?9; FEB?J?9E ; B\?DJ;H7P?ED;
9ED B7 9?JJ7:?D7DP7� $B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED;
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:;BB7 performance >7 9?ET KD7 9ECFED;DJ; IE==;JJ?L7
 9EC�
FEIJ7 :7BB; F;HIED; 9>; :? J7B; I?IJ;C7 <7DDE
 E <7H7DDE
KIE
 ; :? J7B; 9ECFED;DJ; IE==;JJ?L7
 D;BB; IK; 97H7JJ;H?IJ?�
9>;
 D;BB; IK; ;I?=;DP; 9EC; D;? IKE? B?C?J?
 T EFFEHJKDE
B\7CC?D?IJH7P?ED;�J;D=7�9EDJE�

';DK a  IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B? a
�� Lesson learned ;�C?=B?EH7C;DJ?�?DJH7FH;I?

3.3 Azioni di miglioramento intraprese

&\?DJ;DIE B7LEHE :? 7D7B?I? ; review :;BB\;IF;H?;DP7 :;BB; 7C�
C?D?IJH7P?ED? F?BEJ7 >7 9EDI;DJ?JE :? C;JJ;H; ?D ;L?:;DP7 ? FKD�
J? :? <EHP7 :;? H;B7J?L? I?IJ;C? :? C?IKH7P?ED; ; L7BKJ7P?ED; :;B�
B7 performance C7 7D9>; :? ;L?:;DP?7H; 7B9KD? 7IF;JJ? F7II?�
8?B? :? IK99;II?LE C?=B?EH7C;DJE� &7 :?I7C?D7 :? J7B? ;B;C;D�
J?
 H?7IIKDJ? D;BB7 I;=K;DJ; J78;BB7 ��
 9EDI;DJ; :? 9ECFB;J7�
H; B\;IFEI?P?ED; :;B B7LEHE ILEBJE :7BB; 7CC?D?IJH7P?ED? BE97B?
F?BEJ7 ; :7=B? ;IF;HJ? 9>; B; >7DDE 7<<?7D97J;
 ;
 IEFH7JJKJJE
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9ECFB;J7 ?B GK7:HE :;=B? IFKDJ? :? H?<B;II?ED; C;II? 7 :?IFEI?�
P?ED; :? JKJJ; B; 7BJH; 7CC?D?IJH7P?ED? ?DJ;H;II7J; 7 FHE=;JJ7H;
; H;7B?PP7H; KD F;H9EHIE :? C?=B?EH7C;DJE :;? FHEFH? I?IJ;C? :?
C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance EH=7D?PP7J?L7�
&; 7P?ED? :? C?=B?EH7C;DJE IEDE IJ7J; ?D<7JJ? :;<?D?J; 7 F7HJ?H;
:7BB\7D7B?I? ILEBJ7
 ?D CE:E 9E;H;DJ; 7B CE:;BBE :? review FHE�
FEIJE
 7B <?D; :? H7<<EHP7H; B\;IF;H?;DP7 :;BB; 7CC?D?IJH7P?ED?
F?BEJ7 <E97B?PP7D:E B\7JJ;DP?ED; IK ;B;C;DJ? =?K:?97J? 97H;DJ? E
DED�7D9EH7�IK<<?9?;DJ;C;DJ;�?DDEL7J?�

Tabella 13 - Azioni di miglioramento

Azioni di miglioramento progettate
Bergamo Novara Verona Reggio Emilia

�JJK7P?ED;�:;B F?7DE�:;BB7
performance

'7FF7JKH7�:;?�<788?IE=D?
?D<EHC7J?L?�:;BB;�:?L;HI;�7H;;
EH=7D?PP7J?L;
*HE=;JJ7P?ED;�:?�KD�I?IJ;C7
?D<EHC7J?LE�7P?;D:7B;�?DJ;=H7JE

-L?BKFFE�IJHKC;DJ?�:?
C?IKH7P?ED;
-L?BKFFE�9ECF;J;DP;�?D
J;C7�:?�C?IKH7P?ED;

-L?BKFFE�?D:?97JEH?�F;H�B7
C?IKH7P?ED;�:;BB7 performance

EH=7D?PP7J?L7
�D7B?I?�FHE9;II?�B7LEH7J?L?�I;9ED:E
KD�EJJ?97�:? Activity Based Costing

,7<<EHP7C;DJE�:;BB;�9ECF;J;DP;�;
:;B�8;D;II;H;�EH=7D?PP7J?LE

!EHCKB7P?ED;�:;B�:E9KC;DJE
H;B7J?LE�7B�I?IJ;C7�:?
C?IKH7P?ED;
,7<<?D7C;DJE�:;=B?�?D:?97JEH?
Assessment :;?�<788?IE=D?
?D<EHC7J?L?

Unione Bassa Romagna Arezzo Nola Casarano

$:;DJ?<?97P?ED;�?D:?97JEH?�F;H�?
DKEL?�I;HL?P?�9ED<;H?J?
review :;=B?�?D:?97JEH?�=?S
I;B;P?ED7J?
'ED?JEH7==?E�:;BB;�F7HJ;9?F7J;

,;:7P?ED;�:;B�DKELE
F?7DE�IJH7J;=?9E
review :;=B?�?D:?97JEH?�;
IL?BKFFE�?D:?97JEH?
outcome

'ED?JEH7==?E�:;BB;
F7HJ;9?F7J;

,7<<EHP7C;DJE�:;BB7�<KDP?ED;�:?
?D:?H?PPE�FEB?J?9E
 IFB?9?J7P?ED;�:?�KD 7B8;HE�:;BB7
performance

$D:?L?:K7P?ED;�:;BB;�7H;;
IJH7J;=?9>;
 IFB?9?J7P?ED;�:?�KD 7B8;HE�:;BB7
performance

,7<<EHP7C;DJE�:;B�I?IJ;C7�:?
report

�;<?D?P?ED;�:;B�F?7DE�.H?;DD7B;
:;BB7�.H7IF7H;DP7

*;H 9?7I9KD7 :;BB; 7CC?D?IJH7P?ED? BE97B? F?BEJ7 DED 7FF7HJ;�
D;DJ? 7BB; H;=?ED? :;BB\ )8?;JJ?LE �EDL;H=;DP7 
 =B? ;IF;HJ? :;B
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FHE=;JJE >7DDE :;<?D?JE KD 7FFEI?J7 I9>;:7 :? C?=B?EH7C;DJE
:7 ?DJ;D:;HI? 9EC; FHE=H7CC7 9>; B; 7CC?D?IJH7P?ED? IEDE
9>?7C7J; 7 FEHH; ?D ;II;H; 7B <?D; :? H7<<EHP7H; ?B FHEFH?E I?IJ;�
C7 :? C?IKH7P?ED; ;: ?B FHEFH?E 9?9BE :? =;IJ?ED; :;BB7 perfor-

mance �
(;B 9EHIE :;BB7 I;9ED:7 C;JS :;B ����
 B; 7CC?D?IJH7P?ED?

9ED B7 9EBB78EH7P?ED; :;=B? ;IF;HJ? >7DDE FEIJE ?D ;II;H; L;H?
; FHEFH? F;H9EHI? :? C?=B?EH7C;DJE 9ED B\E8?;JJ?LE :? C?=B?EH7�
H; ?B 9?9BE :? =;IJ?ED; :;BB7 performance 7JJH7L;HIE B7 H;7B?P�
P7P?ED; :;BB; 7P?ED? FHEFEIJ;� �KH7DJ; ?B F;H9EHIE
 =B? ;IF;HJ?
>7DDE 7?KJ7JE B; 7CC?D?IJH7P?ED? 7 9EEH:?D7HI? ?DJ;HD7C;DJ;
?D CE:E :7 H;D:;H; B\7JJK7P?ED; :;BB; 7P?ED? ;<<?979; ; 9EC�
C?IKH7J7 7BB; ;<<;JJ?L; 97F79?JS EH=7D?PP7J?L; ; C7D7=;H?7B;
?D ;II;H;� &\;I?JE :;? F;H9EHI? :? C?=B?EH7C;DJE T 9EDI?IJ?JE ?D
JKJJ? ? 97I? ?D KD ;<<;JJ?LE H7<<EHP7C;DJE J7DJE :;BB; 9ED:?P?ED?
78?B?J7DJ? J7DJE :;=B? ;B;C;DJ? 9>; 9ECFED=EDE ?B I?IJ;C7 :?
C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7�
�B9KD; 7CC?D?IJH7P?ED?
 9EC; 0;HED7 ; (EL7H7
 9>; F7HJ?L7�
DE :7 KD7 I?JK7P?ED; :? F7HP?7B; ;LEBKP?ED; :;B I?IJ;C7
 >7D�
DE 9EBJE B\E997I?ED; F;H ILEB=;H; KD7 H?<B;II?ED; F?X 7CF?7 ?D�
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JEHDE 7B J;C7 :;BB7 C?IKH7P?ED; ; 7FFHE99?7H; B; ?DDEL7P?ED?
?DJHE:EJJ; :7BB7 H?<EHC7 9EC; KD\E997I?ED;� &; 7BJH; 7CC?D?�
IJH7P?ED?
 9>; =?S FEII;:;L7DE :?L;HI? ;B;C;DJ? :? <EHP7
 >7D�
DE :;<?D?JE KBJ;H?EHC;DJ; ? FHEFH? IJHKC;DJ?
 ?D F7HJ?9EB7H; D;BB7
:?H;P?ED;�:?�KD7�C7==?EH;�?DJ;=H7P?ED;�<H7�=B?�IJ;II?�
�? I;=K?JE I? H?FEHJ7 ?B 9EDJ;DKJE :;BB; 7P?ED? :? C?=B?EH7C;DJE
FHEFEIJ; 7BB; :?L;HI; 7CC?D?IJH7P?ED? ; I? ;IFED=EDE 7B9KD;
9EDI?:;H7P?ED? ;C;HI; D;B 9EHIE :;BB7 H;7B?PP7P?ED; :;B F;H�
9EHIE :? C?=B?EH7C;DJE 7BB\?DJ;HDE :? 9?7I9KD7 7CC?D?IJH7P?E�
D;� *;H KD7 JH7JJ7P?ED; F?X :;JJ7=B?7J7 :;? F;H9EHIE :? C?=B?E�
H7C;DJE�I?�H?DL?7�7? H;B7J?L?�H7FFEHJ? 9EDJ;DKJ?�D;BB\;8EEA�

Azioni di miglioramento. Le azioni proposte al
comune di Bergamo
&;�7P?ED?�:?�C?=B?EH7C;DJE�?D:?L?:K7J;�F;H�?B 9ECKD;�:?��;H=7CE IEDE�

L’attuazione del piano della performance
$B F?7DE :;BB7 performance 9>; T IJ7JE FH;:?IFEIJE :7? :?H?=;DJ? :;B
9ECKD; :? �;H=7CE
 9ED B7 IKF;HL?I?ED; :;BB7 :?H;P?ED; =;D;H7B;

7B CEC;DJE IJ7 7IF;JJ7D:E B\7FFHEL7P?ED; :7 F7HJ; :;BB7 =?KDJ7 9E�
CKD7B; 9>; 7LL;HHS :EFE B\7FFHEL7P?ED; :;B 8?B7D9?E FH;L?I?ED7B; ;
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:;BB7 ,** ;
 L;HEI?C?BC;DJ;
 :KH7DJ; B\KBJ?C7 I;JJ?C7D7 :;B C;I; :?
7FH?B;� /D7 LEBJ7 7:EJJ7JE <EHC7BC;DJ; ?B F?7DE :;BB7 performance

?B :E9KC;DJE ?CF;=D;HS B\7CC?D?IJH7P?ED; 7B H?IF;JJE 7=B? E8?;JJ?L?
:?9>?7H7J? ex ante� � 9ED9BKI?ED; :;BB\;I;H9?P?E ?D 9EHIE ?B 9ECKD;
:? �;H=7CE I7HS J;DKJE 7BB7 H;:7P?ED; :;BB7 H;B7P?ED; IKBB7 perfor-

mance� .7B; :E9KC;DJE >7 B\E8?;JJ?LE :? ;L?:;DP?7H; 7 9EDIKDJ?LE

9ED H?<;H?C;DJE 7B ����
 ? H?IKBJ7J? EH=7D?PP7J?L? H7==?KDJ? H?IF;JJE 7?
I?D=EB? E8?;JJ?L? FHE=H7CC7J? D;B F?7DE :;BB7 performance ����������
$D F7HJ?9EB7H; B7 H;B7P?ED; IKBB7 performance ;L?:;DP?;HS
 7D9>; 7J�
JH7L;HIE ;<<;JJ? =H7<?9? :? <79?B; 9ECFH;DI?ED; F;H B7 9?JJ7:?D7DP7
 ? H?�
IKBJ7J? :;BB\7JJ?L?JS 7CC?D?IJH7J?L7 ; ?D F7HJ?9EB7H; ;L?:;DP?;HS ?B H7=�
=?KD=?C;DJE E C;DE :;? target :?9>?7H7J? D;B F?7DE ;L?:;DP?7D:ED; ;
IF?;=7D:ED; =B? ;L;DJK7B? I9EIJ7C;DJ?� �KH7DJ; GK;IJ7 <7I; :? FH?C7
7:EP?ED; :;B F?7DE :;BB7 performance B\;IF;HJE IEBB;9?J;HS B\;DJ; 7<�
<?D9>U :?7 7JJK7P?ED; 7B DKELE I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED;
:;BB7 performance ?DJ;HL;D;D:E F;H :;<?D?H; ;L;DJK7B? 7P?ED? :? fine

tuning ;�7==?KD=;H;�DKEL;�I9>;:;�I;HL?P?�

La mappatura dei fabbisogni informativi.
&7 :;<?D?P?ED; :;B DKELE I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7
performance D;9;II?J7 :? KD\7:;=K7J7 C7FF7JKH7 :;? <788?IE=D? ?D�
<EHC7J?L? :? IKFFEHJE F;H 7=;LEB7H; ?B FHE9;IIE :? 7B?C;DJ7P?ED; :;B
I?IJ;C7 IJ;IIE ?D EJJ?97 :? C7II?C7 ;<<?9?;DP7 D;BB7 FHE:KP?ED; :;BB;
?D<EHC7P?ED? ; =7H7DP?7 :? GK7B?JS :;BB; IJ;II;� � J7B FHEFEI?JE

B\;IF;HJE IKFFEHJ;HS ?B 9ECKD; D;BB\7D7B?I? :;=B? 7JJK7B? <BKII? ?D<EHC7�
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J?L? :? IKFFEHJE 7BB7 FHE=H7CC7P?ED;
 D;BB7 :;<?D?P?ED; :;? <788?IE=D?
?D<EHC7J?L? F;H ?B DKELE I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7
performance ; D;BB7 9EDJ;IJK7B; :;<?D?P?ED; :;B FHE9;IIE :7 FEHJ7H;
7L7DJ?�F;H�7:;=K7H;�?�<BKII?�?D<EHC7J?L?�7?�DKEL?�<788?IE=D?�

L’assessment finalizzato alla progettazione di un sistema
informativo aziendale a supporto della programmazione basato su
soluzioni informatiche più integrate nativamente.

$B I?IJ;C7 ?D<EHC7J?LE :;B 9ECKD; :? �;H=7CE T 97H7JJ;H?PP7JE
 9EC;
GK;BBE :? 7BJH? 9ECKD? $J7B?7D?
 :7 KD 9;HJE =H7:E :? <H7CC;DJ7P?ED;
:;BB; 87I? :7J? =;IJ?ED7B?� .7B? 87D9>; :7J? IEDE 7B 9;DJHE :;B I?IJ;C7
7B?C;DJ7DJ; ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 perfor-

mance
 F;H 9K? B7 BEHE <H7CC;DJ7P?ED; FKW 9ECFEHJ7H; B7 H?:ED:7DP7
:;? :7J? ; B7 DED 7JJ;D:?8?B?JS :;=B? IJ;II?�  I?IJEDE :?L;HI; 7H9>?J;J�
JKH; ?D<EHC7J?9>; 9>; 9EDI;DJEDE :? C?=B?EH7H; ?B =H7:E :? ?DJ;=H7P?E�
D; :;BB; 87D9>; :7J?� )8?;JJ?LE :? GK;IJ7 7P?ED; :? C?=B?EH7C;DJE T
GK;BBE :? IKFFEHJ7H; B\;DJ; D;B :;<?D?H; KD F?7DE F;H B7 H;L?I?ED; :;B
I?IJ;C7 ?D<EHC7J?LE 7P?;D:7B; 7 IKFFEHJE :7BB7 FHE=H7CC7P?ED; 9>;
<EHD?I97 ?D:?97P?ED? IKB =EL;HDE IJH7J;=?9E :;? I?IJ;C? ?D<EHC7J?L? �;I�
I9;BJ; EH=7D?PP7J?L; :? FEI?P?ED7C;DJE :;BB7 <KDP?ED; I?IJ;C? ?D<EH�
C7J?L?
 HKEBE ; H;IFEDI78?B?JS :;BB7 IJ;II7�
 IKB CE:;BBE EH=7D?PP7J?LE
; =;IJ?ED7B; :7 7:EJJ7H; 7D9>; 7BB7 BK9; :? KD7 FHEFEIJ7 :? 7H9>?J;J�
JKH7 :;B I?IJ;C7 IJ;IIE� &\7JJ?L?JS :ELH;88; ;II;H; ILEBJ7 L7BEH?PP7D�
:E ?B F?X FEII?8?B; =B? ?DL;IJ?C;DJ? ; B; 9ECF;J;DP; FH;I;DJ? 7BB\?DJ;HDE
:;BB\;DJ;�
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$B 9ECFB;J7C;DJE :;BB; 7P?ED? :? C?=B?EH7C;DJE :7 F7HJ; :;B
9ECKD; :? �;H=7CE 9ED ?B IKFFEHJE :;=B? ;IF;HJ? >7 F;HC;I�
IE :? H?I9EDJH7H; KD ;<<;JJ?LE C?=B?EH7C;DJE ?D KD7 I;H?; :?
7C8?J?� �ED B\7FFHEL7P?ED; :;B F?7DE :;BB7 performance :7
F7HJ; :;BB7 =?KDJ7 IK FHEFEIJ7 :;BB\)$0
 ?B CE:;BBE =;D;H7B;
:? H7FFH;I;DJ7P?ED; :;BB7 performance
 EH7
 T IJ7JE :;<?D?JE
; H?IKBJ7 ;II;H; 9>?7HE ; <79?BC;DJ; ?DJK?8?B; F;H ? 9?JJ7:?D?
:;B 9ECKD;� �ED ?B F?7DE :;BB7 performance ���������

B\7CC?D?IJH7P?ED; >7 FEJKJE 7LL?7H; ?B FH;I?:?E :? 7C8?J? :;BB7
performance FH;9;:;DJ;C;DJ; DED C?IKH7J?� BE -J7JE :? -7BK�
J; EH=7D?PP7J?L7
 BE -J7JE :? -7BKJ; :;BB; ,;B7P?ED? ; =B? ?CF7J�
J? 9>; FHE:K9; D;BB\7C8?;DJ; IE9?7B;
 ;9EDEC?9E ; =;E=H7<?9E
:? H?<;H?C;DJE� +K;IJ? 7C8?J? :;BB7 performance IEDE FH;I?:?7J?
C;:?7DJ; B\?CF?;=E :? 7FFEI?J? ?D:?97JEH? 9>; C?IKH7DE B7 per-

formance 7JJ;I7�
�D9>; F;H GK7DJE H?=K7H:7 ? IE==;JJ? 9ED H;IFEDI78?B?JS H;B7J?�
L; 7B FHE9;IIE �9?9BE :;BB7 performance� I? FEIIEDE EII;HL7�
H; 7B9KD? C?=B?EH7C;DJ?� ?B F?7DE :;BB7 performance T IJ7JE ?D�
J;=H7JE 9ED ?D:?97JEH? :? 9EDJ;IJE ;: T IJ7JE IF;9?<?97JE ?B B;=7�
C; BE=?9E JH7 ?D:?97JEH?
 E8?;JJ?L? ; target� $D 7==?KDJ7
 ?B B?L;BBE
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:? JH7IF7H;DP7 :;B I?IJ;C7 H?IKBJ7 C?=B?EH7JE
 7BC;DE F7HP?7B�
C;DJ;
 ?D GK7DJE B\7CC?D?IJH7P?ED;
 =H7P?; 7B F?7DE :;BB7 *;H�
<EC7D9; ��������� H;D:; FK88B?9? ; L?I?8?B? ? H?IKBJ7J? H7==?KDJ?
D;BB\;HE=7P?ED; :;? FHEFH? I;HL?P? 7D9>; <79;D:E 9ED<HEDJ? 9ED
7BJH; 7CC?D?IJH7P?ED? �benchmark�� $D<?D; I? H;=?IJH7 KD 7K�
C;DJE :;BB\;IJ;DI?ED; :;BB7 C?IKH7P?ED; �?D:?97JEH?� :;BB7 per-

formance BKD=E :?L;HI? 7C8?J?
 ?D F7HJ?9EB7H; ?CF7JJ?
 I;HL?P? ;
9EDJ;IJE�
&; IK99;II?L; :K; 7P?ED? :? C?=B?EH7C;DJE >7DDE FEIJE B; 87�
I? F;H ?B IKF;H7C;DJE :;BB7 <H7CC;DJ7P?ED; :;BB; 87I? :7J? =;�
IJ?ED7B?� -? I;=D7B7 9>; :KH7DJ; ?B F;H?E:E ?D 9K? IEDE IJ7J;
FEHJ7J; 7L7DJ? B; 7P?ED? :? C?=B?EH7C;DJE ?B 9ECKD; :? �;H=7�
CE >7 EJJ;DKJE KD <?D7DP?7C;DJE :? ,;=?ED; &EC87H:?7 <?D7�
B?PP7JE 7 H?L;:;H;
 JH7 B; 7BJH; 7JJ?L?JS
 7D9>; ?B I?IJ;C7 ?D<EH�
C7J?LE 7 IKFFEHJE :;BB7 FHE=H7CC7P?ED; ; :? 7B9KD? I;HL?P?�
$DEBJH; B; 7JJ?L?JS FEHJ7J; 7L7DJ? F;H H?L;:;H; B\EH=7D?PP7P?ED;
?DJ;HD7 :;BB7 !KDP?ED; -?IJ;C? $D<EHC7J?L? H7FFH;I;DJ7DE 9;H�
J7C;DJ; B7 LEBEDJS :;BB\;DJ; :? ?DL;IJ?H; ?D GK;IJ7 :?H;P?ED;�
$B H?IKBJ7JE :ELH;88; ;II;H; F;H B\7CC?D?IJH7P?ED; 9ECKD7B;
:? �;H=7CE :? :?IFEHH; :? KD I?IJ;C7 =;IJ?ED7B; ?DJ;=H7JE
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9ED ? I?IJ;C? =;IJ?ED7B? H;B7J?L? 7BB; :?L;HI; 7JJ?L?JS ; I;HL?P?�
&\?DJ;=H7P?ED; D7J?L7 :;BB; 87D9>; :7J? :;BB\;DJ; KD?J7C;DJ;
7BB\;LEBKP?ED; :;BB7 J;9DEBE=?7
 7 B?L;BBE hardware ; software

:ELH;88; 9EDI;DJ?H; 7BB\7CC?D?IJH7P?ED; 9ECKD7B; :? �;H=7�
CE B\?CC?II?ED; :?H;JJ7 :? :7J? I;CFH; F?X DKC;HEI? 7: KD B?�
L;BBE :? :;JJ7=B?E 9H;I9;DJ;
 B7 J;CF;IJ?L?JS :? 7==?EHD7C;D�
JE ; H;F;H?C;DJE :;? :7J? ; B7 :?IJH?8KP?ED; :;BB; H?IEHI; ?D<EH�
C7J?9>; F;H FEJ;H EF;H7H; ?CC;:?7J7C;DJ; ; ?DJ;H7JJ?L7C;D�
J;�IKBB;�87I;�:?�:7J?�

Azioni di miglioramento. Le azioni proposte al
comune di Novara
&; 7P?ED? :? C?=B?EH7C;DJE 9ED:?L?I; :7BB\7CC?D?IJH7P?ED; H?=K7H:7DE BE
IL?BKFFE :? 9ED:?P?ED? H;B7J?L; 7B B?L;BBE 9ECFB;II?LE :? ?DJ;H;II;
 7=B?
IJHKC;DJ? ; 7BB; 9ECF;J;DP;
 9>; F;HC;JJ7DE :? C?IKH7H; B7 performance

EH=7D?PP7J?L7 9ED H?<;H?C;DJE 7 H;IFEDI78?B?JS
 FH?EH?JS
 :;9?I?ED? FH;I; ;
:;9?I?ED? :7 FH;D:;H;� �ED GK;IJE E8?;JJ?LE IEDE ?D:?L?:K7J; JH; 7P?ED?
FH?EH?J7H?;�

_ B7 :;<?D?P?ED; :;B DKELE F?7DE :;BB7 performance ?D <KDP?ED; :;B FHE�
=H7CC7�:?�C7D:7JE�:;BB7�DKEL7�=?KDJ7�
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_ B7 H;L?I?ED; ; B7 H?EH=7D?PP7P?ED; :;BB7 IJHKJJKH7
 ?L? 9ECFH;IE ?B HKEBE
:;BB\)$0�

_ BE IL?BKFFE :;BB7 F7HJ; :;B I?JE H;B7J?L7 7BB7 JH7IF7H;DP7 ; 7B I?IJ;C7 :?
C?IKH7P?ED;�:;BB7 performance �accountability��

&\7D7B?I? ILEBJ7 FH;IIE ?B 9ECKD; :? (EL7H7 7L;L7 C;IIE ?D
;L?:;DP7 9EC; ?B I?IJ;C7 FH;I;DJ7II; :?L;HI? ;B;C;DJ? :? 9H?�
J?9?JS�H?9ED:K9?8?B?�7:�7B9KD?�<7JJEH?�;:�?D�F7HJ?9EB7H;�

_ 7B HKEBE ILEBJE :7? leader :;BB\EH=7D?PP7P?ED;
 GK7B? ?B :?H;J�
JEH; =;D;H7B;
 7II;IIEH; 7BB\EH=7D?PP7P?ED;
 8?B7D9?E ; F;H�
IED7B;�

_ 7BB\7H9>?J;JJKH7 9ECFB;II?L7 :;B I?IJ;C7 :? 9EDJHEBBE ; FHE�
=H7CC7P?ED;�

_ 7BB; 97H7JJ;H?IJ?9>; :;B FHE9;IIE :? C?IKH7P?ED; ; L7BKJ7P?E�
D;
 ?D F7HJ?9EB7H; 9ED H?<;H?C;DJE 7B HKEBE ILEBJE :7? :?H?=;DJ?
;
�FEJ;DP?7BC;DJ;
�:7BB\)$0�

_ 7B B?L;BBE :? JH7IF7H;DP7 :;B I?IJ;C7
 B;=7JE ?D F7HJ?9EB7H; 7B�
BE�IL?BKFFE�:;B�I?JE�
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*;H GK7DJE H?=K7H:7 B7 leadership 7BB\?DJ;HDE
:;BB\7CC?D?IJH7P?ED; I? I;=D7B7 ?B HKEBE FHEFKBI?LE :;B DKELE
:?H;JJEH; =;D;H7B; 9>; >7 F;HC;IIE :? 7LL?7H; ?B FHE=H7CC7
:? IL?BKFFE :;B I?IJ;C7 :? =EL;HD7DJ; :;BB7 performance :;B
9ECKD; ; :? ?DJ;=H7P?ED; JH7 =B? ?D:?H?PP? FEB?J?9? ; B\7JJ?L?JS =;�
IJ?ED7B;� &7 :;<?D?P?ED; :;BB\7B8;HE :;BB7 performance 7 F7HJ?�
H; :7BB; B?D;; :? ?D:?H?PPE FEB?J?9E ;IFH;II; D;B FHE=H7CC7 :?
C7D:7JE :;B :?H?=;DJ? :;=B? E8?;JJ?L? IJH7J;=?9? ; :;BB; FH?EH?JS
:7�JH7:KHH;�?D�E8?;JJ?L?�EF;H7J?L?�:7�;IFB?9?J7H;�D;B * "*�)�
+K7DJE 7BB\7H9>?J;JJKH7 9ECFB;II?L7 :;B I?IJ;C7 :? 9EDJHEBBE ;
FHE=H7CC7P?ED;
 I? I;=D7B7 9EC;
 EBJH; 7BB7 H?:;<?D?P?ED; :;B�
B7 C?II?ED; ; :;BB7 L?I?ED; :;B 9ECKD; :? (EL7H7
 ?B B7LEHE
7LL?7JE :ELH;88; F;HC;JJ;H;
 F7HJ;D:E :7BB7 L7BKJ7P?ED; :;?
I;HL?P??DJ;HL;DJ? ; :;BB; FEB?J?9>; ?D 7JJE 9EDI;=K;DJ? 7B * "
����
 :? ;L?:;DP?7H; =B? ?D:?97JEH? 7JJ? 7 ?D:?L?:K7H; =B? 7IF;JJ?
;II;DP?7B? :;? FHE=H7CC? :7 F;HI;=K?H;� ,;IJ7 :7 :;9?:;H; B7
D;9;II?JSEFFEHJKD?JS E C;DE :? FHE9;:;H; 7: KD7 spending

and incoming review I?IJ;C7J?97 9ED KD7 DKEL7 F;H?C;JH7�
P?ED; :;? I;HL?P? ; :;=B? ?DJ;HL;DJ? 9ECKD7B? 9>; H;D:7 :?IFE�
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D?8?B? H?IEHI; F;H ?DL;IJ?C;DJ? =;D;H7JEH? 7 BEHE LEBJ7 :? DKEL;
H?IEHI;�
+K7DJE 7B FHE9;IIE
 ;: ?D F7HJ?9EB7H; 7B 9E?DLEB=?C;DJE :;=B?
stakeholder D;BB7 :;<?D?P?ED; :;=B? E8?;JJ?L? ; D;BB7 L7B?:7P?ED;
:;=B? ?D:?97JEH?
 I? FH;L;:; KD BEHE C7==?EH; ?DJ;H;II7C;DJE
D;BB7 :;<?D?P?ED; :;BB; FH?EH?JS :7 ;IFB?9?J7H; D;BB7 ,*** "
7JJH7L;HIE B7 H;7B?PP7P?ED; :;B 8?B7D9?E F7HJ;9?F7JE ����� R
FH;L?IJ7
 7 GK;IJE <?D;
 B7 ;B78EH7P?ED; ; B7 C;II7 7 :?IFE�
I?P?ED; :;BB7 H;B7P?ED; IKBB7 performance 9>; L7:7 EBJH; KD
I;CFB?9; H;D:?9EDJE :;BB; 9EI; <7JJ; ; DED <7JJ; ; 9>; C;J�
J7 D;BB; 9ED:?P?ED? :? 9ED:?L?:;H; KD7 H?<B;II?ED; IK? H?IKBJ7J?
EJJ;DKJ? ; IKBB; 9H?J?9?JS H?I9EDJH7J; D;B F;H?E:E 7D7B?PP7JE� .7�
B; H;B7P?ED; I7HS KJ?B?PP7J7 F;H B\7==?EHD7C;DJE 7DDK7B; :;=B?
7JJ?�:?�FHE=H7CC7P?ED;�
-? IEJJEB?D;7DE 7 GK;IJE FHEFEI?JE 7B9KD; :;8EB;PP; =?S I;�
=D7B7J; ?D FH;9;:;DP7 ; ?HH?IEBJ;� ?B 97H7JJ;H; ]FE9E^ ?D:?F;D�
:;DJ; :;BB[)$0 �9ECFEIJE :7 I;=H;J7H?E "�B;
 :?H;JJEH; "�B;

9>; BE FH;I?;:;
 ; KD ;IF;HJE ;IJ;HDE�
 BE I97HIE 9E?DLEB�
=?C;DJE :;BB\)$0 D;BB7 FH;:?IFEI?P?ED; :;BB7 C;JE:EBE=?7 :?
C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance :;B 9ECKD;
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B\7II;DP7 :? KD7 FHE9;:KH7 :? =;IJ?ED; :;=B? ;L;DJ? 7LL;HI?

B\7II;DP7 :;BB7 :;<?D?P?ED; :? I9;D7H? ; 7D7B?I? :;B 9EDJ;IJE :7
9EDI?:;H7H;�D;BB7�FHE=H7CC7P?ED;�:;BB;�FH?EH?JS�:;B�9ECKD;�
-;CFH; ?D H;B7P?ED; 7B FHE9;IIE :? C?IKH7P?ED; ; L7BKJ7P?ED;
:;BB7 performance
 I? IEJJEB?D;7 9>; T ?D 9EHIE :? ;B78EH7�
P?ED; ?B :E9KC;DJE H;B7J?LE 7B I?IJ;C7 :? C?IKH7P?ED; ; L7�
BKJ7P?ED; :;BB7 performance �-'0*� :;B 9ECKD; :? (EL7H7�
$B DKELE -'0* :;B?D;7JE ?DJHE:K9; B7 C?IKH7P?ED; ; B7 L7BK�
J7P?ED; :;BB7 performance EH=7D?PP7J?L7
 ;IFB?9?J7 ?B 9EBB;=7�
C;DJE JH7 B7 L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7 ;
:;BB7 performance ?D:?L?:K7B;
 FH;L;:; B\?:;DJ?<?97P?ED; :;=B?
?D:?97JEH? :? outcome
 EBJH; 7 GK;BB? :? output
 ;: ;IFB?9?J7 ?B 9EB�
B;=7C;DJE JH7 ?D:?97JEH? ;: E8?;JJ?L? ; H?IEHI;� &\;B78EH7P?ED;
:;B I?IJ;C7 T 7 9KH7 :;B 9?J7JE =HKFFE :? B7LEHE 9EIJ?JK?JE 7BB7
:?H;JJ7�:?F;D:;DP7�:;B�:?H;JJEH;�=;D;H7B;�
$B J;C7 :;BB7 JH7IF7H;DP7 :;B I?IJ;C7 DED T IJ7JE ?DJ;H;II7JE
:7 =H7D:? 97C8?7C;DJ? H?IF;JJE 7BB7 I?JK7P?ED; H?B;L7J7 7:
7FH?B; ����� -? I;=D7B7 IEBJ7DJE B7 FK88B?97P?ED; IKB I?JE :;B
FHE=H7CC7 :? C7D:7JE :;B I?D:79E ������������ .KJJ7L?7
 BE
-'0* ?D 9EHIE :? ;B78EH7P?ED; FH;L;:; B7 FK88B?97P?ED; IKB
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I?JE :;BBE IJ;IIE -'0*
 :;B F?7DE :;BB7 performance �9EC;
* "*�)��;�:;BB7 H;B7P?ED;�IKBB7 performance�

Azioni di miglioramento. Le azioni proposte al
comune di Verona
&; 7P?ED? :? C?=B?EH7C;DJE FHEFEIJ; ; FHE=H7CC7J; F;H ?B 9ECKD; :? 0;�
HED7 IEDE�
*HE=;JJE F?BEJ7 ]?D:?97JEH?^� &7 GK;IJ?ED; :;=B? ?D:?97JEH? T ?D F7HJ; 7<<HED�
J7J7 D;B :E9KC;DJE ?D 8EPP7
 :;DEC?D7JE F?7DE :;BB7 performance
 9>;
H?FH;D:; ?D 8KED7 F7HJ; B; H799EC7D:7P?ED? :;BB7 :;B?8;H7 �?0$. ���
���� 4&;==? ?B J;IJE ?D H;J; 5 H?=K7H:7DJ? ?B F?7DE :;BB7 performance� .KJ�
J7L?7
 ? FHE8B;C? :;BB7 I;B;P?ED; :;=B? ?D:?97JEH?
 :;BB7 BEHE 9B7II?<?97P?E�
D; ; :;I9H?P?ED; 7D7=H7<?97
 DED9>U :;BB7 :;<?D?P?ED; :;BB; FHE9;:KH; :?
?CFKJ7P?ED;
 9EDL7B?:7 ; =;IJ?ED; :;? :7J? 9>; B? H?=K7H:7DE IEDE JKJJ? ?H�
H?IEBJ? ; H?DL?7DE 7: KD7 7JJ?L?JS <KJKH7 7D9EH7 :7 ?D?P?7H;� $D GK;IJ\7C8?JE
IF;9?7B?IJ?9E KD IKFFEHJE :;B FHE=;JJE FEJH;88; H?L;B7HI? KJ?B;� &; <7I? :;B
FHE=;JJE FEJH;88;HE ;II;H; 9EIV 7HJ?9EB7J;
 ILEB=;D:EB; DED D;9;II7H?7�
C;DJ;�?D�I;GK;DP7�

_ H?9E=D?P?ED;�:;=B?�?D:?97JEH?�7JJK7BC;DJ;�?D�KIE
_ L7BKJ7P?ED; :;BB7 :?IFED?8?B?JS :? ?D:?97JEH? standard ; 9B7II?<?97J? :? <ED�
J; �(�$ E�:?�7BJH7�<EDJ;

_ I;B;P?ED; :;=B? ?D:?97JEH? :? ;<<?9?;DP7
 ;<<?979?7 ; ?CF7JJE 7:7JJ? 7BB;
;I?=;DP;�:;B�9ECKD;
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_ :;<?D?P?ED; ; 7JJK7P?ED; :;BB; FHE9;:KH; �7D9>; ?D<EHC7J?9>;� :? ?CFK�
J7P?ED;
�9EDL7B?:7�;�=;IJ?ED;�:;?�:7J?�

*HE=;JJE F?BEJ7 ]performance EH=7D?PP7J?L7^� &7 L7BKJ7P?ED; :;BB7 perfor-

mance EH=7D?PP7J?L7 T 7JJK7BC;DJ; KD7 B79KD7 D;B FHE=;JJE :? F?7DE :;B�
B7 performance 9>; T ?D 9EHIE :? ILEB=?C;DJE� $B FHE=;JJE H?9>?;:; BE ILEB�
=?C;DJE�:;BB;�I;=K;DJ?�7JJ?L?JS�

_ KD�CE:;BBE�:?�GK7B?JS�:;?�I;HL?P?�:? front office ; back office

_ B7�:;<?D?P?ED;�:?�7FFHEFH?7J?�?D:?97JEH?�F;H�B7�L7BKJ7P?ED;�:;B�CE:;BBE
_ B\;B78EH7P?ED; ; ?B 97B9EBE :? KD ?D:?97JEH; I?DJ;J?9E :? performance

EH=7D?PP7J?L7 F;H 9?7I9KD I;HL?P?E :;BB\7CC?D?IJH7P?ED; �7BC;DE
D;BB\7C8?JE�FH;I9;BJE�F;H�?B�FHE=;JJE�

_ ;B78EH7P?ED; ; 97B9EBE :;BB7 performance EH=7D?PP7J?L7 :? 9?7I9KD7
KD?JS�EH=7D?PP7J?L7�F;H�?�I;HL?P?�:?�9K?�>7�B7�H;IFEDI78?B?JS�:?H;JJ7

_ 9H?J;H? :? :;<?D?P?ED; :;BB7 performance :;BB\7CC?D?IJH7P?ED; D;B IKE
9ECFB;IIE �8?IE=D7 F;HW DEJ7H; 9>; ?B 9ECF?JE :;BB7 L7BKJ7P?ED; :;BB7
performance 9ECFB;II?L7 IF;JJ7 7B (:0 Y L� �HJ� �
 9ECC7 � B;JJ;H7 7
;��HJ����
�9ECC7���B;JJ;H7�;�:;B ���&=I����������4&;==?�?B�J;IJE�?D
H;J; 5 :;B�������

,;7B?PP7P?ED; :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 perfor-

mance� (;B 9EHIE :;B FHE=;JJE
 B\7JJ?L?JS :;? 9EDIKB;DJ? I? T 9ED9;DJH7J7
IKBBE IL?BKFFE :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 perfor-

mance
 <?DE 7: E==? ?D9ECFB;JE
 ?DJ;=H7D:EBE 9ED =B? 7FFEHJ? :;H?L7DJ?
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:7BB; :K; 7P?ED? :? C?=B?EH7C;DJE ; <EHD;D:E IKFFEHJE 9EDJ?DKE 7B =HKF�
FE�:?�B7LEHE�?DJ;HDE�?D97H?97JE�:;BB7�IK7�H;7B?PP7P?ED;�

$B F;H9EHIE :? C?=B?EH7C;DJE H;7B?PP7JE :7B 9ECKD; :? 0;HED7
>7 EJJ;DKJE :?L;HI? ;<<;JJ? FEI?J?L?� ,?IF;JJE 7B <7JJEH; :;BB7
leadership 7BB\?DJ;HDE :;BB\EH=7D?PP7P?ED;
 T ?DJ;H;II7DJ; H?B;�
L7H; KDE IL?BKFFE :;BB7 leadership :;B :?H;JJEH; =;D;H7B; 9>;

F;H ?B HKEBE ILEBJE D;BBE IL?BKFFE :;B I?IJ;C7 ; F;H B\?DL;IJ?JKH7
<EHC7B; D;B HKEBE :? H;IFEDI78?B; :;B 9?9BE :;BB7 performance

:?IFED; EH7 :? KD 7FF7H7JE 9ECFB;JE ; IJHKJJKH7JE F;H B7 =;�
IJ?ED; :;B I?IJ;C7 7CC?D?IJH7J?LE� $B I?IJ;C7 :? 9EDJHEBBE ;
FHE=H7CC7P?ED; T ;LEBKJE 7JJH7L;HIE B\?DJHE:KP?ED; :? KD7
7D7=H7<; =;D;H7B; :;=B? ?D:?97JEH?� (;B FHE9;IIE :? ?DJ;=H7�
P?ED; JH7 L7BKJ7P?ED; EH=7D?PP7J?L7 ; L7BKJ7P?ED; ?D:?L?:K7B;
B\7CC?D?IJH7P?ED; >7 :;9?IE :? I?D9HED?PP7H; B7 C?IKH7P?ED? ;
B; L7BKJ7P?ED? FHE:EJJ; D;? :K; 7C8?J? J;D;D:E 9EDJE 7D9>;
:;BB\?CF7JJE :;BB7 performance EH=7D?PP7J?L7 IKBB7 L7BKJ7P?E�
D; ?D:?L?:K7B;� -? T IKF;H7JE ?D J7B CE:E KDE :;=B? 7IF;JJ? 9H?�
J?9? :;BB7 L7BKJ7P?ED; ?D:?L?:K7B;
 L?IJ7 9EC; KD 9EHFE I;F7�
H7JE H?IF;JJE 7B GK7:HE =;D;H7B; :;BB7 L7BKJ7P?ED; :;BB7 per-
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formance� �D9>; H?IF;JJE 7=B? 7C8?J? :? C?IKH7P?ED; ; L7BKJ7�
P?ED; 9? IEDE IJ7J? ?CFEHJ7DJ? C?=B?EH7C;DJ?� (ED IEBE T IJ7�
JE 7FFHEL7JE ?B CE:;BBE standard F;H B7 97HJ7 :;? I;HL?P?
 C7
GK;IJE T IJ7JE ?DJ;=H7JE 9ED B7 L7BKJ7P?ED; :;? I;HL?P? :;B -'�
0*� $DEBJH;
 =B? ?D:?97JEH? F;H 7D7B?PP7H; B\?CF7JJE :;BB\7P?ED;
7CC?D?IJH7J?L7 ; BE IJ7JE :? I7BKJ; :;BB\7CC?D?IJH7P?ED; IEDE
IJ7J?�?DI;H?J?�D;BB\7D7=H7<;�:;=B?�?D:?97JEH?�

Azioni di miglioramento. Le azioni proposte al
comune di Reggio Emilia
&; 7P?ED? :? C?=B?EH7C;DJE ?D:?L?:K7J; F;H ?B 9ECKD; :? ,;==?E  C?B?7 IE�
DE�

La formulazione di un documento di sintesi che illustri il sistema
di misurazione e valutazione delle performance nel suo
complesso.

$B 9?9BE :;BB7 performance ; ?B IKE 9EBB;=7C;DJE 9ED ?B I?IJ;C7 :? L7�
BKJ7P?ED; :;B F;HIED7B; T IJ7JE IEIJ7DP?7BC;DJ; :;<?D?JE ;: 7JJK7JE
:7? :?H?=;DJ? :;B 9ECKD; :? ,;==?E  C?B?7 ;: T =?S ?D KIE� )8?;JJ?LE
:;BB\7P?ED; :? C?=B?EH7C;DJE T :? JH7:KHH; ?D KD :E9KC;DJE <EHC7B; ?B
I?IJ;C7�=?S�7:EJJ7JE�:7BB\7CC?D?IJH7P?ED;�
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Il raffinamento degli indicatori, tramite azioni di audit e la
creazione di alcune schede consolidate a completamento del
piano della performance.

)8?;JJ?LE :? GK;IJ7 7P?ED; T GK;BBE :? IKFFEHJ7H; ?B 9ECKD; :? ,;==?E
 C?B?7 D;BB\?DJ;=H7H; KBJ;H?EHC;DJ; ?B FHEFH?E I?IJ;C7 :? C?IKH7P?ED; ;
L7BKJ7P?ED; :;BB7 performance
 H7<<?D7D:E ; 9EDIEB?:7D:E ?D:?97JEH?
=?S ;I?IJ;DJ? 9ED B\E8?;JJ?LE :? ?DJ;=H7H; =B? ;B;C;DJ? 9>; 9ECFED=EDE
?B F?7DE :;BB7 performance� $D F7HJ?9EB7H;
 B\7JJ?L?JS FEJHS H?=K7H:7H;
7D9>; BE IJ7JE :? I7BKJ; EH=7D?PP7J?L7 ; :;BB; H;B7P?ED? ; 7B9KD; I9>;�
:;�I;HL?P?E�H?J;DKJ;�FH?EH?J7H?;�F;H�?B�9ECKD;�

L’assessment dei fabbisogni informativi a supporto del sistema di
misurazione e valutazione della performance e della trasparenza.

&7 :;<?D?P?ED; :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 perfor-

mance D;9;II?J7 :? KD\7:;=K7J7 C7FF7JKH7 :;? <788?IE=D? ?D<EHC7J?�
L? :? IKFFEHJE F;H 7=;LEB7H; ?B FHE9;IIE :? 7B?C;DJ7P?ED; :;B I?IJ;C7
IJ;IIE ?D EJJ?97 :? C7II?C7 ;<<?9?;DP7 D;BB7 FHE:KP?ED; :;BB; ?D<EHC7�
P?ED? ; =7H7DP?7 :? GK7B?JS :;BB; IJ;II; I?7 F;H =B? stakeholder ?DJ;H�
D? �:?H?=;DJ?
 F;HIED7B;
 :?H;P?ED;
 EH=7D? 7CC?D?IJH7J?L? ; FEB?J?9?� 9>;
F;H GK;BB? ;IJ;HD? �9?JJ7:?D?
 ?CFH;I;
 F7HJ;9?F7J; ; FEHJ7JEH? :? ?DJ;H;I�
I;�� *;H GK;IJE CEJ?LE B\E8?;JJ?LE :? GK;IJ7 7P?ED; T GK;BBE :? IKF�
FEHJ7H; ?B 9ECKD; D;BB\7D7B?I? :;B <788?IE=DE ?D<EHC7J?LE ; D;BB7 9ED�
J;IJK7B; :;<?D?P?ED; :;B FHE9;IIE :7 7JJK7H; F;H KD7 C?=B?EH; H7FFH;�
I;DJ7P?ED; :;BB; ?D<EHC7P?ED? D;9;II7H?; �;I� ?:;DJ?<?97P?ED; :;? :7J?
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:;<?D?P?ED; :;B <EHC7JE ; FHEFEIJ7 :? 7H9>?J;JJKH7 9ECFB;II?L7 :;B I?�
IJ;C7�?D<EHC7J?LE�:7�7JJK7H;��

$B 9ECFB;J7C;DJE :;BB; 7P?ED? :? C?=B?EH7C;DJE :7 F7HJ; :;B
9ECKD; :? ,;==?E  C?B?7 9ED ?B IKFFEHJE :;=B? ;IF;HJ? >7 F;H�
C;IIE :? H?I9EDJH7H; KD ;<<;JJ?LE C?=B?EH7C;DJE ?D KD7 I;H?; :?
7C8?J?� $DD7DP?JKJJE ?B 9ECKD; :? ,;==?E  C?B?7 >7 DEC?D7JE
; 9EIJ?JK?JE B\)$0 �)$0� H?IF;JJ7D:E ? H;GK?I?J? FH;:;<?D?J? F;H ?
9ECFED;DJ? �?D9ECF7J?8?B?JS
 ;B;L7J7 FHE<;II?ED7B?JS C7D7=;�
H?7B; ;J9��� 7 =7H7DP?7 :;BB\?D:?F;D:;DP7 :;BB7 L7BKJ7P?ED; :;B�
B7 performance EH=7D?PP7J?L7 ; ?D:?L?:K7B;� &\)$0
 EH7
 ?DJ;H7�
=?I9; ; 9EBB78EH7 :?H;JJ7C;DJ; 9ED ?B L;HJ?9; 7CC?D?IJH7J?LE ;
? :?H?=;DJ? :;BB\;DJ; 7B <?D; :? 7II?9KH7H; H?=EH;
 ?D9?I?L?JS ; JH7�
IF7H;DP7 :;B I?IJ;C7 :? L7BKJ7P?ED;� $DEBJH;
 B\)$0
 ;DJHE I97�
:;DP7
 L7B?:;HS B7 H;B7P?ED; IKBB7 performance
 FHEFEHHS B7
L7BKJ7P?ED; :;B :?H;JJEH; =;D;H7B; ; 7JJ;IJ;HS B\7IIEBL?C;DJE
:;=B? E88B?=>? :? ?DJ;=H?JS ; JH7IF7H;DP7� -? 9ED<?:7 9>;
 9ED
B7 9EIJ?JKP?ED; :;BB\)$0
 L;HH7DDE H?IF;JJ7J; B; J;CF?IJ?9>; :?
FHE=H7CC7P?ED;�;�H;D:?9EDJ7P?ED;�:;BB\;DJ;�
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�ED B\7FFHEL7P?ED; :;B F?7DE :;BB7 performance :7 F7HJ; :;B�
B7 =?KDJ7
 ?B CE:;BBE =;D;H7B; :? H7FFH;I;DJ7P?ED; :;BB7 per-

formance =?S FH;9;:;DJ;C;DJ; :;<?D?JE
 EH7 T IJ7JE KBJ;H?EH�
C;DJ; 7<<?D7JE ; H?IKBJ7 ;II;H; C7==?EHC;DJ; ?DJK?8?B; F;H ?
9?JJ7:?D? :;B 9ECKD;� $B FH;I?:?E :? 7B9KD? I;HL?P? H?J;DKJ? H?B;�
L7DJ? F;H B\;DJ; 9ED B7 9EIJHKP?ED; :? 7FFEI?J; I9>;:; I;HL?P?E
F;HC;JJ;HS :7 KD B7JE KD C7==?EH; FH;I?:?E :? GK;IJ? I;HL?�
P? ?D J;HC?D? :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance

7B <?D; :? C?=B?EH7H; B7 GK7B?JS 9ECFB;II?L7 :;? I;HL?P? IJ;I�
I?
 :7BB\7BJHE F;HC;JJ;HS KD7 C?=B?EH; H;D:?9EDJ7P?ED; D;? 9ED�
<HEDJ? :;? 9?JJ7:?D? ; stakeholder H?B;L7DJ? L?IJ7 B7 <79?B?JS :? B;J�
JKH7�:;BB;�I9>;:;�FH;:?IFEIJ;�
&\KBJ?C7 7P?ED; :? C?=B?EH7C;DJE >7 FEIJE B; 87I? F;H ?B IK�
F;H7C;DJE :;<?D?J?LE :;BB7 <H7CC;DJ7P?ED; :;BB; 87I? :7J? =;�
IJ?ED7B?� $D GK;IJE CE:E B\7CC?D?IJH7P?ED; 9ECKD7B; :? ,;=�
=?E  C?B?7 :?IFEHHS :? KD I?IJ;C7 =;IJ?ED7B; JEJ7BC;DJ; ?DJ;�
=H7JE D;B datawarehouse� &\?DJ;=H7P?ED; D7J?L7 :;BB; 87D9>;
:7J? :;BB\;DJ; KD?J7C;DJ; 7BB\;LEBKP?ED; :;BB7 J;9DEBE=?7
 7 B?�
L;BBE hardware ; software =7H7DJ?HS 7BB\7CC?D?IJH7P?ED; 9E�
CKD7B; :? ,;==?E  C?B?7 B\?CC?II?ED; :?H;JJ7 :? :7J? I;CFH;
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F?X DKC;HEI? 7: KD B?L;BBE :? :;JJ7=B?E I;CFH; C7==?EH;
 B7
J;CF;IJ?L?JS :? 7==?EHD7C;DJE ; H;F;H?C;DJE :;? :7J? ; B7 :?�
IJH?8KP?ED; :;BB; H?IEHI; ?D<EHC7J?9>; F;H FEJ;H EF;H7H; ?C�
C;:?7J7C;DJ;�;�?DJ;H7JJ?L7C;DJ;�IKBB;�87I;�:?�:7J?�

Azioni di miglioramento. Le azioni proposte
all’Unione dei comuni della Bassa Romagna
�7BB\7D7B?I? ;<<;JJK7J7 7JJH7L;HIE B7 check-list ; H?FEHJ7J7 D;B report I? ;L?D�
9; 9>; B; 7P?ED? :? C?=B?EH7C;DJE :7 7JJ?L7H; FH;IIE B\/D?ED; :;? 9ECKD?
:;BB7��7II7�,EC7=D7 IEDE�C?H7J;�7�

_ H?L;:;H; ; 9ECFB;J7H; ?B set :;=B? ?D:?97JEH? KJ?B?PP7J? F;H CED?JEH7H; ?
I;HL?P?�;:�?CFEIJ7H;�B\7D7=H7<?97�

_ 9H;7H;�KD�I?IJ;C7�:?�CED?JEH7==?E�:;BB;�F7HJ;9?F7J;�

$B H?IKBJ7JE 7JJ;IE :7BB; 7P?ED? :? C?=B?EH7C;DJE 9EDI?IJ; ?D KD7 C?=B?EH;
?CFEIJ7P?ED; I?7 :;B F?7DE :;BB7 performance F;H B\7DDE ����
 I?7 :;B 9?�
9BE :? =;IJ?ED; :;BB7 performance� &7 H;L?I?ED; :;=B? ?D:?97JEH? :? I;HL?P?E
; :? outcome ; B7 9H;7P?ED; :? KD I?IJ;C7 :? CED?JEH7==?E F;H B; F7HJ;�
9?F7J; F;HC;JJ; :? 7<<?D7H; ; 9ECFB;J7H; ?B set :? IJHKC;DJ? 7:EJJ7J? F;H
H;7B?PP7H; I?7 ?B CED?JEH7==?E :;BB7 performance ?D 9EHIE :? ;I;H9?P?E
 I?7
B7�L7BKJ7P?ED;�:;BB7 performance 7�<?D;�;I;H9?P?E�
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&; 7P?ED? :? C?=B?EH7C;DJE FEHJ7J; 7L7DJ?
 >7DDE ?D<BK;DP7JE
FEI?J?L7C;DJ; B\7FFHE99?E 7BB7 C?IKH7P?ED; 7JJK7JE
:7BB\/D?ED; :;? 9ECKD? :;BB7 �7II7 ,EC7=D7� -; B\?CF?7DJE
9ECFB;II?LE :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7
performance ; B\?CFEIJ7P?ED; :7J7 7B 9?9BE :? =;IJ?ED; :;BB7
performance I? ;H7DE :7 IK8?JE :?CEIJH7J? HE8KIJ?
 C?DEH; 7J�
J;DP?ED; ;H7 IJ7J7 FEIJ7 7BB7 :;<?D?P?ED; :;=B? ?D:?97JEH? ;: 7B
BEHE KJ?B?PPE D;? L7H? I;HL?P?� &; 7P?ED? :? C?=B?EH7C;DJE >7D�
DE 9H;7JE B7 9EDI7F;LEB;PP7 9>; KD ?D:?97JEH; :;887 ;II;H;
I;CFH; 9EBB;=7JE 7: KD E8?;JJ?LE :7 F;HI;=K?H;
 7D9>; F;H B;
7JJ?L?JS EH:?D7H?;
 9>; J7B; E8?;JJ?LE :;887 ;II;H; ?:;DJ?<?97JE
FH?C7 :;BB\?D:?97JEH; ;: ;II;H; 9E;H;DJ;
 E F;HBEC;DE DED ?D
9EDJH7::?P?ED;
 9ED =B? ?DJ;DJ? IJH7J;=?9? :;BB\EH=7D?PP7P?ED;�
+K?D:? T IJ7JE C?=B?EH7JE ?B FHE9;IIE :? :;<?D?P?ED; :;=B? ?D:?�
97JEH?� &\7JJK7P?ED; :;BB; 7P?ED? >7 ?DJHE:EJJE KD7 7D7=H7<?97
:;=B? ?D:?97JEH? 9>; FKW ;II;H; KJ?B?PP7J7 ?D JKJJ7 B7 IK7 ;IJ;D�
I?ED; E ?D <EHC7 H?:EJJ7 7 I;9ED:7 :;B :;JJ7=B?E 7B GK7B; I? :;�
I?:;H7 F;HL;D?H; D;BB7 97H7JJ;H?PP7P?ED; :;BB\?D:?97JEH;� R IJ7�
JE ?DEBJH; ;B78EH7JE KD framework 9>; H?:K9; 7C8?=K?JS ;: ?D�
9ECFH;DI?ED?� $D<?D; ?B F;H9EHIE :? C?=B?EH7C;DJE >7 9EDI;D�

Esperienze e leading pratice in alcune amministrazioni locali



J?JE :? IL?BKFF7H; =B? ?D:?97JEH? :;? I;HL?P? F?BEJ7
 :;<?D;D:E =B?
E8?;JJ?L? :7 F;HI;=K?H;
 ?:;DJ?<?97D:E =B? 7C8?J? :? C?IKH7P?ED;
F?X I?=D?<?97J?L? F;H 9?7I9KD I;HL?P?E ; 97H7JJ;H?PP7D:E 9?7I9KD
?D:?97JEH; D;BB\7D7=H7<?97� .7B; FHE9;IIE FEJHS ;II;H; H?FH;IE
GK7D:E I7HS H?7JJ?L7JE ?B FHE=;JJE H;B7J?LE 7B I?IJ;C7 :? CED?�
JEH7==?E�:;BB;�F7HJ;9?F7J;�

Azioni di miglioramento. Le azioni proposte al
comune di Arezzo
�7BB\7D7B?I? ;<<;JJK7J7 7JJH7L;HIE B7 check-list ; H?FEHJ7J7 D;B report I? ;L?D�
9; 9>; B; 7P?ED? :? C?=B?EH7C;DJE :7 7JJ?L7H; FH;IIE ?B 9ECKD; :? �H;PPE
FEIIEDE�;II;H;�C?H7J;�7�

_  B78EH7H; KD F?7DE IJH7J;=?9E 9>; 9EBB;=>? ?B FHE=H7CC7 :? C7D:7JE
7BB\7P?ED;�GKEJ?:?7D7�:;?�I;HL?P?�

_ �;<?D?H; ?D:?97JEH? :? outcome
 H?L;:;H; =B? ?D:?97JEH? KJ?B?PP7J? F;H CED?�
JEH7H;�?�I;HL?P?�;:�?CFEIJ7H;�B\7D7=H7<?97�

_ �H;7H;�KD�I?IJ;C7�:?�CED?JEH7==?E�:;BB;�F7HJ;9?F7J;�

$B H?IKBJ7JE 7JJ;IE :7BB; 7P?ED? :? C?=B?EH7C;DJE 9EDI?IJ; ?D KD7 C?=B?EH;
?CFEIJ7P?ED; I?7 :;B F?7DE :;BB7 performance F;H B\7DDE ����
 I?7 :;B
9?9BE :? =;IJ?ED; :;BB7 performance� &7 H;7B?PP7P?ED; :? KD F?7DE IJH7J;�
=?9E 9EBC7 GK;BB7 F7HJ; :;B F?7DE :;BB7 performance 9>; DED ;H7 IJ7J7
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7D9EH7 ;B78EH7J7� &7 :;<?D?P?ED; :? ?D:?97JEH? :? outcome F;HC;JJ; :? C?�
IKH7H; B; FEB?J?9>; ; B; 7P?ED? 7CC?D?IJH7J?L; IK=B? ?CF7JJ? 9>; FHE:K9EDE
IKBB7 9ECKD?JS� &7 H;L?I?ED; :;=B? ?D:?97JEH? :? I;HL?P?E ; B7 9H;7P?ED; :?
KD I?IJ;C7 :? CED?JEH7==?E F;H B; F7HJ;9?F7J; F;HC;JJ; :? 7<<?D7H; ; 9EC�
FB;J7H; ?B set :? IJHKC;DJ? 7:EJJ7J? F;H H;7B?PP7H; I?7 ?B CED?JEH7==?E :;BB7
performance ?D 9EHIE :? ;I;H9?P?E
 I?7 B7 L7BKJ7P?ED; :;BB7 performance

7�<?D;�;I;H9?P?E�

&; 7P?ED? :? C?=B?EH7C;DJE FEHJ7J; 7L7DJ? :7B 9ECKD; :? �H;P�
PE
 IEFH7JJKJJE GK;BB7 H;B7J?L7 7BB7 H;:7P?ED; :;B F?7DE IJH7J;�
=?9E >7DDE ?D<BK;DP7JE FEI?J?L7C;DJ; I?7 B\7P?ED; 7CC?D?IJH7�
J?L7 I?7 GK;BB7 FEB?J?97� +K;IJ\KBJ?C7 >7 9EBJE B\?CFEHJ7DP7 :;B
9?9BE :? =;IJ?ED; :;BB7 performance 9EC; IJHKC;DJE F;H CE�
D?JEH7H; I; =B? ?D:?H?PP? FEB?J?9? :7J? IEDE 9EHH;JJ7C;DJ; F;HI;�
=K?J? :7BB7 9ECFED;DJ; 7CC?D?IJH7J?L7 ; I; :7DDE BKE=E 7? H?�
IKBJ7J? :;I?:;H7J?� ?B F?7DE :;BB7 performance DED T F?X L?IIKJE
9EC; KD7 GK;IJ?ED; I;CFB?9;C;DJ; 7CC?D?IJH7J?L7
 C7 9E�
C; IJHKC;DJE 7 IKFFEHJE
 7JJH7L;HIE B\7P?ED; 7CC?D?IJH7J?L7

:;B F;HI;=K?C;DJE :;=B? E8?;JJ?L? FEB?J?9? :? B;=?IB7JKH7� +K;�
IJE T IJ7JE KD FH?CE F7II7==?E 9KBJKH7B; <ED:7C;DJ7B;� &\7BJHE
F7II7==?E <ED:7C;DJ7B; T IJ7JE GK;BBE :? 7CFB?7H; B7 L?I?E�
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D; :;BB7 9ECFED;DJ; 7CC?D?IJH7J?L7� DED H?9>?K:;HI? D;? 9ED�
<?D? :;B FHEFH?E I;HL?P?E C7 H?F;DI7H; ?B FHEFH?E I;HL?P?E 9EC;
9ECFED;DJ;�:?�KD�JKJJE�F?X�=H7D:;�
�EFE 7L;H F7II7JE ?D H7II;=D7 ? FH?D9?F7B? ;I?J? ;C;HI?
:7BB\7JJK7P?ED; :;BB; 7P?ED? :? C?=B?EH7C;DJE
 I? FHEFED; D;B
I;=K;DJ; F7H7=H7<E KD7 I;B;P?ED; :;BB; lesson learned H;B7�
J?L; 7BB7 FHE=;JJ7P?ED; ;: 7BB7 H;7B?PP7P?ED; :? KD F;H9EHIE :?
C?=B?EH7C;DJE H;B7J?LE 7B 9?9BE ;: 7B I?IJ;C7 :? C?IKH7P?ED;
:;BB7 performance�

';DK a  IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B? a
�� Lesson learned ;�C?=B?EH7C;DJ?�?DJH7FH;I?

3.4 Lesson learned dai percorsi di
miglioramento

$ F;H9EHI? :? C?=B?EH7C;DJE
 ILEBJ? :7BB; 7CC?D?IJH7P?ED? F?BEJ7
9ED ?B IKFFEHJE :;=B? ;IF;HJ?
 >7DDE C;IIE ?D BK9; ;B;C;DJ? :?
9H?J?9?JS >7DDE 9EDI;DJ?JE :? 7FFH;D:;H; 7B9KD; lesson� (ED
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JKJJ; B; 7P?ED? >7DDE JHEL7JE ;<<;JJ?LE 9ECF?C;DJE D;B CE:E ?D
9K? ;H7DE IJ7J; :;<?D?J; 7 I;=K?JE :;BB7 review :;BB; 7CC?D?�
IJH7P?ED?
 C7 B\;IF;H?;DP7 :;BB; 7CC?D?IJH7P?ED? >7 9EDI;DJ?JE
:? FEHJ7H; 7BB7 BK9; 7B9KD? ;B;C;DJ? 9>; FEIIEDE H?IKBJ7H; KJ?B?
F;H JKJJ; B; 7CC?D?IJH7P?ED? BE97B? 9>; ?DJ;D:EDE H;7B?PP7H; KD
7D7BE=E F;H9EHIE :? C?=B?EH7C;DJE :;? FHEFH?E 9?9BE :? =;IJ?E�
D;�:;BB7 performance�
&; lesson learned :? I;=K?JE ;IFEIJ;
 DED I? H?<;H?I9EDE GK?D:?
7B 9EDJ;DKJE :? FHE=;JJ7P?ED; :;B I?IJ;C7 :? C?IKH7P?ED; ;
L7BKJ7P?ED; :;BB7 performance ; :;B H;B7J?LE 9?9BE� *?KJJEIJE
;L?:;DP?7DE ;B;C;DJ? :? F;H9EHIE ; 9ED:?P?ED? 9>; =7H7DJ?�
I9EDE ?B IK99;IIE :;=B? ?DJ;HL;DJ? <?D7B?PP7J? 7 H7<<EHP7H; ?B I?�
IJ;C7�;:�?B�9?9BE�:?�C?IKH7P?ED;�

Mantenere attivo un processo di rinnovamento
incrementale e continuo (Bergamo)
/DE :;? FKDJ? :? <EHP7 I?7 F;H B\7JJK7P?ED; :;B F?7DE :;BB7 per-

formance ��������� I?7 F;H ?B FHE9;IIE :? H?FHE=;JJ7P?ED;
:;B I?IJ;C7 $D<EHC7J?LE 7P?;D:7B;
 T ?B <7JJE 9>; ?B 9ECKD;
:? �;H=7CE 788?7 :?CEIJH7JE :? LEB;H 9EDJ?DK7H; ?D GK;B FHE�
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9;IIE :? H?DDEL7C;DJE 7CC?D?IJH7J?LE 9>; >7 ?D?P?7JE =?S FH?�
C7 :;BB7 9EIJHKP?ED; ; 7FFHEL7P?ED; :;B F?7DE :;BB7 perfor-

mance ���������� +K;IJE FHE9;IIE :? H?DDEL7C;DJE T 7B�
B7 87I; :;BB\;D<7I? :7J7 7B FHE9;IIE :? ?CFB;C;DJ7P?ED; :;B
F?7DE :;BB7 performance ��������� ; :;B IKE fine tuning 7B�
B; ;I?=;DP; I?7 :;BB\;DJ; 9>; :;? 9?JJ7:?D? :? �;H=7CE� �B <?D;
:? =7H7DJ?H; KD7 C?=B?EH; 7FFB?97P?ED; :;B F?7DE :;BB7 per-

formance ��������� ; F;H =7H7DJ?H; ?B IKF;H7C;DJE :;BB7
<H7CC;DJ7P?ED; :;BB; 87I? :7J? =;IJ?ED7B? ?B FHE9;IIE :? H?D�
DEL7C;DJE >7 ?DL;IJ?JE IK99;II?L7C;DJ; B\EH=7D?PP7P?ED;
:;BB\7CC?D?IJH7P?ED; ;: ? -?IJ;C? $D<EHC7J?L? :;B 9ECKD;
C7DJ;D;D:E ?D ;II;H; KD FHE9;IIE :? H?DDEL7C;DJE 9EDJ?�
DKE�

Assicurare un forte commitment da parte dei vertici
politico-amministrativi e un clima organizzativo
positivo da parte di dirigenti e posizioni organizzative
dell’amministrazione (Bergamo, Novara, Verona,
Reggio Emilia)
&7 FHEI;9KP?ED; :;B FHE9;IIE :? H?DDEL7C;DJE :;B 9ECKD;
:? �;H=7CE DED I7H;88; IJ7J7 FEII?8?B; I;DP7 ?B <EHJ; com-
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mitment :;BB7 :?H;P?ED; =;D;H7B; ; :;? :?H?=;DJ? :;BB\;DJ;� $D
F7HJ?9EB7H; :? JKJJ? ? :?H?=;DJ? :;BB\;DJ; F;H GK7DJE 9ED9;HD;
B\?CFB;C;DJ7P?ED; :;B F?7DE :;BB7 performance ; :;? :?H?=;DJ?
; FEI?P?ED? EH=7D?PP7J?L; :;BB; IJHKJJKH; 9>; 7JJK7BC;DJ; =;�
IJ?I9EDE ? -?IJ;C? $D<EHC7J?L? :;B 9ECKD; :? �;H=7CE F;H ?B
FHE9;IIE :? H?DDEL7C;DJE :;? -?IJ;C? $D<EHC7J?L? 9ECKD7B?� $D
H?<;H?C;DJE 7 GK;IJ\KBJ?CE FKDJE
 ?B 9B?C7 EH=7D?PP7J?LE <7LE�
H;LEB; >7 F;HC;IIE :? FEJ;H 9EIJ?JK?H; KD =HKFFE JH7IL;HI7B;
9>; H?9ECFH;D:;II; B; GK7JJHE :?L;HI; IJHKJJKH; EH=7D?PP7J?L;
9>; E==? =;IJ?I9EDE ? I?IJ;C? ?D<EHC7J?L? :;BB\7CC?D?IJH7P?ED;
9ECKD7B; 9EB <?D; KBJ?CE :? H7P?ED7B?PP7HB; ; 799;DJH7HB; D;BB7
:?H;P?ED;�=;D;H7B;�
(;B 97IE :? (EL7H7 I? T JH7JJ7JE ; I? JH7JJ7 :? F;HI;=K?H; 9ED
F7P?;DP7 B7 9ED:?L?I?ED; :;B :?I;=DE JH7 :?H;P?ED; FEB?J?97
; :?H;P?ED; C7D7=;H?7B; :;BB7 C;II7 7 FKDJE :? KD\7=;D:7
7CC?D?IJH7J?L7 ?D =H7:E :? 7<<HEDJ7H; F;H J;CFE ? FH?D9?F7B?
FHE8B;C? :;B 9ECKD;� � GK;IJE <?D; I;C8H7 I?7 IJ7JE KJ?B;
<7H I?IJ;C7J?97C;DJ; FH;D:;H; 7JJE 7=B? 7JJEH? :;BB7 FEB?J?97 ;
:;B management 9ECKD7B; :;B <7JJE 9>; J;CF? JHEFFE :?B7J7J?
F;H 7IIKC;H; :;9?I?ED? H;B7J?L; 7 E8?;JJ?L? IJH7J;=?9? ; FH?EH?JS
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ILKEJ?DE :? <7JJE ?B 9?9BE :;BB7 performance
 B7I9?7D:E :7 F7H�
J; E ?D F;DEC8H7 B; IJH7J;=?; ; H;D:;D:E ;<<;JJ?L7C;DJ; FE9E
KJ?B;�B7�C?IKH7P?ED;�;�B7�L7BKJ7P?ED;�:;BB7 performance�
�D9>; D;B 97IE :? 0;HED7 KD7 97HJ7 L?D9;DJ; ?D GK;IJE 97IE
T IJ7J7 B7 H?9;H97 :;B commitment :7 F7HJ; :;B L;HJ?9; 7CC?�
D?IJH7J?LE
 �" ; :?H?=;DJ? FH?D9?F7B?� -EJJEFEIJ? 7 CEBJ; IEBB;9?�
J7P?ED? :7 F7HJ; :;BB7 9ECFED;DJ; FEB?J?97 ; 7D9>; :7BB; H7F�
FH;I;DJ7DP; I?D:797B?
 ? FH?D9?F7B? :?H?=;DJ? >7DDE J;CFEH;=�
=?7JE FH?C7 :? ;DJH7H; 9ED :;9?I?ED; D;B C;H?JE :;B FHE=;JJE�
+K7D:E FE? >7DDE :;9?IE B\>7DDE <7JJE 9ED 9EDJ?DK?JS ;: ;<�
<?9?;DP7 :?CEIJH7D:E B7 8KED7 GK7B?JS :;BB7 C799>?D7 7CC?�
D?IJH7J?L7� $D GK;IJ7 JH7DI?P?ED; T IJ7JE KJ?B; ?B HKEBE :;B �!*
; :;=B? ;IF;HJ? 9>; >7DDE C;IIE ?D BK9; ?B HKEBE :? CE:;BBE ;
:? =K?:7 9>; ?B 9ECKD; :? 0;HED7 7LH;88; FEJKJE 7IIKC;H;
H?IF;JJE�7:�7BJH;�H;7BJS�J;HH?JEH?7B?�
�D9>; D;B 97IE :? ,;==?E  C?B?7
 ?B commitment :;BB7 :?H;�
P?ED; =;D;H7B; 7CFB?<?97JE :7B <7JJE 9>; B; 7H;; EH=7D?PP7�
J?L; :? FH?EH?J7H?E H?<;H?C;DJE
 GK7B? ?B I;HL?P?E FHE=H7CC7P?E�
D; ; 9EDJHEBBE
 ?B I;HL?P?E =;IJ?ED; ; -L?BKFFE :;B F;HIED7B; ;
:;BB\EH=7D?PP7P?ED;
 ?B I;HL?P?E =;IJ?ED; ; -L?BKFFE :;BB; .;9�
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DEBE=?; ; :;? -?IJ;C? $D<EHC7J?L?
 IEDE JKJJ; 7: ;II7 H?9ED:K�
9?8?B? ; ?B commitment :;BB; F;HIED; 9>; EF;H7DE D;B 9ECKD;
:? ,;==?E  C?B?7
 =?S F;H7BJHE ;C;HI? 9EC; 9>?7HE ;B;C;DJE
:? <EHP7 :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 perfor-

mance ?D ;II;H; D;BB\7CC?D?IJH7P?ED;
 I? IEDE H?L;B7J? <ED:7�
C;DJ7B? F;H =7H7DJ?H; B7 FEI?J?L7 H;7B?PP7P?ED; :;BB; 7P?ED? :?
C?=B?EH7C;DJE�?:;DJ?<?97J;�:7=B?�;IF;HJ?�

Adottare a livello metodologico un doppio binario di
innovazione e continuità al tempo stesso (Verona)
&\;IF;H?;DP7 :? ?DDEL7P?ED; :;B 9ECKD; :? 0;HED7 ;L?:;DP?7
B\EFFEHJKD?JS :? 9ED9;DJH7H; B\7JJ;DP?ED; IKBB\7IF;JJE C;JE:E�
BE=?9E :;BB7 =;IJ?ED; :;B 9?9BE :;BB7 performance 7:EJJ7D:E :?
<7JJE KD7 J7JJ?97 :;B ]:EFF?E 8?D7H?E^� :7 KD7 F7HJ; I? ?D9EHFE�
H7DE JKJJ; B; DEL?JS :;BB7 H?<EHC7 D;B :E9KC;DJE -'0* 9>;
C7DJ;HHS 9E;I?ED; ; IJ78?B?JS D;B J;CFE
 FKH IK8;D:E 7:7JJ7�
C;DJ? ; C?=B?EH7C;DJ? 9EDJ?DK?
 :7BB\7BJH7 I? FHEI;=K; B\7JJ?L?JS
:? FHE=H7CC7�P?ED; EF;H7J?L7 9ED =B? IJHKC;DJ? JH7:?P?ED7B?
,**
 * " ; *�) <79;D:EB? FHE=H;II?L7C;DJ; 9EDL;H=;H; ?D
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KD F?7DE :;BB7 performance 9>; L?7 L?7 ?D9EHFEH7 JKJJ7 B7 IJHK�
C;DJ7P?ED;�FH;L?IJ7�:7B -'0*�

Realizzare un sistema informativo che consente di
realizzare un’integrazione fra livelli (individuale e
organizzativo) e ambiti (impatti, strategie, servizi,
salute) di performance (Verona, Reggio Emilia,
Unione Bassa Romagna)
/D ;B;C;DJE :? FHE9;IIE D;BB\;IF;H?;DP7 :;B 9ECKD; :? 0;�
HED7 9>; C;H?J7 H?B?;LE T B\?DJ;=H7P?ED; JH7 ? :?L;HI? 7C8?J? :?
L7BKJ7P?ED; =7H7DJ?J7 :7B IKFFEHJE :;B I?IJ;C7 ?D<EHC7J?LE ;
:7BB7�=;IJ?ED;�9;DJH7B?PP7J7�:;BB\7D7=H7<;�:;=B?�?D:?97JEH?�
�ED B\7FFHEL7P?ED; :;B F?7DE :;BB7 performance :;B 9ECKD;
:? ,;==?E  C?B?7 ; :;B :E9KC;DJE H;B7J?LE 7B I?IJ;C7 :? C?IK�
H7P?ED; ; L7BKJ7P?ED; :;BB7 performance :7 F7HJ; :;BB7 =?KDJ7
9ECKD7B; ?D :7J7 �� C7==?E ���� �$��� ��� � *�"� �����
 I?
T FHE9;:KJE D;BB7 :?H;P?ED; :? KD KBJ;H?EH; 7<<?D7C;DJE ; C?�
=B?EH7C;DJE :;B 9?9BE :;BB7 performance :;B 9ECKD;� +K;IJ7
C7==?EH; ?DJ;=H7P?ED; :;? :E9KC;DJ? 9>; 9ECFED=EDE ?B 9?�
9BE :;BB7 performance ; ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?E�
D; :;BB7 performance L;HHS IKFFEHJ7J7 =H7P?; 7 KD7 C7==?E�
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H; ?DJ;=H7P?ED; :;BB; 87D9>; :7J? =;IJ?ED7B? 9>; 7B?C;DJ7DE ?B
F?7DE :;BB7 performance :;B 9ECKD; :? ,;==?E  C?B?7� +K;�
IJ7 ?DJ;=H7P?ED; I?7 7 B?L;BBE :E9KC;DJ7B; 9>; 7 B?L;BBE ?D<EH�
C7J?9E I7HS J7DJE C7==?EH; GK7DJE C7==?EH? I7H7DDE B; H?IEH�
I; IJ7DP?7J; F;H 9EDJ?DK7H; D;BB\?DJ;=H7P?ED; :;BB7 87I? :7J?
=;IJ?ED7B?�:7�F7HJ;�:;B�� ��
&\EFFEHJKD?JS :? :EJ7HI? :? KD I?IJ;C7 ?D<EHC7J?9E 7:;=K7JE
DED T :;H?L7J7 D;B 97IE :;BB\/D?ED; :;? 9ECKD? :;BB7 �7II7
,EC7=D7 :7B F?7DE :;BB; 7P?ED? :? C?=B?EH7C;DJE 9ED9EH:7JE
9ED B\7CC?D?IJH7P?ED;
 C7 :7? B?C?J? H?I9EDJH7J? 7 B?L;BBE EF;�
H7J?LE� &7LEH7H; ?D ;N9;B
 GK7D:E B\;DJ; T F?KJJEIJE 7HJ?9EB7JE

H?9>?;:; KD ?CF;=DE DEJ;LEB; :7 F7HJ; :;BB; H?IEHI; KC7D;
:;:?97J; ; I? H?L;B7 FH;IIE9>U ?CFH7J?978?B; GK7D:E F?X F;H�
IED; 7=?I9EDE IK? C;:;I?C? <?B;� /D I?IJ;C7 ?D<EHC7J?LE 9EB�
B;=7JE 7B I?IJ;C7 :? 9EDJHEBBE :? =;IJ?ED; E ?DJ;=H7JE 9ED ;IIE

9ED B7 =;IJ?ED; :;B F;HIED7B; ; 9ED ?B =;IJ?ED7B; KJ?B?PP7JE F;H
B7 9EDJ78?B?JS F;HC;JJ; :? 7L;H; ?D KD KD?9E 9EDJ;D?JEH; JKJJ? ?
:7J? D;9;II7H? F;H =;IJ?H; ?D C7D?;H7 ;<<?979; B7 performance

:;BB\;DJ;�
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Sviluppare capacità di gestione dei processi e di
lavoro collegiale fra dirigenti e posizioni
organizzative (Verona)
/D 7IF;JJE H?B;L7DJ; D;BB\;IF;H?;DP7 :? C?=B?EH7C;DJE :;B 9E�
CKD; :? 0;HED7 T IJ7J7 B7 9EDIJ7J7P?ED; :;BBE IL?BKFFE :;BB;
97F79?JS :? =;IJ?ED; EH?PPEDJ7B; :;? FHE9;II? ; :? B7LEHE 9EBB;�
=?7B; :7 F7HJ; :;? :?H?=;DJ? FH?D9?F7B? ; :;? BEHE :?H;JJ? 9EBB78E�
H7JEH?� &\7JJK7P?ED; :;B F?7DE :? C?=B?EH7C;DJE >7 :7JE CE:E
:? EII;HL7H; :?D7C?9>; 9EBB78EH7J?L; CEBJE ?DJ;H;II7DJ?
 I;D�
P7 B7 C7D?<;IJ7P?ED; :? 9ED<B?JJ? ?:;EBE=?9? ; 9ED KD7 9EIJ7DJ;
; <;HC7 7JJ;DP?ED; 7B H?IKBJ7JE <?D7B;� -? IEDE ?DEBJH; C7D?<;�
IJ7J; 97F79?JS FHE<;II?ED7B? ; :? leadership 9>; DED 7L;L7DE
7LKJE CE:E :? ;IFH?C;HI? ?D FH;9;:;DP7� &E IL?BKFFE :? J7B?
9ECF;J;DP; 9EIJ?JK?I9; KD7 9ED:?P?ED; <ED:7C;DJ7B;� ?D<7J�
J? KD7 =;IJ?ED; 7<<?:7J7 7 IJHKC;DJ? F?X CE:;HD? 9EC; GK;BB?
C;II? ?D 97CFE :7BB7 H?<EHC7
 FKW H?L;B7HI? ?D;<<?979; I; DED
T 799ECF7=D7J7 :7 97C8?7C;DJ? EH=7D?PP7J?L? 9>; 9EDJH?8K?�
I97DE 7 IL?BKFF7H; 97F79?JS :? ?DJ;=H7P?ED; ?DJ;H�<KDP?ED7B;

; 7CFB?DE BE IF;JJHE :;BB; 9ECF;J;DP; ; :;BB; FHE<;II?ED7B?�
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JS :?IFED?8?B?
 7D9>; <79;D:E B;L7 IK FEJ;DP?7B?JS ?D;IFH;II;
:;BB\EH=7D?PP7P?ED;�

Assicurare il supporto agli organi di vertice politico e
sollecitare la definizione degli indirizzi strategici
dell’amministrazione (Arezzo)
(ED I;CFH; B; B?D;; FHE=H7CC7J?9>; :? C7D:7JE
 =B? ?DJ;DJ? ;
B; 7IF;JJ7J?L; :? 9?7I9KD 7II;IIEH; ; B; 7JJ?L?JS ILEBJ; :7BB\7C�
C?D?IJH7P?ED; IEDE F;H<;JJ7C;DJ; 7BB?D;7J; JH7 BEHE� -EB?J7�
C;DJ; 9\T KD gap :7 9EBC7H;
 9>; 7 BKD=E 7D:7H;
 I; DED
I? FHELL;:;
 FKW :7H BKE=E 7 <EHJ? ?D9ECFH;DI?ED?� &E I<EHPE
9ECF?KJE D;B 97IE :;B 9ECKD; :? �H;PPE F;H 7HH?L7H; 7BB7 :;�
<?D?P?ED; :;B F?7DE IJH7J;=?9E H?<B;JJ; B7 9EDL?DP?ED; 9>; ?B FHE�
=H7CC7 ;B;JJEH7B; ; B; B?D;; FHE=H7CC7J?9>; :? ?D:?H?PPE FEI�
I7DE 9EIJ?JK?H; KD7 =K?:7 D;BB7 H;:7P?ED; :;BB7 ,** ;: ;I�
I;H; F7HJ; ?DJ;=H7DJ; :;B F?7DE :;BB7 performance I; :;<?D?J;
?D CE:E 9>?7HE ; 9ED ?B 9EDJH?8KJE 9ED9H;JE :;BB7 9ECFED;DJ;
FEB?J?97� &7 9H;7P?ED; :? B?D;; =K?:7 F;H B7 H;:7P?ED; :;B F?7�
DE IJH7J;=?9E ; :? framework 9ED:?L?I? F;H ?B cascading :;=B?
E8?;JJ?L? IJH7J;=?9? 7BB\?DJ;HDE :;? L7H? I;HL?P? H;D:; ?DEBJH; FEI�
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I?8?B; 7JJ?L7H; :?D7C?9>; :? 9EBB78EH7P?ED; 9ED IE==;JJ? ?DJ;HD?
;:�;IJ;HD?�7BB\EH=7D?PP7P?ED;�
&; lesson learned EH7 H?9>?7C7J; 9EIJ?JK?I9EDE :;BB; 9ED:?�
P?ED? :? IK99;IIE F;H B7 H;7B?PP7P?ED; :? F;H9EHI? :? C?=B?EH7�
C;DJE H;B7J?L? 7B 9?9BE ;: 7B I?IJ;C7 :? C?IKH7P?ED; :;BB7 per-

formance� (ED I? JH7JJ7 :? 9ED:?P?ED? D;9;II7H?;
 C7 :? IFKD�
J? 9>; B; 7CC?D?IJH7P?ED? BE97B? FEIIEDE J;D;H; ?D 9EDI?:;H7�
P?ED; D;B FHE=;JJ7H; KD F;H9EHIE :? C?=B?EH7C;DJE� )BJH; 7:
?D:?97P?ED? KJ?B? 7BB7 :;<?D?P?ED; :;B F;H9EHIE :? C?=B?EH7C;DJE
B\7D7B?I? :;BB\;IF;H?;DP7 :;BB; 7CC?D?IJH7P?ED? F?BEJ7 >7 ?DEBJH;
9EDI;DJ?JE :? ;L?:;DP?7H; 7B9KD? FH?D9?F? ; 9H?J;H? H;B7J?L? 7BB;
<7I?�:;B�9?9BE�;:�7?�9EDJ;DKJ?�:;B�I?IJ;C7�:?�C?IKH7P?ED;�
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Collegamenti

�B <?D; :? H;D:;H; F?X 7=;LEB; ?B F;H9EHIE :? 7FFHE<ED:?C;DJE
I? I;=D7B7DE :? I;=K?JE ? 9EDJ;DKJ? :;BB; 7BJH; I;P?ED? 9>;
9ECFED=EDE�?B�C7DK7B;�

_ &E IL?BKFFE :;B 9?9BE :;BB7 performance� FH?D9?F? ; 9H?J;H?

9>; FH;I;DJ7 ?B GK7:HE :;? FH?D9?F7B? ;B;C;DJ? IK? GK7B? T EF�
FEHJKDE 9>; E=D? 7CC?D?IJH7P?ED; H?<B;JJ7 F;H H7<<EHP7H; B7
FHEFH?7 97F79?JS :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB; perfor-

mance� &7 I;P?ED; 9ECFH;D:; B7 check list KJ?B?PP78?B; :7?
9ECKD? 9EC; IJHKC;DJE F;H KD\7KJE7D7B?I? :;BB; 97H7JJ;H?�
IJ?9>;�;�:;B�<KDP?ED7C;DJE�:;B�I?IJ;C7�

_ ? � H7FFEHJ? H;B7J?L? 7BB; ;IF;H?;DP; :;BB; 7CC?D?IJH7P?ED?
F?BEJ7 ��H;PPE
 �;H=7CE
 (EL7H7
 ,;==?E  C?B?7
 0;HED7

/D?ED; 9ECKD? :;BB7 �7II7 ,EC7=D7�
 9>; FH;I;DJ7DE D;B
:;JJ7=B?E B; 7D7B?I? ILEBJ; FH;IIE 9?7I9KD7 7CC?D?IJH7P?ED;
?D H;B7P?ED; 7B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7
performance EH=7D?PP7J?L7 ?D ;II;H; D;B ����� .7B? H7FFEH�



J? :;I9H?LEDE ?DEBJH; B; 7P?ED? :? C?=B?EH7C;DJE FEIJ; ?D ;I�
I;H; :7BB; 7CC?D?IJH7P?ED? F?BEJ7 D;B F;H?E:E �������� 7B
<?D; :? H7<<EHP7H; ?B 9?9BE :;BB7 performance
 B7 L7BKJ7P?ED;
:;BB7 performance
 B7 H;:7P?ED; :;B F?7DE ; :;BB7 H;B7P?ED;
IKBB7 performance�

_ ?B H7FFEHJE IK? F;H9EHI? :? C?=B?EH7C;DJE D;? 9ECKD? :;BB;
H;=?ED? )8?;JJ?LE �EDL;H=;DP7
 9>; ?BBKIJH7 ?B F;H9EHIE :;B
B7LEHE :;BB; 7CC?D?IJH7P?ED? 9E?DLEBJ; ?D �7B78H?7
 �7CF7�
D?7
 *K=B?7 ; -?9?B?7 9ED B\7JJ?L?JS :? 7<<?7D97C;DJE
 FH;I;D�
J7D:ED; ? C?=B?EH7C;DJ? 9EDI;=K?J? D;BB\7JJK7P?ED; :;B 9?�
9BE :? =;IJ?ED; :;BB7 performance ;: ;L?:;DP?7D:E 7B9KD;
;IF;H?;DP;�F7HJ?9EB7HC;DJ;�I?=D?<?97J?L;�

_ ?B H7FFEHJE IKBB\ LEBKP?ED; ?D 9EHIE D;? 9ECKD? 97FEBKE=E
:? FHEL?D9?7
 9>; :;I9H?L; ?D EJJ?97 9ECF7H7J?L7 B\;I?JE
:;BB\;I7C; 9ECF?KJE IKB <?D?H; :;B ���� IK? I?J? web ; FHE�
FED;
 F;H KD7 I;B;P?ED; :? 9ECKD? 97FEBKE=E :? FHEL?D9?7

7FFHE<ED:?C;DJ? 9ED:EJJ? 7JJH7L;HIE 7D7B?I? :E9KC;DJ7B;
;:�?DJ;HL?IJ;�
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I percorsi di miglioramento nei comuni
delle regioni Obiettivo Convergenza

Ottobre 2012

Leggi
Sfoglia il sommario

Torna al menu

I contenuti di questa sezione sono stati pubblicati sul sito
www.qualitapa.gov.it nel rapporto "Il ciclo di gestione della perfor-
mance negli enti locali - L’esperienza di miglioramento dei comuni
appartenenti alle regioni Obiettivo Convergenza" Ottobre 2012

http://www.qualitapa.gov.it


I percorsi di miglioramento nei comuni delle
regioni Obiettivo Convergenza

$DJHE:KP?ED;

���$B�F;H9EHIE�:?�7D7B?I?�;�C?=B?EH7C;DJE

����"B?�IJHKC;DJ?�:?�7D7B?I?

����$�H?IKBJ7J?�H7==?KDJ?�D;B�F;H9EHIE

��� Lesson learned IKB�9?9BE�:?�=;IJ?ED;�:;BB7 per-

formance

���$�9ECKD?�:;BB7�,;=?ED;��7B78H?7

����&E�IJ7JE�:;?�I?IJ;C?�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;
:;BB7 performance EH=7D?PP7J?L7

����$�:E9KC;DJ?�IKB�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7�
P?ED;�:;BB7 performance EH=7D?PP7J?L7



����$�F?7D?�:;BB7 performance ���������

���$�9ECKD?�:;BB7�,;=?ED;��7CF7D?7

����&E�IJ7JE�:;?�I?IJ;C?�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;
:;BB7 performance EH=7D?PP7J?L7

����$�:E9KC;DJ?�IKB�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7�
P?ED;�:;BB7 performance EH=7D?PP7J?L7

����$�F?7D?�:;BB7 performance ���������

���$�9ECKD?�:;BB7�,;=?ED;�*K=B?7

����&E�IJ7JE�:;?�I?IJ;C?�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;
:;BB7 performance EH=7D?PP7J?L7

����$�:E9KC;DJ?�IKB�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7�
P?ED;�:;BB7 performance EH=7D?PP7J?L7

����$�F?7D?�:;BB7 performance ���������
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���$�9ECKD?�:;BB7�,;=?ED;�-?9?B?7

����&E�IJ7JE�:;?�I?IJ;C?�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;
:;BB7 performance EH=7D?PP7J?L7

����$�:E9KC;DJ?�IKB�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7�
P?ED;�:;BB7 performance EH=7D?PP7J?L7

����$�F?7D?�:;BB7 performance ���������
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';DK a $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE
�EDL;H=;DP7

Introduzione

&\?D?P?7J?L7 FHE=;JJK7B;
 9>; ?B �?F7HJ?C;DJE :;BB7 !KDP?ED;
*K88B?97 � �!* >7 9EEH:?D7JE ; ILEBJE 9ED ?B IKFFEHJE EF;H7�
J?LE :? !EHC;P*�
 D;BB\7C8?JE :;B *)( ]governance ; �P?ED?
:? I?IJ;C7 )8?;JJ?LE � Y �EDL;H=;DP7
 �II;  Y �7F79?JS ?IJ?�
JKP?ED7B;^
 I? T H?LEBJ7 IF;9?<?97J7C;DJ; 7? 9ECKD? 9ED FEFE�
B7P?ED; JH7 ? ������ ; ? �������
 :;BB; H;=?ED? )8?;JJ?LE �ED�
L;H=;DP7
 9ED B\E8?;JJ?LE :? ?D:?L?:K7H; ; GK7B?<?97H; B; 9EC�
F;J;DP; D;9;II7H?; 7 =7H7DJ?H; B\;<<?979; 7JJK7P?ED; :;B 9?9BE
:? =;IJ?ED; :;BB7 performance
 KJ?B?PP7D:E I?IJ;C? 7FFHEFH?7J?
:? C?IKH7P?ED; ; L7BKJ7P?ED; :;? H?IKBJ7J?
 7B <?D; :? C?=B?EH7H;
B7�GK7B?JS�:;?�I;HL?P?�
$B FH;I;DJ; H7FFEHJE FHEFED; ? H?IKBJ7J? :;B B7LEHE :;BB; 7CC?�
D?IJH7P?ED? 9E?DLEBJ; ; :;BB\7JJ?L?JS :? 7<<?7D97C;DJE ; IEBB;9?�



J7P?ED; H;7B?PP7J? D;BB\7C8?JE :;B FHE=;JJE ]L7BKJ7P?ED; :;BB;
performance^�
$B H7FFEHJE 7HJ?9EB7 ? FHEFH? 9EDJ;DKJ? ?D :K; F7HJ?� /D7 FH?C7
F7HJ; 7D7B?PP7 ; 9ECC;DJ7 ?B F;H9EHIE ?DJH7FH;IE :7BB; 7C�
C?D?IJH7P?ED? 9E?DLEBJ; ; ?B C?=B?EH7C;DJE :7 BEHE 9EDI;=K?JE
D;BB\7JJK7P?ED; :;B 9?9BE :? =;IJ?ED; :;BB7 performance
 IL?BKF�
F7D:E 7B9KD; 9EDI?:;H7P?ED? ?D J;HC?D? :? lesson learned� /D7
I;9ED:7 F7HJ;
 :7B 97F?JEBE � 7B 97F?JEBE �
 7D7B?PP7
 H;=?E�
D; F;H H;=?ED;
 ? C?=B?EH7C;DJ? 9EDI;=K?J? :7BB; I?D=EB; 7CC?�
D?IJH7P?ED? :7D:E ;L?:;DP7 7: 7B9KD; ;IF;H?;DP; F7HJ?9EB7H�
C;DJ; I?=D?<?97J?L; ; 9>; FEIIEDE ;II;H; FH;I; 9EC; IFKDJE
:7 F7HJ; :? 7BJH? 9ECKD? 9>; LE=B?7DE ?DJH7FH;D:;H; ; FHE=;J�
J7H;�7D7BE=>?�F;H9EHI?�
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';DK a $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE
�EDL;H=;DP7

1. Il percorso di analisi e miglioramento

$B F;H9EHIE :? 7<<?7D97C;DJE :;? 9ECKD? :;BB; H;=?ED? )8?;JJ?LE
�EDL;H=;DP7 T IJ7JE FHE=;JJ7JE F;H 9?7I9KD7 7CC?D?IJH7P?E�
D; 7D9>; J;D;D:E 9EDJE :;BB; ?D:?97P?ED? ;C;HI; D;BB\7C8?JE
:;BB\;IF;H?;DP7 :? 7D7B?I? ; IKFFEHJE 7B C?=B?EH7C;DJE :;B 9?�
9BE :? =;IJ?ED; :;BB7 performance H;7B?PP7J7 9ED B; 7CC?D?�
IJH7P?ED? F?BEJ7 F7HJ;9?F7DJ? 7BB7 &?D;7 � :;B FHE=;JJE� �H;P�
PE
 �;H=7CE
 ,;==?E  C?B?7
 /D?ED; :;? 9ECKD? :;BB7 �7II7
,EC7=D7
 0;HED7� &; 7JJ?L?JS ILEBJ; D;BB\7C8?JE :;BB7 &?D;7 �
>7DDE ?D<7JJ? F;HC;IIE :? C;JJ;H; ?D ;L?:;DP7 7B9KD; lead-

ing practice H;B7J?L;
 JH7 B\7BJHE
 7B FHE9;IIE :? 7JJK7P?ED; :;BB;
C?IKH; :? performance management ?DJHE:EJJ; :7B �� &=I�
������� 4&;==? ?B J;IJE ?D H;J; 5� *7HJ;D:E :7 J7B? ;B;C;DJ? ;
:7BB\;IF;H?;DP7 :;BB; IJ;II; 7CC?D?IJH7P?ED? 9E?DLEBJ;
 B; 7J�
J?L?JS H?LEBJ; 7? 9ECKD? :;BB; H;=?ED? )8?;JJ?LE �EDL;H=;DP7
>7DDE�H?=K7H:7JE�
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http://www.funzionepubblica.gov.it/media/155296/testo_del_decreto_150_del_27ottobre09.pdf


Sviluppo delle competenze
�JJ?L?JS H;7B?PP7J7 7 B?L;BBE H;=?ED7B;� -EDE IJ7J? EH=7D?PP7J?
?D9EDJH? F;H ?B F;H?E:E :? :KH7J7 :;B FHE=;JJE
 F;H JH7I<;H?H;
know how
 FH7II? ; C;JE:EBE=?; F;H B\?CFB;C;DJ7P?ED;
:;B 9?9BE�:?�=;IJ?ED;�:;BB7 performance�

Affiancamento “in loco”
�JJ?L?JS H;7B?PP7J7 FH;IIE B; I?D=EB; 7CC?D?IJH7P?ED?� R IJ7�
JE FH;L?IJE B\7<<?7D97C;DJE D;BB; 7JJ?L?JS EF;H7J?L; D;9;I�
I7H?; 7BB\?CFB;C;DJ7P?ED; :;B 9?9BE :;BB7 performance
 9ED
F7HJ?9EB7H; H?<;H?C;DJE 7BBE IL?BKFFE :;B I?IJ;C7 :? C?IKH7�
P?ED; ; L7BKJ7P?ED; :;BB7 performance ; 7BB7 :;<?D?P?ED;
:;B F?7DE :;BB7 performance ���������� �?7I9KD7 7CC?�
D?IJH7P?ED;�T�IJ7J7�7<<?7D97J7�:7�KD7�H?IEHI7�;IF;HJ7�

$B F;H9EHIE T IJ7JE H;7B?PP7JE 7JJH7L;HIE team J;HH?JEH?7B? 9EC�
FEIJ?�:7�

_ KD H;<;H;DJ; H;=?ED7B;
 7L;DJ; ?B 9ECF?JE :? 9EEH:?D7H; B;
7JJ?L?JS ; 7II?9KH7H; ?B JH7I<;H?C;DJE :? know how ; C;JE:E�
BE=?;�7=B?�;IF;HJ?�J;HH?JEH?7B?�;�7BB;�7CC?D?IJH7P?ED?�
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_ KD ;IF;HJE J;HH?JEH?7B; F;H ?B IKFFEHJE ; B\7<<?7D97C;DJE 7BB;
7CC?D?IJH7P?ED?�9ECKD7B?�F7HJ;9?F7DJ?�

$ 9ECKD? 9>; >7DDE ?D?P?7BC;DJ; 7:;H?JE 7B F;H9EHIE IEDE ���
�? GK;IJ?
 �� >7DDE 9ECFB;J7JE ?B F;H9EHIE� &\7:;I?ED; :;? 9E�
CKD? <H7 ������ ; ������� 78?J7DJ? 7B F;H9EHIE :? 799ECF7�
=D7C;DJE FHEFEIJE :7B FHE=;JJE T H?IKBJ7J7 :KDGK; 7887IJ7D�
P7 ;B;L7J7
 D;? :?L;HI? J;HH?JEH? ?DJ;H;II7J?� &7 I;=K;DJ; J78;BB7
� 9EDJ?;D; KD GK7:HE 9ECFB;JE :;BB; 7CC?D?IJH7P?ED? F7HJ;9?�
F7DJ?
�H;=?ED;�F;H�H;=?ED;�
&\7D7B?I? :? I;=K?JE FHEFEIJ7
 9E;H;DJ;C;DJ; 7BB\?CFEIJ7P?ED;
=;D;H7B; :7J7 7B FHE=;JJE
 I? <E97B?PP7 IKB J;C7 :;BB7 C?�
IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7 ?D�
J;I7 9EC; ?DI?;C; :;? H?IKBJ7J? 9ECFB;II?L7C;DJ; H7==?KDJ?
:7BB\?DJ;H7 7CC?D?IJH7P?ED;� &7 I9;BJ7 :? <E97B?PP7H;
B\?DJ;HL;DJE IKB B?L;BBE :;BB7 performance EH=7D?PP7J?L7 I? B;=7
7 :K; EH:?D? :? 9EDI?:;H7P?ED?� �DP?JKJJE B7 C?IKH7P?ED; ; B7
L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7 H7FFH;I;DJ7DE
:K; J;C? H?IF;JJ? 7? GK7B?
 7: E==?
 B; 7CC?D?IJH7P?ED? 9ECKD7B?
FH;I;DJ7DE FE97 ;IF;H?;DP7 ; KD\7JJ?JK:?D; DED I;CFH; <7LE�
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H;LEB;� $ JH7:?P?ED7B? I?IJ;C? :? L7BKJ7P?ED; I? IEDE ?D<7JJ? IL?�
BKFF7J? 9ED9;DJH7D:EI? IKB B?L;BBE ?D:?L?:K7B;� $D I;9ED:E BKE�
=E B7 C?IKH7P?ED; :;BB7 performance EH=7D?PP7J?L7
 7HJ?9EB7J7
?D :?L;HI? 7C8?J?
 H?9>?;:; 7BB\7CC?D?IJH7P?ED; :? FEII;:;H; ;
7L;H; B7 97F79?JS :? 7JJK7H; C;JE:EBE=?; IF;9?<?9>; ; 97F79?�
JS�C7D7=;H?7B?�J7BLEBJ7�DED�:?IFED?8?B?�

Tabella 1 – Elenco delle amministrazioni partecipanti

Regione Calabria
�9H? �EI;DP7 �7J7DP7HE

,;==?E��7B78H?7 ,;D:; 0?8E�07B;DJ?7

Regione Campania
�<H7=EB7 �D=H? �HP7DE

�L;HI7 �7JJ?F7=B?7 �;D;L;DJE

�7L7�:;\�.?HH;D?  8EB?  H9EB7DE

"?K=B?7DE�?D��7CF7D?7 ';H97JE�-7D�-;L;H?DE (EB7

.EHH;�:;B�"H;9E 0?BB7H?997

Regione Puglia
�BJ7CKH7 �D:H?7 �7HB;JJ7

�?JEDJE �H?D:?I? �7DEI7�:?�*K=B?7

�;H?=DEB7 �EH7JE !E==?7

"?DEI7 &K9;H7 '7D<H;:ED?7

'7II7<H7 ';I7=D; 'E:K=DE

(7H:W (E?97JJ7HE )IJKD?

*KJ?=D7DE ,KLE�:?�*K=B?7 -7D�-;L;HE

.H?==?7DE
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Regione Sicilia
�9?97IJ;BBE �:H7DE �=H?=;DJE

�7BJ7=?HED; �7IJ;BL;JH7DE �EC?IE

 H?9; ";B7 "H7L?D7�:?��7J7D?7

'7HI7B7 '7P7H7�:;B�07BBE 'E:?97

(?I9;C? (EJE *?7PP7��HC;H?D7

,?8;H7 ,EIEB?D? -7D��7J7B:E

.H7F7D?

';DK a $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE
�EDL;H=;DP7 a ���$B�F;H9EHIE�:?�7D7B?I?�;�C?=B?EH7C;DJE

1.1 Gli strumenti di analisi

&7 :;<?D?P?ED; :? F;H9EHI? 9>; 9EDI;DJ?II;HE :? H7<<EHP7H; ?B 9?�
9BE :? =;IJ?ED; :;BB7 performance :;BB; 7CC?D?IJH7P?ED? F7H�
J;9?F7DJ? 7B FHE=;JJE ; :? F;HL;D?H;
 B7::EL; FEII?8?B;
 7BB7 :;�
<?D?P?ED; :? KD :E9KC;DJE IKB I?IJ;C7 :? C?IKH7P?ED; :;BB7
performance ; :? KD F?7DE :;BB7 performance ���������
 >7
FH;L?IJE KD\?DJ;DI7 <7I; :? 7D7B?I? ; L7BKJ7P?ED;� .7B; 7D7B?�
I? T IJ7J7 ILEBJ7 7 :K; B?L;BB?� �: KD FH?CE B?L;BBE B; 7CC?D?�
IJH7P?ED? >7DDE ILEBJE 9ED ?B IKFFEHJE :;=B? ;IF;HJ? J;HH?JEH?7B?
KD\7D7B?I? :;? FHEFH? I?IJ;C? :? C?IKH7P?ED; ; L7BKJ7P?ED; :;B�
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B7 performance� &\;I?JE :? J7B; 7D7B?I? >7 9ED:EJJE 7BB7 :;<?D?�
P?ED; :? 7P?ED? :? C?=B?EH7C;DJE ; 7BB\7JJ?L7P?ED; :? F;H9EHI?
F;H B7 :;<?D?P?ED; :;B :E9KC;DJE IKB I?IJ;C7 :? C?IKH7P?ED; ;
:;B F?7DE :;BB7 performance ���������� �: KD I;9ED:E B?L;B�
BE IEDE IJ7J? ?D:?L?:K7J? ; L7BKJ7J? 7B9KD? ;B;C;DJ? H?B;L7DJ? F;H
B\7JJ?L7P?ED; :;B 9?9BE :? =;IJ?ED; :;BB7 performance H;7B?PP7D�
:E :K; 7D7B?I? IFEJ
 KD7 7BB\7LL?E :;B FHE=;JJE ; KD7 7B J;HC?�
D;
 9ED B\E8?;JJ?LE :? ;L?:;DP?7H; ? C?=B?EH7C;DJ? H;7B?PP7J?� �?
I;=K?JE I? FH;I;DJ7DE B; :K; C;JE:EBE=?; :? 7D7B?I? ?CF?;=7�
J;�

';DK a $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE
�EDL;H=;DP7 a ���$B�F;H9EHIE�:?�7D7B?I?�;�C?=B?EH7C;DJE a ����"B?�IJHK�
C;DJ?�:?�7D7B?I?

L’analisi del sistema di misurazione e valutazione
della performance organizzativa
"B? ;IF;HJ? J;HH?JEH?7B? 9E?DLEBJ? D;B F;H9EHIE :? 7<<?7D97C;DJE
7BB; 7CC?D?IJH7P?ED? 9ECKD7B? >7DDE FHE9;:KJE 7: KD7 FHE�
=H;II?L7 7D7B?I? :? JKJJ7 B7 :E9KC;DJ7P?ED; :;BB; 7CC?D?IJH7�
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P?ED?� �EFE 7L;H FH;IE 9EDJ7JJE 9ED ? H;<;H;DJ? :? 9?7I9KD7
7CC?D?IJH7P?ED;
 ? H;IFEDI78?B? J;HH?JEH?7B? D;B F;H9EHIE :? 7<�
<?7D97C;DJE 7BB; 7CC?D?IJH7P?ED? 9ECKD7B? 9E?DLEBJ; D;B FHE�
=;JJE >7DDE KJ?B?PP7JE KD7 check list F;H B\7D7B?I? :;? I?IJ;C?
:? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance� &7 check list

>7 9EDI;DJ?JE :? 9ECF?;H; KD\7D7B?I? ?D I;GK;DP7 :? :K; J;C?
H;B7J?L? 7B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 perfor-

mance� :7 KD B7JE B; 9ED:?P?ED? 78?B?J7DJ? ; :7BB\7BJHE B; 97H7JJ;�
H?IJ?9>; :;B I?IJ;C7 :? C?IKH7P?ED;� �?7I9KD J;C7 >7 H7FFH;�
I;DJ7JE KD7 :?C;DI?ED; :? 7D7B?I? KJ?B; 7 9ECFH;D:;H; B; 97�
H7JJ;H?IJ?9>; ;: ?B <KDP?ED7C;DJE :;B I?IJ;C7 :? C?IKH7P?ED;
; L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7� $ J;C? ?D 9K? T
IJ7J7 7HJ?9EB7 B7 check list IEDE 9E;H;DJ? 7 GK;BB? :;B ,;<;H;D�
9; �EEA F;H BE IL?BKFFE :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BK�
J7P?ED; :;BB7 performance EH=7D?PP7J?L7 IL?BKFF7JE 7B J;HC?�
D; :;BBE ILEB=?C;DJE :;BB\7D7B?I? :;BB\;IF;H?;DP7 :;BB; 7CC?�
D?IJH7P?ED? F?BEJ7 9E?DLEBJ; D;BB7 &?D;7 �� $ :K; J;C? IEDE IJ7J?
7HJ?9EB7J? ?D <7JJEH?
 9?7I9KDE :;? GK7B? H7FFH;I;DJ7 KD7 9EC�
FED;DJ; KJ?B; 7BB7 :;<?D?P?ED; :;B I?IJ;C7 :? C?IKH7P?ED;� &7
check list T IJ7J7 IJHKJJKH7J7 ?D CE:E J7B; :7 9EDI;DJ?H; 7DP?�
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JKJJE B7 L;H?<?97 :;BB7 FH;I;DP7 :? :;J;HC?D7J? <7JJEH? 7BB\?DJ;HDE
:;B I?IJ;C7 :? C?IKH7P?ED; :;BB\7CC?D?IJH7P?ED; ;: ?D I;9ED�
:E BKE=E B7 FHE=;JJ7P?ED; :? KD ;L;DJK7B; IL?BKFFE :;? <7JJE�
H? C7D97DJ? E 97H;DJ? 7JJH7L;HIE B7 FHE=;JJ7P?ED; :? 7FFEI?J;
7P?ED? :? C?=B?EH7C;DJE� )=D? <7JJEH; T IJ7JE 7HJ?9EB7JE
 ?D<?D;

?D 9H?J;H? 9>; H7FFH;I;DJ7DE B; KD?JS ;B;C;DJ7H? :? 7D7B?I? 9>;
=B? ;IF;HJ? >7DDE FH;IE ?D 9EDI?:;H7P?ED;� &7 check list I? T
IE<<;HC7J7 ?D F7HJ?9EB7H; IKBB\7D7B?I? :;B I?IJ;C7 :? C?IKH7P?E�
D; ; L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7 B7I9?7D:E
?D I;9ED:E F?7DE B7 C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 perfor-

mance ?D:?L?:K7B;� $ J;C? ;: ? <7JJEH? FH;I? ?D 9EDI?:;H7P?ED;
:7BB7 check list IEDE�IJ7J?�?�I;=K;DJ?�

_ . '� �� &; 9ED:?P?ED? 78?B?J7DJ?� -? <7 H?<;H?C;DJE 7=B? ;B;�
C;DJ? :;B 9?9BE :? =;IJ?ED; :;BB7 performance 9>; FEIIEDE
?D<BK;DP7H; B; 97H7JJ;H?IJ?9>; :;B I?IJ;C7 :? C?IKH7P?ED; ;
L7BKJ7P?ED;��$�<7JJEH?�FH;I?�?D�9EDI?:;H7P?ED;�IEDE�

e !�..), ���� Governance ; EH=7D?PP7P?ED;� $B <7JJEH; I?
H?<;H?I9; 7: ;B;C;DJ? GK7B? B7 FH;I;DP7 :? KD7 leadership
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7BB\?DJ;HDE :;BB\EH=7D?PP7P?ED;
 B7 :;<?D?P?ED; :? 9>?7H; H;�
IFEDI78?B?JS ?D H;B7P?ED; 7? H?IKBJ7J? :;BB\7CC?D?IJH7P?ED;

?B H799EH:E JH7 F?7D?<?97P?ED; IJH7J;=?97
 FHE=H7CC7P?ED;
=;D;H7B; ; L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7
;:�?D:?L?:K7B;�

e !�..), ���� -?IJ;C7 :? FHE=H7CC7P?ED; ; 9EDJHEBBE�
$B <7JJEH; I? H?<;H?I9; 7: ;B;C;DJ? GK7B? B7 FH;I;DP7 :?
KD 7:;=K7JE I?IJ;C7 ?D<EHC7J?LE
 B7 H;D:?9EDJ7P?ED; I?�
IJ;C7J?97 :;? H?IKBJ7J?
 B7 97F79?JS :? ?:;DJ?<?97H; ; FHE�
=;JJ7H; ? C?=B?EH7C;DJ? ; ? 97C8?7C;DJ? :7 7FFEHJ7H;
7BB\EH=7D?PP7P?ED;�

e !�..), ���� ";IJ?ED; :;B F;HIED7B;� $B <7JJEH; I? H?<;�
H?I9; 7: ;B;C;DJ? GK7B? B7 :;<?D?P?ED; :? KD GK7:HE I?IJ;�
C7J?9E :? H?<;H?C;DJE F;H B7 =;IJ?ED; :;B F;HIED7B; I;�
9ED:E 9H?J;H? :? ;J?9?JS ; :? H;=EB7H?JS
 B\;IFB?9?J7P?ED; :? H;�
GK?I?J? 9KBJKH7B? ; FHE<;II?ED7B? �B; 9ECF;J;DP; H?9>?;IJ;�
F;H 9?7I9KD EF;H7JEH;
 B7 L7BEH?PP7P?ED; :;BB7 FHE<;II?E�
D7B?JS�;�:;B�C;H?JE�:;?�:?H?=;DJ?�;�:;B�F;HIED7B;�
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_ . '� �� $B I?IJ;C7 :? C?IKH7P?ED;� $D GK;IJ7 I;P?ED; :;BB7
check list IEDE 7D7B?PP7J? =B? ;B;C;DJ? 9>; 9ECFED=EDE ?B
I?IJ;C7��$�<7JJEH?�FH;I?�?D�9EDI?:;H7P?ED;�IEDE�

e !�..), ���� �C8?J? ; C;JE:EBE=?; :? C?IKH7P?ED; ;
L7BKJ7P?ED;� $ 9H?J;H? 9>; 9ECFED=EDE ?B <7JJEH; L;H?<?97DE
I; ?B I?IJ;C7 7HJ?9EB7 ; :;<?D?I9; =B? 7C8?J? :? C?IKH7P?ED;

B; H;B7J?L; C;JE:EBE=?; :? H?B;L7P?ED; ;: ?B 9EBB;=7C;DJE
BE=?9E�;I?IJ;DJ;�<H7�;II?�

e !�..), ���� *HE9;IIE
 ? IE==;JJ? ; B; H;IFEDI78?B?JS
:;B I?IJ;C7� $ 9H?J;H? 9>; 9ECFED=EDE ?B <7JJEH; L;H?<?97DE
I; ?B I?IJ;C7 :?IJH?8K?I9; JH7 ? IE==;JJ?
:;BB\7CC?D?IJH7P?ED; B; H;IFEDI78?B?JS H;B7J?L; 7BB7 H?B;L7�
P?ED;
 7BB\7==?EHD7C;DJE
 7BB\7D7B?I? ; 7BB\audit :;? FHE9;I�
I?�:?�H?B;L7P?ED;�:?�:7J?�;�?D:?97JEH?�

e !�..), ���� &?L;BBE :? ?D<EHC7J?PP7P?ED; :;B I?IJ;C7� $
9H?J;H? 9>; 9ECFED=EDE ?B <7JJEH; L;H?<?97DE I; ?B I?IJ;C7
T ?DJ;=H7JE ; =;IJ?JE 7BB\?DJ;HDE :;BB\7CC?D?IJH7P?ED; ; D;?
9ED<HEDJ? :;BB\KJ;DP7 ?D CE:E KD?J7H?E 7JJH7L;HIE EFFEHJK�
D?�IJHKC;DJ?�?D<EHC7J?9?�
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e !�..), ���� &?L;BBE :? JH7IF7H;DP7 :;B I?IJ;C7� $ 9H?J;H?
9>; 9ECFED=EDE ?B <7JJEH; L;H?<?97DE I; ?B I?IJ;C7 T 79�
9;II?8?B; 7BB\?DJ;HDE ;: 7BB\;IJ;HDE
 I;9ED:E 9H?J;H? :;<?D?J?
7 FH?EH? ; I;9ED:E 97D7B? ?:ED;? H?IF;JJE 7BB; ;I?=;DP; ?D�
<EHC7J?L; :;BB; :?L;HI; 97J;=EH?; :? KJ;DJ? ;: ?DJ;HBE9KJE�
H?�

e !�..), ���  IJ;DI?ED; :;BB7 C?IKH7P?ED;� $ 9H?J;H? 9>;
9ECFED=EDE ?B <7JJEH; L;H?<?97DE B7 FH;I;DP7 :? ?D:?97JEH?
H;B7J?L?�7BB;�:?L;HI;�7H;;�:?�C?IKH7P?ED;�

*;H 9?7I9KD <7JJEH;
 ? 9ECKD? 9ED ?B IKFFEHJE :;=B? ;IF;HJ? >7D�
DE FHE9;:KJE 7: KD7 L;H?<?97 GK7B?J7J?L7 :;BB\;I?IJ;DP7 ; :;B
=H7:E :? ;LEBKP?ED; :? 9?7I9KD 9H?J;H?E :;B?D;7D:E ?B GK7:HE :?
;LEBKP?ED; :;? I?IJ;C? :? C?IKH7P?ED; ; :;B 9?9BE :? =;IJ?ED;
:;BB7 performance :;BB;�7CC?D?IJH7P?ED?�
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';DK a $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE
�EDL;H=;DP7 a ���$B�F;H9EHIE�:?�7D7B?I?�;�C?=B?EH7C;DJE a ����"B?�IJHK�
C;DJ?�:?�7D7B?I?

L’analisi di posizionamento delle amministrazioni
coinvolte
�B <?D; :? H;D:;H; 9ECF7H78?B; ?D J;HC?D? I?DJ;J?9? B\;I?JE :;BB;
7D7B?I? ILEBJ;
 T IJ7J7 FH;:?IFEIJ7 KD7 =H?=B?7 :? 7D7B?I? 9>;
9EDI;DJ?II; :? ?D:?L?:K7H; ?B FEI?P?ED7C;DJE :? 9?7I9KD7 7C�
C?D?IJH7P?ED; H;B7J?L7C;DJ; 7BB7 FH;I;DP7 :? 7B9KD? ;B;C;DJ?
:;B 9?9BE :? =;IJ?ED; :;BB7 performance� &7 =H?=B?7 >7 FH;IE ?D
9EDI?:;H7P?ED;���:?C;DI?ED?�

_ ?B�B?L;BBE�:? commitment FEB?J?9E�
_ ? :E9KC;DJ? :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7

performance�
_ ?B�9EDJ;DKJE�:;?�:E9KC;DJ?�:?�FHE=H7CC7P?ED;�
_ B7�FHE<ED:?JS�:;BB7�FHE=H7CC7P?ED;�
_ B; 9ECF;J;DP; ?D J;C7 :? FHE=H7CC7P?ED; ; 9EDJHEBBE FH;�
I;DJ?�D;BB\7CC?D?IJH7P?ED;�

_ ?B�B?L;BBE�:?�?D<EHC7J?PP7P?ED;�
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_ B;�97H7JJ;H?IJ?9>;�7IIKDJ;�:7BB\)$0�
_ ?B B?L;BBE :? F7HJ;9?F7P?ED; 7B FHE=;JJE :7 F7HJ; :;B L;HJ?9;
7CC?D?IJH7J?LE�

*;H 9?7I9KD7 :?C;DI?ED; IEDE IJ7J? ?:;DJ?<?97J? IF;9?<?9? ;B;�
C;DJ? C?IKH7J? I;9ED:E I97B; EH:?D7B? ��
�
�
�� E DEC?D7B? �I?

DE�� &\7:EP?ED; :? I97B; 9EHH?IFED:;DJ? 7 IJ7J? :? ;LEBKP?ED;
:;=B? ;B;C;DJ? 9EDI?:;H7J?
 >7 9EDI;DJ?JE :? 9H;7H; ?D:?9? EH:?�
D7B? I?DJ;J?9? F;H 9?7I9KD7 :?C;DI?ED;
 ;IFH;II? ?D KD7 I97B7
:7 � �9EHH?IFED:;DJ; 7: KD7 9ED:?P?ED; :? B?C?J7JE E DKBBE IL?�
BKFFE :;=B? ;B;C;DJ? 9EDI?:;H7J? ?D 9?7I9KD7 :?C;DI?ED;� 7 �
�9EHH?IFED:;DJ; 7: KD7 I?JK7P?ED; :? ;B;L7JE IL?BKFFE :? J7B?
;B;C;DJ?�� &7 I;=K;DJ; J78;BB7 � FHEFED; B; :?C;DI?ED? ; =B?
;B;C;DJ? FH;I? ?D 9EDI?:;H7P?ED; D;BB\�D7B?I? :? FEI?P?ED7C;D�
JE ; :;I9H?L;
 F;H 9?7I9KD ;B;C;DJE
 B; I97B; 9EDI?:;H7J; :7�
=B?�;IF;HJ?�
&\�D7B?I? :? FEI?P?ED7C;DJE ILEBJ7 D;B I;JJ;C8H; :;B ���� JH7�
C?J; B\?CF?;=E :;BB7 =H?=B?7 H?FEHJ7J7 D;BB7 J78;BB7 � >7 9EDI;D�
J?JE :? ?:;DJ?<?97H; =B? ;B;C;DJ? :? <EHP7 ; B; 9H?J?9?JS ?D ;II;�
H; D;BB; 7CC?D?IJH7P?ED? F7HJ;9?F7DJ?� "B? ;B;C;DJ? H799EBJ? :K�
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H7DJ; B7 FH?C7 <7I; :? 7D7B?I? ;: ?DJ;H7P?ED; 9ED B; 7CC?D?�
IJH7P?ED? >7DDE 9EDI;DJ?JE :? ?:;DJ?<?97H; IF;9?<?9>; 7P?ED? :?
C?=B?EH7C;DJE 9>; >7DDE ?CF;=D7JE B; 7CC?D?IJH7P?ED? D;B
F;H?E:E I;JJ;C8H; ���� Y C7HPE ����� "B? ;IF;HJ? >7DDE 7<�
<?7D97JE :KH7DJ; J7B; F;H?E:E B; 7CC?D?IJH7P?ED? 7B <?D; :? IEB�
B;9?J7H; ; IKFFEHJ7H; B7 H;7B?PP7P?ED; :;BB; 7P?ED? :? C?=B?EH7�
C;DJE I;B;P?ED7J;� (;B C;I; :? C7HPE ���� B7 =H?=B?7 :? 7D7�
B?I? T IJ7J7 DKEL7C;DJ; ?CF?;=7J7 F;H L;H?<?97H; I; ?D H;B7P?E�
D; 7=B? EJJE ;B;C;DJ? FH;I? ?D 9EDI?:;H7P?ED? 9? <EII;HE IJ7J?
:;? C?=B?EH7C;DJ? ?D:EJJ? :7BB; 7P?ED? FHE=;JJ7J;� &\;I?JE :? J7B?
7D7B?I?
 7==H;=7JE H;=?ED; F;H H;=?ED;
 T 9EDJ;DKJE D;? IK9�
9;II?L? 97F?JEB? �
 �
 �
 �� �?7I9KD 97F?JEBE <EHD?I9; ?DEBJH; H?�
<;H?C;DJ? ;I;CFB?<?97J?L? ?D H;B7P?ED; 7B B?L;BBE ?D?P?7B; :? ;LE�
BKP?ED; :;? I?IJ;C? :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 perfor-

mance EH=7D?PP7J?L7 :;BB; 7CC?D?IJH7P?ED? 9E?DLEBJ;
 7B 9ED�
J;DKJE :;$ :E9KC;DJ? IKB I?IJ;C7 :? C?IKH7P?ED; IL?BKFF7J?
:KH7DJ; ?B FHE=;JJE ;: 7BB; 97H7JJ;H?IJ?9>; 7IIKDJ; :7? F?7DE
:;BB7 performance :? GK;BB; 7CC?D?IJH7P?ED? 9>; IEDE H?KI9?J;
7�9ECFB;J7HBE�
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Tabella 2 – Griglia di analisi del ciclo di gestione della performance

Dimensione
1 COMMITMENTCOMMITMENT POLITICO

Esiste un rapporto di stretta collaborazione tra parte amministrativa e politica? B;C;DJE
��7 4I97B7���Y�������DED�;I?IJ;
���T�CEBJE�:;8EB;
���9\T�C7�DED�T�:;J;HC?D7DJ;
���9\T�F?;D7�9EBB78EH7P?ED;�;�<?:K9?75

La parte politica ha aderito esplicitamente al progetto? B;C;DJE
��8 4()
�-$
�(*��DED�F;HL;DKJ7
�DED�I?7CE�H?KI9?J?�7:�7L;H;�GK;IJ7�?D<EHC7P?ED;�5

Un assessore è stato delegato a seguire il progetto? B;C;DJE
��9 4()
�-$
�(*��DED�F;HL;DKJ7
�DED�I?7CE�H?KI9?J?�7:�7L;H;�GK;IJ7�?D<EHC7P?ED;�5

Dimensione
2 DOCUMENTI DEL SISTEMA DI MISURAZIONE

Il documento sul sistema di misurazione e valutazione della performanceperformance è stato elaborato? B;C;DJE
��7 4()
�-$
�(*��DED�F;HL;DKJ7
�DED�I?7CE�H?KI9?J?�7:�7L;H;�GK;IJ7�?D<EHC7P?ED;�5

Se si, prende in considerazione sia la performanceperformance individuale, sia la performanceperformance organizzativa? B;C;DJE
��8 4I97B7���Y�������DED�T�IJ7JE�;B78EH7JE
���IEBE�B\?D:?L?:K7B;
���IEBE�B\EH=7D?PP7J?L7
���;DJH7C8;5

Se no, c’è una chiara volontà di realizzarlo entro fine anno? B;C;DJE
��9 4()
�-$
�(*��DED�F;HL;DKJ7
�DED�I?7CE�H?KI9?J?�7:�7L;H;�GK;IJ7�?D<EHC7P?ED;�5

Il F?7DE�:;BB7F?7DE�:;BB7 performanceperformance relativo all’anno in corso è stato elaborato? B;C;DJE
��: 4()
�-$
�(*��DED�F;HL;DKJ7
�DED�I?7CE�H?KI9?J?�7:�7L;H;�GK;IJ7�?D<EHC7P?ED;�5

Se si, contiene obiettivi, indicatori e targettarget

 B;C;DJE
��; 4I97B7���Y�������DED�IEDE�;IFB?9?J7J?�D;7D9>;�=B?�E8?;JJ?L?
���IEBE�=B?�E8?;JJ?L?
���E8?;JJ?L?�;:�?D:?97JEH?
���E8?;JJ?L?
�?D:?97JEH?�;

target5

Gli obiettivi sono effettivamente obiettivi e non azioni da portare a compimento? B;C;DJE
��< 4I97B7���Y�������JKJJ;�7P?ED?
���B7�C7==?EH�F7HJ;�IEDE�7P?ED?
���IEBE�7B9KD?�IEDE�7P?ED?
���IEDE�JKJJ?�E8?;JJ?L?�;<<;JJ?L?5

Se no, c’è una chiara volontà di realizzarlo entro fine anno B;C;DJE
��= 4()
�-$
�(*��DED�F;HL;DKJ7
�DED�I?7CE�H?KI9?J?�7:�7L;H;�GK;IJ7�?D<EHC7P?ED;�5

Dimensione
3 DOCUMENTI DI PROGRAMMAZIONE

Il PEG relativo all’anno in corso è stato approvato entro il primo semestre? B;C;DJE
��7 4()
�-$
�(*��DED�F;HL;DKJ7
�DED�I?7CE�H?KI9?J?�7:�7L;H;�GK;IJ7�?D<EHC7P?ED;�5

Il PDO 2011, come documento a se o parte integrante del PEG è stato elaborato? B;C;DJE
��8 4()
�-$
�(*��DED�F;HL;DKJ7
�DED�I?7CE�H?KI9?J?�7:�7L;H;�GK;IJ7�?D<EHC7P?ED;�5

Nella RPP sono esplicitati gli obiettivi che l’amministrazione vuole raggiungere? B;C;DJE
��9 4()
�-$
�(*��DED�F;HL;DKJ7
�DED�I?7CE�H?KI9?J?�7:�7L;H;�GK;IJ7�?D<EHC7P?ED;�5

La contabilità in uso presso il comune è: B;C;DJE
��: 4I97B7���Y������<?D7DP?7H?7
���<?D7DP?7H?7�;�;9EDEC?97
���<?D7DP?7H?7
�;9EDEC?97
�7D7B?J?975
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Dimensione
4 PROFONDITÀ DELLA PROGRAMMAZIONE

I servizi del comune utilizzano indicatori per misurare il livello del servizio offerto
 B;C;DJE
��7 4I97B7���Y�������D;IIKD�I;HL?P?E�KJ?B?PP7�?D:?97JEH?
���IEBE�KD7�F7HJ;�C?DEH?J7H?;�:;?�I;HL?P?�KJ?B?PP7�?D:?97JEH?
���B7�C7==?EH

F7HJ;�:;?�I;HL?P?�KJ?B?PP7DE�?D:?97JEH?
���JKJJ?�?�I;HL?P?�KJ?B?PP7DE�?D:?97JEH?5

Nei servizi dove si utilizzano gli indicatori la procedura di misurazione è gestita in questo modo

 B;C;DJE
��8

4I97B7���Y�������=B?�?D:?97JEH?�IEDE�7:�KIE�;I9BKI?LE�:;B�I;HL?P?E�;�H?FEHJ7J?�IEBE�?D�<EHC7�97HJ79;7
���=B?�?D:?97JEH?�IEDE�7:
KIE�;I9BKI?LE�:;B�I;HL?P?E�;:�;B78EH7J?�JH7C?J;�<E=B?�;N9;B
���=B?�?D:?97JEH?�IEDE�H?B;L7J?�:7�KD7�IJHKJJKH7�<EHC7B;
�;I�
9EDJHEBBE�:?�=;IJ?ED;
�IEDE�;B78EH7J?�JH7C?J;�;N9;B�;�H?FEHJ7J?�7BB7�F7HJ;�FEB?J?97
���=B?�?D:?97JEH?�IEDE�H?B;L7J?�:7�KD7
IJHKJJKH7�<EHC7B;
�;I� 9EDJHEBBE�:?�=;IJ?ED;
�IEDE�;B78EH7J?�JH7C?J; software ;�H?FEHJ7J?�7BB7�F7HJ;�FEB?J?975

Dimensione
5 COMPETENZE DI PROGRAMMAZIONE E MISURAZIONE

Gli interlocutori dichiarano di avere competenze relative alla programmazione e misurazione a questo livello B;C;DJE
��7 4I97B7���Y�������?D;I?IJ;DJ?
���I97HI;
���IK<<?9?;DJ?
���8KED;5

La competenze relative alla programmazione e misurazione sono: B;C;DJE
��8 4I97B7���Y�������?D;I?IJ;DJ?
���I97HI;
���IK<<?9?;DJ?
���8KED;5

Dimensione
6 LIVELLO DI INFORMATIZZAZIONE

L’informatizzazione del comune copre B;C;DJE
��7 4I97B7���Y�������IEBE�B\7D7=H7<;
���FE9>?�I;HL?P?
���=H7D�F7HJ;�:;?�I;HL?P?
���JKJJ?�?�I;HL?P?5

Dimensione
7 OIV

Il comune ha nominato il seguente organismo di valutazione B;C;DJE
��7 4I97B7���Y�������D;IIKDE
���?B DK9B;E�:?�L7BKJ7P?ED;
���B\)$0 9EC�7D9>;�C;C8H?�?DJ;HD?
���B\)$0 9ED�IEB?�C;C8H?�;IJ;HD?5

Se esiste un organismo di valutazione (nucleo o OIV)
 B;C;DJE
��8 4I97B7���Y�������DED�;I?IJ;
���DED�T�IJ7JE�9E?DLEBJE�D;B�FHE=;JJE
���T�IJ7JE�9E?DLEBJE
���T�IJ7JE�9E?DLEBJE�;�9EDJH?8K?I9;

7JJ?L7C;DJ;5

Dimensione
8 PARTECIPAZIONE DEL VERTICE AMMINISTRATIVO

Il segretario comunale (o se c’è, per i comuni con più di 100.000 abitanti, il direttore generale) ha partecipato ed
espresso la volontà di aderire al progetto di analisi e miglioramento del ciclo di gestione della performanceperformance

 B;C;DJE
��7 4I97B7���Y�������DED�>7�F7HJ;9?F7JE�7=B?�?D9EDJH?�;�DED�>7�C7D?<;IJ7JE�7B9KD7�LEBEDJS�:?�7:;I?ED;
���>7�F7HJ;9?F7JE
�C7

DED�>7�C7D?<;IJ7JE�KD7�9>?7H7�LEBEDJS�:?�7:;I?ED;
���>7�F7HJ;9?F7JE�;�C7D?<;IJ7JE�KD7�9>?7H7�LEBEDJS�:?�7:;I?ED;
���>7
F7HJ;9?F7JE
�C7D?<;IJ7JE�KD7�9>?7H7�LEBEDJS�:?�7:;I?ED;�;�I?�T�7IIKDJE�B7�H;IFEDI78?B?JS�:?�I;=K?H;�B\?DJ;HE�FHE=;JJE5
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';DK a $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE
�EDL;H=;DP7 a ���$B�F;H9EHIE�:?�7D7B?I?�;�C?=B?EH7C;DJE

1.2 I risultati raggiunti nel percorso

&; 7CC?D?IJH7P?ED? 9E?DLEBJ; D;B FHE=;JJE FH;I;DJ7L7DE D;B
I;JJ;C8H; :;B ���� KD GK7:HE F?KJJEIJE ;J;HE=;D;E ?D J;HC?D?
:? ;LEBKP?ED; :;? I?IJ;C? :? C?IKH7P?ED; :;BB7 performance

; :? 97H7JJ;H?IJ?9>; 7IIKDJ; :7B 9?9BE :? =;IJ?ED; :;BB7 perfor-

mance� .7B; ;J;HE=;D;?JS H?<B;JJ;L7 :7 KD B7JE :?L;HI? B?L;BB? :?
;LEBKP?ED; :;BB; 9ED:?P?ED? 78?B?J7DJ? FH;I; ?D 9EDI?:;H7P?ED;
D;BB\7D7B?I?
 :7BB\7BJHE :?L;HI; I9;BJ; 7IIKDJ; ?D C;H?JE 7BB7 9ED�
<?=KH7P?ED; ;: 7BBE IL?BKFFE :;B I?IJ;C7 :? C?IKH7P?ED; :;BB7
performance EH=7D?PP7J?L7�
$D C;H?JE 7BB; 9ED:?P?ED? 78?B?J7DJ?
 B; 7CC?D?IJH7P?ED? 9E?DLEBJ;
FH;I;DJ7L7DE KD :?<<KIE B?L;BBE :? 9H?J?9?JS IEFH7JJKJJE ?D H;B7�
P?ED; 7B I?IJ;C7 :? FHE=H7CC7P?ED; ; 9EDJHEBBE ;: 7B 9E?DLEB�
=?C;DJE D;B 9?9BE :? =;IJ?ED; :;BB7 performance :? 9?JJ7:?D? ;:
7BJH; 97J;=EH?; :? stakeholder� .H7 B; FH?D9?F7B? 9H?J?9?JS H?I9ED�
JH7J; ?D J7B I;DIE I? H;=?IJH7DE� B7 C7D97DP7 :? KD7 9>?7H7 :;�
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<?D?P?ED; :;=B? E8?;JJ?L? IJH7J;=?9?
 B7 I97HI7 :?IFED?8?B?JS :? ?D�
<EHC7P?ED? IKB B?L;BBE ;<<;JJ?LE :? H7==?KD=?C;DJE :;=B? E8?;JJ?�
L? :7 F7HJ; J7DJE :;? :;9?IEH? FEB?J?9? GK7DJE :;BB7 9?JJ7:?D7D�
P7
 B\;99;II?LE focus IKBB7 :?C;DI?ED; ;9EDEC?9E <?D7DP?7H?7
; KD 9;HJE HKEBE :? IK87BJ;HD?JS :;=B? K<<?9? FH;FEIJ? 7BB7 <KD�
P?ED; 9EDJHEBBE :? =;IJ?ED; H?IF;JJE 7: 7BJH; KD?JS EH=7D?PP7�
J?L; 7CC?D?IJH7J?L;� +K7I? I;CFH; ;H7 FH;I;DJ; KD I?IJ;C7
:? L7BKJ7P?ED; ?D:?L?:K7B;
 :;<?D?JE ?D CE:E 7D9>; IE<?IJ?97JE
F;H B7 :?H?=;DP7
 C7 C;DE <H;GK;DJ; F;H ?B H;IJE :;B F;HIE�
D7B;
 7 9ED<;HC7 :? KD7 ;IF;H?;DP7 EHC7? 9EDIEB?:7J7
 7D9>;
I; DED I;CFH; ;LEBKJ7
 D;BB7 =;IJ?ED; :;BB; H?IEHI; KC7D; :7
F7HJ; :;=B? ;DJ? BE97B?� *?X 9H?J?97 ;H7 B7 I?JK7P?ED; :;B?D;7J7
:7BB\7D7B?I? :;? I?IJ;C? :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 per-

formance EH=7D?PP7J?L7� .H7 B; 7CC?D?IJH7P?ED? F7HJ;9?F7DJ?
H?IKBJ7L7DE GK7I? :;B JKJJE 7II;DJ? :E9KC;DJ? H;B7J?L? 7B I?IJ;�
C7 :? C?IKH7P?ED; 9>; 9EDJ;D;II;HE C;JE:EBE=?; ;IFB?9?J; :?
C?IKH7P?ED; :;? :?L;HI? 7C8?J? :;BB7 performance EH=7D?PP7J?�
L7� *7H?C;DJ? 7II;DJ; H?IKBJ7L7 KD7 9>?7H7 ?D:?97P?ED; :? IE=�
=;JJ?
 H;IFEDI78?B?JS ; <7I? :? 7HJ?9EB7P?ED; :;B 9?9BE :? =;IJ?ED;
:;BB7 performance� &\;IJ;DI?ED; :;BB7 C?IKH7P?ED; ;H7 ?B F?X
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:;BB; LEBJ; B?C?J7J7 7: ?D:?97JEH? H?<;H?J? 7=B? E8?;JJ?L? ?DI;H?J? D;B
* " 9ED KD7 I97HI7 E DKBB7 7JJ;DP?ED; 7 I;HL?P? ; ?CF7JJ? FHE�
:EJJE�:7BB\7P?ED;�:;BB\7CC?D?IJH7P?ED;�D;B�IKE�J;HH?JEH?E�
*;H <EHD?H; KD GK7:HE :;BB; 7D7B?I? ILEBJ; I? FHEFED=EDE
 D;?
I;=K;DJ? GK7JJHE 8EN
 =B? ;IJH7JJ? :;BB; H;B7P?ED? FHE:EJJ; F;H
GK7JJHE :;BB; �� 7CC?D?IJH7P?ED? 9>; >7DDE 9ECFB;J7JE ?B F;H�
9EHIE� -? JH7JJ7 :;? 9ECKD? :? �D=H?
 �H?D:?I?
 �EI;DP7 ; ,7�
=KI7� )=D? 8EN 9EDJ?;D; B; 9EDI?:;H7P?ED? ILEBJ; 7BB\7LL?E :;B
FHE=;JJE ?D C;H?JE 7BBE IJ7JE :;B I?IJ;C7 :? C?IKH7P?ED; ; L7�
BKJ7P?ED; :;BB\7CC?D?IJH7P?ED; ; B; 97H7JJ;H?IJ?9>; 7IIKDJ; :7B
:E9KC;DJE IKB I?IJ;C7 :? C?IKH7P?ED; ; :7B F?7DE :;BB7 per-

formance 7:EJJ7J? :7BB\7CC?D?IJH7P?ED; E ?D 9EHIE :? 9ECFB;�
J7C;DJE 7B J;HC?D; :;B FHE=;JJE� &; 7D7B?I? :;I9H?LEDE BE IJ7JE
?D?P?7B; :;B I?IJ;C7 :? C?IKH7P?ED;
 D;B I;JJ;C8H; ����
 ; ?B
B?L;BBE :? ;LEBKP?ED; C7JKH7JE :7? :E9KC;DJ? 9?J7J? D;B =?K=DE
����� �ECFB;II?L7C;DJ;
 F;H B7 C7==?EH F7HJ; :;BB; 7CC?D?�
IJH7P?ED? 9E?DLEBJ;
 I? :;B?D;7L7 KDE I9;D7H?E 9EDJH7::?IJ?DJE
:7 I?IJ;C? FEL;H? ; <KDP?ED7DJ? IKBB7 87I; F?X :? FH7II? 9>; :?
KD�I?IJ;C7�:?�H;=EB;
�HKEB?�;�H;IFEDI78?B?JS�
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Il ciclo di gestione della performance nel comune
di Cosenza

Stato del sistema di misurazione e valutazione della performance
organizzativa (settembre 2011)

&\7D7B?I? :;BBE IJ7JE :;B I?IJ;C7 :? C?IKH7P?ED; ;L?:;DP?7
 ?D J;HC?D?
:? governance
 B\;I?IJ;DP7 :? KD <EHJ; C;997D?ICE :? 9ED:?L?I?ED;
JH7 L;HJ?9; FEB?J?9E ; L;HJ?9; 7CC?D?IJH7J?LE :;BB; H;IFEDI78?B?JS H;�
B7J?L; 7BB7 :;<?D?P?ED; ;: 7B H7==?KD=?C;DJE :;? H?IKBJ7J?
:;BB\7CC?D?IJH7P?ED;� .KJJ7L?7 =B? E8?;JJ?L? :? D7JKH7 FEB?J?97 DED H?IKB�
J7DE ?:;DJ?<?97J? 9ED 9>?7H;PP7
 ; DED IEDE C?IKH7J? 7JJH7L;HIE EFFEH�
JKD? ?D:?97JEH? :? outcome� &\7CC?D?IJH7P?ED; >7 ?:;DJ?<?97JE 9;DJH? :?
H;IFEDI78?B?JS 9K? 7II;=D7H; E8?;JJ?L? ; H?IEHI; ; KD\KD?JS EH=7D?PP7�
J?L7 :;:?97J7 7BB; 7JJ?L?JS :? budgeting
 CED?JEH7==?E ; 9EDJHEBBE :? =;�
IJ?ED;� "B? IJHKC;DJ? :? H;D:?9EDJ7P?ED; IEDE FHE:EJJ? 9ED J;CF;IJ?�
L?JS ; KJ?B?PP7J? F;H B\7JJ?L?JS :? FHE=H7CC7P?ED; :;? F;H?E:? IK99;I�
I?L?� &7 L7BKJ7P?ED; 7DDK7B; :;? :?H?=;DJ? 7LL?;D; IKBB7 87I; :? KD7
C;JE:EBE=?7 I9H?JJ7
 T JH7IF7H;DJ; ; :?I9KII7 I;FFKH ?D C7D?;H7 DED
:;B JKJJE J;CF;IJ?L7� $B FHE9;IIE :? L7BKJ7P?ED; JH7I9KH7 B7 L7BKJ7P?E�
D; :;BB7 F;H<EC7D9; EH=7D?PP7J?L7 <E97B?PP7D:EI? ;I9BKI?L7C;DJ; IK
GK;BB7 ?D:?L?:K7B;� (ED ;I?IJEDE C;997D?IC? 9>; 7IIE9?DE =B? E8?;J�
J?L? =;IJ?ED7B? 7=B? E8?;JJ?L? IJH7J;=?9?� $B B?L;BBE :? ?D<EHC7J?PP7P?ED; :;B
I?IJ;C7 H?IKBJ7 ;II;H; C;:?E�7BJE� B\7CC?D?IJH7P?ED; >7 KD I?JE 9>;

I percorsi di miglioramento nei comuni delle regioni Obiettivo Convergenza



H;D:; :?IFED?8?B? I;HL?P? on-line ; :?IFED; :? 87D9>; :7J? 799;II?8?B?
7D9>; on-line�

Documento sul sistema di misurazione e valutazione della
performance organizzativa (aprile 2012)

$B :E9KC;DJE IKB I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 perfor-

mance �-'0*� T IJ7JE 7FFHEL7JE 9ED :;B?8;H7 :? "��� D� �� :;B ��
������� $B :E9KC;DJE <EHD?I9; ?D:?97P?ED? ?D C;H?JE 7 ;B;C;DJ? GK7�
B? B7 :;I9H?P?ED; :;B I?IJ;C7
 =B? 7C8?J? :? C?IKH7P?ED; ; L7BKJ7P?ED;

B; IJH7J;=?; ; =B? ?D:?97JEH? :? ?CF7JJE
 B; CE:7B?JS :? :;<?D?P?ED; :;=B?
?D:?97JEH? :? H?IKBJ7JE
 ? I;HL?P? ; =B? ?D:?97JEH? :? GK7B?JS
 ? 9H?J;H? :? L7BK�
J7P?ED; ?D:?L?:K7B;
 ?B FHE9;IIE �<7I?
 J;CF?
 CE:7B?JS�
 ? IE==;JJ? ; B;
H;IFEDI78?B?JS :;B 9?9BE :? =;IJ?ED; :;BB7 performance
 B; FHE9;:KH;
:? 9ED9?B?7P?ED; ; B; CE:7B?JS :? H799EH:E ; ?DJ;=H7P?ED; 9ED ? I?IJ;C?
:? 9EDJHEBBE ;I?IJ;DJ? ; =B? IJHKC;DJ? :? FHE=H7CC7P?ED; <?D7DP?7H?7 ;
:? 8?B7D9?E� $B -'0* ?:;DJ?<?97 KD CE:;BBE :? L7BKJ7P?ED; :;BB7 perfor-

mance EH=7D?PP7J?L7 C?IKH7J7 BKD=E � :?C;DI?ED?� B7 :?C;DI?ED; :;?
I;JJEH? ; :;BB; FEI?P?ED? EH=7D?PP7J?L;
 B7 :?C;DI?ED; IJH7J;=?97 ; B7
:?C;DI?ED; EF;H7J?L7� $B H799EH:E JH7 B; :?L;HI; :?C;DI?ED? :;BB7 per-

formance EH=7D?PP7J?L7
 ; JH7 GK;IJ; ; B7 performance ?D:?L?:K7B;
 I?
IDE:7 7JJH7L;HIE KD7 C7FF7 BE=?97 9>; ?BBKIJH7 ? B;=7C? JH7 C7D:7JE
?IJ?JKP?ED7B;
 C?II?ED;
 L?I?ED;
 7H;; IJH7J;=?9>;
 E8?;JJ?L? IJH7J;=?9? ;
F?7D? :\7P?ED;� &; 7H;; IJH7J;=?9>; 9EIJ?JK?I9EDE B; FHEIF;JJ?L; ?D 9K?
L;D=EDE I9ECFEIJ? ; IF;9?<?97J? ?B C7D:7JE ?IJ?JKP?ED7B;
 B7 C?II?ED;
;�B7�L?I?ED;�
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Piano della performance 2012-2014
$B F?7DE :;BB7 performance ��������� T IJ7JE IL?BKFF7JE ?D C7D?;H7
9E;H;DJ; 9ED B; ?D:?97P?ED? 9EDJ;DKJ; D;B :E9KC;DJE IKB -'0*� $D
F7HJ?9EB7H;
 B\7JJK7B; F?7DE I? 7HJ?9EB7 ?D I;P?ED? :;:?97J; 7BB\7D7B?I? :;B�
B; 9ED:?P?ED? :? 9EDJ;IJE ?D 9K? EF;H7 B\7CC?D?IJH7P?ED;
 7BB7 H7FFH;�
I;DJ7P?ED; :;BB\7B8;HE :;BB7 performance
 7BB7 :;I9H?P?ED; :;=B? E8?;J�
J?L? IJH7J;=?9? :;BB\7CC?D?IJH7P?ED;� 7BB\?:;DJ?<?97P?ED; :;=B? ?CF7JJ? 7J�
J;I? :7BB\7P?ED; :;BB\7CC?D?IJH7P?ED;� 7BB7 F;I7JKH7 :;BB; KD?JS )H=7�
D?PP7J?L;� 7BB7 :;J;HC?D7P?ED; :;BBE IJ7JE :? I7BKJ; <?D7DP?7H?7 ;: EH�
=7D?PP7J?L7� 7BB7 :;I9H?P?ED; :;B FHE9;IIE ; :;BB; 7P?ED? :? C?=B?E�
H7C;DJE :7 H;7B?PP7H;� &\7CC?D?IJH7P?ED; >7 EFJ7JE F;H BE IL?BKF�
FE :? KD :E9KC;DJE ad hoc :;DEC?D7JE F?7DE :;BB7 performance

���������� $D GK;IJE ;I;H9?P?E <?D7DP?7H?E ?B F?7DE L;HHS 7FFHEL7JE
9EDJ;IJK7BC;DJ; 7BB\7FFHEL7P?ED; :;BB7 ,** ���������
 :;B 8?B7D9?E
:?�FH;L?I?ED; 7DDK7B;������;�:;B * " �����

Il ciclo di gestione della performance nel comune
di Angri

Stato del sistema di misurazione e valutazione della performance
organizzativa (settembre 2011)

$B 9ECKD; :? �D=H? FH;I;DJ7 KD7 I?JK7P?ED; 7887IJ7DP7 8KED7 ?D
H;B7P?ED; 7? <7JJEH? H;B7J?L? 7BB; 9ED:?P?ED? 78?B?J7DJ?� $B F?X ;L?:;DJ;
;B;C;DJE :? 9H?J?9?JS H?I?;:; ?D<7JJ? D;BBE I97HIE 9E?DLEB=?C;DJE :;BB7
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FEFEB7P?ED; D;B FHE9;IIE :? :;<?D?P?ED; :;BB; FH?EH?JS
:;BB\7CC?D?IJH7P?ED; C;DJH; ? H;IJ7DJ? 9H?J;H? H?IKBJ7DE ;II;H; 8;D IL?�
BKFF7J?� -?JK7P?ED; F?X 9H?J?97 I? H?B;L7 ?D H;B7P?ED; 7B I?IJ;C7 :? C?IK�
H7P?ED;� -;88;D; D;B ���� ?B 9ECKD; 788?7 =?S FHE9;:KJE 7BB7 :;<?D?�
P?ED; :? KD I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance

�-'0*� ; :? KD F?7DE :;BB7 performance �*:*�
 GK;IJ? :E9KC;DJ?
I? FH;I;DJ7DE ?D9ECFB;J? ; ;99;II?L7C;DJ; <E97B?PP7J? IKBB7 perfor-

mance ?D:?L?:K7B;� '7B=H7:E KD ;B;L7JE B?L;BBE :? ?D<EHC7J?PP7P?ED;
:;? I;HL?P? H;7B?PP7J? :7BB\7CC?D?IJH7P?ED;
 ?B I?IJ;C7 DED T ?D =H7:E
:? CED?JEH7HD; ;<<?9?;DP7
 ;<<?979?7 ; GK7B?JS� &; 7JJ?L?JS :;BB\KD?JS :?
9EDJHEBBE :? =;IJ?ED; IEDE :;9?I7C;DJ; I8?B7D9?7J; IKB CED?JEH7==?E
:? ?D:?97JEH? :? J?FE <?D7DP?7H?E 9ED KD7 FH;IIE9>U JEJ7B; C7D97DP7
:? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB\?CF7JJE :;? I;HL?P? ; :;BB; IJH7J;=?;
:;BB\7CC?D?IJH7P?ED; IKB FHEFH?E J;HH?JEH?E� $B FHE9;IIE :? :;<?D?P?ED;
:;=B? E8?;JJ?L? IJH7J;=?9?
 =?S C;IIE ?D 7JJE D;B ���� F;H B7 H;:7P?ED;
:;B F?7DE :;BB7 performance
 DED T IK<<H7=7JE :7 KD7 7D7B?I? :? ?D:?�
97JEH?�:;<?D?J?�7�J7B�<?D;�

Documento sul sistema di misurazione e valutazione della
performance organizzativa (aprile 2012)

&\7JJK7B; -'0* :;B 9ECKD; :? �D=H? :;I9H?L; 9EI7 I\?DJ;D:; F;H per-

formance EH=7D?PP7J?L7 ; performance ?D:?L?:K7B; ; 9EDI?:;H7 9EC;
:K; FHE9;II? :?IJ?DJ?
 I;FFKH; <EHJ;C;DJ; ?DJ;H9EDD;II?
 B7 C?IKH7P?E�
D; ; L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7 ; B7 C?IKH7P?ED;
L7BKJ7P?ED; :;BB7 performance ?D:?L?:K7B;� $B -'0* C?IKH7 ; L7BKJ7 B7
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performance EH=7D?PP7J?L7 I;9ED:E :K; ;B;C;DJ?� /D FH?CE ;B;C;D�
JE L7BKJ7 B\?CF7JJE IKB J;HH?JEH?E :;BB\7JJ?L?JS :;B 9ECKD;
 L7BKJ7JE ?D 87�
I; 7B =H7:E :? H7==?KD=?C;DJE :;=B? E8?;JJ?L? IJH7J;=?9? ;: EF;H7J?L? ;
GK?D:? 7B =H7:E :? 7JJK7P?ED; :;BB7 IJH7J;=?7 :;B 9ECKD;
 ; 7JJH7L;HIE
?B I?IJ;C7 :? ?D:?97JEH? FH;I;DJ? 9>; CED?JEH7DE B7 GK7B?JS
 B\;<<?9?;DP7
; B\;<<?979?7 :;? I;HL?P? E<<;HJ? :7B 9ECKD;� /D I;9ED:E ;B;C;DJE T B7
C?IKH7P?ED; ; L7BKJ7P?ED; :;BB\;<<?9?;DP7 ;: ;<<?979?7 :;BB; KD?JS EH�
=7D?PP7J?L;� $B 9ECKD; :? �D=H? >7 I9;BJE :? IJ?B7H;
 ?DEBJH;
 KD H;=EB7�
C;DJE IKB <KDP?ED7C;DJE :;B -'0* F;H B7 L7BKJ7P?ED; :;BB7 perfor-

mance ?D:?L?:K7B; ?D 9K? IEDE H?FEHJ7J; B; FHE9;:KH; :? 9ED9?B?7P?ED;�
$B�H;=EB7C;DJE�T�FEIJE�9EC;�7BB;=7JE�7B -'0*�

Piano della performance 2012-2014
$B F?7DE :;BB7 performance 9ECFH;D:; B; 9ED:?P?ED? ?D 9K? EF;H7
B\7CC?D?IJH7P?ED; ; H?9>?7C7 7D9>; ?B CE:;BBE BE=?9E H?FEHJ7JE D;B -'�
0*� $B *:* 7FFHE<ED:?I9; B\7D7B?I? :;B 9EDJ;IJE :7 9K? IEDE IJ7J? ?D�
:?L?:K7J? =B? E8?;JJ?L? IJH7J;=?9?� $B *:* H?FEHJ7 ?D J78;BB7 B; 7H;; IJH7�
J;=?9>; :;BB\7CC?D?IJH7P?ED;� �JJK7BC;DJ; B\7D7B?I? :;B 9EDJ;IJE DED
T 9ED:EJJ7 7JJH7L;HIE B7 L7BKJ7P?ED; :? ?D:?97JEH? C7 IEBE 7JJH7L;HIE
B7 9EDEI9;DP7 :;B J;HH?JEH?E :7 F7HJ; :;BB\7D?C7 FEB?J?97 ; :;BB\7D?C7
7CC?D?IJH7J?L7 :?H?=;DP?7B; :;B 9ECKD; ; ?D 87I; 7BB; B?D;; :? C7D�
:7JE :;B I?D:79E� *;H 9?7I9KD7 7H;7 IJH7J;=?97 IEDE :;<?D?J? =B? stake-

holder IK 9K? :ELH;88; ?CF7JJ7H; B\7P?ED; :;B 9ECKD; ; F;H 9?7I9KD
stakeholder B\E8?;JJ?LE IJH7J;=?9E ; GK?D:? GK;BBE EF;H7J?LE� &7 :;I9H?�
P?ED; :;BB; H?IEHI; <?D7DP?7H?; 7 :?IFEI?P?ED; F;H ?B H7==?KD=?C;DJE
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:;BB\E8?;JJ?LE T H?FEHJ7J7 D;B *:) 9>; T KD :E9KC;DJE :?IJ7997JE :7B
*:*� $D C;H?JE 7BB7 C?IKH7P?ED; :;=B? ?CF7JJ? ; 7BBE IJ7JE :? I7BKJ; <?�
D7DP?7H?7 ; EH=7D?PP7J?L7
 ?B 9ECKD; DED >7 KD I?IJ;C7 :? ?D:?97JEH?
C7 ?B *:* ;L?:;DP?7 B\7LL?E :? KD FHE9;IIE :? 9EIJHKP?ED; ; CED?JE�
H7==?E :? J7B? ?D:?97JEH?� $B *:*
 ?DEBJH;
 ?BBKIJH7 ?B FHE9;IIE I;=K?JE D;B�
B7 =;IJ?ED; :;BB7 performance ; H?FEHJ7 ? C?=B?EH7C;DJ? 9>; :ELH7DDE
;II;H;�7JJK7J?�H;B7J?L7C;DJ;�7B 9?9BE�:?�=;IJ?ED;�:;BB7 performance�

Il ciclo di gestione della performance nel comune
di Brindisi

Stato del sistema di misurazione e valutazione della performance
organizzativa (settembre 2011)

$B 9ECKD; :? �H?D:?I? I? JHEL7 7 :EL;H <7H <HEDJ; 7: KD7 I?JK7P?ED; :?
9ECC?II7H?7C;DJE ;
 F;HJ7DJE
 7: KD7 9EDJ?D=;DJ; <7I; :? 7II;DP7
:? KD7 leadership FEB?J?97 :EL;D:E F;H7BJHE <7H H?<;H?C;DJE 7BB; B?D;; :?
C7D:7JE :;B I?D:79E :?C?II?ED7H?E D;BB\7JJ;I7 :;BB\?DI;:?7C;DJE :;BB7
DKEL7 =?KDJ7 7 I;=K?JE :;BB; ;B;P?ED? 9>; I? IEDE J;DKJ; D;B IK99;II?�
LE C7==?E ����� $B I?IJ;C7 :? FHE=H7CC7P?ED; ; 9EDJHEBBE :;DEJ7 KD
7FFHE99?E J?F?97C;DJ; 8KHE9H7J?9E 9ED KD7 <EHJ; 7JJ;DP?ED; 7B H?IF;J�
JE :;BB; I97:;DP; :? 7FFHEL7P?ED; :;? :E9KC;DJ? :? FHE=H7CC7P?E�
D; ; 7BB7 FHE:KP?ED; :? report I;C;IJH7B? IKB =H7:E :? H7==?KD=?C;DJE
:;=B? E8?;JJ?L?
 C7 KDE I97HIE KJ?B?PPE :? J7B? ?D<EHC7P?ED? ?D <7I; :;9?�
I?ED7B; ; L7BKJ7J?L7� &7 =;IJ?ED; :;B F;HIED7B; FKW H?J;D;HI? KD FKDJE
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:? <EHP7 :;BB\7CC?D?IJH7P?ED;� $B CE:;BBE :? C?IKH7P?ED; ; L7BKJ7P?ED;
T <EHC7B?PP7JE IEBE ?D C;H?JE 7BB7 performance ?D:?L?:K7B; 9ED KD ?D;�
I?IJ;DJ; H?9EHIE 7: ?D:?97JEH? :? performance
 ;99;P?ED <7JJ7 F;H GK;BB?
:? D7JKH7 <?D7DP?7H?7 H?9>?;IJ? :7BB7 B;==; ; 9EDJ;DKJ? D;B H;D:?9EDJE :?
=;IJ?ED;� (ED H?IKBJ7DE FH;I;DJ? <EHC; :? CED?JEH7==?E ; L7BKJ7P?ED;
:;? I;HL?P? ;HE=7J?� &\?D<EHC7J?PP7P?ED; T ;II;DP?7BC;DJ; H?9ED:K9?8?�
B; 7B I?JE ?IJ?JKP?ED7B; ; B7 JH7IF7H;DP7 H;7B?PP7J7 7JJH7L;HIE ?B H?B7I9?E
:?�7B9KD;�?D<EHC7P?ED?�L?7�I?JE�?IJ?JKP?ED7B;�E�JH7C?J; call center�

Documento sul sistema di misurazione e valutazione della
performance organizzativa (aprile 2012)

$B 9ECKD; :? �H?D:?I? >7 I9;BJE :? H;:?=;H; KDE IF;9?<?9E :E9KC;DJE
?D;H;DJ; ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance

EH=7D?PP7J?L7 �-'0*�
 7KJEDECE
 F;HJ7DJE
 :7 GK7DJE ?D KIE ?D C;�
H?JE 7BB7 L7BKJ7P?ED; ?D:?L?:K7B;� (;B :E9KC;DJE I? ;L?:;DP?7 9EC; B7
BE=?97 I;=K?J7 I?7 GK;BB7 :;BB\7B8;HE :;BB7 performance �:;B?8;H7 �?�
0$. ������� 4&;==? ?B J;IJE ?D H;J; 5� ?BBKIJH7D:E ? B;=7C? <H7 C7D�
:7JE ?IJ?JKP?ED7B; ; B; 7H;; IJH7J;=?9>; ?D:?L?:K7J; D;B 9ECKD; 9>;
FEJH7DDE ;II;H; CE:?<?97J; ?D <KDP?ED; :;BB; H;7B? FH?EH?JS IJH7J;=?9>;�
-F;9?<?97 7JJ;DP?ED; T :;:?97J7 7BB7 C?IKH7P?ED; ; L7BKJ7P?ED; :;?
I;HL?P?� (;BB7 =K?:7 :;B F;H9EHIE :? IL?BKFFE :;B I?IJ;C7 :? C?IKH7P?E�
D; H?L;IJ; F7HJ?9EB7H; ?CFEHJ7DP7 B\)$0 �E DK9B;E :? L7BKJ7P?ED;� IKF�
FEHJ7JE :7 KD7 IJHKJJKH7 J;9D?97 F;HC7D;DJ;� �JJK7BC;DJ; ?B 9ECKD;
:? �H?D:?I? DED�T�:EJ7JE�:?�IF;9?<?9?�I?IJ;C?�:?�9EDJHEBBE�

I percorsi di miglioramento nei comuni delle regioni Obiettivo Convergenza
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Piano della performance 2012-2014
$B F?7DE :;BB7 performance ���������
 :EFE KD7 FH;C;II7 ?DJHE:KJJ?�
L7
 FH;I;DJ7 ? FH?D9?F? ?IF?H7JEH? �IF;9?<?9?JS
 =H7:K7B?JS
 <B;II?8?B?JS�
 B7
IJHKJJKH7 ;: ?B FHE9;IIE I;=K?JE� -K99;II?L7C;DJ;
 ?D?P?7 KD7 F7HJ; ?D
9K? L?;D; FH;I;DJ7J7 B7 9?JJS 7JJH7L;HIE ?D<EHC7P?ED? ; :7J? GK7DJ?J7�
J?L?� -;=K; KD7 I;P?ED; :;:?97J7 7: KD\7D7B?I? I?DJ;J?97 :;B 9EDJ;IJE
I?7 ?DJ;HDE 9>; ;IJ;HDE ?D 9K? B\;DJ; EF;H7� .7B; 7D7B?I? -1). :;B?�
D;7 FKDJ? :? <EHP7
 FKDJ? :? :;8EB;PP7
 EFFEHJKD?JS ; C?D799; H?IF;JJE
7BB\7JJ?L?JS :;B 9ECKD; ; H7FFH;I;DJ7 ?B FH;IKFFEIJE 7BB\?CFEIJ7P?ED;
IJH7J;=?97 :;BB\7=?H; :;BB\;DJ;� $D<7JJ?
 ?B GK7:HE IJH7J;=?9E :;B 9ECKD;

H?IKBJ7 9E;H;DJ; 9ED ? H?IKBJ7J? :;BB\7D7B?I? :;B 9EDJ;IJE� &7 IJH7J;=?7

IL?BKFF7J7 I;9ED:E B7 BE=?97 :;BB\7B8;HE :;BB7 performance
 ?D:?L?:K7
� 7H;; IJH7J;=?9>; 7HJ?9EB7J; ?D FHE=H7CC? 9>;
 7 BEHE LEBJ7
 ?CFB?97DE
:;=B? E8?;JJ?L? IJH7J;=?9?� *;H 9?7I9KD E8?;JJ?LE IJH7J;=?9E L;D=EDE ?D�
:?L?:K7J? KDE E F?X E8?;JJ?L? EF;H7J?L?
 B; 7P?ED? :7 9ECF?;H; F;H ?B H7=�
=?KD=?C;DJE :;=B? E8?;JJ?L? ; =B? ?D:?97JEH? KJ?B? 7BB7 C?IKH7P?ED; ; L7BK�
J7P?ED; :;BB7 performance H;7B?PP7J7� "B? ;B;C;DJ? EH7 H?9>?7C7J? IEDE
9EDJ;DKJ? ?D 7FFEI?J; I9>;:; 7D7B?J?9>;� -K99;II?L7C;DJ;
 L;D=EDE
FHEFEIJ? :;? set :? ?D:?97JEH? KJ?B? 7 CED?JEH7H; ?B B?L;BBE :? 8;D;II;H;
<?D7DP?7H?E
�EH=7D?PP7J?LE�;�:;BB;�H;B7P?ED?�:;B�9ECKD;�
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Il ciclo di gestione della performance nel comune
di Ragusa

Stato del sistema di misurazione e valutazione della performance
organizzativa (settembre 2011)

&\7CC?D?IJH7P?ED; FKW ;II;H; 9EDI?:;H7J7 F;H CEBJ? L;HI?
KD\7CC?D?IJH7P?ED; L?HJKEI7� $B I?D:79E 9ED<;HC7JE F;H KD I;9ED:E
C7D:7JE >7 IL?BKFF7JE 9ED:?P?ED? :? 8KED H7FFEHJE 9ED ?B I;=H;J7H?E
=;D;H7B; ; 9ED JKJJ7 B7 9ECF7=?D; :?H?=;DP?7B;� &\7CC?D?IJH7P?ED;
=E:; :? KD 8KED 7II;JJE :? governance ; :? KD7 IJ78?B; 7H9>?J;JJKH7
EH=7D?PP7J?L7
 ?D F7HJ?9EB7H; 9ED H?<;H?C;DJE 7BB7 =;IJ?ED; :;B F;HIE�
D7B; &\7II;JJE :;B 9EDJHEBBE :? =;IJ?ED; T JKJJ7L?7 KD D;HLE I9EF;HJE
:;BB\;DJ; FE?9>U DED 7D9EH7 7:;=K7J7C;DJ; IL?BKFF7JE ; ?DI;H?JE ?D
KD 9EDJ;IJE :?H?=;DP?7B; F?KJJEIJE H;IJ?E 7: ?D<EHC7H; ? FHEFH? FHE9;II?
:;9?I?ED7B? IKBB7 87I; :;? :7J? ; :;BB; ?D<EHC7P?ED? FHE:EJJ;� $D C;H?JE
7? <7JJEH? H?9ED:K9?8?B? 7B I?IJ;C7 :? C?IKH7P?ED;
 B\7CC?D?IJH7P?ED; >7
IL?BKFF7JE KD I?IJ;C7 7L;DJ; 9EC; E==;JJE FH?D9?F7B; B7 L7BKJ7P?ED;
:;? :?H?=;DJ?� &; C;JE:EBE=?; :? L7BKJ7P?ED; ?D KIE I? 9ED9;DJH7DE IK
:?C;DI?ED? 8KHE9H7J?9>; ; IK KD7 BE=?97 :? L;H?<?97 :;BB\7:;CF?C;DJE�
&\;DJ; FH;I;DJ7 KD 8KED B?L;BBE :? ?D<EHC7J?PP7P?ED; :;B I?IJ;C7 ?D
=H7:E :? 9EFH?H; =H7D F7HJ; :;BB; 7JJ?L?JS ILEBJ; ; :? =7H7DJ?H; KD :?�
I9H;JE�B?L;BBE�:?�JH7IF7H;DP7�
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Documento sul sistema di misurazione e valutazione della
performance organizzativa (aprile 2012)

(;BBE IL?BKFF7H; ?B FHEFH?E :E9KC;DJE -'0*
 B\7CC?D?IJH7P?ED; >7
:;9?IE :? :7H; C7==?EH H?B?;LE :7 KD B7JE 7B F?7DE :;BB7 performance

9EDJ;D;DJ; =B? ?D:?97JEH? F;H B7 L7BKJ7P?ED; :;BB7 performance EH=7�
D?PP7J?L7
 :7BB\7BJHE 7B H;=EB7C;DJE F;H B7 L7BKJ7P?ED; :;? :?H?=;DJ?
9>;
 :EFE EFFEHJKD; CE:?<?9>;
 >7 7IIKDJE <EHC7BC;DJ; ?B HKEBE :?
:E9KC;DJE -'0*� .7B; :E9KC;DJE :;I9H?L; ?B I?IJ;C7
 JKJJ7L?7 DED
L;D=EDE ?D:?L?:K7J? 9>?7H7C;DJ; 7C8?J? :? C?IKH7P?ED;� � B?L;BBE C;�
JE:EBE=?9E IEDE 7II;DJ? H?<;H?C;DJ? 7BB7 :;<?D?P?ED; :;=B? ?D:?97JEH?
F;H B7 C?IKH7P?ED; :;BB; IJH7J;=?; C;DJH; T FH;L?IJE 9>;
B\7CC?D?IJH7P?ED; I? :EJ? :? ?D:?97JEH? :? ?CF7JJE ;
 B?C?J7J7C;DJ;
 :?
?D:?97JEH? :? I;HL?P?E� $B :E9KC;DJE :;I9H?L; ?B FHE9;IIE D;BB; IK; <7�
I? ; CE:7B?JS 9ED9;:;D:E KD C7==?EH; H?B?;LE ?D E=D? 97IE 7BB7 L7�
BKJ7P?ED; ?D:?L?:K7B; :;BB7 :?H?=;DP7� (ED IEDE ?D:?97J; CE:7B?JS :?
H799EH:E ; ?DJ;=H7P?ED; 9ED ? I?IJ;C? :? 9EDJHEBBE ;I?IJ;DJ? ; 9ED ? :E�
9KC;DJ? :? FHE=H7CC7P?ED; <?D7DP?7H?7 ; :? 8?B7D9?E� $B :E9KC;DJE I?
FH;I;DJ7 :KDGK; 7: KD FH?CE B?L;BBE :? IL?BKFFE
 T 7D9EH7 7: KD B?�
L;BBE HK:?C;DJ7B; C7 ?B FH?D9?F7B; C?=B?EH7C;DJE IJ7 D;BB7 FH;L?I?ED;
:? ;B;C;DJ? :? L7BKJ7P?ED; H?9ED:K9?8?B? 7BB\;<<;JJ?L?JS :;B L7BEH; :;BB7
=;IJ?ED;
 7BB\;<<?979?7 :;BB\7P?ED; ; 7BB\7BB?D;7JE IJH7J;=?9E :;BB; 7P?E�
D? :? JKJJ7 B7 :?H?=;DP7� &7 C?IKH7 :;=B? ?CF7JJ? ?D GK;IJE I;DIE ;
B\?DJHE:KP?ED; =H7:K7B; F;H 7B9KD? I;HL?P? :;BB7 customer satisfaction

H;D:; ?B GK7:HE ?D9EH7==?7DJ; H?IF;JJE 7BB7 GK7B?JS 9ECFB;II?L7 :;B :E�
9KC;DJE�
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Piano della performance 2012-2014
$B F?7DE :;BB7 performance ��������� :;B 9ECKD; :? ,7=KI7 9EIJ?�
JK?I9; KD7 ;IJ;DI?ED; :;BB7 FH;L?I?ED; <7JJ7 9ED ?B F?7DE ���� 9>;
IEIJ7DP?7BC;DJ; IEJJE ? FHE<?BE C;JE:EBE=?9E H?97B97 ?D :?L;HI? JH7JJ?
B; CE:7B?JS KJ?B?PP7J; F;H B7 H;:7P?ED; :;B * " ; F?X IF;9?<?97C;D�
J; ;IFED; B; 9ED:?P?ED? :? 9EDJ;IJE ?D 9K? EF;H7 B\7CC?D?IJH7P?ED;�
=B? ?CF7JJ? 7JJ;I? :7BB\7P?ED; :;BB\7CC?D?IJH7P?ED;� =B? E8?;JJ?L? IJH7�
J;=?9? :;BB\7CC?D?IJH7P?ED; :;9B?D7J? :7B FHE=H7CC7 :? C7D:7JE :;B
I?D:79E� 7B9KD; ?D:?97P?ED? IKBBE IJ7JE :? I7BKJ; <?D7DP?7H?7
 C7 DED
IKBB7 I7BKJ; EH=7D?PP7J?L7 ; :;BB; H;B7P?ED? :;BB\7CC?D?IJH7P?ED;� =B?
E8?;JJ?L? ?D:?L?:K7B? 7II;=D7J? 7 :?H?=;DJ? ; FEI?P?ED? EH=7D?PP7J?L;
:;BB\7CC?D?IJH7P?ED; ?D H?<;H?C;DJE 7B * "� $B F?7DE DED FH;I;DJ7 ?D�
:?97P?ED? H?IF;JJE 7BB\7B8;HE :;BB7 performance E 7BJHE CE:;BBE BE=?9E
I;=K?JE ; DED 9EDJ?;D; ?D:?97JEH? H;B7J?L? 7B B?L;BBE :;? I;HL?P? ;HE=7J?
:7BB; KD?JS EH=7D?PP7J?L; :;BB\7CC?D?IJH7P?ED;
 <7JJ7 ;99;P?ED; F;H 7B�
9KD; ?D<EHC7P?ED? ?D C;H?JE 7? I;HL?P? IE9?7B? ; 7BB; KD?JS ?CF;=D7J;
D;?�I;HL?P?�?IJ?JKP?ED7B?�7B�9?JJ7:?DE�

&7 H7FFH;I;DJ7P?ED; :? I?DJ;I? :? GK7DJE IEFH7 :;I9H?JJE ?D
:;JJ7=B?E F;H 7B9KD; 7CC?D?IJH7P?ED?
 T H?FEHJ7J7 D;B H7:7H 9>;
I;=K;
 D;B GK7B;
 F;H 9?7I9KD7 :;BB; � :?C;DI?ED? :? 7D7B?I?
FH;L?IJ; D;BB7 =H?=B?7
 L?;D; H?FEHJ7JE ?B FEI?P?ED7C;DJE C;:?E
:;BB; �� 7CC?D?IJH7P?ED? 9>; >7DDE FEHJ7JE 7 J;HC?D; ?B FHE�

I percorsi di miglioramento nei comuni delle regioni Obiettivo Convergenza



=;JJE� &7 B?D;7 9EDJ?DK7 ;IJ;HD7 ?D:?97 ?B L7BEH; C7II?CE
 B7
B?D;7 JH7JJ;==?7J7 9>?7H7 H7FFH;I;DJ7 ?B FEI?P?ED7C;DJE 7 I;J�
J;C8H; ����
 B7 B?D;7 JH7JJ;==?7J7 I9KH7 ?B FEI?P?ED7C;DJE 7
C7HPE������

Figura 1 – Evoluzione dei fattori caratterizzanti
il ciclo di gestione della performance

$D C;:?7
 B; 7CC?D?IJH7P?ED? 9>; >7DDE F7HJ;9?F7JE 7B FHE=;J�
JE >7DDE H;7B?PP7JE KD C?=B?EH7C;DJE D;JJE BKD=E 9?7I9KD7
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:;BB; � :?C;DI?ED? 9EDI?:;H7J;� $B C?=B?EH7C;DJE >7 H?=K7H:7JE
J7DJE B; :?C;DI?ED? F?X IJH;JJ7C;DJ; 9EHH;B7J; 7B I?IJ;C7 :?
C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7

focus :;B FHE=;JJE
 J7DJE :?C;DI?ED? DED :?H;JJ7C;DJ; E==;JJE
:? ?DJ;HL;DJE GK7B? ?B B?L;BBE :? ?D<EHC7J?PP7P?ED; ; B7 DEC?D7
:;BB\)$0� $B :7JE F?X ?CFEHJ7DJ; H?=K7H:7 ?B C?=B?EH7C;DJE ?DJ;H�
L;DKJE BKD=E B7 :?C;DI?ED; sistema di misurazione 9>; 9EIJ?�
JK?I9; 7B J;CFE IJ;IIE ?B F?X H?B;L7DJ; ; ?B F?X 7CF?E C?=B?EH7�
C;DJE FHE:EJJE :7B FHE=;JJE� *?X H?B;L7DJ; :7B CEC;DJE 9>;
J7B; :?C;DI?ED; H7FFH;I;DJ7L7 D;B I;JJ;C8H; ���� ?B FKDJE :?
:;8EB;PP7 :? =H7D F7HJ; :;BB; 7CC?D?IJH7P?ED?
 F?X 7CF?E F;H�
9>U ?B C?=B?EH7C;DJE BKD=E B7 I97B7 EH:?D7B; FHEFEIJ7 >7 L?IJE
B7 C7==?EH F7HJ; :;BB; 7CC?D?IJH7P?ED? F7II7H; :7 KD B?L;BBE �
E���7�KD�B?L;BBE���E���
 DJH7D:E D;B :;JJ7=B?E :? 9?7I9KD7 :?C;DI?ED;
 ?B commitment

FEB?J?9E D;B I;JJ;C8H; ���� ;H7 9EDJH7::?IJ?DJE :7BB\;I?IJ;DP7
:? KD H7FFEHJE :? 9EBB78EH7P?ED; JH7 F7HJ; FEB?J?97 ; F7HJ; 7C�
C?D?IJH7J?L7 FH;I;DJ; C7 DED I;CFH; :;J;HC?D7DJ;� $B FHE�
=;JJE >7 9EDI;DJ?JE ?D J7BKD? 97I? KD\?CFEHJ7DJ; H7<<EHP7C;DJE
:? J7B; 9EBB78EH7P?ED; ��HP7DE
 �;BF7IIE
 �EI;DP7
 "?DEI7
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,;==?E �7B78H?7
 -7DI;L;HE�� $B B?L;BBE :? 7:;I?ED; ;IFB?9?J7
7B FHE=;JJE :7 F7HJ; :;BB7 9ECFED;DJ; FEB?J?97 T F7II7JE :7B
��
�� 7B ��� ;L?:;DP?7D:E 9EC; ?B FHE=;JJE I?7 IJ7JE ?D =H7�
:E :? ?D9H;C;DJ7H; B\?DJ;H;II; F;H ?B J;C7 :7 F7HJ; DED IEB�
J7DJE :;BB7 9ECFED;DJ; 7CC?D?IJH7J?L7� �7 I;=D7B7H; 9>; ?B
��
�� :;BB; 7CC?D?IJH7P?ED? >7 I?D :7 IK8?JE :;B;=7JE 7: KD
7II;IIEH; ?B 9ECF?JE :? I;=K?H; ?B FHE=;JJE� .7B; F;H9;DJK7B; 7
<?D;�FHE=;JJE�;H7�I7B?J7�7B���
���
�B CEC;DJE :;BB\7LL?E :;B FHE=;JJE
 IEBE ?B ��
�� :;BB; 7C�
C?D?IJH7P?ED? I? ;H7 :EJ7J7 <EHC7BC;DJ; :? KD :E9KC;DJE IKB
I?IJ;C7 :? C?IKH7P?ED;
 C;DJH; 7 C7HPE ���� B7 F;H9;DJK7B;
T I7B?J7 7B ��
��� &\;LEBKP?ED; T IJ7J7 DED IEBJ7DJE GK7DJ?J7�
J?L7 C7 7D9>; GK7B?J7J?L7 :7B CEC;DJE 9>; ? :E9KC;DJ? 7:EJ�
J7J? :7BB; 7CC?D?IJH7P?ED? FH?C7 :;BB\7LL?E :;B FHE=;JJE I? H?<;�
H?L7CE FH;L7B;DJ;C;DJ; 7BB7 C?IKH7P?ED; ; L7BKJ7P?ED; :;B�
B7 performance ?D:?L?:K7B; C;DJH; B7 C7==?EH F7HJ; :;? :E9K�
C;DJ? 7:EJJ7J? E CE:?<?97J? :KH7DJ; ? F;H9EHI? :? C?=B?EH7C;DJE
>7DDE ;IJ;IE ?B FHEFH?E 7C8?JE 7BB7 performance EH=7D?PP7J?�
L7� �D9>; ?D J;HC?D? :? F?7DE :;BB7 performance 9? IEDE IJ7J?
C?=B?EH7C;DJ? FE?9>U B7 F;H9;DJK7B; :? 7CC?D?IJH7P?ED? 9>; I?
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IEDE :EJ7J; :? J7B; :E9KC;DJE T F7II7J7 :7B �
�� 7B ��
���
$B C?=B?EH7C;DJE DED T IJ7JE IEBE GK7DJ?J7J?LE Y D;B DKC;HE :?
7CC?D?IJH7P?ED? 9>; I? IEDE :EJ7J; :? KD F?7DE :;BB7 perfor-

mance Y C7 7D9>; GK7B?J7J?LE H;B7J?LE 9?ET 7B 9EDJ;DKJE :? J7B?
:E9KC;DJ? J7BLEBJ7 C?=B?EH7J? I;DI?8?BC;DJ; ��9H?
 �:H7DE
 �D�
=H?
 �?JEDJE
 �EI;DP7
 "?DEI7
 "?K=B?7DE ?D �7CF7D?7
 '7I�
I7<H7
 *?7PP7 �HC;H?D7
 *KJ?=D7DE
 ,;==?E �7B78H?7
 ,;D:;

0?8E 07B;DJ?7�� (;BB7 <7I; :? 7LL?E ?B 9EDJ;DKJE :;? F?7D? :;BB7
performance
 B7::EL; =?S IL?BKFF7J?
 ;H7 F;H BE F?X :;I9H?JJ?�
LE 9ED B?C?J7J? 97I? �"H7L?D7 :? �7J7D?7
 -7D �7J7B:E� :? ?DI;�
H?C;DJE :? E8?;JJ?L? ; ?D:?97JEH?� �B J;HC?D; :;B FHE=;JJE ? F?7�
D? 7:EJJ7J? 9EDJ;D;L7DE KD GK7:HE 9ECFB;JE :;=B? E8?;JJ?L? ;
?D CEBJ? 97I? ?D:?97JEH? KJ?B? 7BB7 C?IKH7P?ED; :;B BEHE =H7:E :?
H7==?KD=?C;DJE� $D C;H?JE 7B 9EDJ;DKJE :;? F?7D? :;BB7 perfor-

mance
 E99EHH; :?H; 9>;
 I7BLE ?D 7B9KD; I?=D?<?97J?L; ;99;�
P?ED? ��;H?=DEB7
 �?I9;=B?;
 �D:H?7
 !E==?7� =B? E8?;JJ?L? ?DI;H?J?
IEDE F;H BE F?X 7P?ED? 9>; B\7CC?D?IJH7P?ED; ?DJ;D:; 9ECF?;�
H;�;�DED�H?IKBJ7J?�9>;�B\7CC?D?IJH7P?ED;�?DJ;D:;�H7==?KD=;H;�
�EC; ;L?:;DP?7JE D;BB7 FH?C7 F7HJ; :;B F7H7=H7<E
 ?B I?IJ;C7
:? F?7D?<?97P?ED; ; FHE=H7CC7P?ED;
 9EDI?:;H7JE 9ED:?P?ED;
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78?B?J7DJ; F;H BE IL?BKFFE :? KD 8KED I?IJ;C7 :? C?IKH7P?ED;

9EIJ?JK?L7 ?D CEBJ; 7CC?D?IJH7P?ED? KD ;B;C;DJE :? 9H?J?9?JS�
&\�D7B?I? :? FEI?P?ED7C;DJE H?<B;JJ; J7B; 9ED:?P?ED; C7 ;L?:;D�
P?7 7D9>; KD C?=B?EH7C;DJE ?DJ;HL;DKJE ?D C;:?7 JH7 B; 7C�
C?D?IJH7P?ED? F7HJ;9?F7DJ?� .7B; C?=B?EH7C;DJE
 I;FFKH 9EDJ;�
DKJE
 >7 H?=K7H:7JE JKJJ? ; GK7JJHE =B? ;B;C;DJ? :? 7D7B?I? FH;I?
?D 9EDI?:;H7P?ED;� &7 F;H9;DJK7B; :;BB; 7CC?D?IJH7P?ED? 9>;
>7DDE 7:EJJ7JE ?B * " ;DJHE ?B FH?CE JH?C;IJH; :;BB\7DDE T I7�
B?J7 :7B ��
�� 7B ��
��
 B7 F;H9;DJK7B; :? 7CC?D?IJH7P?ED? 9>;
>7DDE 7:EJJ7JE ?B F?7DE :;=B? E8?;JJ?L? T I7B?J7 :7B ��
�� 7B
��
�� ; B7 F;H9;DJK7B; :;BB; 7CC?D?IJH7P?ED? 9>; D;BB7 ,**
;IFB?9?J7DE =B? E8?;JJ?L? :7 H7==?KD=;H; 7JJH7L;HIE ? FHE=;JJ?
C;II? ?D 97CFE T I7B?J7 :7B ��
�� 7B ��
��� -;88;D; ?B FHE�
=;JJE DED I? H?<;H?II; IF;9?<?97J7C;DJ; 7 J7B? :E9KC;DJ? T ?D�
:K88?E 9>; ? F;H9EHI? :? C?=B?EH7C;DJE :;? I?IJ;C? :? C?IK�
H7P?ED; 788?7DE IEBB;9?J7JE D;BB; 7CC?D?IJH7P?ED? KD H?F;DI7�
C;DJE :;? FHEFH? JH7:?P?ED7B? IJHKC;DJ? :? F?7D?<?97P?ED; ; 9ED�
JHEBBE�
�D9>; B7 FHE<ED:?JS :;BB7 FHE=H7CC7P?ED; T C?=B?EH7J7
 I;F�
FKH ?D C?IKH7 ?D<;H?EH; H?IF;JJE 7 GK7DJE 7997:KJE 9ED H?<;H?�
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C;DJE 7? I?IJ;C? :? C?IKH7P?ED;� �BB\7LL?E :;B FHE=;JJE
 ?D C;�
:?7
 B; 7CC?D?IJH7P?ED? DED FHE9;:;L7DE 7BB7 C?IKH7P?ED; :;?
FHEFH? I;HL?P?� 7B J;HC?D; :;B FHE=;JJE
 ?DL;9;
 F;H 7BC;DE KD7
F7HJ; C?DEH?J7H?7 :? GK;IJ?
 IEDE IJ7J? IL?BKFF7J? ?D:?97JEH? 9>;

?D 7B9KD? 97I?
 >7DDE F;HC;IIE B\;IJ;DI?ED; :? J7B; C?IKH7P?E�
D; 7 CEBJ? I;HL?P?� &\7D7B?I? >7 FH;IE ?D 9EDI?:;H7P?ED; 7D9>;
B7 CE:7B?JS :? =;IJ?ED; :;B FHE9;IIE :? C?IKH7P?ED; :;? I;H�
L?P? ;L?:;DP?7D:E 9EC;
 :? <7JJE
 J7B; C?IKH7P?ED; 7LL;D=7 ?D
<EHC7 97HJ79;7 ; I?7 7: KIE ;I9BKI?LE :;B I;HL?P?E� �D9>; ?D
GK;IJE 97IE 9? IEDE IJ7J? :;9?I? C?=B?EH7C;DJ? 9>; >7DDE FEH�
J7JE 7B9KD; 7CC?D?IJH7P?ED? 7 H;D:;H; B\;I?JE :;BB7 C?IKH7P?E�
D; 799;II?8?B; 7BB7 FEB?J?97 ��=H?=;DJE
 �;BF7IIE
 �;D;L;DJE

�7I7L7JEH;
 !H7JJ7C7==?EH;
 "?K=B?7DE ?D �7CF7D?7
 "H7L?�
D7 :? �7J7D?7
 '7D<H;:ED?7
 -7D �7J7B:E� ;: 7BB7 9?JJ7:?D7DP7
��<H7=EB7
 �?I9;=B?;
 �7BJ7=?HED;
 �7J7DP7HE
 (EB7��
$ F;H9EHI? :? C?=B?EH7C;DJE 7JJ?L7J? ; B7 9EBB78EH7P?ED; 9ED =B?
;IF;HJ? C;II? 7 :?IFEI?P?ED; :7B FHE=;JJE >7DDE 9EDI;DJ?JE
7BB; 7CC?D?IJH7P?ED? :? C?=B?EH7H; ?B B?L;BBE :? 9ECF;J;DP; H;�
B7J?L; 7? J;C? :;BB7 FHE=H7CC7P?ED; ; :;BB7 C?IKH7P?ED;� $D
<7I; :? 7LL?E :;B FHE=;JJE
 ? H;<;H;DJ? :;BB; 7CC?D?IJH7P?ED? :?�
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9>?7H7L7DE :? FEII;:;H; KD B?L;BBE :? 9ECF;J;DP; I97HIE H?�
IF;JJE 7? J;C? 9?J7J? ; :? D;9;II?J7H; :? ?DJ;HL;DJ? :? <EHC7P?E�
D;� $D CEBJ; 7CC?D?IJH7P?ED?
 ?B F;H9EHIE >7 9ED:EJJE 7: KD
C?=B?EH7C;DJE IEIJ7DP?7B;
 J7DJE ?D H;B7P?ED; 7BB; 9ECF;J;D�
P; :? FHE=H7CC7P?ED; GK7DJE
 ; IEFH7JJKJJE
 ?D H;B7P?ED; 7BB;
9ECF;J;DP; :? C?IKH7P?ED; ��?I9;=B?;
 �H?D:?I?
 "?DEI7
 "H7�
L?D7 :? �7J7D?7
 '7HI7B7
 (E?97JJ7HE
 (EJE
 *?7PP7 �HC;H?D7

-7DI;L;HE
 .H7F7D?� L7BKJ7J;
 :EFE B\?DJ;HL;DJE
 7BC;DE IK<<?�
9?;DJ? 7 9EDI;DJ?H; 7BB\7CC?D?IJH7P?ED; B7 =;IJ?ED; :? KD 9?9BE
:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�?D�7KJEDEC?7�
$B B?L;BBE :? ?D<EHC7J?PP7P?ED; :;BB; 7JJ?L?JS D;BB; 7CC?D?IJH7P?E�
D? 9E?DLEBJ; H7FFH;I;DJ7 B7 :?C;DI?ED; BKD=E B7 GK7B; I? T H;�
=?IJH7JE ?B C?=B?EH7C;DJE C;DE H?B;L7DJ;� �;B H;IJE I? JH7JJ7L7
:? KD 7IF;JJE H?B;L7DJ; C7 DED <79;DJ; F7HJ; :;B F;H?C;JHE
:? ?DJ;HL;DJE� R ?DJ;H;II7DJ; DEJ7H; 9EC;
 DEDEIJ7DJ; GK;�
IJE
 ?D 7B9KD; 7CC?D?IJH7P?ED? ?B F;H9EHIE :? C?=B?EH7C;DJE I?
I?7 H?L;B7JE E997I?ED; F;H I<HKJJ7H; C;=B?E B; FEJ;DP?7B?JS :;BBE
IJHKC;DJE ?D<EHC7J?9E ;: ;IJ;D:;H; ?B IKE B?L;BBE :? 9EF;HJKH7
H?IF;JJE 7BB7 C?IKH7P?ED; :;? I;HL?P? �"?K=B?7DE ?D �7CF7D?7

(EJE��
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�?H97 B7 C;JS :;BB; 7CC?D?IJH7P?ED? F7HJ;9?F7DJ? 7B FHE=;JJE
���
��� >7 I9;BJE :? C7DJ;D;H;
 GK7B; IE==;JJE ?D97H?97JE
:;BB7 IKF;HL?I?ED; :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED;
:;BB7 performance
 ?B DK9B;E :? L7BKJ7P?ED; C;DJH;
 B7 H;IJ7DJ;
C;JS ���
��� >7 FHE9;:KJE 7BB7 DEC?D7 :? KD )$0 9ECFEIJE

?D CEBJ? 97I? ���� :;BB; 7CC?D?IJH7P?ED? 9>; >7DDE 9H;7JE KD
)$0�
 :7 IEB? C;C8H? ;IJ;HD?� �KH7DJ; BE ILEB=?C;DJE :;B FHE�
=;JJE 7B9KD; 7CC?D?IJH7P?ED? 9>; DED 7L;L7DE 7D9EH7 FHE9;�
:KJE 7BB7 DEC?D7 :? KD EH=7D?ICE :? L7BKJ7P?ED; >7DDE EFJ7JE
F;H KD7 :;BB; :K; IEBKP?ED? ; 9?W IF?;=7 B\?D9H;C;DJE :? L7�
BEH; H;=?IJH7JE BKD=E J7B; :?C;DI?ED;� �BJHE ;B;C;DJE C?=B?E�
H7JE I?=D?<?97J?L7C;DJ; :KH7DJ; ?B FHE=;JJE T ?B B?L;BBE :? 9E?D�
LEB=?C;DJE :;BB\EH=7D?ICE ?D:?F;D:;DJ; :? L7BKJ7P?ED; D;BB;
7P?ED? :? C?=B?EH7C;DJE :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7�
P?ED;� &\EH=7D?ICE ?D:?F;D:;DJ; :? L7BKJ7P?ED; T ?D<7JJ? F7I�
I7JE :7 KD7 I?JK7P?ED; :? IEIJ7DP?7B; DED 9E?DLEB=?C;DJE 7:
KD 9E?DLEB=?C;DJE F?X ;IJ;IE ;: ?D J7BKD? 97I? :;9?I7C;DJ;
7JJ?LE ��HP7DE
 �7IJ;BL;JH7DE
 "?DEI7
 '7HI7B7
 '7P7H7 :;B
07BBE
 'E:K=DE
 *7BE�:;B��EBB;��
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/BJ?C7 :?C;DI?ED; FH;I7 ?D 9EDI?:;H7P?ED; T IJ7JE ?B B?L;BBE
:? 7:;I?ED; ; F7HJ;9?F7P?ED; 7B FHE=;JJE :7 F7HJ; :;B L;HJ?9;
7CC?D?IJH7J?LE� &7 I?JK7P?ED; :? F7HJ;DP7 L;:;L7 KD =;D;H7B;
; 7CF?E B?L;BBE :? 9E?DLEB=?C;DJE C7 ?B FHE=;JJE
 7D9>; H?IF;J�
JE 7 J7B; :?C;DI?ED;
 >7 :?CEIJH7JE :? ;II;H; E997I?ED; :? ?D�
9H;C;DJE :;? B?L;BB? :? H;IFEDI78?B?JS ; ?DJ;HL;DJE :;B manage-

ment :;BB;�7CC?D?IJH7P?ED?�9E?DLEBJ;�
&\7L;H I7FKJE 9E?DLEB=;H; B; 7CC?D?IJH7P?ED?
 7 :?L;HI? B?L;BB?

D;B H?F;DI7H; 7? FHEFH? I?IJ;C? :? C?IKH7P?ED; ; L7BKJ7P?ED;
:;BB7 performance ;
 F?X ?D =;D;H7B;
 7B 9EBB;=7C;DJE JH7 9?9BE
:? =;IJ?ED; ; C?IKH7P?ED;
 T IJ7JE ?B JH7JJE I7B?;DJ; :? CEBJ; JH7
B; ;IF;H?;DP; :? C?=B?EH7C;DJE L?IIKJ; :7BB; �� 7CC?D?IJH7�
P?ED? 9E?DLEBJ;� $ F;H9EHI?
 799ECKD7J? :7B focus IKBB7 :?C;D�
I?ED; EH=7D?PP7J?L7 :;BB7 performance ; :7 KD7 ?CFEIJ7P?E�
D; C;JE:EBE=?97 9ECKD;
 >7DDE I7FKJE 9E=B?;H; B; F;9KB?7�
H?JS ?D ;II;H; FH;IIE E=D? 7CC?D?IJH7P?ED; ; FHEFEHH; 7P?ED?
9>; <EII;HE 7BB7 FEHJ7J7 :;BB; H?IEHI; 7 :?IFEI?P?ED; ;
 7B J;C�
FE IJ;IIE
 ?D =H7:E :? <7H 9ECF?;H; F7II? ?D 7L7DJ?� $ IK99;II?�
L? 97F?JEB? <EHD?I9EDE
 7JJH7L;HIE EFFEHJKD? ;I;CF? ; 8EN
 KD7
H7FFH;I;DJ7P?ED; :? I?JK7P?ED? IF;9?<?9>; FH;I;DJ? D;BB; 7C�
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C?D?IJH7P?ED? :;BB; GK7JJHE H;=?ED? )8?;JJ?LE �EDL;H=;DP7 ;:
KD\7D7B?I? FKDJK7B; :;BB; ;IF;H?;DP; H;7B?PP7J; :7 7B9KD; :;B�
B;�7CC?D?IJH7P?ED?�F7HJ;9?F7DJ?�

';DK a $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE
�EDL;H=;DP7 a ���$B�F;H9EHIE�:?�7D7B?I?�;�C?=B?EH7C;DJE

1.3 Lesson learned sul ciclo di gestione
della performance

&\;IF;H?;DP7 :;B FHE=;JJE
 L?IJ7 7D9>; B7 F7HJ;9?F7P?ED; :?
J7DJ; 7CC?D?IJH7P?ED? :? :?L;HI7 IJEH?7 ; :?C;DI?ED;
 ;L?:;D�
P?7 F;H9EHI? :;9?I7C;DJ; :?L;HI? <H7 BEHE ; <HKJJE ?D CEBJ? 97�
I? :;BB7 D;9;II?JS :? F;HIED7B?PP7H;
 GK7DJE F?X FEII?8?B;

B\?DJ;HL;DJE FH;IIE 9?7I9KD7 :? ;II;� �B9KD; 7CC?D?IJH7P?ED?
>7DDE I7FKJE JH7HH; :7B FHE=;JJE KDE IFKDJE F;H 9ECF?;H;
KD\799;B;H7P?ED; ?CFHELL?I7 :;B FHEFH?E F;H9EHIE :? C?=B?E�
H7C;DJE :;B 9?9BE :? =;IJ?ED; :;BB7 performance� �BJH;
 :EFE
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KD FH?CE ;DJKI?7ICE
 >7DDE IK8?JE KD\?CFH;L?IJ7 97:KJ7 :?
?CF;=DE ; commitment
 H7BB;DJ7D:E DEJ;LEBC;DJ; ?B FHEFH?E
F;H9EHIE� *?99EB; 7CC?D?IJH7P?ED?
 :EJ7J; :? B?C?J7J; H?IEHI;
J;CFEH7B?
 >7DDE H?L;B7JE KD7 <EHJ; :;J;HC?D7P?ED; 9E=B?;D:E
B; EFFEHJKD?JS :? 9ED<HEDJE ; IL?BKFFE :;BB; 9ECF;J;DP;� �BJH;
7CC?D?IJH7P?ED?
 9>; =?S I? JHEL7L7DE 7 8KED FKDJE
 >7DDE B?�
C?J7JE B7 FHE=;JJ7P?ED; :;BB; FHEFH?; 7P?ED? :? C?=B?EH7C;DJE
7�F?99EB?�7==?KIJ7C;DJ?�
(EDEIJ7DJ; B; IF;9?<?9?JS ; :?IECE=;D;?JS :;BB; I?D=EB; I?JK7�
P?ED? ; :;=B? I9;D7H? H;=?ED7B? ?D FH;9;:;DP7 :;I9H?JJ?
 ? F;H�
9EHI? :? C?=B?EH7C;DJE :;? I?IJ;C? :? C?IKH7P?ED; ; :;? 9?9B? :?
=;IJ?ED; :;BB7 performance >7DDE C;IIE ?D BK9; 7B9KD? ;B;�
C;DJ? =;D;H7B? 9>; H7FFH;I;DJ7DE KJ?B? IFKDJ? :? H?<B;II?ED; F;H
JKJJ? ? 9ECKD? 9>; ?DJ;D:7DE FEHH; ?D ;II;H; F;H9EHI? 7D7BE�
=>?�

Commitment politico e amministrativo
&7 9ED:?P?ED; EJJ?C7B;
 J7B; 9?ET :7 9ED:KHH; 7? C?=B?EH7�
C;DJ? F?X 9EDI?IJ;DJ?
 I? T L;H?<?97J7 B7::EL; B\?CF;=DE :;B
I;=H;J7H?E =;D;H7B; 7 <7LEH; :;B 97CC?DE :;BB7 H?<EHC7 I?
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T 799ECF7=D7JE 7 GK;BBE :;B I?D:79E E :? GK7B9>; 7II;I�
IEH;�  B;C;DJE :? IDE:E EF;H7J?LE B;=7JE 7B commitment

T IJ7J7 B7 :;9?I?ED; :? H;D:;H; :?IFED?8?B? H?IEHI; KC7D;
7L;DJ? B\E8?;JJ?LE :?9>?7H7JE :? C?=B?EH7H; ?B I?IJ;C7 :? C?�
IKH7P?ED;� *;H 9EDJHE
 B7::EL; ?B commitment FEB?J?9E I? T
H?L;B7JE F?X :;8EB;
 I? T H?I9EDJH7JE KD H7BB;DJ7C;DJE :;B
F;H9EHIE GK7D:E B7 :?IFED?8?B?JS :? H?IEHI; KC7D; DED T
IJ7J7 799ECF7=D7J7 :7BB7 :?9>?7H7J7 LEBEDJS :? C?=B?EH7�
C;DJE� &\;IF;H?;DP7 >7 9EDI;DJ?JE ?D =;D;H7B; :? C;JJ;�
H; ?D BK9; 9EC;
 F;H ?B :;9?IEH; FEB?J?9E :? B?L;BBE BE97B;

B\7JJ?JK:?D; 7BB\?CF?;=E :? ?D:?97JEH? I?7 F?KJJEIJE B?C?J7J7 ;
F7H?C;DJ? I?7 B?C?J7J7 B7 :EC7D:7 :? ?D<EHC7P?ED? 7<<?:78?B?
?D H;B7P?ED; 7B B?L;BBE :? performance H7==?KDJE :7BB\7CC?�
D?IJH7P?ED;�

Il ruolo centrale del segretario generale
$B HKEBE ILEBJE :7 J7B; <?=KH7 H?IF;JJE 7B J;C7 :;BB7 C?IK�
H7P?ED; C;H?J7 KD F7HJ?9EB7H; 7FFHE<ED:?C;DJE� �BB7 BK9;
:;BB; ;IF;H?;DP; 9EDI?:;H7J;
 ?B HKEBE :;B I;=H;J7H?E =;D;�
H7B; H?IKBJ7 9;DJH7B; ; 9?W I?7 ?D I;DIE FEI?J?LE
 I?7 ?D I;DIE
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D;=7J?LE� $B I;=H;J7H?E =;D;H7B; FKW :;JJ7H; B\7=;D:7 :;B
9?9BE :? =;IJ?ED; :;BB7 performance ;: ?B IKE ?DJ;HL;DJE T
<ED:7C;DJ7B; F;H B7 H;7B?PP7P?ED; I?7 :;B I?IJ;C7 :? C?�
IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance
 I?7 :;B F?7DE
:;BB7 performance� �EL; ?B I;=H;J7H?E =;D;H7B; DED :;<?�
D?I9; J7B; 7=;D:7 ; DED :;JJ7 B\?D:?9; :;? :E9KC;DJ? EH7
H?9>?7C7J?
 DED I? FHE:K9EDE H?IKBJ7J? 9ED9H;J?
 7D9>; B7:�
:EL; IKII?IJ7DE KD7 9>?7H7 LEBEDJS ; B\?CF;=DE :? 7B9KD?
:?H?=;DJ?�E�7B9KD?�C;C8H?�:;BB\)$0�

Il ruolo delle competenze interne
$CC;:?7JE 9EHEBB7H?E 7 GK7DJE 7FF;D7 I;=D7B7JE
 T
B\?CFEHJ7DP7 :;BB; 9ECF;J;DP; ?DJ;HD;� &7::EL; EF;H?DE
:?H?=;DJ? ; <KDP?ED7H? 97F79? ; 9ECF;J;DJ?
 7D9>; 9EC; ?D�
:?L?:K7B?JS I?D=EB;
 BE IL?BKFFE :;B I?IJ;C7 FH;D:; L?=EH;
; FEHJ7 7 H?IKBJ7J? J7D=?8?B?� /D FEII?8?B; B?C?J; ?DI?JE ?D
GK;IJ; I?JK7P?ED? T B7 :KH78?B?JS ; B7 IEIJ;D?8?B?JS :;B 9?9BE
9>; H?IKBJ7DE 7 H?I9>?E <?DE 7 9>; B\?CF;=DE ; B\7JJ?JK:?D;
7BB7 C?IKH7P?ED; DED :?L;DJ7DE JH7JJ? 9ED:?L?I? :7 JKJJ7
B\7CC?D?IJH7P?ED;� $D CEBJ? 97I? I? T H?L;B7J7 KJ?B; B7 I9;BJ7
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:? ?DJHE:KHH; <?=KH; :7BB\;IJ;HDE
 GK7B? IJ7=?IJ?
 F;H ELL?7H;
7BB; B?C?J7J; :?IFED?8?B?JS :? J;CFE ; EH=7D?PP7J?L; ?DJ;HD;�
.KJJ7L?7 B7 IJH7:7 C?=B?EH; 7FF7H; ;II;H; GK;BB7 :? KDE
IL?BKFFE 9EIJ7DJ; :;BB; 9ECF;J;DP; ?D J;C7 :? C?IKH7P?E�
D;�IEFH7JJKJJE�7B�<?D;�:?�HEKJ?D?PP7H;�B;�FH7J?9>;�

Il rischio di discontinuità
*HEFH?E ?B J;C7 :;BB7 HEKJ?D?PP7P?ED; :;BB; 9ECF;J;DP; 9E�
=B?; KDE :;=B? 7IF;JJ? :? C7==?EH; 9H?J?9?JS� "H7P?; 7? F;H�
9EHI? :? C?=B?EH7C;DJE FHE=;JJ7J? 9ED ?B 9EDJH?8KJE :;=B?
;IF;HJ? J;HH?JEH?7B?
 GK7I? ELKDGK; T IJ7JE ?CFEIJ7JE 9EH�
H;JJ7C;DJ; ?B 9?9BE :? =;IJ?ED; :;BB7 performance
 I;FFKH
9ED B?C?J? 9>; :ELH7DDE ;II;H; =H7:K7BC;DJ; IKF;H7J? ; :?
9K? B; 7CC?D?IJH7P?ED? IEDE 9EDI7F;LEB?� 0;HE FHE8B;C7 T
B7 J;DKJ7 :;BB; 7JJ?L?JS :? =;IJ?ED; :;B 9?9BE ?D KD 9EDJ;IJE
IEJJEFEIJE 7 CEBJ; ; :?L;HI; IEBB;9?J7P?ED?� 97C8?7C;DJ?
DEHC7J?L?
 H?DL?? :? I97:;DP;
 ;L;DJ? ;B;JJEH7B?
 9ECC?II7�
H?7C;DJ?
 ;B;P?ED? 9ED 97C8?E :? 7CC?D?IJH7JEH?� $B H?I9>?E
T 9>;
 9EDI?:;H7D:E 7D9>; ?B :;<?9?J :? 9ECF;J;DP; IF;�
9?<?9>;
 H?B;L7DJ; IF;9?; D;? 9ECKD? F?X F?99EB?
 9ED ?B F7I�
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I7==?E 7: KD7 <7I; :? H?;:?P?ED; :;B 9?9BE :? =;IJ?ED; ;
?B L;D?H; C;DE :;B focus IK=B? IJHKC;DJ? :? C?IKH7P?ED;

B\?CF;=DE FEII7 =H7:7J7C;DJ; H?:KHI?� *H?D9?F7B; ;B;C;D�
JE :? :?I9EDJ?DK?JS ; <7JJEH; :? H?I9>?E T H7FFH;I;DJ7JE ?D J7B
I;DIE :7B 9?9BE :;BB7 FEB?J?97 9>; ?DJ;HL?;D; 7 <?D; C7D:7�
JE 9EC; <7JJEH; :? H7BB;DJ7C;DJE ; 7 ?D?P?E C7D:7JE 9EC;
;B;C;DJE ?D =H7:E :? IF7H?=B?7H; B; 97HJ; ?D J7LEB7 ; L7D?<?�
97H; CEBJE :;BBE I<EHPE 9ECF?KJE D;BB7 :;<?D?P?ED; :? E8?;J�
J?L?
�?D:?97JEH?�; target�

Lo sviluppo dell’informatica
*;H KD 9EHH;JJE <KDP?ED7C;DJE :;B 9?9BE :? =;IJ?ED; :;BB7
performance
 E99EHH; 9>; B; 7JJ?L?JS :? C?IKH7P?ED; I?7DE
IKFFEHJ7J; :7 KD7 ;<<?979; ?D<EHC7J?PP7P?ED; :;? FHE9;I�
I?� *KHJHEFFE GK;IJE I? T H?L;B7JE KDE :;? FKDJ? :;8EB? :?
7B9KD? :;? 9ECKD? 9E?DLEBJ?� /BJ;H?EH? ;B;C;DJ? :? :;8EB;P�
P7 H?I9EDJH7J? IEDE� ?B B?C?J7JE IL?BKFFE :;=B? IJHKC;DJ? web�
B\?DJ;=H7P?ED; F7HP?7B; E 7II;DJ; :;? I?IJ;C?� B\7II;DP7 :?
KD7 H;J; intranet� $B FHE8B;C7 :;B :;<?9?J :? ?D<EHC7J?97 FE�
JH;88; ;II;H; 7<<HEDJ7JE 9ED B7 <EHC7P?ED; :? 9EDIEHP? :?
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9ECKD? F;H BE IL?BKFFE :? I?IJ;C? :? IKFFEHJE 7B 9?9BE :;BB7
FHE=H7CC7P?ED; ; :;B 9EDJHEBBE� $B FHE=;JJE >7 9EDI;DJ?�
JE F;H7BJHE :? EII;HL7H; 9EC; D;BB; 7H;; =;E=H7<?9>; :E�
L; T FH;I;DJ; KD\KD?L;HI?JS 9ED 9ECF;J;DP; :? I;JJEH;
E 9ECKDGK; :EL; I? H?I9EDJH7 KD J;IIKJE GK7B?<?97JE :?
F?99EB; ?CFH;I; EF;H7DJ? D;B I;JJEH; $�.
 ? 9ECKD? D;
JH7==EDE 8;D;<?9?E ?D J;HC?D? :? 9ECFH;DI?ED; :;BB\KJ?B?JS
:;BB\?DL;IJ?C;DJE�;�7D9>;�D;BB7�IF;9?<?9?JS�EF;H7J?L7�

L’OIV
-? JH7JJ7 7 8;D L;:;H; :? KD EH=7D?ICE JH7I9KH7JE ; IEJJE�
L7BKJ7JE GK7I? ELKDGK;
 IE==;JJE J7BLEBJ7 7 DEC?D; :? J?FE
FEB?J?9E 9>; DED J;D=EDE 7:;=K7J7C;DJ; ?D 9EDJE B; 9EC�
F;J;DP; IF;9?<?9>; D;9;II7H?; F;H H?9EFH?H; J7B; HKEBE� $D
CEBJ? 97I? B\7CC?D?IJH7P?ED; >7 ?DEBJH; EFJ7JE F;H KD C7D�
J;D?C;DJE :;? L;99>? (K9B;? :? L7BKJ7P?ED;
 EH=7D? :;IJ?�
D7J? FH;9?FK7C;DJ; 7BB7 L7BKJ7P?ED; ?D:?L?:K7B;� �EL; J7B;
EH=7DE ILEB=; B7 IK7 <KDP?ED;
 H?;I9; 7: ;II;H; J7BC;D�
J; ?D<BK;DJ; :7 ?D9?:;H; IK=B? ?D:?H?PP? :;BB\7CC?D?IJH7P?ED;�
(;BBE IJ;IIE J;CFE
 ?B H7<<EHP7HI? :;BB\)$0 FKW 9H;7H; J;D�
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I?ED? ?DJ;HD; 9ED 7BJH? HKEB? :? L;HJ?9; 7CC?D?IJH7J?LE� $D
=;D;H7B;
 JKJJ7L?7
 B\;IF;H?;DP7 ?DI;=D7 9>; KD EH=7DE
;GK?B?8H7JE FKW <EHD?H; KD :;9?I?LE IKFFEHJE 7BB\7P?ED;
:;BB\7CC?D?IJH7P?ED; ; 7BBE IL?BKFFE :;B 9?9BE :? =;IJ?ED;
:;BB7 performance�

I riflessi sull’organizzazione
$D GK7B9>; 97IE B7 H?<B;II?ED; IK? I?IJ;C? :? C?IKH7P?ED;
?D:K9; FHE<ED:? 97C8?7C;DJ? EH=7D?PP7J?L? EFFKH; H?L;B7
97H;DP; ; B?C?J? :? J?FE EH=7D?PP7J?LE 9>; :ELH7DDE ;II;H;
9EDI7F;LEBC;DJ; IKF;H7J?� &; ;IF;H?;DP; H;7B?PP7J; D;BB;
7CC?D?IJH7P?ED? C;JJEDE :;B H;IJE ?D ;L?:;DP7 9EC; KDE
IL?BKFFE :;BB\EH=7D?PP7P?ED; ?D I;DIE EH?PPEDJ7B; ; KD C?�
=B?EH7C;DJE :;BB; 9ECKD?97P?ED? ?DJ;H<KDP?ED7B? I?7DE KD
L;?9EBE ?CFEHJ7DJ; F;H B\7<<;HC7P?ED; ; B7 IJ78?B?PP7P?ED;
:;B 9?9BE :? =;IJ?ED; :;BB7 performance� �B J;CFE IJ;IIE

EH?PPEDJ7B?JS ; 9ED<HEDJ? FEIIEDE :;J;HC?D7H; 9ED<B?JJK7B?JS
?DJ;HD7 JH7 ? :?L;HI? I;JJEH? ; JH7 B?L;BB? :;BB\7CC?D?IJH7P?ED;�
.7B? J;DI?ED? H?IKBJ7DE F?X ;L?:;DJ? ?D GK;BB; 7CC?D?IJH7P?E�
D? 9>; DED >7DDE I9;BJE
 F;H B?C?J? :? H?IEHI; E F;H C7D�
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97DP7 :? L?I?ED; IJH7J;=?97
 :? 9H;7H; E H7<<EHP7H; B\KD?JS
EH=7D?PP7J?L7 ?CF;=D7J7 D;B 9EDJHEBBE IJH7J;=?9E ; :? =;�
IJ?ED; ; D;B IKFFEHJE J;9D?9E IF;9?7B?IJ?9E 7BB\)$0 ; 7B L;H�
J?9; FEB?J?9E�7CC?D?IJH7J?LE� &\?DL;IJ?C;DJE EH=7D?PP7J?LE

B7::EL; H;7B?PP7JE
 I? T JH7:EJJE ?D KD H7<<EHP7C;DJE :;B
9ED<HEDJE ?DJ;HDE ; D;BB\7JJ?L7P?ED;
 IF;IIE
 :? FHE9;II? :?
7KJE7FFH;D:?C;DJE� )II;HL7D:E 7B :? BS :;? FHEFH? 9ED<?�
D? EH=7D?PP7J?L?
 ?D 7B9KD? 97I? ? 9ECKD? >7DDE I7FKJE B7�
LEH7H; ?DI?;C; F;H B7 :;<?D?P?ED; :? ?D:?97JEH?
 ?D F7HJ?9EB7�
H; ?D H;B7P?ED; 7BBE IL?BKFFE :? I9>;:; I;HL?P?E
 B7::EL; I?
I?7DE JHEL7J? :? <7JJE D;BB7 I?JK7P?ED; :? =;IJ?H; ?D �.$ E ?D
<EHC7 7IIE9?7J7 7B9KD? :;? I;HL?P?� .7B; 9ED<HEDJE >7 7LKJE
H?<B;II? 7D9>; D;BB; CE:7B?JS :? ?DJ;H7P?ED; 9ED B; ?CFH;I;
:?�=;IJ?ED;�:;?�I;HL?P?�

La valutazione della performance individuale
$D GK7I? JKJJ? ? 9ECKD? ;I?IJ; KD I?IJ;C7 :? L7BKJ7P?ED; ?D�
:?L?:K7B; 7IIE9?7JE 7BB7 FH;C?7B?JS ; 9EDJH7JJ7JE 9ED ? I?D�
:797J?� � <HEDJ; :? J7B; B?L;BBE :? ;IJ;DI?ED;
 I? EII;HL7 JKJ�
J7L?7 9>; B7 9KBJKH7 :;BB7 C?IKH7P?ED; ; :;BB7 L7BKJ7P?ED;
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DED H?IKBJ7DE 7BJH;JJ7DJE :?<<KI;� C?IKH7P?ED; ; L7BKJ7P?E�
D; L;D=EDE JH7:?P?ED7BC;DJ; ?DJ;I? ?D J;HC?D? ?D:?L?:K7B? ;
9EDI?:;H7J; GK;IJ?ED? :7 7<<?:7H; 7B I;JJEH; :;B F;HIED7B;
; B\7FFHE99?E :;BB; 7CC?D?IJH7P?ED? 9ECKD7B? 7BB7 H?<EHC7
T <EHJ;C;DJ; EH?;DJ7JE 7: KJ?B?PP7H; =B? IJHKC;DJ? FHEFEIJ?
:7B ��&=I� D� ��� :;B ���� F;H 7<<?D7H; B7 L7BKJ7P?ED; :;B�
B7 performance ?D:?L?:K7B; ; :;<?D?H; 9H?J;H? F?X ]E==;JJ?L?^
9ED ? GK7B? 7JJH?8K?H; B7 F7HJ; L7H?78?B; :;BB7 H;JH?8KP?ED; B;�
=7J7 7B C;H?JE� +K;IJ7 ?CFEIJ7P?ED; 9EIJ?JK?I9; KD <H;DE
7BBE IL?BKFFE :;B 9?9BE ;IJ;IE :;BB7 performance
 9>; ?DL;�
9; H?9>?;:; 7FFEHJ? :?L;HI?
 ?DJ;H<KDP?ED7B? ;
 ?D F7HJ?9EB7H;

KDE IJH;JJE H7FFEHJE 9ED B\7H;7 ;9EDEC?9E�<?D7DP?7H?7
 JH7�
:?P?ED7BC;DJ; 7II7? :?IJ7DJ;� �7BB\;IF;H?;DP7 ;C;H=; B7
D;9;II?JS F;H CEBJ; 7CC?D?IJH7P?ED? :? FHE=;JJ7H; ; H;7�
B?PP7H; KD D;JJE IFEIJ7C;DJE :;B focus :7BB7 L7BKJ7P?ED;
:;BB7 performance ?D:?L?:K7B;
 7BB7 L7BKJ7P?ED; :;B L7BEH;
FK88B?9E 9H;7JE F;H ?B 9?JJ7:?DE� $B FHE=;JJE I? T CEIIE D;J�
J7C;DJ; ?D GK;IJ7 :?H;P?ED; ; >7 H;=?IJH7JE 9EC; 7B9KD?
9ECKD? H?IFED:;II;HE F?X H;7JJ?L7C;DJ; 7 GK;IJ7 IEBB;9?�
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J7P?ED;
 C;DJH; 7BJH? =?K:?97II;HE ?B 9ECF?JE JHEFFE ]:?<<?9?�
B;^�7B�FKDJE�J7BLEBJ7�:7�J?H7HI?�?D:?;JHE�

Il rapporto tra i cicli di gestione dell’amministrazione
&\;IF;H?;DP7 :? GK;BB; 7CC?D?IJH7P?ED? 9>; I? IEDE :EJ7J;
:;B :E9KC;DJE IKB I?IJ;C7 :? C?IKH7P?ED; ; :;B F?7DE :;B�
B7 performance ;L?:;DP?7 9EC; GK7I? ELKDGK; J7B? :E9K�
C;DJ? I? ?DJ;=H7DE ;<<?979;C;DJ; 9ED ? JH7:?P?ED7B? IJHK�
C;DJ? :? FHE=H7CC7P?ED; ; 9EDJHEBBE ?D KD 9ECFHEC;IIE
;<<?979; JH7 7D7B?J?9?JS ; I?DJ;I?� &\7==?KDJ7 :? E8?;JJ?L? ;
?D:?97JEH? H?=K7H:7DJ? B7 performance EH=7D?PP7J?L7 ; :;?
I;HL?P? H7FFH;I;DJ7 B7 FH?D9?F7B; ?DJ;=H7P?ED; 7=B? IJHK�
C;DJ? =?S FH;I;DJ? �,**
 * "
 *:)�� -; ? :E9KC;DJ? H?�
IKBJ7DE ?DJ;=H7J?
 C;DE BE IEDE ? 9?9B?
 ?D F7HJ?9EB7H; GK;BB?
:? FHE=H7CC7P?ED; <?D7DP?7H?7 ; FHE=H7CC7P?ED; IJH7�
J;=?97� -?JK7P?ED? :? :?II;IJE <?D7DP?7H?E E <EHJ? H?J7H:?
D;BB\7FFHEL7P?ED; :;B 8?B7D9?E H7FFH;I;DJ7DE 9ED:?P?ED?
9>; I<7I7DE B7 9E;H;DP7 BE=?97 :? IK99;II?ED; <H7 F?7�
D?<?97P?ED;
 FHE=H7CC7P?ED; ; 9EDJHEBBE ?D:K9;D:E ?C�
FEHJ7DJ? H7BB;DJ7C;DJ?� &7 9EDI;=K;DP7 F?X ;L?:;DJ; T B7

I percorsi di miglioramento nei comuni delle regioni Obiettivo Convergenza



H?DKD9?7 7: KD7 C?IKH7P?ED; ;IJ;I7 ; KD EH?;DJ7C;DJE
7B 8H;L; F;H?E:E 9>; 9ED:K9; 7 I?JK7P?ED? :? IJ7BBE� -;
B\?DJ;=H7P?ED; 9ED ?B 9?9BE :;B 8?B7D9?E 9EIJ?JK?I9; B7 97KI7
FH?D9?F7B; :;B H7BB;DJ7C;DJE :;? FHE9;II? :? 7FFHEL7P?ED;
:;B F?7DE :;BB7 performance ; :;B IKE :?<<?9?B; H799EH:E
9ED B7 9ECFED;DJ; ;9EDEC?9E�<?D7DP?7H?7
 E99EHH; I;�
=D7B7H; 9EC; 7:EJJ7H; I?D :\EH7
 GK7B; 9H?J;H?E :? FHE=H7C�
C7P?ED;
 B7 C7JH?9; F;H C?II?ED? ; FHE=H7CC?
 9>; I7HS
E88B?=7JEH?7 F;H B7 IJHKJJKH7 :;? 9EDJ? FK88B?9? 7 F7HJ?H; :7B
����
 9EIJ?JK?I97 KD 7FFHE99?E <79?B?J7DJ; B\?DJ;=H7P?ED; JH7
?�:?L;HI?�9?9B?�

Obiettivi e indicatori
)8?;JJ?L? ; ?D:?97JEH? H7FFH;I;DJ7DE B7 97HJ?D7 :? JEHD7IEB;
9>; C?IKH7 B\;<<;JJ?LE IL?BKFFE :;? I?IJ;C? :? C?IKH7P?ED; ;
L7BKJ7P?ED; :;BB7 performance� &7 :;<?D?P?ED; :;? H?IKBJ7�
J? 9>; B\7CC?D?IJH7P?ED; ?DJ;D:; H;7B?PP7H;
 I;9ED:E KD7
C7FF7 IJH7J;=?97 E I;=K;D:E KD 7BJHE CE:;BBE BE=?9E

F7II7 D;9;II7H?7C;DJ; 7JJH7L;HIE B7 I9;BJ7 :? ?D:?97JEH? ;
B7 :;J;HC?D7P?ED; :;B BEHE L7BEH; target� $D GK;IJE I;DIE
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BE I9;D7H?E :? 7B9KD; 7CC?D?IJH7P?ED? 9>; <EHC7BC;DJ; I?
IEDE :EJ7J; :;? :E9KC;DJ? H;B7J?L? 7B I?IJ;C7 :? C?IKH7P?E�
D; ; L7BKJ7P?ED;
 B7I9?7 ?DJ;D:;H; 9>; CEBJE B7LEHE 7D9EH7
T :7 ILEB=;H;� (ED JKJJ; B; 7CC?D?IJH7P?ED? >7DDE ;<<;JJ?�
L7C;DJ; ?D:?L?:K7JE ?D:?97JEH?
 ?DEBJH;
 <H7 GK;BB; 9>; IEDE
H?KI9?J; 7 :;<?D?H; set
 B7 I9;BJ7 :;=B? ?D:?97JEH? DED I;CFH;
T 7FFHEFH?7J7
 C7D97DE baseline ; J7BLEBJ7 7D9>; target�
-;88;D; B; ;IF;H?;DP; FEI?J?L; ?D GK;IJ7 :?H;P?ED; DED
C7D9>?DE
 7FF7H; <ED:7C;DJ7B; 9>; EBJH; 7? :E9KC;DJ? ;
7? I?IJ;C?
 7D9>; =B? ?D:?97JEH? I?7DE <7JJ? E==;JJE :? :?I9KI�
I?ED;
 KIE ; ?D9EHFEH7P?ED; D;? FHE9;II? :;9?I?ED7B? 7<<?D�
9>U I? FEII7 9EHH;JJ7C;DJ; F7HB7H; :? 7CC?D?IJH7P?ED? 9>;
=;IJ?I9EDE�B7�FHEFH?7 performance�

&; 9EDI?:;H7P?ED? EH7 ILEBJ; H?<B;JJEDE FKDJ? :? <EHP7 ; 9H?J?9?JS
9>; 9EDJH7::?IJ?D=KEDE :7 J;CFE B; 7CC?D?IJH7P?ED? BE97B? ?D
J;HC?D? :? 97F79?JS :? =;IJ?H; ?B 9?9BE :? =;IJ?ED; :;BB7 perfor-

mance� ,7<<EHP7H; ?B FHEFH?E I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7�
P?ED; 9EIJ?JK?I9; 7B J;CFE IJ;IIE KD7 IEBKP?ED; ; KD7 I<?:7�
�<<HEDJ7H; KD F;H9EHIE :? 7D7B?I? ; C?=B?EH7C;DJE
 GK7B; GK;B�
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BE 9>; ? 9ECKD? 9E?DLEBJ? >7DDE ?DJH7FH;IE
 I?=D?<?97 FH;D:;�
H; 9EI9?;DP7 :;BB7 D;9;II?JS :? FHE9;II? :;9?I?ED7B? F?X 9ED�
I7F;LEB? ; JH7IF7H;DJ? C7 I?=D?<?97 7D9>; H?I9>?7H; :? C;JJ;H;
?D ;L?:;DP7 B?C?J? :;BB7 FHEFH?7 EH=7D?PP7P?ED;
 :;BB; :?D7C?�
9>; ?IJ?JKP?ED7B? ; :;BB; 9ECF;J;DP; ;I?IJ;DJ?� $ B?C?J? FEIIEDE
7FF7H?H; :? :?<<?9?B; IKF;H7C;DJE
 C7 ?B B7LEHE ILEBJE :7BB; ��
7CC?D?IJH7P?ED? :;B FHE=;JJE L7BKJ7P?ED; :;BB7 performance

:?CEIJH7 9>;
 7:EJJ7D:E KD 7FFHE99?E H;7B?IJ7 ; =H7:K7B;
 T
FEII?8?B; H;7B?PP7H;
 ?DJ;HL;DJE :EFE ?DJ;HL;DJE
 C?=B?EH7C;D�
J?�

I percorsi di miglioramento nei comuni delle regioni Obiettivo Convergenza



';DK a $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE
�EDL;H=;DP7

2. I comuni della Regione Calabria

(;BB7 ,;=?ED; �7B78H?7 >7DDE 9ED9BKIE ?B FHE=;JJE � 7CC?D?�
IJH7P?ED?�9ECKD7B?�H?9>?7C7J;�D;BB7�IK99;II?L7 J78;BB7���

Tabella 3 – Comuni della Regione Calabria coinvolti nel progetto

Regione Calabria
�9H? �EI;DP7 �7J7DP7HE

,;==?E��7B78H?7 ,;D:; 0?8E�07B;DJ?7

)II;HL7D:E B\;LEBKP?ED; :;B FEI?P?ED7C;DJE :;BB; 7CC?D?�
IJH7P?ED? 97B78H;I? I? DEJ7 9>; F;H GK;IJ; 7CC?D?IJH7P?ED?
 9E�
C; ?D =;D;H7B; 7BB\?DJ;HDE :;B FHE=;JJE
 ?B FH?D9?F7B; C?=B?EH7�
C;DJE I?7 ?DJ;HL;DKJE BKD=E B7 :?C;DI?ED; H;B7J?L7 7B I?IJ;�
C7 :? C?IKH7P?ED;
 H;=?IJH7D:E ?D C;:?7 ?B F?X 7CF?E C?=B?E�
H7C;DJE ?DJ;HL;DKJE D;BB; � H;=?ED? 9EDI?:;H7J;� &7 I?JK7P?E�
D; :? F7HJ;DP7 D;B I;JJ;C8H; ���� L;:;L7 B; 7CC?D?IJH7P?ED?
97B78H;I? C;:?7C;DJ; F?X <EHJ? IKB L;HI7DJ; :;BB; 9ECF;J;D�
P; C7D7=;H?7B?
 :;B B?L;BBE :? ?D<EHC7J?PP7P?ED; ; :;BBE IL?BKF�
FE :;=B? EH=7D? :? L7BKJ7P?ED;� *?X 9H?J?97 B7 I?JK7P?ED; H;B7J?L7



7BB7 LEBEDJS :;B L;HJ?9; 7CC?D?IJH7J?LE ;: 7B commitment FEB?�
J?9E� -;H?7C;DJ; FHE8B;C7J?9E BE IL?BKFFE :;B I?IJ;C7 :? F?7�
D?<?97P?ED; ; FHE=H7CC7P?ED; ; B7 FHE<ED:?JS :;BB7 FHE=H7C�
C7P?ED;� &7 I;=K;DJ; <?=KH7 � H7FFH;I;DJ7 ?B F;H9EHIE :? C?�
=B?EH7C;DJE :;? FEI?P?ED7C;DJ? BKD=E B; � :?C;DI?ED? 9EDI?�
:;H7J;�

Figura 2 – Evoluzione dei fattori caratterizzanti il ciclo di gestione della
performance – Comuni della Regione Calabria
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&; 7P?ED? :? C?=B?EH7C;DJE FHE=;JJ7J; :7BB; 7CC?D?IJH7P?ED?

9ED ?B IKFFEHJE :;=B? ;IF;HJ? J;HH?JEH?7B?
 I? IEDE 9ED9;DJH7J;
FH;L7B;DJ;C;DJ; IK=B? ;B;C;DJ? :? 9H?J?9?JS ;C;HI? D;B FEI?�
P?ED7C;DJE ;: >7DDE 9EDI;DJ?JE :? H;7B?PP7H; C?=B?EH7C;DJ?
9EDI?IJ;DJ?���EI;DP7
�&7C;P?7�.;HC;
 ,;==?E��7B78H?7��

';DK a $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE
�EDL;H=;DP7 a ���$�9ECKD?�:;BB7�,;=?ED;��7B78H?7

2.1 Lo stato dei sistemi di misurazione e
valutazione della performance organizzativa

�ED H?<;H?C;DJE 7? <7JJEH? :? 7D7B?I? :;B I?IJ;C7 :? C?IKH7P?ED;
; L7BKJ7P?ED; :;BB7 performance
 ? I;=K;DJ? 8EN H?FEHJ7DE 7B�
9KD; :;BB; ;IF;H?;DP; :? H?B?;LE ;C;HI; D;B 9ED<HEDJE 9ED B;
7CC?D?IJH7P?ED? 97B78H;I?� �?7I9KD 8EN H?9>?7C7 KDE :;? <7J�
JEH? ; <EHD?I9; H?<;H?C;DJ? 7BB; ;IF;H?;DP; D;BB; GK7B? I? IEDE
C;II? ?D BK9; IFKDJ? 9>; FEIIEDE ;II;H; KJ?B? D;BB7 FHE=;JJ7�
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P?ED; :? 7P?ED? :? C?=B?EH7C;DJE H;B7J?L; 7B 9?9BE :? =;IJ?ED;
:;BB7 performance�

I sistemi di programmazione e controllo

Comune di Catanzaro
&\7CC?D?IJH7P?ED; :?IFED; :? KD\KD?JS EH=7D?PP7J?L7 :;:?97J7 7BB; 7J�
J?L?JS :? budgeting
 CED?JEH7==?E ; 9EDJHEBBE :? =;IJ?ED;� $B CED?JE�
H7==?E ; ?B 9EDJHEBBE :? =;IJ?ED; 7LL;D=EDE ?D H;B7P?ED; 7? H?IKBJ7J?
EJJ;DKJ? ?D J;HC?D? :? H7==?KD=?C;DJE :;=B? E8?;JJ?L? ; H;7B?PP7P?ED;
:;BB; 7JJ?L?JS FHE=H7CC7J;� -EDE :;<?D?J? ; CED?JEH7J? F;H?E:?97C;DJ;
7D9>; FHE=H7CC? :? C?=B?EH7C;DJE ; :? ?DDEL7P?ED; :;? FHE9;II? ;
:;BB\EH=7D?PP7P?ED;�

Comune di Cosenza
&\7CC?D?IJH7P?ED; >7 ?:;DJ?<?97JE 9;DJH? :? H;IFEDI78?B?JS 9K? IEDE 7I�
I;=D7J? E8?;JJ?L? ; H?IEHI; ;: T FH;I;DJ; KD\KD?JS EH=7D?PP7J?L7 :;�
:?97J7 7BB; 7JJ?L?JS :? budgeting
 CED?JEH7==?E ; 9EDJHEBBE :? =;IJ?E�
D;� *;H?E:?97C;DJ; IEDE FH;:?IFEIJ? report :;IJ?D7J? 7B L;HJ?9; FEB?J?�
9E ;: 7CC?D?IJH7J?LE 9>; <EHD?I9EDE ?D:?97P?ED; :;B B?L;BBE :? H7==?KD�
=?C;DJE :;=B? E8?;JJ?L? FHE=H7CC7J?� "B? IJHKC;DJ? :? H;D:?9EDJ7P?ED;
IEDE FHE:EJJ? 9ED J;CF;IJ?L?JS 9EDI;DJ;D:E ?D J7B CE:E KD BEHE KJ?B?P�
PE�F;H�B\7JJ?L?JS�:?�FHE=H7CC7P?ED;�:;?�F;H?E:?�IK99;II?L?�
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Comune di Reggio Calabria
$B 9EDI?=B?E 7FFHEL7 ? :E9KC;DJ? :? FHE=H7CC7P?ED; <?D7DP?7H?7 ;DJHE
B; I97:;DP; :;<?D?J; F;H B;==; ;: ?CF?;=7 =B? IJHKC;DJ? :? FHE=H7C�
C7P?ED; ; 9EDJHEBBE F;H L;H?<?97H; B\7D:7C;DJE :;BB\7CC?D?IJH7P?ED;�
"B? IJHKC;DJ? :? H;D:?9EDJ7P?ED; IEDE FHE:EJJ? 9ED J;CF;IJ?L?JS ; IE�
DE�KJ?B?PP7J?�F;H�B\7JJ?L?JS�:?�FHE=H7CC7P?ED;�:;?�F;H?E:?�IK99;II?L?�

La gestione del personale

Comune di Catanzaro
&\7CC?D?IJH7P?ED; :?IFED; :? KD FHE9;IIE :E9KC;DJ7JE ; IF;9?<?9E
:? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance ?D:?L?:K7B; :;? :?H?�
=;DJ? ; :;? :?F;D:;DJ?� &7 L7BKJ7P?ED; :;BB7 performance ?D:?L?:K7B;
:;? :?H?=;DJ? H?B;L7 B7 97F79?JS :?CEIJH7J7 D;B L7BKJ7H; ? 9EBB78EH7JEH?
C7 DED H?B;L7 B\7FFEHJE 7B 9EEH:?D7C;DJE ;: ?DJ;=H7P?ED;
:;BB\7CC?D?IJH7P?ED;
 7? H?IKBJ7J? 7DDK7B? :;BB\7CC?D?IJH7P?ED; ;
:;BB\7H;7 :?H;JJ7� &7 L7BKJ7P?ED; :;BB7 performance ?D:?L?:K7B; :? :?H?�
=;DJ? ; :?F;D:;DJ? H?B;L7 B; 9ECF;J;DP; J;9D?9>; ; =;IJ?ED7B? ?D FEI�
I;IIE ; ? 9ECFEHJ7C;DJ? EH=7D?PP7J?L? C7D?<;IJ7J? �?DJH7FH;D:;DP7
 H?�
IF;JJE :;BB\KJ;DJ;
 :;B 9EBB;=7
 :;BB; H;=EB;
 `��� &7 L7BKJ7P?ED; 7D�
DK7B;
 ;<<;JJK7J7 =;D;H7BC;DJ; 9ED KD 9;HJE H?J7H:E
 7LL?;D; IKBB7 87�
I; :? KD7 C;JE:EBE=?7 I9H?JJ7
 ; JH7IF7H;DJ;� ;II7
 ?DEBJH;
 L?;D; :?�
I9KII7�9ED�?B�L7BKJ7JE�
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Il livello di informatizzazione

Comune di Reggio Calabria
*;H GK7DJE 9ED9;HD; ?B I?IJ;C7 ?D<EHC7J?LE I? H;=?IJH7 B\KJ?B?PPE :? KD
software F;H ?B I?IJ;C7 :? L7BKJ7P?ED; :;? :?H?=;DJ? 9ECKD7B? 79GK?I?JE
:7 KD7 IE9?;JS ;IJ;HD7 ; 97F79; :? =;IJ?H; B; I9>;:; :? L7BKJ7P?ED;
FH;:?IFEIJ; 7DDK7BC;DJ; :7B :?H;JJEH; =;D;H7B;
 9ECF?B7J; :7? :?H?�
=;DJ? :;BB; KD?JS )H=7D?PP7J?L; ; 9EDJHEBB7J; :7B DK9B;E :? L7BKJ7P?ED;�
$B software F;H B7 L7BKJ7P?ED; :;? :?H?=;DJ? 9ECKD7B? T IJ7JE IL?BKFF7JE
J;D;D:E 9EDJE :;B H;B7J?LE H;=EB7C;DJE 9ECKD7B; IKB I?IJ;C7 :? L7BK�
J7P?ED; :;? :?H?=;DJ?
 :;BB; D;9;II?JS ; 9H?J?9?JS ;C;HI; ?D I;:; :? 7D7�
B?I? ; :;BB; H?9>?;IJ; ;IFH;II; :7BB7 :?H;P?ED; =;D;H7B; ; :7B DK9B;E :?
L7BKJ7P?ED;� )=D? I9>;:7 :? L7BKJ7P?ED; FKW ;II;H; CED?JEH7J7 :K�
H7DJ; ?B IKE ?J;H :?H;JJ7C;DJ; on-line
 :7 9?7I9KD IE==;JJE 799H;:?J7JE�
� I;9ED:7 :;BB7 J?FEBE=?7 :? KJ;DJ; 9>; ;<<;JJK7 B\799;IIE ; :;BBE IJ7�
JE :;BB7 I9>;:7
 ?B software FHEFED; IEBE B; C7I9>;H; :? ?DJ;H;II; ;
78?B?J7 ? 97CF? :7 9ECF?B7H; ?D?8;D:E GK;BB? H;B7J?L? 7BB; 7BJH; <KDP?ED?�
&; I9>;:; :? L7BKJ7P?ED; DED IEDE FHE:EJJ; IK IKFFEHJE 97HJ79;E�
&\7CC?D?IJH7P?ED; >7 ?DEBJH; 7FFHEL7JE D;B 9EHIE :;B ���� IJ7DP?7�
C;DJ? ?D 8?B7D9?E F;H H;7B?PP7H; KBJ;H?EH? ?DL;IJ?C;DJ? D;? I?IJ;C? ?D<EH�
C7J?L?� (;BB\EH=7D?=H7CC7 T FH;I;DJ; KD\7HJ?9EB7P?ED; EH=7D?PP7J?L7
9>; I? E99KF7 :;? FHE=;JJ? :? e-government ; B\7CC?D?IJH7P?ED; >7
:;<?D?JE ;IFB?9?J7C;DJ; B7 FHEFH?7 IJH7J;=?7 :? e-government D;B FHE�
=H7CC7�:?�C7D:7JE�

I percorsi di miglioramento nei comuni delle regioni Obiettivo Convergenza



Il livello di trasparenza

Comune di Rende
$ 9?JJ7:?D? IEDE 9E?DLEBJ? D;B FHE9;IIE :? :;<?D?P?ED; :;BB; FH?EH?JS ; D;
H?9;LEDE H;D:?9EDJ7P?ED;� 7DDK7BC;DJ; L?;D; EH=7D?PP7J7 KD7 C7D?�
<;IJ7P?ED; 9ED ?B FK88B?9E :KH7DJ; B7 GK7B; I? FH;I;DJ7 KD7 H;B7P?ED;
IKB�B?L;BBE�:?�7JJK7P?ED;�:;=B?�E8?;JJ?L?�

';DK a $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE
�EDL;H=;DP7 a ���$�9ECKD?�:;BB7�,;=?ED;��7B78H?7

2.2 I documenti sul sistema di misurazione e
valutazione della performance organizzativa

$ :E9KC;DJ? IKB I?IJ;C7 :? C?IKH7P?ED; 9EIJ?JK?I9EDE
D;BB\;IF;H?;DP7 :;BB; 7CC?D?IJH7P?ED? 97B78H;I? KD7 DEL?JS�
(;IIKDE :;? 9ECKD? 9E?DLEBJ? 7L;L7 FHE9;:KJE
 7BB\7LL?E :;B
FHE=;JJE D;B I;JJ;C8H; ����
 7 IJHKJJKH7H; ?B :E9KC;DJE� .KJJ;
B; 7CC?D?IJH7P?ED? >7DDE ?D J7B I;DIE FHE<KIE I<EHP? F;H :E�

I percorsi di miglioramento nei comuni delle regioni Obiettivo Convergenza



J7HI? :? GK;IJE ?CFEHJ7DJ; IJHKC;DJE 7HH?L7D:E 7 B?L;BB? :? IE<?�
IJ?97J;PP7�;�:;JJ7=B?E�:?<<;H;DP?7J?�

Comune di Acri
*;H B7 H7FFH;I;DJ7P?ED; :;BB7 performance EH=7D?PP7J?L7

B\7CC?D?IJH7P?ED; KJ?B?PP7 BE IJHKC;DJE :;BB 7B8;HE :;BB7 performance

9>; FH;I;DJ7 ?B L7DJ7==?E :? 7L;H; KD7 :EFF?7 L7B;DP7� KD7 ?DJ;HD7 :?
]C;II7 7 I?IJ;C7^ :;BB; :K; FH?D9?F7B? :?C;DI?ED? :;BB7 performance

; KD7 ;IJ;HD7 :? 9ECKD?97P?ED; 7=B? stakeholder� &\7B8;HE :;BB7 perfor-

mance H7FFH;I;DJ7 ?D <EHC7 :? C7FF7 BE=?97 ? B;=7C? JH7 C7D:7JE ?IJ?�
JKP?ED7B;
 C?II?ED;
 L?I?ED;
 7H;; IJH7J;=?9>;
 E8?;JJ?L? IJH7J;=?9? ; F?7D?
:\7P?ED;�

Comune di Vibo Valentia
$B CE:;BBE :? L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7 7:EJJ7JE D;B
:E9KC;DJE FH;D:; 7 H?<;H?C;DJE � :?C;DI?ED?� B7 :?C;DI?ED; :;? I;HL?P?
; :;BB; KD?JS EH=7D?PP7J?L;
 B7 :?C;DI?ED; IJH7J;=?97 ; B7 :?C;DI?ED;
EF;H7J?L7� $B H799EH:E JH7 B; :?L;HI; :?C;DI?ED? :;BB7 performance EH=7�
D?PP7J?L7
 ; JH7 GK;IJ; ; B7 performance ?D:?L?:K7B;
 I? IDE:7 7JJH7L;HIE
?B I;=K;DJ; F;H9EHIE� B7 performance ?D:?L?:K7B; T 9EBB;=7J7 7BB7 L7BKJ7�
P?ED; :;BB; /�)�� B7 performance :;BB; /�)� T 9EBB;=7J7 7BB7 L7BKJ7P?ED;
:;? I;HL?P?� B7 L7BKJ7P?ED; :;? I;HL?P? T 9EBB;=7J7 7BB7 performance IJH7�
J;=?9E � EF;H7J?L7� &7 C7FF7 :;BB; <KDP?ED? ; :;? I;HL?P? T BE IJHKC;DJE
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:? 87I; F;H ;<<;JJK7H; B7 L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7 ?D
H;B7P?ED; 7BB7 FH?C7 :;BB; JH; :?C;DI?ED? IEFH7 ?D:?97J;� &; :?C;DI?ED?
IJH7J;=?97 ;: EF;H7J?L7 IEDE ?DL;9; H7FFH;I;DJ7J; D;BB\7B8;HE :;BB7 per-

formance� �BB\?DJ;HDE :;BB7 BE=?97 :? 7B8;HE :;BB7 performance
 E=D? E8?;J�
J?LE IJH7J;=?9E T 7HJ?9EB7JE ?D E8?;JJ?L? EF;H7J?L?
 9ED H?<;H?C;DJE 7? GK7B?
E99EHH; :;<?D?H; B; 7P?ED?
 ? J;CF?
 B; H?IEHI; ; B; H;IFEDI78?B?JS EH=7D?P�
P7J?L; 9EDD;II; 7B BEHE H7==?KD=?C;DJE� ,?=K7H:E 7BB7 :?C;DI?ED; IJH7�
J;=?97 ;: EF;H7J?L7 ?B :E9KC;DJE :? I?IJ;C7 IJ78?B?I9; 9>; FH?D9?F7B? IJHK�
C;DJ? :? C?IKH7P?ED; I?7DE ?D:?97JEH? :? outcome ; :? output 7IIE9?7J?

H?IF;JJ?L7C;DJ;
�7=B?�E8?;JJ?L?�IJH7J;=?9?�;:�EF;H7J?L?�

';DK a $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE
�EDL;H=;DP7 a ���$�9ECKD?�:;BB7�,;=?ED;��7B78H?7

2.3 I piani della performance 2012-2014

&; 7CC?D?IJH7P?ED? :;BB7 ,;=?ED; �7B78H?7 DED >7DDE 7:EJ�
J7JE ?D JKJJ? ? 97I? KD F?7DE :;BB7 performance 7B J;HC?D; :;B
FHE=;JJE
 I;88;D; JKJJ; 788?7DE <7JJE ?CFEHJ7DJ? F7II? 7L7D�
J? H?IF;JJE 7: KD7 I?JK7P?ED; ?D?P?7B; :? JEJ7B; 7II;DP7 :? J7B?
:E9KC;DJ?� $B 9EDJ;DKJE :;? :E9KC;DJ? IL?BKFF7J? T ?D =;D;H;
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ID;BBE
 ?DJEHDE 7BB; �� F7=?D;
 ; F;H BE F?X :;I9H?L; 7 F7HEB;
? FHE=;JJ? :? D7JKH7 IJH7J;=?97 9>; B\7CC?D?IJH7P?ED; ?DJ;D:;
F;HI;=K?H;��$B�H?9EHIE�7�?D:?97JEH?�H?IKBJ7�;II;H;�CE:;IJE�

Il piano della performance del comune di Acri
$B F?7DE ���� Y ���� I? 9ECFED; :? 9?H97 �� F7=?D; ; I? 7HJ?9EB7 ?D KD7
FHE=H;II?L7 ;IFEI?P?ED; :? ?D<EHC7P?ED? ; :7J? 9ED9;HD;DJ? ?B 9EDJ;IJE

B\7II;JJE EH=7D?PP7J?LE :;BB\;DJ;
 BE IJ7JE :? I7BKJ; <?D7DP?7H?7 ; =B? E8?;J�
J?L? IJH7J;=?9? :;BB\7CC?D?IJH7P?ED;� *7HJ?9EB7H; 7JJ;DP?ED; T IJ7J7 FH;IJ7�
J7 D;BB\?D:?L?:K7P?ED; :? ?D:?97JEH? B7 9K? 7B?C;DJ7P?ED; FEII7 ;II;H; :;�
J;HC?D7J7 ?D C7D?;H7 E==;JJ?L7 7JJH7L;HIE K<<?9? ?DJ;HD? EFFKH; 7JJH7L;HIE
B\KJ?B?PP7P?ED; :? 87D9>; :7J? K<<?9?7B?
 7BBE I9EFE :? H?:KHH; B7 :?I9H;P?ED7�
B?JS :;B IE==;JJE 9>; ;<<;JJK7 B7 H?B;L7P?ED;� &\7CC?D?IJH7P?ED; >7 I9;BJE
?DEBJH;�:?�:7H;�;L?:;DP7�?D�F7HJ;�7D9>;�7�?D:?97JEH?�:? ?CF7JJE�
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';DK a $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE
�EDL;H=;DP7

3. I comuni della Regione Campania

(;BB7 ,;=?ED; �7CF7D?7 >7DDE 9ED9BKIE ?B FHE=;JJE �� 7C�
C?D?IJH7P?ED?�9ECKD7B?�H?9>?7C7J;�D;BB7�IK99;II?L7 J78;BB7�

Tabella 4 – Comuni della Regione Campania coinvolti nel progetto

Regione Campania
�<H7=EB7 �D=H? �HP7DE

�L;HI7 �7JJ?F7=B?7 �;D;L;DJE

�7L7�:;\�.?HH;D?  8EB?  H9EB7DE

"?K=B?7DE�?D��7CF7D?7 ';H97JE�-7D�-;L;H?DE (EB7

.EHH;�:;B�"H;9E 0?BB7H?997

)II;HL7D:E B\;LEBKP?ED; :;B FEI?P?ED7C;DJE :;BB; 7CC?D?�
IJH7P?ED? 97CF7D; I? DEJ7 9EC; F;H GK;IJ; 7CC?D?IJH7P?ED? ?B
C?=B?EH7C;DJE ?DJ;HL;DKJE D;? I?IJ;C? :? C?IKH7P?ED; ; L7BK�
J7P?ED; :;BB7 performance I?7 ?B F?X H?B;L7DJ; H?IF;JJE 7BB; :?�
C;DI?ED? 9EDI?:;H7J;� &7 I?JK7P?ED; :? F7HJ;DP7 D;B I;JJ;C�
8H; ���� L;:;L7 B; 7CC?D?IJH7P?ED? 97CF7D; C;:?7C;DJ;
F?X <EHJ? IKB L;HI7DJ; :;? I?IJ;C? :? FHE=H7CC7P?ED; ; 9EDJHEB�



BE� *?X 9H?J?97 B7 I?JK7P?ED; H;B7J?L7 7BBE IL?BKFFE :;BB; 7JJ?L?JS
:;=B? EH=7D? :? L7BKJ7P?ED;� -;H?7C;DJ; FHE8B;C7J?9E ?B B?L;BBE
:? 9E?DLEB=?C;DJE ; commitment :;B L;HJ?9; FEB?J?9E ; ?B B?L;BBE
:? ?D<EHC7J?PP7P?ED;� &7 I;=K;DJ; <?=KH7 � H7FFH;I;DJ7 ?B F;H�
9EHIE :? C?=B?EH7C;DJE :;? FEI?P?ED7C;DJ? BKD=E B; � :?C;D�
I?ED?�9EDI?:;H7J;�

Figura 3 - Evoluzione dei fattori caratterizzanti il ciclo di gestione della
performance – Comuni della Regione Campania
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';DK a $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE
�EDL;H=;DP7 a ���$�9ECKD?�:;BB7�,;=?ED;��7CF7D?7

3.1 Lo stato dei sistemi di misurazione e
valutazione della performance organizzativa

�ED H?<;H?C;DJE 7? <7JJEH? :? 7D7B?I? :;B I?IJ;C7 :? C?IKH7P?ED;
; L7BKJ7P?ED; :;BB7 performance
 ? I;=K;DJ? 8EN H?FEHJ7DE 7B�
9KD; :;BB; ;IF;H?;DP; :? H?B?;LE ;C;HI; D;B 9ED<HEDJE 9ED B;
7CC?D?IJH7P?ED? 97CF7D;� �?7I9KD 8EN H?9>?7C7 KDE :;? <7J�
JEH? ; <EHD?I9; H?<;H?C;DJ? 7BB; ;IF;H?;DP; D;BB; GK7B? I? IEDE
C;II? ?D BK9; IFKDJ? 9>; FEIIEDE ;II;H; KJ?B? D;BB7 FHE=;JJ7�
P?ED; :? 7P?ED? :? C?=B?EH7C;DJE H;B7J?L; 7B 9?9BE :? =;IJ?ED;
:;BB7 performance�

Processo, soggetti e responsabilità del sistema

Comune di Torre del Greco
&\7CC?D?IJH7P?ED; >7 DEC?D7JE B\)$0 9ECFEIJE :7 IEB? C;C8H? ;IJ;H�
D? 9ED ?B 9>?7HE ?DJ;DJE :? ;D<7J?PP7H; B\7JJ;DP?ED; ; B\?CF;=DE L;HIE
=B? 7IF;JJ? :;BB7 JH7IF7H;DP7 ; :;BB\?CF7HP?7B?JS :;BB; L7BKJ7P?ED? ; :;?
FHE9;II? ?D =;D;H7B;� &\)$0 >7 9EDJH?8K?JE 7 <E97B?PP7H; KD7 C7==?EH;
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7JJ;DP?ED; H?IF;JJE 7B F7II7JE FHEFH?E D;B 97CFE :;BB7 F?7D?<?97P?ED;
; :;B 9EDJHEBBE EF;H7J?LE� �B <?D; :? C?=B?EH7H; ?B FHE9;IIE :? L7BKJ7P?E�
D; :;BB7 performance ?D:?L?:K7B;
 T IJ7JE :;<?D?JE KD set IF;9?<?9E :?
9ECF;J;DP; :7 J;D;H; ?D 9EDI?:;H7P?ED; ;: T IJ7JE ?DJHE:EJJE ?B FH?D�
9?F?E :;B 9EBB;=7C;DJE JH7 E8?;JJ?L? ?D:?L?:K7B? ; E8?;JJ?L? EH=7D?PP7J?L?
D;BB7 BE=?97 :;BB\7B8;HE :;BB7 performance� &\)$0 >7 FHEFEIJE
 ?DEBJH;

?B H;IJH?D=?C;DJE :;BB; <7I9; :? FH;C?7B?JS 7B <?D; :? ?D9;DJ?L7H; ?B H7=�
=?KD=?C;DJE :? H?IKBJ7J? FEI?J?L? ; H7<<EHP7H; ?B B;=7C; JH7 L7BKJ7P?ED;
; I?IJ;C? FH;C?7B?� &7 FHECEP?ED; :;BB7 BE=?97 :;BB\?D9;DJ?L7P?ED; T
=7H7DJ; :;BB\;<<;JJ?L7 97F79?JS :? :?<<;H;DP?7H; ? =?K:?P? D;B FHE9;IIE :?
L7BKJ7P?ED;� &\)$0 >7 :;<?D?JE KD7 IF;9?<?97 H;FEHJ?IJ?97 9>; FH;L;:;
B7 9ECKD?97P?ED; :7 F7HJ; :;BB7 :?H?=;DP7 :? ?D<EHC7P?ED? FKDJK7B? ;:
;I7KIJ?L; ?D C;H?JE 7B =H7:E :? H7==?KD=?C;DJE :;=B? E8?;JJ?L? :;<?D?J?
7: ?D?P?E F;H?E:E
 7BB7 D;9;II?JS :? FHE9;:;H; 7: KD7 H?CE:KB7P?ED;
:;=B? E8?;JJ?L? ; 7BB7 9E;H;DP7 :;=B? ?D:?97JEH? ?D KIE� &; L7BKJ7P?ED? I?
ILEB=EDE�F;H?E:?97C;DJ;�D;B�9EHIE�:;BB\7DDE�
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';DK a $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE
�EDL;H=;DP7 a ���$�9ECKD?�:;BB7�,;=?ED;��7CF7D?7

3.2 I documenti sul sistema di misurazione e
valutazione della performance organizzativa

�?H97 KD J;HPE :;BB; 7CC?D?IJH7P?ED? 97CF7D; 7L;L7DE =?S
FHE9;:KJE FH?C7 :;BB\7LL?E :;B FHE=;JJE 7 :;<?D?H; KD :E9K�
C;DJE IKB I?IJ;C7 :? C?IKH7P?ED;
 KD J;HPE >7 9ECFB;J7JE ?B
FHE9;IIE :? :;<?D?P?ED; :KH7DJ; ?B FHE=;JJE ; ?B H;IJ7DJ; J;HPE
DED T H?KI9?JE 7 :;<?D?H; ?D CE:E 9ECFB;JE ?B :E9KC;DJE FKH
<79;D:E�F7II?�7L7DJ?�D;BB7�IK7�9EIJHKP?ED;�

Comune di Ottaviano
$B F;H9EHIE :? C?=B?EH7C;DJE >7 <E97B?PP7JE B\7JJ;DP?ED;
:;BB\7CC?D?IJH7P?ED; 9ECKD7B; IKB 9ED9;JJE :? performance EH=7D?PP7J?�
L7
 ?D CE:E =H7:K7B;� +K;IJ7 <E97B?PP7P?ED; >7 9ED:EJJE 7BB7 :;<?D?P?E�
D; :? KD :E9KC;DJE IKB I?IJ;C7 :? C?IKH7P?ED; H?DDEL7JE ; IK::?L?IE ?D
:K; F7HJ?
 KD7 :;:?97J7 7BB7 performance EH=7D?PP7J?L7 ; B\7BJH7 7BB7 per-

formance ?D:?L?:K7B;� *;H GK7DJE 9ED9;HD; B7 performance EH=7D?PP7J?�
L7
 ?B :E9KC;DJE :;I9H?L;
 7 KD B?L;BBE :? :;JJ7=B?E 7D9EH7 DED 7FFHE<ED�
:?JE
 =B? ;B;C;DJ? :? L7BKJ7P?ED;� $B CE:;BBE :? C?IKH7P?ED; ; L7BKJ7P?E�
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D; :;BB7 performance ?D:?L?:K7B; T
 ?DL;9;
 F?X :;JJ7=B?7JE ; :;I9H?L; ?D
CE:E 7D7B?J?9E ? <7JJEH? :? L7BKJ7P?ED;� .7B? <7JJEH? IEDE H;B7J?L? 7? H?IKBJ7J?
9EDI;=K?J? H?IF;JJE 7=B? E8?;JJ?L? :;<?D?J? D;BB7 performance EH=7D?PP7J?L7

7? 9ECFEHJ7C;DJ?
 7BB7 97F79?JS :? :?<<;H;DP?7P?ED; ; 7BB; ?D:7=?D? :? cus-

tomer satisfaction� $B I?IJ;C7 FH;L;:;
 ?D<?D;
 B; CE:7B?JS :? H799EH:E ;
?DJ;=H7P?ED; 9ED ? :E9KC;DJ? :? FHE=H7CC7P?ED; <?D7DP?7H?7 ; 9ED ? I?�
IJ;C? :? 9EDJHEBBE ;I?IJ;DJ? ; :;<?D?I9; B7 J;CF?IJ?97
 ? IE==;JJ? L7BKJ7JEH?
;:�?B�CED?JEH7==?E�:;BB7 performance EH=7D?PP7J?L7�

Comune di Casavatore
$B :E9KC;DJE IKB I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance

:;B 9ECKD; :? �7I7L7JEH; T IJ7JE IL?BKFF7JE ?D KD7 DKEL7 L;HI?ED;
9ED B\E8?;JJ?LE :? H;D:;HBE IJHKC;DJE :? ;<<;JJ?LE IKFFEHJE 7B 9?9BE :? =;�
IJ?ED; :;BB7 performance� (;B :E9KC;DJE L;D=EDE 9>?7H7C;DJ; :;I9H?J�
J; B; CE:7B?JS :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance IJH7J;=?�
97
 EF;H7J?L7 ;: ?D:?L?:K7B; ; L;D=EDE ;IFB?9?J7J? ? B;=7C? JH7 B; J?FE�
BE=?; :? performance� $B :E9KC;DJE I? IE<<;HC7 IKBB7 EFFEHJKD?JS 9>;
B\7CC?D?IJH7P?ED; I? :EJ? :? ?D:?97JEH? ;IJ;I? 7? :?L;HI? 7C8?J? :;BB7 perfor-

mance ?D F7HJ?9EB7H; :?IJ?D=K;D:E JH7 C?IKH7P?ED; :;=B? E8?;JJ?L? IJH7J;�
=?9? ; C?IKH7P?ED; :;=B? E8?;JJ?L? :? IJHKJJKH7� (;B :E9KC;DJE JHEL7 :KD�
GK; B;=?JJ?C7P?ED; ?B C;JE:E IL?BKFF7JE :7BB\7CC?D?IJH7P?ED; D;B 9EHIE
:;B FHE=;JJE ; 9ED:?L?IE 9ED B\E8?;JJ?LE :? H;D:;H; GK7DJE F?X FEII?8?B;
9E;H;DJ;�B7�IJHKJJKH7�:;B�I?IJ;C7�:?�C?IKH7P?ED;�
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';DK a $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE
�EDL;H=;DP7 a ���$�9ECKD?�:;BB7�,;=?ED;��7CF7D?7

3.3 I piani della performance 2012-2014

&7 C7==?EH F7HJ; :;BB; 7CC?D?IJH7P?ED? :;BB7 ,;=?ED; �7C�
F7D?7 DED IEDE H?KI9?J; 7 9ECFB;J7H; B7 :;<?D?P?ED; :;B F?7DE
:;BB7 performance ���� ;DJHE B7 9ED9BKI?ED; :;B FHE=;JJE� $B
F?7DE T IJ7JE ?D<7JJ? <EHC7BC;DJ; 7:EJJ7JE IEBE :7 KD J;HPE
:;BB; 7CC?D?IJH7P?ED?� D;=B? 7BJH? 97I?
 E IEDE IJ7J? <7JJ? ? FH?C?
F7II? F;H ?CFEIJ7H; ?B :E9KC;DJE E B\7CC?D?IJH7P?ED; >7 I9;B�
JE
 F;H ?B CEC;DJE
 :? DED IL?BKFF7H; J7B; ?DDEL7P?ED;� �D9>;
? F?7D? IL?BKFF7J? :7BB; 7CC?D?IJH7P?ED? 97CF7D; IEDE F?KJJE�
IJE ID;BB?
 ?DJEHDE 7BB; �� F7=?D;
 ; ?B H?9EHIE 7 ?D:?97JEH? H?IKB�
J7 ;II;H; 7D9EH7 :;9?I7C;DJ; 87IIE 9EDI?:;H7JE 9>; D;BB7
C7==?EH7DP7 :;? :E9KC;DJ?
 GK;IJ? IEDE :;B JKJJE 7II;DJ?� &;
7CC?D?IJH7P?ED? 97CF7D; I;C8H7DE ?D J7B I;DIE 7L;H FH;<;H?�
JE B\?DI;H?C;DJE :? ?D:?97JEH? D;? JH7:?P?ED7B? :E9KC;DJ? :? FHE�
=H7CC7P?ED;
�GK7B?�?B * " ;�?B�*:)�
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Il piano della performance del comune di
Battipaglia
&\7CC?D?IJH7P?ED; =?S :7 :?L;HI? 7DD? >7 7IIKDJE ?B 9H?J;H?E :;BB7 FHE�
=H7CC7P?ED; GK7B; FH?D9?F?E =K?:7 D;BBE IL?BKFFE :;BB; FHEFH?; FEB?J?9>;
;: 7P?ED?� *KDJE :? H?<;H?C;DJE T ?B :E9KC;DJE FHE=H7CC7J?9E :;B I?D�
:79E H;:7JJE ?D J;HC?D? :? F?7DE =;D;H7B; :? -L?BKFFE �*"-�� *HEFH?E ?B
*"-
 9ED B7 IK7 :;9B?D7P?ED; :;=B? E8?;JJ?L? IJH7J;=?9? D;B GK?DGK;DD?E

>7 DEJ;LEBC;DJ; <79?B?J7JE B\?DJHE:KP?ED; :;B F?7DE :;BB7 performance

7BB\?DJ;HDE :;BB\;DJ;� *7HJ;D:E
 ?D<7JJ?
 :7BB; B?D;; FHE=H7CC7J?9>; ; :7=B?
E8?;JJ?L? IJH7J;=?9? <EHCKB7J? D;B *"- IEDE IJ7J? H7FFH;I;DJ7J?
 7JJH7L;HIE
KD DKELE CE:;BBE :? I9>;:7�E8?;JJ?LE 7:;=K7JE 7B �� &=I� �������
4&;==? ?B J;IJE ?D H;J; 5
 =B? E8?;JJ?L? EF;H7J?L? ; B; 7P?ED? 7: ;II? 9EBB;=7J?
7JJH7L;HIE ?D:?97JEH? ; target 7DDK7B?
 ;B;C;DJ? <?DEH7 C7D97DJ? D;=B? IJHK�
C;DJ? :? FHE=H7CC7P?ED;� &E IL?BKFFE :;B F?7DE >7 FH;IE GK?D:? B; CEI�
I; :7 KD I?IJ;C7 :? C?IKH7P?ED; =?S IJHKJJKH7JE F;H B\;B78EH7P?ED; ;
B\7==?EHD7C;DJE :;B *"-� .7B; I?IJ;C7 T IJ7JE ?DJ;=H7JE C;:?7DJ; BE IL?�
BKFFE :? DKEL? ?D:?97JEH?
 ;II;DP?7B? F;H B7 L7BKJ7P?ED; :;BB7 performance

EH=7D?PP7J?L7� (;BB7 FHE=;JJ7P?ED; :;B F?7DE
 B\7CC?D?IJH7P?ED; >7 J;DK�
JE ?D 9EDI?:;H7P?ED; 7D9>; B\;I?=;DP7 :? 9E?DLEB=;H; C7==?EHC;DJ; B7
9ECFED;DJ; FEB?J?97 ;: ?B :;IJ?D7J7H?E <?D7B;
 EII?7 ?B 9?JJ7:?DE
 FED;D:E
F7HJ?9EB7H; 7JJ;DP?ED; 7BB7 9ECFH;DI?8?B?JS :;B :E9KC;DJE ; 7BB7 IK7 <KD�
P?ED; :? IKFFEHJE 7BB\7JJ?L7HI? :? FHE9;II? :? F7HJ;9?F7P?ED;
 7I9EBJE ; H;D�
:?9EDJ7P?ED;�
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';DK a $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE
�EDL;H=;DP7

4. I comuni della Regione Puglia

(;BB7 ,;=?ED; *K=B?7 >7DDE 9ED9BKIE ?B FHE=;JJE �� 7CC?D?�
IJH7P?ED?�H?9>?7C7J;�D;BB7�IK99;II?L7 J78;BB7�

Tabella 5 – Comuni della Regione Puglia coinvolti nel progetto

Regione Puglia
�BJ7CKH7 �D:H?7 �7HB;JJ7

�?JEDJE �H?D:?I? �7DEI7�:?�*K=B?7

�;H?=DEB7 �EH7JE !E==?7

"?DEI7 &K9;H7 '7D<H;:ED?7

'7II7<H7 ';I7=D; 'E:K=DE

(7H:W (E?97JJ7HE )IJKD?

*KJ?=D7DE ,KLE�:?�*K=B?7 -7D�-;L;HE

.H?==?7DE

)II;HL7D:E B\;LEBKP?ED; :;B FEI?P?ED7C;DJE :;BB; 7CC?D?�
IJH7P?ED? FK=B?;I? I? DEJ7 9EC; F;H GK;IJ; 7CC?D?IJH7P?ED? ?B
C?=B?EH7C;DJE ?DJ;HL;DKJE D;? I?IJ;C? :? C?IKH7P?ED; ; L7�
BKJ7P?ED; :;BB7 performance I?7 ?B F?X H?B;L7DJ; H?IF;JJE 7BB;
:?C;DI?ED? 9EDI?:;H7J;� &7 I;=K;DJ; .78;BB7 H7FFH;I;DJ7 ?B



F;H9EHIE :? C?=B?EH7C;DJE :;? FEI?P?ED7C;DJ? BKD=E B; � :?�
C;DI?ED?�9EDI?:;H7J;�

Figura 4 - Evoluzione dei fattori caratterizzanti il ciclo di gestione della
performance – Comuni della Regione Puglia

&7 I?JK7P?ED; :? F7HJ;DP7 D;B I;JJ;C8H; ���� L;:;L7 B; 7C�
C?D?IJH7P?ED? FK=B?;I? C;:?7C;DJ; F?X <EHJ? IKB L;HI7DJ; :;BB;
9ECF;J;DP; :? FHE=H7CC7P?ED; ; C?IKH7P?ED;
 :;B B?L;BBE :?
?D<EHC7J?PP7P?ED; ; :;BB7 LEBEDJS :;B L;HJ?9; 7CC?D?IJH7J?LE�
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*?X 9H?J?97 B7 I?JK7P?ED; H;B7J?L7 7BB7 FHE<ED:?JS :;BB7 FHE=H7C�
C7P?ED; ;: 7B B?L;BBE :? ;LEBKP?ED; :;=B? EH=7D? :? L7BKJ7P?E�
D;� -;H?7C;DJ; FHE8B;C7J?9E ?B B?L;BBE :? IL?BKFFE :;? I?IJ;C?
:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance�

';DK a $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE
�EDL;H=;DP7 a ���$�9ECKD?�:;BB7�,;=?ED;�*K=B?7

4.1 Lo stato dei sistemi di misurazione e
valutazione della performance organizzativa

�ED H?<;H?C;DJE 7? <7JJEH? :? 7D7B?I? :;B I?IJ;C7 :? C?IKH7P?ED;
; L7BKJ7P?ED; :;BB7 performance
 ? I;=K;DJ? 8EN H?FEHJ7DE 7B�
9KD; :;BB; ;IF;H?;DP; :? H?B?;LE ;C;HI; D;B 9ED<HEDJE 9ED B;
7CC?D?IJH7P?ED? FK=B?;I?� �?7I9KD 8EN H?9>?7C7 KDE :;? <7JJEH?
; <EHD?I9; H?<;H?C;DJ? 7BB; ;IF;H?;DP; D;BB; GK7B? I? IEDE C;II?
?D BK9; IFKDJ? 9>; FEIIEDE ;II;H; KJ?B? D;BB7 FHE=;JJ7P?ED; :?
7P?ED? :? C?=B?EH7C;DJE H;B7J?L; 7B 9?9BE :? =;IJ?ED; :;BB7 per-

formance�
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Il sistema di programmazione e controllo

Comune di Barletta
&\7CC?D?IJH7P?ED; >7 ?DL;IJ?JE D;BBE IL?BKFFE :? KD\KD?JS EH=7D?PP7�
J?L7 ?DI;H?J7 EH=7D?PP7J?L7C;DJ; D;B -;JJEH; 8?B7D9?E ; FHE=H7CC7�
P?ED;  9EDEC?9E�!?D7DP?7H?7 ; :;:?97J7 7BB7 =;IJ?ED; :;BB; 7JJ?L?JS :?
budgeting
�CED?JEH7==?E�; 9EDJHEBBE�:?�=;IJ?ED;�

Il livello di informatizzazione

Comune di Andria
$B I?IJ;C7 ?D<EHC7J?9E :;BB\7CC?D?IJH7P?ED; 9EDI;DJ; ?B 9EBB;=7C;DJE
?D H;J; :? =H7D F7HJ; :;? I;HL?P? ; IKFFEHJ7 B7 =;IJ?ED; :;B I?JE internet�
�BB\?DJ;HDE :;BB\EH=7D?PP7P?ED;
 KD7 IF;9?<?97 KD?JS I? E99KF7 :;BB7
FHE=;JJ7P?ED; ; =;IJ?ED; :;B I?IJ;C7
 :;BB\7:;I?ED; 7 FHE=;JJ? ?DJ;H?�
IJ?JKP?ED7B?�;�:;BB\7JJK7P?ED;�:?�FHE=;JJ?�:? e-government�

Il livello di trasparenza del sistema di misurazione

Comune di Casarano
.H7 =B? ;B;C;DJ? :? F7HJ?9EB7H; ?DJ;H;II; :;B I?IJ;C7 :? C?IKH7P?ED;
IL?BKFF7JE :7BB\7CC?D?IJH7P?ED;
 I? I;=D7B7 B7 FEII?8?B?JS
 E<<;HJ7 7?
9?JJ7:?D? ; 7=B? 7BJH? stakeholder
 :? 799;:;H; ?D CE:E ?DJ;H7JJ?LE 7B I?JE
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web ?D E997I?ED; :? IED:7==? on-line ; JH7C?J; B7 FEII?8?B?JS :? B7I9?7�
H;�FEIJ�D;BB7�879>;97�:;B�I?D:79E�;�:;=B?�7II;IIEH?�

';DK a $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE
�EDL;H=;DP7 a ���$�9ECKD?�:;BB7�,;=?ED;�*K=B?7

4.2 I documenti sul sistema di misurazione e
valutazione della performance organizzativa

�B J;HC?D; :;B F;H9EHIE :? C?=B?EH7C;DJE 7JJ?L7JE :7B FHE=;JJE

JKJJ; B; 7CC?D?IJH7P?ED? FK=B?;I? 9E?DLEBJ; 7L;L7DE IL?BKFF7JE
KD :E9KC;DJE IKB I?IJ;C7 :? C?IKH7P?ED;� -? JH7JJ7 :? KD H?�
IKBJ7JE ?CFEHJ7DJ; I; I? 9EDI?:;H7 9>; 7BB\7LL?E :;B FHE=;JJE
B7 GK7I? JEJ7B?JS :;BB; 7CC?D?IJH7P?ED? DED 7L;L7 7D9EH7 FHE�
9;:KJE�?D�J7B�I;DIE�

Comune di Bisceglie
(;BB\;IF;H?;DP7 :? GK;IJ7 7CC?D?IJH7P?ED; BE IL?BKFFE :;B :E9KC;DJE IKB
I?IJ;C7 >7 9EDI;DJ?JE :? :;<?D?H; B; H;=EB; :? H?<;H?C;DJE F;H BE IL?BKFFE
:? KD DKELE I?IJ;C7 :? C?IKH7P?ED; 97F79; :? IKFFEHJ7H; B7 L7BKJ7P?ED;
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:;BB7 performance EH=7D?PP7J?L7
 FH?C7 :;B JKJJE ?=DEH7J7� /D F7HJ?9EB7�
H; ?DL;IJ?C;DJE T IJ7JE <7JJE H?IF;JJE 7BB7 C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7
performance :;BB;�KD?JS�EH=7D?PP7J?L;�

Comune di Noicattaro
$B :E9KC;DJE IKB I?IJ;C7 :? C?IKH7P?ED; :;BB\7CC?D?IJH7P?ED; :;:?97
KD7 I;P?ED; 7BB7 :?I9?FB?D7 :;B 9?9BE :;BB7 performance IJ78?B;D:E 9>;
J7B; 9?9BE :;887 ;II;H; ?DJ;=H7JE
 BE=?97C;DJ; ; J;CFEH7BC;DJ;
 9ED
?B 9?9BE :? FHE=H7CC7P?ED; <?D7DP?7H?7 ; :? 8?B7D9?E�  DJHE �� =?EHD?
:7BB\7FFHEL7P?ED; :;B 8?B7D9?E :? FH;L?I?ED;
 ?B I?D:79E T 9>?7C7JE 7 <EH�
D?H; 7B I;=H;J7H?E =;D;H7B; I?7 B7 :?H;JJ?L7 =;D;H7B; F;H B7 JH7:KP?ED; :;B�
B; I9;BJ; IJH7J;=?9>; ?D E8?;JJ?L? =;IJ?ED7B? I?7 =B? ?D:?H?PP? ?D C;H?JE 7:
;L;DJK7B? KBJ;H?EH? E8?;JJ?L? ?D:?L?:K7B? :7 7II;=D7H; 7BB; FEI?P?ED? 7F?97B?�
 DJHE �� == ?B I;=H;J7H?E =;D;H7B;
 :? 9ED9;HJE 9ED ? :?H?=;DJ?
 FH;:?IFED;
?B * " :7 JH7IC;JJ;H; 7BB7 =?KDJ7 F;H B\7FFHEL7P?ED;� �FFHEL7JE ?B * "

? :?H?=;DJ? 7II;=D7DE 7? :?F;D:;DJ? =B? E8?;JJ?L? ?D:?L?:K7B? E :? =HKFFE� R
FH;L?IJE ?B CED?JEH7==?E :;=B? 7C8?J? :? performance :7 F7HJ; :;? :?H?=;DJ?

:;BB7 IJHKJJKH7 J;9D?97 F;HC7D;DJ; C7
 ?D GK;IJE 97IE
 DED IEDE :;JJ7�
=B?7J; <7I?
 J;CF? ; CE:7B?JS� *;H ? report
 ?DL;9;
 IEDE <?II7J; B; CE:7B?JS
:? H?B;L7P?ED; :;B =H7:E :? F;HI;=K?C;DJE :;BB7 performance D;? :?L;H�
I? 7C8?J? C7
 DED IEDE ;IFB?9?J7J? ? J;CF? ; B; <7I?� 'EBJE F?X FKDJK7B; T
B\;IFB?9?J7P?ED;�:;BB;�<7I?�;�:;B�FHE9;IIE�:?�L7BKJ7P?ED;�?D:?L?:K7B;�
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';DK a $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE
�EDL;H=;DP7 a ���$�9ECKD?�:;BB7�,;=?ED;�*K=B?7

4.3 I piani della performance 2012-2014

&; 7CC?D?IJH7P?ED? :;BB7 ,;=?ED; *K=B?7 >7DDE :;:?97JE ?D�
J;DI? I<EHP? 7BBE IL?BKFFE :;? F?7D? :;BB7 performance ; FE9E
C;DE :;BB7 C;JS :;BB; 7CC?D?IJH7P?ED? F7HJ;9?F7DJ? >7 :;<?D?�
JE KD :E9KC;DJE :7 FEHJ7H; 7BB\7FFHEL7P?ED; :;B L;HJ?9; FE�
B?J?9E� $ :E9KC;DJ? H;7B?PP7J? >7DDE KD7 :?C;DI?ED; C;:?7 :?
�� F7=?D; ; D;BB7 C7==?EH F7HJ; :;? 97I? 9EDJ;D=EDE E8?;J�
J?L? ;: ?D:?97JEH? H?<;H?J? I?7 7=B? E8?;JJ?L? IJH7J;=?9?
:;BB\7CC?D?IJH7P?ED; I?7 7? I;HL?P?� �B9KD? <H7 ? :E9KC;DJ? H;7�
B?PP7J? H?IKBJ7DE F7HJ?9EB7HC;DJ; 9>?7H? ��H?D:?I?
 �;H?=DEB7

!E==?7��

Il piano della performance del comune di Andria
$B :E9KC;DJE
 H;:7JJE I;9ED:E KDE I9>;C7 9ECKD; 7D9>; 7: 7BJH;
;IF;H?;DP;
 :;I9H?L; ?D CE:E F?KJJEIJE 7D7B?J?9E B; 7JJ?L?JS ILEBJ; :7BB\7C�
C?D?IJH7P?ED; :?IJ?D=K;D:E B7 F7HJ; H;B7J?L7 7=B? E8?;JJ?L? IJH7J;=?9? :7BB7
F7HJ; H;B7J?L7 7? I;HL?P?�  DJH7C8; B; 9ECFED;DJ? IEDE H?99>; :? ?D:?97�
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JEH?� $B F?7DE 9EIJ?JK?I9; KD ]:E9KC;DJE ad hoc^ 9>; I? 7==?KD=; 7? :E�
9KC;DJ? :? FHE=H7CC7P?ED; ;9EDEC?97 ; <?D7DP?7H?7 ; :? 8?B7D9?E 9>; ?B
9ECKD; T J;DKJE 7 H;:?=;H; �,**
 8?B7D9?E :? FH;L?I?ED; FBKH?;DD7B;
 8?�
B7D9?E :? FH;L?I?ED; 7DDK7B;
 F?7DE ;I;9KJ?LE :? =;IJ?ED;
 F?7DE JH?;DD7�
B; :;BB; EF;H; FK88B?9>;
 ;99��� (;BB7 IK7 F7HJ; <?D7B;
 ?B F?7DE ;IFB?9?J7
B; 7P?ED? 9>; B\7CC?D?IJH7P?ED; ?DJ;D:; 9ECF?;H; F;H C?=B?EH7H; ?B :E9K�
C;DJE�IJ;IIE�

Il piano della performance del comune di
Bisceglie
$B *:* ��������� :;B 9ECKD; :? �?I9;=B?; :;I9H?L;
 ?D C7D?;H7 :;JJ7�
=B?7J7
 =B? E8?;JJ?L? EF;H7J?L? 7DDK7B? �D� ��� IK::?L?:;D:EB? F;H 7H;7 IJH7J;�
=?97 :? H?<;H?C;DJE� *;H 9?7I9KD E8?;JJ?LE EF;H7J?LE
 L;D=EDE ;L?:;DP?7�
J? ? I;=K;DJ? ;B;C;DJ?� KD?JS EH=7D?PP7J?L7 :? H?<;H?C;DJE� H?IKBJ7JE 7JJ;IE
�9EI7 I? ?DJ;D:; EJJ;D;H; ;: ?D 9>; C?IKH7 I? 9ED9EHH; 7BB7 H;7B?PP7P?ED;
:;BB\E8?;JJ?LE IJH7J;=?9E�� H?IEHI; KC7D;
 IJHKC;DJ7B? ; <?D7DP?7H?; D;9;I�
I7H?; 7B H7==?KD=?C;DJE :;BB\E8?;JJ?LE� ?DJ;H:?F;D:;DP; 9ED 7BJH; KD?JS EH�
=7D?PP7J?L;
 9ED =B? EH=7D? FEB?J?9?
 9ED 7P?ED? :? IE==;JJ? ;IJ;HD?� 7P?ED?
FH;L?IJ;� ?D:?97JEH? :? H?IKBJ7JE ; target FH;L?IJ?� "B? E8?;JJ?L? EF;H7J?L? 7D�
DK7B? H7FFH;I;DJ7DE
 ?DEBJH;
 ?B FKDJE :? F7HJ;DP7 F;H B7 C?IKH7P?ED; ; B7
L7BKJ7P?ED; :;BB7 performance ?D:?L?:K7B; :;? H;IFEDI78?B? :;BB; KD?JS EH�
=7D?PP7J?L;� &\7D7B?I? :;BB7 performance EH=7D?PP7J?L7 7 B?L;BBE :? I?D=EB;
KD?JS I? 9ECFB;J7 9ED BE IJK:?E :;BB\;<<?9?;DP7
 C;:?7DJ; 7FFEI?J? ?D:?97�
JEH?�:?�FHE:KJJ?L?JS�
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Il piano della performance del comune di Brindisi
$B *:* ��������� :;B 9ECKD; :? �H?:?I? E<<H; B\E997I?ED; :? EII;HL7H; KD
EJJ?CE FKDJE :? F7HJ;DP7 F;H IK99;II?L? IL?BKFF?� �EFE KD7 FH;C;II7 ?D�
JHE:KJJ?L7
 ?B F?7DE FH;I;DJ7 ? IKE? FH?D9?F? ?IF?H7JEH?� IF;9?<?9?JS
 =H7:K7B?JS
; <B;II?8?B?JS� �EFE 7L;H ?BBKIJH7JE B; 9?<H; :? I?DJ;I?
 B7 C?II?ED; :;B 9E�
CKD; ;: ?B 9EDJ;IJE
 ?B F?7DE :;I9H?L; B7 IJH7J;=?7 (/)0� 7HJ?9EB7J7 ?D �
7H;;� (7JKH7B;
 /D?J7
 )H=7D?PP7J7
 0?L7
 �JJ;DJ7� &; 7H;; IEDE 7HJ?9EB7J;
?D FHE=H7CC? ; E8?;JJ?L? IJH7J;=?9?� *;H 9?7I9KD E8?;JJ?LE IJH7J;=?9E L;D�
=EDE ?D:?L?:K7J? KDE E F?X E8?;JJ?L? EF;H7J?L?
 B; 7P?ED? :7 9ECF?;H; F;H ?B
H7==?KD=?C;DJE :;=B? E8?;JJ?L? ; =B? ?D:?97JEH? KJ?B? 7BB7 C?IKH7P?ED; ; L7BK�
J7P?ED; :;BB7 performance H;7B?PP7J7� .KJJ? GK;IJ? 7IF;JJ? IEDE 9EDJ;DKJ?
?D 7FFEI?J; I9>;:; 7D7B?J?9>;� -K99;II?L7C;DJ;
 L;D=EDE FHEFEIJ? :;?
set :? ?D:?97JEH? KJ?B? 7 CED?JEH7H; ?B B?L;BBE :? 8;D;II;H; <?D7DP?7H?E
 EH=7�
D?PP7J?LE ; :;BB; H;B7P?ED? :;B 9ECKD;� $B F?7DE IJ;IIE ?:;DJ?<?97 JH7 B; IK;
B?D;; :? C?=B?EH7C;DJE BE IL?BKFFE :? KD7 I;P?ED; :;:?97J7 7BB7 C?IKH7�
P?ED;�:;?�I;HL?P?�

Il piano della performance del comune di
Cerignola
�EC; =?S D;B 97IE :;B 9ECKD; :? �D:H?7
 ?B F?7DE :;BB7 performance <7
FHEFH?E KDE I9>;C7 9ECKD; 7: 7BJH; ;IF;H?;DP; 9>; 7HJ?9EB7 ?B :E9K�
C;DJE BKD=E KD F;H9EHIE 9>?7HE� &\7CC?D?IJH7P?ED; FH;I;DJ7 I; IJ;I�
I7 ?D J;HC?D? :? C7D:7JE ?IJ?JKP?ED7B; ; 9?<H;� -EDE GK?D:? FH;I;DJ7J? =B?
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E8?;JJ?L? IJH7J;=?9? ;: EF;H7J?L? IJHKJJKH7J? I;9ED:E KD 7B8;HE� *7HJ?9EB7H;
H?B;L7DP7 T 7II;=D7J7 7BB7 C?IKH7P?ED; :;=B? standard :? GK7B?JS :;? I;H�
L?P?� $D<?D; B\7CC?D?IJH7P?ED; ;IFB?9?J7 GK7B? 7P?ED? :? C?=B?EH7C;DJE ?DJ;D�
:; H;7B?PP7H; F;H H7<<EHP7H; B7 FHEFH?7 97F79?JS :? C?IKH7P?ED; ; H;D:?�
9EDJ7P?ED;�

Il piano della performance del comune di
Francavilla Fontana
&\;IF;H?;DP7 :? !H7D97L?BB7 !EDJ7D7 H7FFH;I;DJ7 KD ;I;CF?E :? 9EC; I?
FEII7 7LL?7H; KD F;H9EHIE :? IL?BKFFE :;B F?7DE :;BB7 performance 7L;D�
:E ?D C;DJ; KD 9>?7HE ?DJ;DJE :? 9>?7H;PP7 ; JH7IF7H;DP7� $B :E9KC;DJE
T ID;BBE
 F;H EH7 B?C?J7JE 7=B? E8?;JJ?L? IJH7J;=?9? 9>; B\7CC?D?IJH7P?ED; ?D�
J;D:; F;HI;=K?H;� *;H 9?7I9KD E8?;JJ?LE IEDE IF;9?<?97J? ?D:?97JEH? F;H ?
GK7B? DED IEDE :;<?D?J? targetC7 B\7CC?D?IJH7P?ED; :?9>?7H7 ;IFB?9?J7C;D�
J; 9>; B7 :;<?D?P?ED; :? J7B? target H7FFH;I;DJ7 ?B FHEII?CE C?=B?EH7C;DJE
:7�9ECF?;H;�

Il piano della performance del comune di Ginosa
$B F?7DE 7:EJJ7 KDE I9>;C7 9ECKD; 7: 7BJH; 7CC?D?IJH7P?ED? ; 7HJ?9EB7
? IKE? 9EDJ;DKJ? ?D CE:E :7 H799EDJ7H; 7B B;JJEH; =B? E8?;JJ?L? 9>;
B\7CC?D?IJH7P?ED; F;HI;=K; ; ? I;HL?P? 9>; ;HE=7 H?9EHH;D:E FH;L7B;DJ;�
C;DJ; 7 ?D:?97JEH? ; 8H;L? :;I9H?P?ED?� $B :E9KC;DJE H?IKBJ7 :? 9EDI;=K;D�
P7�ID;BBE�;�:?�<79?B;�B;JJKH7�
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';DK a $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE
�EDL;H=;DP7

5. I comuni della Regione Sicilia

(;BB7 ,;=?ED; -?9?B?7 >7DDE 9ED9BKIE ?B FHE=;JJE �� 7CC?D?�
IJH7P?ED?�H?9>?7C7J;�D;BB7�IK99;II?L7 J78;BB7�� �

Tabella 6 – Comuni della Regione Sicilia coinvolti nel progetto

Regione Sicilia
�9?97IJ;BBE �:H7DE �=H?=;DJE

�7BJ7=?HED; �7IJ;BL;JH7DE �EC?IE

 H?9; ";B7 "H7L?D7�:?��7J7D?7

'7HI7B7 '7P7H7�:;B�07BBE 'E:?97

(?I9;C? (EJE *?7PP7��HC;H?D7

,?8;H7 ,EIEB?D? -7D��7J7B:E

.H7F7D?

)II;HL7D:E B\;LEBKP?ED; :;B FEI?P?ED7C;DJE :;BB; 7CC?D?�
IJH7P?ED? I?9?B?7D; I? DEJ7 9EC; 7D9>; F;H GK;IJ; 7CC?D?IJH7�
P?ED? ?B C?=B?EH7C;DJE ?DJ;HL;DKJE D;? I?IJ;C? :? C?IKH7P?ED;
; L7BKJ7P?ED; :;BB7 performance I?7 ?B F?X H?B;L7DJ; H?IF;JJE 7B�
B; :?C;DI?ED? 9EDI?:;H7J;� &7 I;=K;DJ; .78;BB7 H7FFH;I;DJ7



?B F;H9EHIE :? C?=B?EH7C;DJE :;? FEI?P?ED7C;DJ? BKD=E B; � :?�
C;DI?ED?�9EDI?:;H7J;�

Figura 5 - Evoluzione dei fattori caratterizzanti il ciclo di gestione della
performance – Comuni della Regione Sicilia

&7 I?JK7P?ED; :? F7HJ;DP7 D;B I;JJ;C8H; ���� L;:;L7 B; 7C�
C?D?IJH7P?ED? I?9?B?7D; :;9?I7C;DJ; F?X <EHJ? IKB L;HI7DJ; :;B
commitment FEB?J?9E ; :;BB7 LEBEDJS :;B L;HJ?9; 7CC?D?IJH7J?LE
:? IKFFEHJ7H; ?B FHE=;JJE ;
 F?X ?D =;D;H7B;
 IKBBE IL?BKFFE :;?
I?IJ;C? :? C?IKH7P?ED;� *?X 9H?J?97 B7 I?JK7P?ED; H;B7J?L7 7B I?�
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IJ;C7 :? F?7D?<?97P?ED; ; FHE=H7CC7P?ED; I?7 ?D J;HC?D? :?
FHE9;IIE 9>; :? FHE<ED:?JS� �;9?I7C;DJ; 9H?J?9>; I? FH;I;DJ7�
L7DE B; :?C;DI?ED? H;B7J?L; 7BBE IL?BKFFE :;=B? EH=7D? :? L7BK�
J7P?ED; ; :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 per-

formance�

';DK a $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE
�EDL;H=;DP7 a ���$�9ECKD?�:;BB7�,;=?ED;�-?9?B?7

5.1 Lo stato dei sistemi di misurazione e
valutazione della performance organizzativa

�ED H?<;H?C;DJE 7? <7JJEH? :? 7D7B?I? :;B I?IJ;C7 :? C?IKH7P?ED;
; L7BKJ7P?ED; :;BB7 performance
 ? I;=K;DJ? 8EN H?FEHJ7DE 7B�
9KD; :;BB; ;IF;H?;DP; :? H?B?;LE ;C;HI; D;B 9ED<HEDJE 9ED B;
7CC?D?IJH7P?ED? I?9?B?7D;� �?7I9KD 8EN H?9>?7C7 KDE :;? <7JJEH?
; <EHD?I9; H?<;H?C;DJ? 7BB; ;IF;H?;DP; D;BB; GK7B? I? IEDE C;II?
?D BK9; IFKDJ? 9>; FEIIEDE ;II;H; KJ?B? D;BB7 FHE=;JJ7P?ED; :?
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7P?ED? :? C?=B?EH7C;DJE H;B7J?L; 7B 9?9BE :? =;IJ?ED; :;BB7 per-

formance�

Governance e organizzazione

Comune di Belpasso
�EC; ;B;C;DJE <7LEH;LEB;
 B\7CC?D?IJH7P?ED; >7 7LKJE D;BB7 IK7
;IF;H?;DP7 :? IL?BKFFE :;B I?IJ;C7 :? C?IKH7P?ED; KD <EHJ; commit-

ment :;B L;HJ?9; 7CC?D?IJH7J?LE� $B :?H;JJEH; =;D;H7B; >7 I;=K?JE ?D
FH?C7 F;HIED7 BE IL?BKFFE :;B I?IJ;C7 ; BE >7 ?DJ;IE 9EC; LEB7DE
F;H B\7CCE:;HD7C;DJE :? 7B9KD? 7IF;JJ? EH=7D?PP7J?L?� $B IEIJ7DP?7B;
799EH:E JH7 I?D:79E ; :?H;JJEH; =;D;H7B; >7 I?=D?<?97JE KD 9H;I9;DJ;
9E?DLEB=?C;DJE :;B L;HJ?9; FEB?J?9E
 ?B 9>; >7 F;HC;IIE :? 7FFHEL7H; ?
:E9KC;DJ? ;DJHE ? J;HC?D? FH;L?IJ? :7BB7 DEHC7� $CFEHJ7DJ; T IJ7JE ?DEB�
JH; B\7FFEHJE :? KD team :? IJ7=?IJ? KD?L;HI?J7H? 9>; >7DDE IKFFEHJ7JE
B7 9EIJHKP?ED; ;: ?B CED?JEH7==?E :;? <E=B? ;B;JJHED?9? ; :;BB; I9>;:; :?
H?B;L7P?ED;�

Comune di Mazara del Vallo
&7 =?KDJ7 :;BB\7CC?D?IJH7P?ED; >7 :;B?8;H7JE KD 7JJE :? ?D:?H?PPE F;H
B\7JJK7P?ED; :;B H;=EB7C;DJE 9ECKD7B; :? :?I9?FB?D7 :;BB7 C?IKH7P?E�
D;
 L7BKJ7P?ED; ; ?DJ;=H?JS ; JH7IF7H;DP7 :;BB7 performance ; :? 7:;�
=K7C;DJE 7B �� B=I� ������� 4&;==? ?B J;IJE ?D H;J; 5� $D F7HJ?9EB7H;

T IJ7J7 9EIJ?JK?J7 KD7 9ECC?II?ED; ?DJ;HD7 F;H B\7JJK7P?ED; :;BB7 H?<EH�
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C7 :;BB7 FK88B?97 7CC?D?IJH7P?ED;
 9ECFEIJ7 :7B :?H;JJEH; =;D;H7B;

:7 JKJJ? ? :?H?=;DJ? 9ECKD7B?
 :7? 9ECFED;DJ? ;IJ;HD? :;B DK9B;E :? L7�
BKJ7P?ED; ;�:7B�H;IFEDI78?B;�:;B�FHE=;JJE�:?�?DDEL7P?ED;�J;9DEBE=?97�

Il sistema di programmazione e controllo

Comune di Caltagirone
&\7CC?D?IJH7P?ED; I? T :EJ7J7 :? KD I;HL?P?E :? 9EDJHEBBE :? =;IJ?ED;
9ED :K; KD?JS :? F;HIED7B; :;:?97J;� .7B; I;HL?P?E KJ?B?PP7 KD software

=;IJ?ED7B; 79GK?I?JE 7BB\;IJ;HDE ; ILEB=; KD\7JJ?L?JS :? CED?JEH7==?E
F;H?E:?9E :;=B? E8?;JJ?L? :;? L7H? I;JJEH? :;BB\;DJ;� $D 9EBB78EH7P?ED; 9ED
? :?H?=;DJ?
 ?B I;HL?P?E ;B78EH7 report JH?C;IJH7B? 9>; L;D=EDE FE? KJ?�
B?PP7J? F;H B7 9EHH;P?ED; ?D 9EHIE :;=B? E8?;JJ?L? ; F;H B7 L7BKJ7P?ED;
7DDK7B; :;? :?H?=;DJ? ; B\7II;=D7P?ED; :;BB; ?D:;DD?JS :? H?IKBJ7JE� �?
9EDI;=K;DP7 ?B H799EH:E JH7 GK;IJ? :E9KC;DJ? ; B\7JJ?L?JS :? FHE=H7C�
C7P?ED;�H;B7J?L7�7?�F;H?E:?�IK99;II?L?�H?IKBJ7�F?KJJEIJE�H?B;L7DJ;�
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';DK a $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE
�EDL;H=;DP7 a ���$�9ECKD?�:;BB7�,;=?ED;�-?9?B?7

5.2 I documenti sul sistema di misurazione e
valutazione della performance organizzativa

&7 C;JS :;BB; 7CC?D?IJH7P?ED? :;BB7 ,;=?ED; -?9?B?7 >7DDE
9ECFB;J7JE
 D;BB\7C8?JE :;B F;H9EHIE :? C?=B?EH7C;DJE
 B7 IJ;�
IKH7 :;B FHEFH?E :E9KC;DJE IKB I?IJ;C7 :? C?IKH7P?ED;� �?
GK;IJ; B7 GK7I? JEJ7B?JS DED 7L;L7 7D9EH7 FHE9;:KJE 7 :;<?D?H;
B;�97H7JJ;H?IJ?9>;�:;B�:E9KC;DJE�;�?�IKE?�9EDJ;DKJ?�

Comune di Belpasso
$B I?IJ;C7 9ECFH;D:; B7 :;I9H?P?ED; :;? C;997D?IC? :? C?IKH7P?ED; ;
L7BKJ7P?ED; :;BB7 performance I?7 ?D:?L?:K7B; 9>; EH=7D?PP7J?L7 ; D;
IF?;=7 B; CE:7B?JS :? H799EH:E� �;I9H?L; =B? 7C8?J? :? C?IKH7P?ED; FH;L?IJ?
:7B �� B=I� ������� 4&;==? ?B J;IJE ?D H;J; 5� �;I9H?L; ?DEBJH; ?D C7D?;�
H7 799KH7J7 B; <7I? ; B; H;IFEDI78?B?JS :;B 9?9BE :? =;IJ?ED; :;BB7 perfor-

mance ; H799EH:E 9ED =B? 7BJH? :E9KC;DJ? :? FHE=H7CC7P?ED; ; =;IJ?ED;�
R 9EHH;:7JE :7 KD7 I;H?; :? I9>;:; H;B7J?L; 7BB7 :;<?D?P?ED; ; C?IKH7P?E�
D; :;B H7==?KD=?C;DJE :;=B? E8?;JJ?L? ; 7BB7 L7BKJ7P?ED; :;? :?H?=;DJ? ; :;?
:?F;D:;DJ?�
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Comune di Erice
�7B FKDJE :? L?IJ7 EH=7D?PP7J?LE
 ?B :E9KC;DJE ?D:?L?:K7 B7 IJHKJJKH7 EH�
=7D?PP7J?L7 ; B; <7I? FH?D9?F7B? :;B FHE9;IIE :? C?IKH7P?ED; ; L7BKJ7P?ED;
:;BB7 performance� F?7D?<?97P?ED;
 FHE=H7CC7P?ED;
 CED?JEH7==?E
 C?�
IKH7P?ED;L7BKJ7P?ED; ; H;D:?9EDJ7P?ED;� *;H 9?7I9KD7 :;BB; <7I? ?D FH;�
9;:;DP7 ;B;D97J;
 IEDE 9>?7H7C;DJ; :;<?D?J; B; 7JJ?L?JS FH;L?IJ;
 B; H;�
IFEDI78?B?JS :;=B? EH=7D? 9ECKD7B?
 =B? IJHKC;DJ? ; B7 J;CF?IJ?97 :7 H?IF;J�
J7H;�

Comune di Trapani
$B :E9KC;DJE IKB I?IJ;C7 T IJ7JE ?CFEIJ7JE :7BB\7CC?D?IJH7P?ED; 9EC;
IJHKC;DJE FHE:HEC?9E 7BBE IL?BKFFE :;B F?7DE :;BB7 performance� �B IKE
?DJ;HDE JHEL7DE ?D<7JJ? :;<?D?P?ED; ? GK7JJHE 7C8?J? :? C?IKH7P?ED; 9>;
B\7CC?D?IJH7P?ED; ?DJ;D:; C?IKH7H; ; L7BKJ7H;� "B? E8?;JJ?L? EF;H7J?L? H;B7�
J?L? 7: 7JJ?L?JS ; I;HL?P?
 BE IJ7JE :? I7BKJ;
 =B? ?CF7JJ? ; ?B 9ED<HEDJE 9ED 7BJH;
7CC?D?IJH7P?ED?� $DEBJH;
 ?B :E9KC;DJE ?:;DJ?<?97 B; CE:7B?JS :? H799EH:E
; ?DJ;=H7P?ED; 9ED ? I?IJ;C? :? 9EDJHEBBE ;I?IJ;DJ?
 DED9>U B; CE:7B?JS :?
H799EH:E ; ?DJ;=H7P?ED; 9ED ? :E9KC;DJ? :? FHE=H7CC7P?ED; <?D7DP?7H?7
;�:?�8?B7D9?E�
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';DK a $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE
�EDL;H=;DP7 a ���$�9ECKD?�:;BB7�,;=?ED;�-?9?B?7

5.3 I piani della performance 2012-2014

-EBE KD J;HPE :;BB; 7CC?D?IJH7P?ED? I?9?B?7D; >7DDE FEHJ7JE 7
9ECF?C;DJE ?B F?7DE :;BB7 performance C;DJH; B; H;IJ7DJ? 7C�
C?D?IJH7P?ED? >7DDE 7LL?7JE KD F;H9EHIE :;IJ?D7JE ?D CEBJ? 97�
I? 7 FEHJ7HB; 9ECKDGK; 7: KD7 7:EP?ED; :? J7B; :E9KC;DJE

I;FFKH J7H:?L7� $ :E9KC;DJ? ;B78EH7J? IEDE GK;BB? F?X ;IJ;I?
 ?D
C;:?7 EBJH; �� F7=?D;
 ; I;88;D; ?D J7BKD? 97I? =B? 7C8?J? :?
C?IKH7P?ED; H?9ECFH;D:7DE 7D9>; ? I;HL?P? ;HE=7J? :7BB\7CC?�
D?IJH7P?ED;
 ?B focus FH;L7B;DJ; T H;B7J?LE 7=B? E8?;JJ?L? IJH7J;�
=?9?�

Il piano della performance dei comuni di
Castelvetrano e di Erice
$D C7D?;H7 7D7BE=7 7 GK7DJE I;=D7B7JE D;B 97IE :? 7B9KD; ;IF;H?;DP;
FK=B?;I?
 B; 7CC?D?IJH7P?ED? >7DDE I9;BJE :? 7:EJJ7H; KD CE:;BBE ?D KIE
7D9>; ?D 7BJH? 9ECKD? ; 87I7JE IKBB\?CF?;=E :? I9>;:; 9EDJ;D;DJ? ?D:?�
97JEH?
 ?DJHE:EJJ; :7 KD7 8H;L; :;I9H?P?ED; :? E8?;JJ?L? ; 97H7JJ;H?IJ?9>;
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:;B I;HL?P?E� $B F?7DE T KD :E9KC;DJE ID;BBE 9>; ;IFB?9?J7 <H7 B\7BJHE B7
J;CF?IJ?97 9>; B\7CC?D?IJH7P?ED; I? ?CF;=D7 7 H?IF;JJ7H;� $ 9EDJ;DKJ? I?
7HJ?9EB7DE ?D CE:E :7 ?DJHE:KHH; B\7CC?D?IJH7P?ED;
 :;I9H?L;H; =B? E8?;J�
J?L? IJH7J;=?9? ; EF;H7J?L? 7HJ?9EB7D:EB? I;9ED:E KD 7B8;HE :;BB7 perfor-

mance
 IJ78?B?H; =B? standard :? I;HL?P?E ; B; 9ED:?P?ED? :? I7BKJ; 7JJ;I;
F;H�B\7CC?D?IJH7P?ED;�
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Collegamenti

�B <?D; :? H;D:;H; F?X 7=;LEB; ?B F;H9EHIE :? 7FFHE<ED:?C;DJE
I? I;=D7B7DE :? I;=K?JE ? 9EDJ;DKJ? :;BB; 7BJH; I;P?ED? 9>;
9ECFED=EDE�?B�C7DK7B;�

_ &E IL?BKFFE :;B 9?9BE :;BB7 performance� FH?D9?F? ; 9H?J;H?

9>; FH;I;DJ7 ?B GK7:HE :;? FH?D9?F7B? ;B;C;DJ? IK? GK7B? T EF�
FEHJKDE 9>; E=D? 7CC?D?IJH7P?ED; H?<B;JJ7 F;H H7<<EHP7H; B7
FHEFH?7 97F79?JS :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB; perfor-

mance� &7 I;P?ED; 9ECFH;D:; B7 check list KJ?B?PP78?B; :7?
9ECKD? 9EC; IJHKC;DJE F;H KD\7KJE7D7B?I? :;BB; 97H7JJ;H?�
IJ?9>;�;�:;B�<KDP?ED7C;DJE�:;B�I?IJ;C7�

_ ?B H7FFEHJE  IF;H?;DP; ; leading practice ?D 7B9KD; 7CC?D?�
IJH7P?ED? BE97B? 9>; FH;I;DJ7 ? H?IKBJ7J? :;B F;H9EHIE :? 7D7B?I?
9ECF?KJE IKBB; I;? 7CC?D?IJH7P?ED? F?BEJ7 D;B F;H?E:E ����
���� 9ED B\E8?;JJ?LE :? C;JJ;H; ?D ;L?:;DP7 B; leading prac-

tice ;C;HI; :KH7DJ; B\;IF;H?;DP7 :? 7JJK7P?ED; :;BB; ?DDE�



L7P?ED? ?D J;C7 :? performance management ?DJHE:EJJ; :7B
:;9H;JE�B;=?IB7J?LE�D���������

_ ? � H7FFEHJ? H;B7J?L? 7BB; ;IF;H?;DP; :;BB; 7CC?D?IJH7P?ED?
F?BEJ7 ��H;PPE
 �;H=7CE
 (EL7H7
 ,;==?E  C?B?7
 0;HED7

/D?ED; 9ECKD? :;BB7 �7II7 ,EC7=D7�
 9>; FH;I;DJ7DE D;B
:;JJ7=B?E B; 7D7B?I? ILEBJ; FH;IIE 9?7I9KD7 7CC?D?IJH7P?ED;
?D H;B7P?ED; 7B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7
performance EH=7D?PP7J?L7 ?D ;II;H; D;B ����� .7B? H7FFEH�
J? :;I9H?LEDE ?DEBJH; B; 7P?ED? :? C?=B?EH7C;DJE FEIJ; ?D ;I�
I;H; :7BB; 7CC?D?IJH7P?ED? F?BEJ7 D;B F;H?E:E �������� 7B
<?D; :? H7<<EHP7H; ?B 9?9BE :;BB7 performance
 B7 L7BKJ7P?ED;
:;BB7 performance
 B7 H;:7P?ED; :;B F?7DE ; :;BB7 H;B7P?ED;
IKBB7 performance�

_ ?B H7FFEHJE IKBB\ LEBKP?ED; ?D 9EHIE D;? 9ECKD? 97FEBKE=E
:? FHEL?D9?7
 9>; :;I9H?L; ?D EJJ?97 9ECF7H7J?L7 B\;I?JE
:;BB\;I7C; 9ECF?KJE IKB <?D?H; :;B ���� IK? I?J? web ; FHE�
FED;
 F;H KD7 I;B;P?ED; :? 9ECKD? 97FEBKE=E :? FHEL?D9?7

7FFHE<ED:?C;DJ? 9ED:EJJ? 7JJH7L;HIE 7D7B?I? :E9KC;DJ7B;
;:�?DJ;HL?IJ;�
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L’evoluzione in corso nei comuni capoluogo di
Provincia

���&\7D7B?I?�:;BB;�;IF;H?;DP;�?D�9EHIE

����&7�C;JE:EBE=?7�:?�?D:7=?D;�7:EJJ7J7

��� Leading practice ;��7:�FH79J?9;�;C;HI;

����FFHE<ED:?C;DJE�:;BB\;IF;H?;DP7�:?�7B9KD?�9ECK�
D?

�����ECKD;�:?��H;I9?7

�����ECKD;�:?��;I;D7

�����ECKD;�:?�";DEL7

�����ECKD;�:?�&7�-F;P?7

�����ECKD;�:?�&;99E



�����ECKD;�:?�&?LEHDE

�����ECKD;�:?�'7II7

�����ECKD;�:?�*;I97H7

�����ECKD;�:?�,EL?=E

������ECKD;�:?�-7II7H?

������ECKD;�:?��EBP7DE

������ECKD;�:?�*EH:;DED;

������ECKD;�:?�.H;DJE
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';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7

1. L’analisi delle esperienze in corso

1.1 La metodologia di indagine adottata

Gli obiettivi della mappatura dei sistemi di
performance management dei comuni capoluogo
(;BB\7C8?JE :;B FHE=;JJE L7BKJ7P?ED; :;BB; performance
 H;7�
B?PP7JE :7B �?F7HJ?C;DJE :;BB7 !KDP?ED; *K88B?97 � �!* 9ED ?B
IKFFEHJE EF;H7J?LE :? !EHC;P*�
 :?H;JJE 7 IL?BKFF7H; ; IEIJ;�
D;H; B; 97F79?JS :? =;IJ?ED; :;BB7 performance :;BB; 7CC?D?�
IJH7P?ED? 9ECKD7B? BE97B?PP7J; D;BB; H;=?ED? )8?;JJ?LE �EDL;H�
=;DP7
 IEDE IJ7J; ?D:?L?:K7J; ; FH;I; ?D ;I7C; ;IF;H?;DP;
I?=D?<?97J?L; :? 7JJK7P?ED; :;B �� &=I� ������� 4&;==? ?B J;IJE
?D H;J; 5 :7 F7HJ; :;? 9ECKD?
 9ED B\E8?;JJ?LE
 EBJH; 9>; :? ;L?�
:;DP?7H; 8KED; FH7J?9>; :? H?<;H?C;DJE
 :? ?:;DJ?<?97H; ?D CE:E
I?IJ;C7J?9E <7JJEH? ; 9ED:?P?ED? ?D =H7:E :? <7LEH?H; ?B C?=B?EH7�

http://www.funzionepubblica.gov.it/media/155296/testo_del_decreto_150_del_27ottobre09.pdf
http://www.funzionepubblica.gov.it/media/155296/testo_del_decreto_150_del_27ottobre09.pdf


C;DJE :;B FHE9;IIE :;9?I?ED7B; ; :;B 9EHH;B7JE I?IJ;C7 :? C?�
IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance EH=7D?PP7J?L7�
�EFE KD7 FH?C7 <7I; :;B FHE=;JJE D;BB7 GK7B; IEDE IJ7J; 7D7�
B?PP7J; B; ;IF;H?;DP; F?BEJ7 :? � 7CC?D?IJH7P?ED? F?BEJ7 ��H;P�
PE
 �;H=7CE
 �7I7H7DE
 (EB7
 (EL7H7
 ,;==?E  C?B?7
 0;HE�
D7 ; B\/D?ED; :;? 9ECKD? :;BB7 �7II7 ,EC7=D7�
 T IJ7J7 H;7�
B?PP7J7 KD7 L;H7 ; FHEFH?7 review :;B B?L;BBE :? ;LEBKP?ED; H7=�
=?KDJE :7? I?IJ;C? :? performance management :? JKJJ? ? 9E�
CKD? ?J7B?7D? 97FEBKE=E :? *HEL?D9?7
 ;I9BKI? ? �� :;BB; H;=?ED?
)8?;JJ?LE �EDL;H=;DP7 ; B; � 7CC?D?IJH7P?ED? F?BEJ7
 7BBE I9E�
FE :? ?:;DJ?<?97H; B; 8KED; FH7J?9>; :? =;IJ?ED; :;BB7 perfor-

mance�
"B? E8?;JJ?L? IF;9?<?9? :;BB7 ]C7FF7JKH7^ :;? I?IJ;C? :? perfor-

mance management D;? 9ECKD? 97FEBKE=E :? *HEL?D9?7 IE�
DE�

_ ,?B;L7H;
 7JJH7L;HIE B\7D7B?I? :;? I?J? web :;BB; 7CC?D?IJH7�
P?ED?
 ?B B?L;BBE :? JH7IF7H;DP7 :;BB7 performance H;7B?PP7J7
FHE=H7CC7J7 �:E9KC;DJE :? I?IJ;C7
 8?B7D9?E �EDIKDJ?LE

F?7DE :;BB7 performance
 H;B7P?ED; IKBB7 performance� :7?
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9ECKD? 97FEBKE=E ; ?:;DJ?<?97HD; B; ;IF;H?;DP; F?X 7L7D�
P7J;�

_ 7D7B?PP7H; B7 :E9KC;DJ7P?ED; ;II;DP?7B; H?=K7H:7DJ; B7
performance EH=7D?PP7J?L7 FH;I;DJ7J7 D;B I?JE :? E=D? ;DJ;�

_ 7FFHE<ED:?H; 7JJH7L;HIE 9EDJ7JJ? :?H;JJ? 9ED ? 9ECKD? ?B H7F�
FEHJE JH7 L7BKJ7P?ED; ; :;9?I?ED?
 ?B 9?9BE :;BB7 performance

FH7J?97JE� H?9EDEI9;H; ;L;DJK7B? leading practice 7:EJJ7J;
F;H�B7�=;IJ?ED;�:;BB7 performance�

&\7D7B?I? :;? I?J? ; B\7FFHE<ED:?C;DJE :E9KC;DJ7B; IEDE IJ7J?
ILEBJ? D;B 9EHIE :;BB7 I;9ED:7 C;JS :;B ���� ; D;B C;I; :?
=;DD7?E������

Modalità adottate per la lettura dei siti
&7 C7FF7JKH7 ���� :;? I?IJ;C? :? performance management

D;? 9ECKD? 97FEBKE=E :? *HEL?D9?7 T IJ7J7 ILEBJ7 7 F7HJ?H;
:7BB\;I7C; :;? I?J? :? �� 9ECKD? 97FEBKE=E :? *HEL?D9?7 �9EC;
7DJ?9?F7JE IEDE IJ7J? ;I9BKI? ? 9ECKD? =?S 9E?DLEBJ? D;B FHE=;J�
JE��
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(;B I?JE :? E=D? 7CC?D?IJH7P?ED; IEDE IJ7J? H?9;H97J? ? :E9K�
C;DJ?�H?B;L7DJ?�7?�<?D?�:;BB\?D:7=?D;
�?D�F7HJ?9EB7H;�

_ EH=7D?=H7CC7�
_ :E9KC;DJE :? I?IJ;C7 :;BB7 performance �I?IJ;C7 :? C?IK�
H7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance��

_ *?7DE�:;BB7 performance �F?7DE�:;BB7 performance��
_ * " �����
_ *�) �����
_ ,** �����
_ FHE=H7CC7�:?�C7D:7JE�:;B�I?D:79E �����
_ H;=EB7C;DJE :;=B? K<<?9? ; :;? I;HL?P? 7==?EHD7JE 7BB7 BK9;
:;B����&=I����������4&;==?�?B�J;IJE�?D�H;J; 5�

_ 8?B7D9?E 9EDIKDJ?LE ���� 799ECF7=D7JE :7BB7 H;B7P?ED; :?
H;D:?9EDJE�

_ 8?B7D9?E�FH;L?I?ED7B; �����
_ H;=EB7C;DJE )$0�
_ $D:?97JEH?�:?�GK7B?JS�
_ 97HJ;�:;?�I;HL?P?�
_ 9;HJ?<?97P?ED;�$-)�
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_ 8?B7D9?E�IE9?7B;�
_ 8?B7D9?E�:?�C7D:7JE�
_ H;B7P?ED? E H7FFEHJ? :? =;IJ?ED; ?D<H7DDK7B? ; 7DDK7B? �FH;B?�
C?D7H? E 7II?C?B78?B? D;BB7 <KDP?ED; 7BB7 H;B7P?ED; IKBB7 per-

formance��

&7 B;JJKH7 :;? I?JE T 7LL;DKJ7 BKD=E KD F;H9EHIE :;<?D?JE
 7J�
JH7L;HIE�?�I;=K;DJ?�?�F7II?�

_ 9EDJHEBBE�I;P?ED; ].H7IF7H;DP7
�L7BKJ7P?ED;�;�';H?JE^�
_ 9EDJHEBBE�I;P?ED; ]-J7JKJE�;�,;=EB7C;DJ?�$DJ;HD?^�
_ 9EDJHEBBE�I;P?ED; ]$B�9ECKD;^�
_ 9EDJHEBBE�I;P?ED; ]*HE=H7CC7P?ED;*?7D?<?97P?ED;^�
_ 9EDJHEBBE I;P?ED? ]-;HL?P? F;H B; 97HJ; :;? I;HL?P? ; 9;HJ?<?97�
P?ED?�$-)^�

_ 9EDJHEBBE 7BJH; I;P?ED? FEJ;DP?7BC;DJ; KJ?B? 7BBE I9EFE :;BB7
H?9;H97�

_ 9EDJHEBBE F;H F7HEB; 9>?7L;� * " �F?7DE ;I;9KJ?LE :? =;IJ?E�
D;�� *�) �F?7DE :;=B? E8?;JJ?L?�� ,**� -?IJ;C7 :? C?IKH7�
P?ED; ; L7BKJ7P?ED; :;BB7 performance� L7BKJ7P?ED; F;HIE�
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D7B;� F?7DE :;BB7 performance� 8?B7D9?E 9EDIKDJ?LE� H;=EB7�
C;DJ? K<<?9? �C79HE�IJHKJJKH7� C?9HE�IJHKJJKH7�� 97HJ7 I;HL?P?�
8?B7D9?E�IE9?7B;��8?B7D9?E�C7D:7JE��;99�

_ B;JJKH7 FH;B?C?D7H;
 7 LEBE :\K99;BBE
 :? 9?7I9KD :E9KC;DJE
I7BL7JE F;H 7L;H; :;=B? ?D:?P? IK=B? 7BJH? :E9KC;DJ? :7 H?9;H�
97H;�

';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
&\7D7B?I?�:;BB;�;IF;H?;DP;�?D�9EHIE

1.2 Leading practice e criticità emerse

�7BB\7D7B?I? :;? �� I?J? :;? 9ECKD? 97FEBKE=E :? *HEL?D9?7
 ;I7�
C?D7J? D;BB\;IJ7J; :;B ���� T ;C;HIE 9EC; IEBE �� 9ECKD?
788?7DE 7:EJJ7JE ; FK88B?97JE ?B F?7DE :;BB7 performance

���������
 GK7B; :E9KC;DJE 7 IU IJ7DJ; E GK7B; ,*** "
H?L?I?J7JE 7BB7 BK9; :;B �� &=I� ������� 4&;==? ?B J;IJE ?D H;J; 5
 ;
IEBE �� 788?7DE 7:EJJ7JE ; FK88B?97JE ?B :E9KC;DJE IKBB7 C?�
IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance�
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Tabella 1

Documenti Documenti presenti
e aggiornati

Documenti presenti
ma non aggiornati Documenti assenti

07BKJ7P?ED;�9?L?97 �� � ���

��! � � ���

-E::?I<7P?ED;�KJ;DJ? � � ���

Balanced Scorecard ��� �� ���

�;HJ?<?97P?ED?�:?�GK7B?JS ��� �� ���

�7HJ;�:;?�I;HL?P? ��� �� ���

�H;7P?ED;�IJHKJJKH7�J;9D?97�:?�IKFFEHJE ��� �� ���

(EC?D7�:;BB\)$0 ;�FK88B?97P?ED;�:;? �0 ��� ��� ���

*K88B?97P?ED;�:;B�H;D:?9EDJE�;�;L?:;DP7�:;BBE�IJ7JE�:?��� ��� �� ���

�:EP?ED;�;�FK88B?97P?ED;�:;B�F?7DE�:;BB7 performance ��� ��� ���

*K88B?97P?ED;�:;BB;�B?D;;�IJH7J;=?9>;�:;BB\7CC?D?IJH7P?ED; ��� ��� ���

*K88B?97P?ED;�;�9ECFB;J;PP7�:;B�CE:;BBE�:?�C?IKH7P?ED; ��� ��� ���

*K88B?97P?ED;�:;?�H;=EB7C;DJ? ��� ��� ���

*K88B?97P?ED;�;�9>?7H;PP7�:;BB\EH=7D?=H7CC7 ��� ��� ���

-KBB7 87I; :? GK;IJ7 7D7B?I?
 :7? �� 9ECKD? IEDE IJ7J? ;IJH7JJ?
? 9ECKD? 9>; 7L;L7DE FK88B?97JE ?B BEHE F?7DE :;BB7 perfor-

mance ; ?B :E9KC;DJE IKB I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?E�
D;�7:EJJ7JE
�?D�F7HJ?9EB7H;�IEDE�IJ7J?�?D:?L?:K7J?�

_ �� 9ECKD? B7 9K? performance Y 9EC; 7DJ?9?F7JE � 7FF7H?L7
IK<<?9?;DJ;C;DJ; :E9KC;DJ7J7
 GK?D:? H?J;DKJ? ?DJ;H;II7DJ? ;
:7�7D7B?PP7H;�?D�:;JJ7=B?E�

_ �� 9ECKD? 9>;
 FKH; FH;I;DJ7D:E KD7 :E9KC;DJ7P?ED;
C;DE 9ECFB;J7
 C;H?J7L7DE KD ;L;DJK7B; IKFFB;C;DJE :?
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?D:7=?D; 7B <?D; :? 9E=B?;H; ;L;DJK7B? ;IF;H?;DP; I?=D?<?97J?�
L;�:? performance management�

$ �� 9ECKD? 97FEBKE=E I;B;P?ED7J? H?FEHJ7DE B; I?JK7P?ED? :E�
9KC;DJ7B?�IEJJE�I9>;C7J?PP7J;�

Figura 1 - Il quadro aggiornato, rilevato dal sito, dei 10 comuni selezionati per la
completezza e la trasparenza dei documenti sul sistema

di performance management adottato
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Figura 2 - Livello di sviluppo del sistema di performance management rilevato
dai documenti del sito dei 10 comuni selezionati
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Figura 3 - I documenti presenti nei siti dei 10 comuni selezionati

� F7HJ?H; :7 J7B; 7D7B?I? I? T GK?D:? FHE9;:KJE 7BB\;I7C; 7F�
FHE<ED:?JE :;? :E9KC;DJ? FH;I;DJ7J? D;? I?J? ; 7BB\?DJ;HL?IJ7 :;?
L;HJ?9? 7CC?D?IJH7J?L? :;? �� 9ECKD? I;B;P?ED7J? ; GK?D:?
 7:
KD KBJ;H?EH; ;I7C; <?D7B?PP7JE 7 9ECFH;D:;H; ?B B?L;BBE :;BB;
;IF;H?;DP; H;7B?PP7J; ; 7 ?:;DJ?<?97H; FEII?8?B? leading prac-

tice� /D KBJ;H?EH; IKFFB;C;DJE :? ?D:7=?D; T IJ7JE ILEBJE F;H
� :;? 9ECKD? 7FF7HJ;D;DJ? 7B I;9ED:E =HKFFE EH7 ;L?:;DP?7JE
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B7 9K? ;IF;H?;DP7 H?IKBJ7L7 F7HJ?9EB7HC;DJ; I?=D?<?97J?L7 7D9>;
I;�DED�9ECFB;J7�
$B F;H9EHIE :? H?9E=D?P?ED; :;BBE IJ7JE :;? I?IJ;C? :? perfor-

mance management :;? �� 9ECKD?
 >7 ?CFB?97JE B\;I7C; :;J�
J7=B?7JE ; B7 L7BKJ7P?ED; :;BB7 :E9KC;DJ7P?ED; ; KD\?DJ;HL?IJ7
F;H 9ECFB;J7H; ?B GK7:HE :;BB; ?D<EHC7P?ED? KJ?B? 7 :;I9H?L;H; ?B
97IE�
&\7FFHE<ED:?C;DJE�>7�9ECFH;IE�

_ KD7 B;JJKH7 7FFHE<ED:?J7 :;? :E9KC;DJ? ;I;CFB?<?97J?L? :;B
I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance

7:EJJ7JE B;JJE 7JJH7L;HIE KD7 =H?=B?7 I;CFB?<?97J7 :? L7BKJ7�
P?ED; :;B F?7DE :;BB7 performance ; :;BB7 9ECFB;J;PP7 :;B
9?9BE performance�

_ KD\?DJ;HL?IJ7 �J;B;<ED?97 ;E 9ED L?I?J7 ?D BKE=E� 7BB7 :?H;P?E�
D; :? 7FFHE<ED:?C;DJE :;? H?IKBJ7J? �IJ7JE :? I7BKJ; :;BB\;DJ;�
; :;B FHE9;IIE :;9?I?ED7B; FH7J?97JE 7BB7 87I; :;BB7 =;IJ?E�
D;�:;BB7 performance�

*;H�9?7I9KDE�9ECKD;�I;B;P?ED7JE�?B focus T�IJ7JE�FEIJE�IK�
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_ ?B F?7DE�:;BB7 performance�
_ ?B I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance�
_ ?�FHE9;II?�:;9?I?ED7B?�
_ B; leading practice ;�B; criticità�

';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
Leading practice ; Bad practice ;C;HI;

Il piano della performance
$B F?7DE :;BB7 performance GK7B; H;<;HJE :E9KC;DJ7B; :;B 9?9BE
:;BB7 performance >7 F;HC;IIE :? H?B;L7H;
 ; FE? 7FFHE<ED:?�
H; D;BB\?DJ;HL?IJ7
 I; IEDE IJ78?B?J; ; GK7B; I?7 ?B B?L;BBE :? :;�
<?D?P?ED; :;BB; IJH7J;=?; �L;:? 7B8;HE :;BB7 performance� ; B7
C?IKH7 :;=B? E8?;JJ?L? IJH7J;=?9? ; EF;H7J?L? �?D:?97JEH? :? out-

put ; :? outcome�
 B; H?IEHI;
 B; H;IFEDI78?B?JS 7II;=D7J;
 =B?
E8?;JJ?L? :? C?=B?EH7C;DJE :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BK�
J7P?ED; :;BB7 performance
 EBJH; 7B CE:;BBE :? F?7DE :;BB7 per-

formance 7:EJJ7JE �:E9KC;DJE ad hoc ?D � 9ECKD? Y �H;I9?7


L’evoluzione in corso nei comuni capoluogo di Provincia



'7II7 �7HH7H7
 *;I97H7
 -7II7H? � ; ,*** "*�) H?L?I?J7J?
D;=B?�7BJH?����

';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
Leading practice ; Bad practice ;C;HI;

Il sistema di misurazione e valutazione della
performance
�7B :E9KC;DJE IKB I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7
performance H?IKBJ7DE ?B CE:;BBE :? performance manage-

ment 7 9K? ?B 9ECKD; I? T ?IF?H7JE
 ?B 9EBB;=7C;DJE ;IFB?9?JE E
C;DE 9ED ?B 9?9BE :? 8?B7D9?E
 B7 H;B7P?ED; JH7 performance EH�
=7D?PP7J?L7 ; performance ?D:?L?:K7B;
 ?B HKEBE :;? :E9KC;DJ?
:?�L7BKJ7P?ED;�?D�H7FFEHJE�7�GK;BB?�:?�FHE=H7CC7P?ED;�
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';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
Leading practice ; Bad practice ;C;HI;

I processi decisionali
$ FHE9;II? :;9?I?ED7B? H;B7J?L? 7BB7 =;IJ?ED; :;BB7 performance

E ?D9?:;DJ? IK :? ;II7 IEDE IJ7J? ?B FH?D9?F7B; E==;JJE :;BB; ?D�
J;HL?IJ; 7? L;HJ?9?
 :?H;JJ; 7: ?D:7=7H; B\;<<;JJ?L?JS ; B\;<<?979?7
:;B F?7DE :;BB7 performance ; :;B I?IJ;C7 :? C?IKH7P?ED; ;
L7BKJ7P?ED; :;BB7 performance
 DED9>U ?B 9EBB;=7C;DJE ;I?�
IJ;DJ; JH7 9EDEI9;DP; ; :;9?I?ED?
 ; F?X FH;9?I7C;DJ; ?B CE:E
:? =;IJ?H; B\7=;D:7 :;B 9?9BE :;BB7 performance E :;B <7H; 7C�
C?D?IJH7J?LE�

';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
Leading practice ; Bad practice ;C;HI;

Le leading practice e le criticità
&\7D7B?I? :;? I?IJ;C? :? performance management :;? �� 9E�
CKD? I;B;P?ED7J? 9ED ? 9H?J;H? IEFH7 ;IFEIJ?
 >7 F;HC;IIE :?
;L?:;DP?7H; DKC;HEI? 7IF;JJ? FEI?J?L?� .KJJ7L?7 T KJ?B; ;L?:;D�
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P?7H; 7D9>; =B? 7IF;JJ? 9H?J?9? :;BB; ;IF;H?;DP; ?D 9EHIE :;BB;
7CC?D?IJH7P?ED?
 :;H?L7DJ? IEFH7JJKJJE :7 97H;DP; :;B FHE9;I�
IE :;9?I?ED7B;
 9>; I;C8H7DE FEJ;H <EHD?H; B;P?ED? 7D9>; F?X
?CFEHJ7DJ?�:;BB;�IJ;II;�8KED;�FH7J?9>;�
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';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7

2. Approfondimento dell’esperienza di
alcuni comuni

�? I;=K?JE L;D=EDE 8H;L;C;DJ; FH;I;DJ7J? =B? ;B;C;DJ? :?
C7==?EH; ?DJ;H;II; ;C;HI? :7BB\7D7B?I? 9ED:EJJ7 9ED B7 C;JE�
:EBE=?7 :;I9H?JJ7 F;H ? �� 9ECKD? I;B;P?ED7J?� *;H E=D? 7C�
C?D?IJH7P?ED; L;D=EDE :;I9H?JJ? BE IJ7JE :;=B? IJHKC;DJ? ; :;B
FHE9;IIE :;9?I?ED7B; 7BB7 87I; :;B I?IJ;C7 :? performance

management
 ?B H7FFEHJE JH7 FHE9;II? :;9?I?ED7B? ; H?IEHI; 9E�
DEI9?J?L;
 F;H <?D?H; 9ED B7 FH;I;DJ7P?ED; :;BB; B;7:?D= FH79J?�
9;�;L?:;DP?7J;�;�:;BB;�9ED:?P?ED?�9>;�B;�>7DDE�<7LEH?J;�



';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
�FFHE<ED:?C;DJE�:;BB\;IF;H?;DP7�:?�7B9KD?�9ECKD?

2.1 Comune di Brescia

Stato degli strumenti e del processo decisionale alla
base del sistema di performance management
adottato
$B 9ECKD; :?IFED; :? KD I?IJ;C7 9EDJ78?B; ; ?D<EHC7J?LE ?D
=H7:E :? H?IFED:;H; 7BB; ;I?=;DP; 9EDEI9?J?L; ;IFH;II; :7BB7
FEB?J?97� &\7CC?D?IJH7P?ED; >7 I9;BJE :? :7HI? KDE IF;9?<?9E :E�
9KC;DJE 9>?7C7JE F?7DE :;BB7 performance 9>; H?FH;D:; B;
B?D;; FHE=H7CC7J?9>; ; I?DJ;J?PP7 ,**
 * " 9ED C?IKH; �?D�
:?97JEH?� :? output H?IFED:;DJ? 7BB7 BE=?97 ]FH;L?IJEH;7B?PP7JE^�
&7 FEB?J?97 :;J;HC?D7 E8?;JJ?L?
 FH?EH?JS ; 7BBE97P?ED; :;BB; H?�
IEHI;
 B7 :?H?=;DP7 7CC?D?IJH7J?L7 7II?9KH7 B\7JJK7P?ED; :;BB;
:;9?I?ED?�FH;I;�
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';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
�FFHE<ED:?C;DJE�:;BB\;IF;H?;DP7�:?�7B9KD?�9ECKD? a �����ECKD;�:?��H;�
I9?7

Il rapporto tra processi decisionali e risorse
conoscitive della realtà
&; H?IEHI; 9EDEI9?J?L; H;B7J?L; 7B 9EDJ;IJE IE9?7B; ;
7BB\;<<?979?7 :;? FHE=H7CC? DED I;CFH; H7FFH;I;DJ7DE KD7
FH?EH?JS :;BB7 FEB?J?97
 C;DJH; IEDE 9KH7J; B; L;H?<?9>;
:;BB\7JJK7P?ED; :;? FHE=H7CC?� &7 ]H?9ED9?B?7P?ED;^ JH7 9?9BE
:;BB7 performance
 ?DJ;IE 9EC; FHE=H7CC7P?ED;
 ; 9?9BE :?
8?B7D9?E E :? 7BBE97P?ED; :;BB; H?IEHI; T I?IJ;C7J?97C;DJ; 7I�
I?9KH7J7 ; ]I;=K;^ 7B 8?B7D9?E� $B 9?9BE :? 8?B7D9?E ;: ?B 9?9BE
:;BB7 performance ?D?P?7DE 7 I;JJ;C8H; 9ED B7 H;B7P?ED; :;B
H7=?ED?;H; 97FE
 IK=B? ;GK?B?8H? :? 8?B7D9?E
 L7BKJ7P?ED; :;BB7
]performance EH=7D?PP7J?L7^ 7B �� BK=B?E
 FEIJ7 7BB\7JJ;DP?ED;
:;? L;HJ?9; FEB?J?9E ; 7CC?D?IJH7J?LE :;BB\;DJ;� �JJ?L?JS :? L7BK�
J7P?ED; ; H;L?I?ED; :;BB; FEB?J?9>; DED H?;DJH7DE JH7 B; 7JJ?L?JS
]EH:?D7H?;^�:;BB\7CC?D?IJH7P?ED;�
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Leading practice individuata: condizioni e
circostanze che l’hanno determinata o favorita

';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
�FFHE<ED:?C;DJE�:;BB\;IF;H?;DP7�:?�7B9KD?�9ECKD? a �����ECKD;�:?��H;�
I9?7

&7 best practice ?:;DJ?<?97J7 9EDI?IJ; D;B <7JJE 9>; B7 perfor-

mance :;B 9ECKD; FH;I?:?7J7 :7B :?H;JJEH; =;D;H7B; ; :7BB7
:?H?=;DP7 9ED H?<;H?C;DJE 7 E8?;JJ?L? =;D;H7B? ; FH?EH?JS FEB?J?9?
FEIJ? :7 :?H?=;DJ? L?;D; CED?JEH7J7 ; L7BKJ7J7 I?IJ;C7J?97C;D�
J;� +K;IJE I?IJ;C7 T 7II?9KH7JE 7D9>; :7 KD7 9>?7H7 ?:;D�
J?<?97P?ED; :;BB; H;IFEDI78?B?JS 7CC?D?IJH7J?L; H?IF;JJE 7? FHE�
=H7CC? :7 7JJK7H; ; 7BB\7JJ;DP?ED; 7BB7 L7BKJ7P?ED; :;BB; 9EI;
<7JJ; 87I7J7 C7==?EHC;DJ; IK C?IKH; :? output :;B H;7B?PP7JE�
R I;DJ?JE :7BB7 :?H?=;DP7 ?B FHE8B;C7 :;BB7 GK7B?JS :;=B? E8?;JJ?�
L? IEFH7JJKJJE ?D H;B7P?ED; 7B CE:;BBE :? L7BKJ7P?ED; :;BB7 per-

formance ?D:?L?:K7B; 7:EJJ7JE�
$B 97C8?E :? 7CC?D?IJH7P?ED; 7LL;DKJE D;B ���� ;
B\7IIKDP?ED; :;B CE:;BBE :? L7BKJ7P?ED; :;BB7 performance ?D�
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:?L?:K7B; CKJK7JE :7BB7 ,;=?ED; &EC87H:?7 �9ED F;IE :;B
��� :7JE 7=B? E8?;JJ?L? ; :;B ��� 7? 9ECFEHJ7C;DJ? EH=7D?P�
P7J?L?� I;C8H7 ;II;H; B7 FH?D9?F7B; 9?H9EIJ7DP7 9>; >7 ?D<BK?JE
IKBB;�97H7JJ;H?IJ?9>;�:;B�CE:;BBE�7:EJJ7JE�

';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
�FFHE<ED:?C;DJE�:;BB\;IF;H?;DP7�:?�7B9KD?�9ECKD?

2.2 Comune di Cesena

Stato degli strumenti e del processo decisionale alla
base del sistema di performance management
adottato
&\7FFHE99?E I;=K?JE :7B 9ECKD; :? �;I;D7 :;H?L7 :7 KD7
IF;H?C;DJ7P?ED; EHC7? KBJH7 GK?DGK;DD7B;
 FH;9;:;DJ; 7B ��
&=I� ��������� &=I� ������� 4&;==? ?B J;IJE ?D H;J; 5
 9>;
L?7 L?7 T IJ7J7 ?D9H;C;DJ7BC;DJ; C?=B?EH7J7 ; 7HH?99>?J7� (ED
I? FKW :?H;
 GK?D:?
 9>; ?B B7LEHE I?7 <HKJJE :? KD7 BE=?97 ]7:;C�
F?J?L7^� $B F?7DE :;BB7 performance I? 9EBBE97 ?D KD7 9>?7H7 I;�
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GK;DP7 :E9KC;DJ7B; ;: >7 IF;9?<?9>; 97H7JJ;H?IJ?9>; <KDP?E�
D7B?� B?D;; FHE=H7CC7J?9>; :;B C7D:7JE
 IKBB7 87I; :;B GK7B;
I? 9EIJHK?I9; ?B F?7DE :? C7D:7JE 9>; 7IIKC; B7 L;IJ; :;BB7
F7HJ; IJH7J;=?97 :;B F?7DE :;BB7 performance
 9>; GK?D:? >7
L7B;DP7 GK?DGK;DD7B;� -K GK;IJ7 87I;
 =B? E8?;JJ?L? L;D=EDE
:;JJ7=B?7J?�FHE=H;II?L7C;DJ;�D;?�I;=K;DJ?�:E9KC;DJ?�

_ ,** Y F?7DE :;BB; )F;H; *K88B?9>; �FHE=H7CC7P?ED;
JH?;DD7B;��

_ * " �F?7D?<?97P?ED; 7DDK7B;�
 9>; 9EDJ?;D; ?B :;JJ7=B?E 7 B?�
L;BBE�:;?�I?D=EB?�I;HL?P?�

$D F7HJ?9EB7H;
 ?B F?7DE :;BB7 performance ?D:?L?:K7 ? FHE=H7C�
C? ��� IJH7J;=?9? :? ?DJ;HL;DJE ; B? 7HJ?9EB7 ?D FHE=;JJ? IJH7J;=?9?

7 BEHE LEBJ7 IK::?L?I? ?D 7P?ED?� $D IEIJ7DP7
 ?B F?7DE :;BB7 per-

formance I? E99KF7 :;BB; ]FEB?J?9>; IJH7J;=?9>;^ ;: >7 B7 <KD�
P?ED; :? H;D:;H; EF;H7J?LE ?B FHE=H7CC7 :? C7D:7JE
 F;H J;�
D;H; 9EDJE :;BB; H?IEHI; :;BB\;DJ; ; :;BB\7JJ?L?JS ?D 9EHIE
 9E�
IV 9EC; :;BB7 I?JK7P?ED; IE9?E�;9EDEC?97 :;B 9EDJ;IJE� �B9K�
D; 97H7JJ;H?IJ?9>; :;B FHE9;IIE :? 9EIJHKP?ED; :;B F?X H;9;DJ;
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F?7DE :;BB7 performance H?IKBJ7DE 7 GK;IJE <?D; I?=D?<?97J?L;�
B7 JH7:KP?ED; ; H;L?I?ED; :;B FHE=H7CC7 :? C7D:7JE ?D IJH7J;�
=?; T 7LL;DKJE 7JJH7L;HIE H?KD?ED? JH7 :?H?=;DJ? ; KD 9EDIKB;DJ;
;IJ;HDE �FE? 9ECFED;DJ; :;BB\)$0�
 7B <?D; :? ]7BB?D;7H; F7HEB;
;�H7FFH;I;DJ7P?ED?�:;=B?�7II;IIEH?�H?IF;JJE�7BB;�9EI;�:7�<7H;^�
/D7 I;9ED:E 97H7JJ;H?IJ?97 T B7 IF;H?C;DJ7P?ED; :? KD IKF�
FEHJE ?D<EHC7J?9E ?D =H7:E :? H7FFH;I;DJ7H; ?D CE:E ?DJ;=H7JE�

_ FEB?J?9>; IJH7J;=?9>; �F?7DE :;BB7 performance�
 7HJ?9EB7J; ?D
FHE=;JJ? ;: 7P?ED?
 9ED B\;L?:;DP?7P?ED; :;=B? IJ7J? :? 7L7D�
P7C;DJE �Gannt�
 :;=B? ?D:?97JEH? target
 :;BB\7L7DP7C;DJE
:;=B? ?D:?97JEH? D;B J;CFE
 ;
 ?D CE:E I?DJ;J?9E
 B7 C;:?7
:;BB\7L7DP7C;DJE F;H9;DJK7B; 9ECFB;II?LE �9ECFH;IE KD
?D:?97JEH; I?DJ;J?9E 9>; H7FFH;I;DJ7 B\7L7DP7C;DJE F;H�
9;DJK7B;�9ECFB;II?LE�:?�JKJJE�?B�F?7DE��

_ B\7HJ?9EB7P?ED; :;? I;HL?P? E<<;HJ? :7B 9ECKD;
 9>; FH;I;DJ7
? FH?D9?F7B? ?D:?97JEH? GK7B?�GK7DJ?J?7J?L? H;B7J?L? 7? I;HL?P? ;HE�
=7J?
�9ED target ;�7L7DP7C;DJE�
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_ B; :?C;DI?ED? :? IEIJ;D?8?B?JS <?D7DP?7H?7 �IJ7JE :? I7BKJ;�
 EH�
=7D?PP7J?L7 ; :;BB; H;B7P?ED? ;IJ;HD; �F7HJ;9?F7J;
 7JJ?L?JS :?
9E?DLEB=?C;DJE�:;BB7�FEFEB7P?ED;
�;99���

_ ?D:?97JEH? :? outcome �?CF7JJ?� IKB 9EDJ;IJE ;IJ;HDE F;H KD7
I;H?;�:?�:?C;DI?ED?�

_ 9ED<HEDJ?�9ED�7BJH?�;DJ?��benchmark��

+K;IJE 7FFB?97J?LE
 9ECFH;D:;DJ; ? :7J? :? 7L7DP7C;DJE
7BB\7KJKDDE ����
 T IJ7JE :? H;9;DJ; FH;I;DJ7JE ?D KD I;C?D7�
H?E D7P?ED7B; ��� DEL;C8H; ����� J;DKJEI? 7 �;I;D7
 FE?9>U
T IJ7JE IF;H?C;DJ7JE D;BB\7C8?JE :;B FHE=H7CC7  &$�/*)�
, 
�:;B��?F7HJ?C;DJE�F;H�=B?��<<7H?�,;=?ED7B?�
$B * " T IK::?L?IE ?D F?7DE :;=B? E8?;JJ?L?
 I9>;:; <?D7DP?7H?;

F?7DE :;=B? $DL;IJ?C;DJ?
 ;B;D9E 7DDK7B; :;? B7LEH? FK88B?9?�
,7FFH;I;DJ7 B\?DI?;C; :;? :E9KC;DJ? F;H B7 F?7D?<?97P?ED; 7D�
DK7B; ;: T CED?JEH7JE 7JJH7L;HIE ?B 9EDJHEBBE :? =;IJ?ED; �9EC�
FH;D:;DJ;�7D9>;�9EDJ78?B?JS�F;H�9;DJH?�:?�9EIJE��
�7 IEJJEB?D;7H; B7 FK88B?97P?ED; on-line :;B * "
 9ECFH;D�
:;DJ; 7D9>; B7 FEII?8?B?JS F;H KJ;DJ? ;IJ;HD? :? ?DL?7H; EII;H�
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L7P?ED? ; 9ECC;DJ?� .KJJ7L?7
 B7 IK7 <HK?8?B?JS :7 F7HJ; :? KJ;DJ?
DED�IF;9?7B?PP7J?�T�7D9EH7�:;8EB;�

Figura 4

$D<?D;
 ?B CED?JEH7==?E :;BB\7L7DP7C;DJE 9ECFB;II?LE :;B F?7�
DE :;BB7 performance L?;D; KJ?B?PP7JE F;H B7 L7BKJ7P?ED; :;B
F;HIED7B;� /D7 GKEJ7 T 87I7J7
 7FFKDJE
 IKBB\7D:7C;DJE
9ECFB;II?LE :;B 9ECKD; �performance EH=7D?PP7J?L7�� KD7
GKEJ7 IKBB7 performance :? =HKFFE �:7 * "�� KD7 GKEJ7 IKBB7
L7BKJ7P?ED;�:?�9ECFEHJ7C;DJ?�9EDD;IIE�7�9ECF;J;DP;�
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';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
�FFHE<ED:?C;DJE�:;BB\;IF;H?;DP7�:?�7B9KD?�9ECKD? a �����ECKD;�:?��;�
I;D7

Il rapporto tra processi decisionali e risorse
conoscitive della realtà
R H?9EDEI9?8?B; KDE I<EHPE I?=D?<?97J?LE F;H ?DI;H?H; D;B :?87JJ?�
JE :;BB7 =?KDJ7 ; JH7 =?KDJ7 ; :?H?=;DP7 KD7 CKBJ?:?C;DI?ED7B?�
JS�:?�?D<EHC7P?ED?
�I?7�?DJ;HD;�9>;�;IJ;HD;�
-EJJE ?B FHE<?BE ?DJ;HDE
 =B? ?D:?97JEH? H?B;L7J? >7DDE KD7 9EF;H�
JKH7 7CF?7 �I;JJEH? ; 7C8?J? :? policy�
 ; CKBJ?:?C;DI?ED7B;
�GK7B?JS
 ;<<?9?;DP7
 ;<<?979?7�� -EJJE ?B FHE<?BE :;BB; ?D<EHC7P?E�
D?�FHEL;D?;DJ?�:7BB\;IJ;HDE
�I?�FEIIEDE�;L?:;DP?7H;�

_ B; ?D:7=?D? :? customer satisfaction ���� H;B7J?L7C;DJ; 7?
I;HL?P?�7�:EC7D:7�?D:?L?:K7B;�

_ B\7D7B?I?�IKB�8;D;II;H;�EH=7D?PP7J?LE�?DJ;HDE�
_ ?B 9E?DLEB=?C;DJE :;? 9?JJ7:?D? 7JJH7L;HIE FHE9;II? :? FHE=;J�
J7P?ED; F7HJ;9?F7J7 ��� ?D9EDJH? D;BB\7DDE ?D 9EHIE�
 ?D9EDJH?
D;? GK7HJ?;H?
 ?D9EDJH? FK88B?9? D;B 9EHIE :;B FHE9;IIE :? <EH�
C7P?ED;�:;B�8?B7D9?E�

L’evoluzione in corso nei comuni capoluogo di Provincia



_ B\7D7B?I? :;BBE IJ7JE :? I7BKJ; <?D7DP?7H?7 �7B ����� 7JJH7L;HIE
?B H7J?D= 87I7JE IK=B? ?D:?97JEH? �$�� *� �KH;7K L7D �?@A
�L7BKJ7P?ED; 9ECF7H7J7 :? I?DJ;I? :;BB7 I7BKJ; <?D7DP?7H?7 B?�
C?J7J7C;DJ; 7BB; ?D<EHC7P?ED? 9EDJ;DKJ; D;B 8?B7D9?E 9ED�
IKDJ?LE�
�9ECFH;D:;D:E�7D9>;�B;�F7HJ;9?F7J;�

_ B7�F7HJ;9?F7P?ED;�:?�:K;�;IF;HJ?�;IJ;HD?�D;BB\)$0�
_ H;=EB7H? ?D9EDJH? 9ED B; <EHP; ;9EDEC?9>; ; IE9?7B? :;B J;HH?�
JEH?E�

$DEBJH;
 B\7FFB?97J?LE :;:?97JE F;HC;JJ; KD 7JJ;DJE CED?JEH7=�
=?E :;BB\7L7DP7C;DJE L;HIE =B? E8?;JJ?L? :? FHE=;JJ? ; I;HL?P?�
&7 ]H?9ED9?B?7P?ED;^ JH7 9?9BE :;BB7 performance
 ?DJ;IE 9EC;
FHE=H7CC7P?ED;
 ; 9?9BE :? 8?B7D9?E E :? 7BBE97P?ED; :;BB; H?�
IEHI; T I?IJ;C7J?97C;DJ; 7II?9KH7J7� $B 9?9BE :? 8?B7D9?E ; ?B
9?9BE :;BB7 performance ?D?P?7DE 9ED KD7 H;B7P?ED; :;B H;�
IFEDI78?B; :;B 8?B7D9?E IKBBE IJ7JE :;B 8?B7D9?E IJ;IIE FEIJ7
7BB\7JJ;DP?ED;�:;B�L;HJ?9;�FEB?J?9E�;�7CC?D?IJH7J?LE�:;BB\;DJ;�
�JJ?L?JS :? L7BKJ7P?ED; ; H;L?I?ED; :;BB; FEB?J?9>; 7LL;D=EDE
7JJH7L;HIE B; H?KD?ED? :;B �" 9ED ? H;IFEDI78?B? :? 7H;7 ; ? :?H?�
=;DJ?
 ; FE? 9ED B7 =?KDJ7� .KJJ7L?7
 DED T I;CFH; 9>?7HE 9EC;
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? feedback FHEL;D?;DJ? :7 CED?JEH7==?E ; L7BKJ7P?ED; 7=?I97�
DE�IK?�FHE9;II?�:;9?I?ED7B?�IK99;II?L?�
�JJK7BC;DJ; T 7LL?7JE ?B 9?9BE :;B 8?B7D9?E ����
 9>; ;C;H=;
9EC; 87I7JE IK F7HEB;�9>?7L; GK7B?� J;DKJ7 :;? I;HL?P? IE9?7B?
; ?IJHKP?ED;
 B7LEHE F;H ? =?EL7D?
 ?CFH;I; ; IL?BKFFE� -? IJ?C7
9>; ?B 9ECKD; 7LHS � C?B?ED? :? ;KHE ?D C;DE ; GK?D:? I? FEH�
H7DDE GK;IJ?ED? IK? J7=B? FEII?8?B?� $D 7=;D:7 9? IEDE FHEFEIJ;
:? H?EH=7D?PP7P?ED; D;BB7 =;IJ?ED; :? L7H? I;HL?P?
 9ECFH;IE ?B
9E?DLEB=?C;DJE :? F7HJD;H ;IJ;HD?
 H?=K7H:7DJ? ? I;HL?P? ;:K97�
J?L?�;�IE9?7B?
�7H;;�FHE:KJJ?L;
�9KBJKH7�

';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
�FFHE<ED:?C;DJE�:;BB\;IF;H?;DP7�:?�7B9KD?�9ECKD? a �����ECKD;�:?��;�
I;D7

Leading practice individuata: condizioni e
circostanze che l’hanno determinata o favorita
&7 leading practice 9>;�I?�IEJJEB?D;7�T�9EIJ?JK?J7�:7�

�� ?B CE:;BBE :? ?DJ;=H7P?ED; JH7 FEB?J?9>; IJH7J;=?9>;
 F?7�
D?<?97P?ED;�EF;H7J?L7�;�L7BKJ7P?ED;�:;B�F;HIED7B;�
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�� ?B CED?JEH7==?E :;BB\7L7DP7C;DJE :? FEB?J?9>; ; I;HL?P?

IKFFEHJ7JE�:7�IF;9?<?9E�7FFB?97J?LE�?D<EHC7J?9E�

�� ?B�CED?JEH7==?E�:;BBE�IJ7JE�:?�I7BKJ;�<?D7DP?7H?E�
�� B7 :?IFED?8?B?JS ED�B?D; :;B * "
 I;FFKH 9ED ? B?C?J? =?S

7DJ?9?F7J?�
&; H;IFEDI78?B?JS IEDE 9>?7H7C;DJ; :;<?D?J;� B\7D:7C;DJE :?
FEB?J?9>;
 FHE=;JJ? ; I;HL?P? T FH;I?:?7J7 :7B :?H;JJEH; =;D;H7B;

9>; ?D9EDJH7 C;DI?BC;DJ; ? :?H?=;DJ? D;BB7 9ED<;H;DP7 :;? :?H?�
=;DJ?�;�FE?�H;=EB7HC;DJ;�?���9EEH:?D7JEH?�:?�7H;7�
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';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
�FFHE<ED:?C;DJE�:;BB\;IF;H?;DP7�:?�7B9KD?�9ECKD?

2.3 Comune di Genova

Stato degli strumenti e del processo decisionale alla
base del sistema di performance management
adottato
$D KD7 FH?C7 <7I;
 ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;B�
B7 performance >7 C?H7JE IEFH7JJKJJE 7 IEIJ;D;H; ?B FHE9;I�
IE :? L7BKJ7P?ED; :;BB7 performance ?D:?L?:K7B; :;? :?H?=;DJ?�
$B 9ECKD; IJ7 IL?BKFF7D:E KD 9ECFB;IIE ; ?DDEL7J?LE I?IJ;�
C7 ?D<EHC7J?LE :? ?D:?97JEH? F;H B7 =;IJ?ED; :;BB; performance

?D:?F;D:;DJ; ; DED 9EBB;=7JE 7B I?IJ;C7 9EDJ78?B;� $B CE:;B�
BE 7:EJJ7JE I? ?IF?H7 7BB7 �-� ; H?IFED:; 7BB; ;I?=;DP; 9EDE�
I9?J?L; ;IFH;II; :7BB7 FEB?J?97� &\7CC?D?IJH7P?ED; >7 I9;BJE :?
DED :7HI? KDE IF;9?<?9E :E9KC;DJE 9>?7C7JE F?7DE :;BB7 per-

formance
 C7 :? 7:EJJ7H; KD7 ,**
 * "
 *�)
 F?7DE :;BB7
performance
 7B8;HE :;BB7 performance
 9ED C?IKH; �?D:?97�
JEH?� ; target F;H C?IKH7H; B7 H;7B?PP7P?ED; :;=B? E8?;JJ?L?
 9ED
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H;IFEDI78?B?PP7P?ED; :?H;JJ7 :;? :?H?=;DJ?� $ FHE=H7CC? IJH7J;�
=?9? IJ78?B?J? :7BB7 FEB?J?97 IEDE 7JJK7B?PP7J? IKBB7 87I; :;? :7J?
:? 9EDJ;IJE ; :;9B?D7J? EF;H7J?L7C;DJ;� (;B I?JE L?;D; F7HJ?9E�
B7HC;DJ; 9KH7J7 B7 9ECKD?97P?ED; 9ED ? 9?JJ7:?D? ; IEDE FK8�
8B?97J?�7B9KD?�:7J?�:;B�9HKI9EJJE�:?H;P?ED7B;�7:EJJ7JE�

';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
�FFHE<ED:?C;DJE�:;BB\;IF;H?;DP7�:?�7B9KD?�9ECKD? a �����ECKD;�:?�";�
DEL7

Il rapporto tra processi decisionali e risorse
conoscitive della realtà
&; H?IEHI; 9EDEI9?J?L; IEDE 7FFH;PP7J; :7=B? �CC?D?IJH7JEH?�
&7 -?=DEH7 I?D:79E ; ?B 9EC?J7JE =K?:7
 <EHC7JE :7=B? EJJE :?�
H?=;DJ? :? 7H;7
 FH;I?:?7DE B; 9EI; :7 <7H; ; ?B CED?JEH7==?E
:;BB\7JJK7P?ED; :;? FHE=H7CC?� &; ;C;H=;DP; ; B; I97:;DP;
FH;L?IJ; :7BB7 DEHC7J?L7 I;C8H7DE ;II;H; :;J;HC?D7DJ? F;H
B\7=;D:7 :;BB7 performance� $B 9?9BE :? 8?B7D9?E ;: ?B 9?9BE :;BB7
performance ?D?P?7DE 9ED B7 H;B7P?ED; IKBBE IJ7JE :? 7JJK7P?E�
D; :;? FHE=H7CC? 7B �� I;JJ;C8H; ; :;=B? ;GK?B?8H? :? 8?B7D9?E
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:7 7BB;=7H; 7BB7 ,**� �JJ?L?JS :? H;L?I?ED; :;BB; FEB?J?9>; IEDE
IJ7J; ;<<;JJK7J; 7 I;=K?JE :;BB\7D7B?I? ; :;BB; 9H?J?9?JS H?B;L7J; ;
B; H;B7J?L; IEBKP?ED? IEDE IJ7J; F;HI;=K?J; 9ED D;=EP?7P?ED? ;
9EDJHEF7HJ?J;�

';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
�FFHE<ED:?C;DJE�:;BB\;IF;H?;DP7�:?�7B9KD?�9ECKD? a �����ECKD;�:?�";�
DEL7

Leading practice individuata: condizioni e
circostanze che l’hanno determinata o favorita
&7 best practice ?:;DJ?<?97J7 9EDI?IJ; D;BB\7II?9KH7H; BE IDE:E
JH7 FEB?J?97 ; =;IJ?ED; 7JJH7L;HIE KD\;IFB?9?J7 ?D:?L?:K7P?ED; :?
]9>? <7 9>; 9EI7^ ;
 GK?D:?
 KD7 L7BKJ7P?ED; I?IJ;C7J?97 :;B�
B7 performance ?D:?L?:K7B; ?D <KDP?ED; :;=B? E8?;JJ?L? :7 F;H�
I;=K?H;� R ?D 9EHIE BE IL?BKFFE I?IJ;C7J?9E :? KDE I?IJ;C7
:? ?D:?97JEH? :? performance IJHKJJKH7JE
 9ED KD 9HKI9EJJE :?�
H;P?ED7B; ?D =H7:E :? ;L?:;DP?7H; BE IJ7JE :;BB7 performance

:;BB\;DJ; ?D KD7 BE=?97 �-�� $ DKC;HEI? FHE9;II? :? H?EH=7D?P�
P7P?ED; :;BB\7FF7H7JE ?DJH7FH;I? :7B ���� >7DDE FHE878?BC;D�

L’evoluzione in corso nei comuni capoluogo di Provincia



J; <79?B?J7JE GK;IJ7 leading practice ; FEHJ7JE 7: KD7 C7=�
=?EH 9EDI7F;LEB;PP7 ; CEJ?L7P?ED; :;=B? EF;H7JEH? H?IF;JJE
7=B?�E8?;JJ?L?�;L?:;DP?7J;�:7BB7�:?H;P?ED;�=;D;H7B;�

';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
�FFHE<ED:?C;DJE�:;BB\;IF;H?;DP7�:?�7B9KD?�9ECKD?

2.4 Comune di La Spezia

Stato degli strumenti e del processo decisionale alla
base del sistema di performance management
adottato
&\7CC?D?IJH7P?ED; >7 I9;BJE :? L7BEH?PP7H; ? :E9KC;DJ? :? FHE�
=H7CC7P?ED; =?S FH;:?IFEIJ?� F?7DE IJH7J;=?9E :? &7 -F;P?7
; F?7DE IJH7J;=?9E ?DJ;H9ECKD7B;� F?7DE =;D;H7B; :? -L?BKFFE
;B78EH7JE IKBB7 87I; :;BB; B?D;; :? C7D:7JE ; :;? � F?7D? IJH7�
J;=?9?
 9>; ?D9BK:EDE =B? E8?;JJ?L? IJH7J;=?9?� B7 ,** 9>; ?D9BK:;
B; FH?EH?JS JH?;DD7B? IKBB7 87I; :;B F?7DE =;D;H7B; :? -L?BKFFE�
?B * " ; *�) 9>;�?D9BK:EDE�=B?�E8?;JJ?L?�EF;H7J?L?�7DDK7B?�
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&\?DJ;HE 9?9BE :? =;IJ?ED; :;BB7 performance management T ?D
97FE 7B :?H;JJEH; EF;H7J?LE
 C;DJH; ?B I?D:79E >7 KD HKEBE H?�
B;L7DJ; D;BB\?:;DJ?<?97P?ED; :;BB; FH?EH?JS� *;H GK7DJE H?=K7H:7
?B FHE9;IIE :? :;<?D?P?ED; :;? 9EDJ;DKJ? :;B F?7DE :;BB7 perfor-

mance �*"- Y ,** Y * "*�)�
 ?B I?D:79E >7 ?B 9ECF?JE :?
:;<?D?H; ?DI?;C; 7BB7 =?KDJ7 B; FH?EH?JS IJH7J;=?9>;
 C;DJH; B7
8EPP7 :;=B? E8?;JJ?L? 9>; D; :?I9;D:EDE L?;D; ;B78EH7J7 :7B
I;JJEH; FHE=H7CC7P?ED; ; 9EDJHEBBE :? =;IJ?ED; ; JH7IC;II7
7? :?H?=;DJ? 9>; ?DI?;C; 7=B? 7II;IIEH? :;LEDE :;<?D?H; B7 L;H�
I?ED; <?D7B;� $D GK;IJE FHE9;IIE
 =B? 7II;IIEH? >7DDE ?B 9EC�
F?JE :? L;H?<?97H; 9>; =B? E8?;JJ?L? :;<?D?J?L? FHEFEIJ? :7? :?H?=;DJ?
I?7DE :7LL;HE I<?:7DJ?� &7 :?<<?9EBJS :;=B? E8?;JJ?L? T KDE :;�
=B? 7IF;JJ? 9>; L?;D; 9EDI?:;H7JE 7D9>; D;BB\7C8?JE :;BB7 L7�
BKJ7P?ED; ?D:?L?:K7B; 7JJH7L;HIE B\7JJH?8KP?ED; :? KD FKDJ;==?E
C7==?EH;�
"B? IJHKC;DJ? ?D<EHC7J?L? IEDE H?J;DKJ? 7:;=K7J? 7BBE IJ7JE 7J�
JK7B;� .KJJ7L?7 =B? ?DJ;HL?IJ7J? IEJJEB?D;7DE B7 D;9;II?JS :? C?�
=B?EH7H; :7 KD B7JE ?B I?IJ;C7 ?D<EHC7J?LE :;B 9ECKD;
 7JJH7L;H�
IE B\?D9BKI?ED; :? ?D:?97JEH? GK7B?J7J?L?
 EBJH; 7 GK;BB? GK7DJ?J7J?L?

; :7BB\7BJHE ?B I?IJ;C7 :? reporting� *;H GK7DJE H?=K7H:7 GK;IJE
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KBJ?CE I? IEJJEB?D;7 9>; B7 9B7II; FEB?J?97 BE H;FKJ7 7:;=K7JE
7BB;�IK;�D;9;II?JS�?D<EHC7J?L;�

';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
�FFHE<ED:?C;DJE�:;BB\;IF;H?;DP7�:?�7B9KD?�9ECKD? a �����ECKD;�:?�&7
-F;P?7

Il rapporto tra processi decisionali e risorse
conoscitive della realtà
(EDEIJ7DJ; KD7 BKD=7 JH7:?P?ED; :? F?7D?<?97P?ED; IJH7J;=?97
�87I7J7 IK FHE=;JJ7P?ED; F7HJ;9?F7J7
 7D7B?I? :;B J;HH?JEH?E ;
:;BB; IK; 9H?J?9?JS
 FKDJ? :? <EHP7 ; EFFEHJKD?JS
 ?DL;IJ?C;DJ?
D;BB; customer satisfaction
 ;99�
 ?B F;IE 7JJH?8K?JE 7BB; 7D7B?I?
:? 9EDJ;IJE ;E 7? report IKBBE IJ7JE :? 7JJK7P?ED; D;BB; :;9?I?E�
D? :;BB7 9B7II; FEB?J?97 I;C8H7 ;II;H; H;B7J?L7C;DJ; :;8EB;�
�B 9EDJH7H?E
 GK;IJE 7IF;JJE L?;D; H?J;DKJE :? F7HJ?9EB7H; I?=D?�
<?97JE IEFH7JJKJJE F;H B\7BJ7 :?H?=;DP7� -EDE IJ7J? <7JJ? :;=B? ?D�
L;IJ?C;DJ? F;H 7KC;DJ7H; B7 9EDEI9;DP7 :;BB7 H;7BJS 7JJH7L;H�
IE B7 9H;7P?ED; :? KD K<<?9?E 9>; :ELH;88; E99KF7HI? :? 7D7�
B?I? J;HH?JEH?7B;
 9H;7P?ED; :? KD datawarehouse
 ?DJ;=H7D:E B;
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87D9>; :7J? :;BB\;DJ; 9ED GK;BB; :;BB7 :;BB7 �7C;H7 :? �EC�
C;H9?E � ��$�� ; :? 7BJH? ;DJ?
 ?DL;IJ?C;DJ? D;BB; H?IEHI; KC7�
D;� &7 H?9ED9?B?7P?ED; JH7 9?9BE :;BB7 performance
 ?DJ;IE 9EC;
FHE=H7CC7P?ED;
 ; ?B 9?9BE :? 8?B7D9?E
 E :? 7BBE97P?ED; :;B�
B; H?IEHI;
 T I?IJ;C7J?97C;DJ; 7II?9KH7J7� &7 H;D:?9EDJ7P?E�
D; 7LL?;D; FH?C7 :;B 9?9BE :? 8?B7D9?E ; ?D9BK:; B\;B78EH7P?ED;
:? KD report IKBBE IJ7JE :? 7JJK7P?ED; :;? FHE=H7CC?FHE=;JJ?

7B GK7B; L?;D; 7BB;=7JE B\;GK?B?8H?E :? 8?B7D9?E ; B7 L7H?7P?ED;
:? 8?B7D9?E� &E IJ7JE :? 7JJK7P?ED; :;? FHE=H7CC?FHE=;JJ? T 7
9KH7 :;=B? 7II;IIEH? ; :?H?=;DJ? 9E?DLEBJ?� &\;D<7I? IKBB; IJH7J;�
=?; DED I;C8H7 9EHH?IFED:;H; 7: KD7 ;<<;JJ?L7 ?D:?L?:K7P?ED;
:;BB; FH?EH?JS ; :;BB; CE:7B?JS F;H 7<<HEDJ7H; J;CF;IJ?L7C;DJ;
;C;H=;DP;�H?F;JKJ;�
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';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
�FFHE<ED:?C;DJE�:;BB\;IF;H?;DP7�:?�7B9KD?�9ECKD? a �����ECKD;�:?�&7
-F;P?7

Leading practice individuata: condizioni e
circostanze che l’hanno determinata o favorita
&7 leading practice :;B 9ECKD; :? &7 -F;P?7 9EDI?IJ; D;BB\KIE
:? KD I?IJ;C7 :? reporting IKBBE IJ7JE :? 7JJK7P?ED; ; IK=B? out-

put :;? FHE=H7CC? :;BB\7CC?D?IJH7P?ED; D;BB7 FH;:?IFEI?P?ED;
:? IJH7J;=?; ; E8?;JJ?L? EF;H7J?L?� .7B; H;FEHJ?IJ?97 T J;CFEH7B�
C;DJ; <KDP?ED7B; 7BB\7LL?E :;B 9?9BE :? 8?B7D9?E ;
 GK?D:?
 :;B
9?9BE�:;BB7 performance�
&7 L?I?ED; EF;H7J?L7 I? 87I7 IK KD7 BKD=7 IJEH?7 :? F?7D?<?�
97P?ED; IJH7J;=?97 :;B 9ECKD; ; IK KD7 :;J;HC?D7P?ED; :;B
I?D:79E :? 9ED9;DJH7H; B7 IK7 7P?ED; IK :;BB; FH?EH?JS 9>?7H;

C;DJH; ?B CED?JEH7==?E :;BB\7JJK7P?ED; T KD 7IF;JJE F?X I;DJ?JE
:7BB\7BJ7�:?H?=;DP7��$B ���&=I����������4&;==?�?B�J;IJE�?D
H;J; 5 >7 H7FFH;I;DJ7JE
 ?D ;<<;JJ?
 IEBE KD\EFFEHJKD?JS 7==?KD�
J?L7�F;H�H?L;:;H;�?B�I?IJ;C7�:? performance management�
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';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
�FFHE<ED:?C;DJE�:;BB\;IF;H?;DP7�:?�7B9KD?�9ECKD?

2.5 Comune di Lecco

Stato degli strumenti e del processo decisionale alla
base del sistema di performance management
adottato
&\7FFHE99?E I;=K?JE :7B 9ECKD; :? &;99E T 7: KDE IJ7JE :?
C7JKH?JS ?D?P?7B;
 C7 FH;I;DJ7 JKJJ7L?7 7B9KD? ;B;C;DJ? :? ?DJ;�
H;II;� $B �� &=I� ������� 4&;==? ?B J;IJE ?D H;J; 5 >7 H7FFH;�
I;DJ7DE ?D E=D? 97IE DED J7DJE KD\E997I?ED; F;H 7LL?7H; ?B 9?�
9BE :? =;IJ?ED; :;BB7 performance
 GK7DJE :? H7<<EHP7HBE IKBB7
87I; :;BB\;IF;H?;DP7 FH;=H;II7� $D<7JJ?
 =?S :7BB7 FH;9;:;DJ;
B;=?IB7JKH7 ;H7 IJ7JE H;7B?PP7JE KD I?IJ;C7 :? 9EDJHEBBE :? =;�
IJ?ED; ; IJHKJJKH7JE ?B I?IJ;C7 :? L7BKJ7P?ED; :;B F;HIED7B;� $D
GK;IJ\KBJ?C7 JEHD7J7
 ?B 9?9BE :? FHE=H7CC7P?ED;
 F?7D?<?97P?E�
D; ; 9EDJHEBBE T IJ7JE ?DJ;=H7JE
 7 F7HJ?H; :7BB; B?D;; FHE=H7C�
C7J?9>; :? C7D:7JE
 IKBB7 87I; :;BB; GK7B? T IJ7JE ;B78EH7JE
?B F?7DE =;D;H7B; :? -L?BKFFE �*"-�� +K;IJE I? 7HJ?9EB7 ?D 9?D�
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GK; L?I?ED? IJH7J;=?9>; �9EDD;II; 7 GK;BB; :;B F?7DE :? =EL;H�
DE :;B J;HH?JEH?E� ; 9ECFB;II?L7C;DJ; EJJE FEB?J?9>;
 9>; 9E�
IJ?JK?I9EDE ? FHE=H7CC? :? H?<;H?C;DJE IK 9K? IEDE :;<?D?J? =B?
E8?;JJ?L? 7DDK7B? :;B * "� "B? E8?;JJ?L? IEDE CED?JEH7J? 9ED re-

port GK7:H?C;IJH7B?
 9>; >7DDE B7 <KDP?ED; :? H?B;L7H; BE IJ7JE
:? 7L7DP7C;DJE :;BB; <7I?� $B F?7DE :;BB7 performance I? 9EBBE�
97 ?D GK;IJE :?I;=DE 7 L7BB; :;B * " ; 9EIJ?JK?I9; ?B GK7:HE
7D7B?J?9E :;BB; 7JJ?L?JS ��� C79HE7JJ?L?JS� 9EBB;=7JE 7B F?7DE :;?
9EDJ?� .KJJ7L?7
 DEDEIJ7DJ; =B? I<EHP? ;<<;JJK7J? :7B �" ; :7B DK�
9B;E :? L7BKJ7P?ED;
 ? 9EBB;=7C;DJ? JH7 B; C?IKH7P?ED; ; ?B 9?9BE
:;B 8?B7D9?E
 ; F?X ?D =;D;H7B; :;BB; :;9?I?ED?
 H7FFH;I;DJ7DE
7D9EH7 KD 7IF;JJE :;8EB; :;B 9?9BE :? =;IJ?ED; :;BB7 perfor-

mance�

L’evoluzione in corso nei comuni capoluogo di Provincia



';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
�FFHE<ED:?C;DJE�:;BB\;IF;H?;DP7�:?�7B9KD?�9ECKD? a �����ECKD;�:?�&;9�
9E

Il rapporto tra processi decisionali e risorse
conoscitive della realtà
R H?9EDEI9?8?B; KDE I<EHPE F;H ?DJ;=H7H; D;BB7 :;<?D?P?ED; :;=B?
E8?;JJ?L? :;B 9?9BE :;BB7 performance 7D9>; E8?;JJ?L? :;H?L7DJ?
:7 7BJH? F?7D? ; FHE=H7CC? I;JJEH?7B? �?D F7HJ?9EB7H; 9EDD;II? 7B�
B7 F?7D?<?97P?ED; KH87D?IJ?97�� $DEBJH;
 ?B F?7DE =;D;H7B; :? -L?�
BKFFE �*"-� 9EDJ?;D; KD\7CF?7 7D7B?I? :;B 9EDJ;IJE
 9>; ?D
F7HJ; L?;D; 7==?EHD7J7 7JJH7L;HIE ?B F?7DE :;BB7 performance�
.KJJ7L?7 I? JH7JJ7
 ?D F7HJ?9EB7H;
 :? :7J? IJ7J?IJ?9?
 7 F7HJ; B; H?�
IKBJ7DP; :;BB\?D:7=?D; IKB 8;D;II;H; EH=7D?PP7J?LE� $D IEIJ7D�
P7
 DED I;C8H7 9>; B7 L7BKJ7P?ED; :;? H?IKBJ7J? H7FFH;I;DJ? B7
CE:7B?JS FH?D9?F7B; 7JJH7L;HIE B7 GK7B; IKFFEHJ7H; B; :;9?I?ED?
:?�H?FHE=H7CC7P?ED;�
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';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
�FFHE<ED:?C;DJE�:;BB\;IF;H?;DP7�:?�7B9KD?�9ECKD? a �����ECKD;�:?�&;9�
9E

Leading practice individuata: condizioni e
circostanze che l’hanno determinata o favorita
&7 leading practice :;B 9ECKD; :? &;99E 9EDI?IJ; D;B CED?�
JEH7==?E GK7:H?C;IJH7B; :;=B? IJ7J? :? 7L7DP7C;DJE :;=B? ?D�
J;HL;DJ? FHE=H7CC7J? �FKH ?D 7II;DP7 :? 7FFB?97J?L? ?D<EHC7J?9?
:;:?97J?�� &\?DJ;=H7P?ED;
 D;B *"-
 :? ?D<EHC7P?ED? ; E8?;JJ?L?
9EDJ;DKJ? 7D9>; ?D 7BJH? :E9KC;DJ? I;JJEH?7B? �?D F7HJ?9EB7H; D;B
F?7DE :? =EL;HDE :;B J;HH?JEH?E
 *".� ; ?B CED?JEH7==?E GK7:H?�
C;IJH7B; :;=B? IJ7J? :? 7L7DP7C;DJE 9EIJ?JK?I9EDE B7 97H7JJ;�
H?IJ?97 :;B I?IJ;C7 :? FHE=H7CC7P?ED; :;BB\;DJ;� &; 9ED:?P?E�
D? :? IEIJ;=DE IEDE 9EIJ?JK?J; :7BB\;IF;H?;DP7 :;BB\7JJK7B; 7I�
I;IIEH; 7B 8?B7D9?E �;N I;=H;J7H?E =;D;H7B;�
 :7BB\7JJK7B; I;�
=H;J7H?E =;D;H7B; ; :7 KD7 KD?JS :;:?97J7 7B I?IJ;C7 :? FHE�
=H7CC7P?ED; ; 9EDJHEBBE� $B IEIJ;=DE :;B I?D:79E 9EIJ?JK?I9;
KD\KBJ;H?EH;�H?IEHI7�7B�H?=K7H:E�
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';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
�FFHE<ED:?C;DJE�:;BB\;IF;H?;DP7�:?�7B9KD?�9ECKD?

2.6 Comune di Livorno

Stato degli strumenti e del processo decisionale alla
base del sistema di performance management
adottato
$B 9ECKD; DED I? T :EJ7JE :? KD F?7DE :;BB7 performance ad

hoc C7 >7 :;9?IE :? 7:;=K7H; ? IKE? :E9KC;DJ? :? FHE=H7C�
C7P?ED; ; 9EDJHEBBE� "B? 7JJEH? H?B;L7DJ? :;B FHE9;IIE :;9?I?E�
D7B; IEDE ? FEB?J?9?
 C;DJH; B\7=;D:7 H?7C7D; ?D C7DE 7B I;�
=H;J7H?E�=;D;H7B;�
*;H GK7DJE H?=K7H:7 =B? IJHKC;DJ? ?D<EHC7J?L?
 L?;D; IEJJEB?D;7�
J7 B7 D;9;II?JS :? <E97B?PP7HI? IK ?D:?97JEH? :? outcome
 EBJH;
9>; IK ?D:?97JEH? :? ;<<?9?;DP7 ; :? output� $B 9ECKD; :?IFED;
:? KD7 87D97 :7J? :? ?D:?97JEH? :? ;<<?9?;DP7 ;
 ?D 97I? B?C?J7J?
 :?
H?IKBJ7JE
�?D�F7HJ?9EB7H;�F;H�B;�7JJ?L?JS�9EDIEB?:7J;�:;B�9ECKD;�

L’evoluzione in corso nei comuni capoluogo di Provincia



';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
�FFHE<ED:?C;DJE�:;BB\;IF;H?;DP7�:?�7B9KD?�9ECKD? a �����ECKD;�:?�&?�
LEHDE

Il rapporto tra processi decisionali e risorse
conoscitive della realtà
(EDEIJ7DJ; KD7 H;FEHJ?IJ?97 I;C;IJH7B; IKBBE IJ7JE :? 7JJK7�
P?ED; :;? FHE=H7CC? :;BB\7CC?D?IJH7P?ED;
 DED 9? IEDE ;L?�
:;DP; :? FEB?J?9>; H?L?IJ; 7BB7 BK9; :;BB; ?D<EHC7P?ED? <EHD?J;
:7? H;<;HJ? :;B 9EDJHEBBE :? =;IJ?ED;� .KJJ7L?7
 ?B 9EDJHEBBE :? =;�
IJ?ED; ?:;DJ?<?97 B; 9H?J?9?JS ; FHEFED; :;BB; IEBKP?ED?� $B 9?9BE
:;B 8?B7D9?E ; ?B 9?9BE :;BB7 performance DED I;C8H7DE IJH;J�
J7C;DJ;�9EBB;=7J?�JH7�:?�BEHE�
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';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
�FFHE<ED:?C;DJE�:;BB\;IF;H?;DP7�:?�7B9KD?�9ECKD? a �����ECKD;�:?�&?�
LEHDE

Leading practice individuata: condizioni e
circostanze che l’hanno determinata o favorita
&7 leading practice :;B 9ECKD; :? &?LEHDE 9EDI?IJ; D;B FHE�
9;IIE :? CED?JEH7==?E :;=B? E8?;JJ?L? IKB FHE=H7CC7 :? ���
=?EHD? :;B I?D:79E
 F7HJ;9?F7JE 7JJH7L;HIE =HKFF? JH7IL;HI7B?
JH7 ? L7H? I;JJEH? :;BB\7FF7H7JE� +K;IJE FHE9;IIE T <7LEH?JE 7D�
9>; :7BB7 :?IFED?8?B?JS :? KD I?IJ;C7 :? ?D:?97JEH? ;B78EH7JE
FH;9;:;DJ;C;DJ;� .KJJ7L?7 I? >7 B\?CFH;II?ED; :? KD7 I?JK7�
P?ED; 7D9EH7 ?D?P?7B;� �?IE=D;HS
 :KDGK;
 L;H?<?97H; B7 97F7�
9?JS :? <7H; :?L;DJ7H; I?IJ;C7 B\?D:?L?:K7P?ED; :;=B? E8?;JJ?L?
IJH7J;=?9?
 IJ78?B?J? :7BB7 FEB?J?97
 ; B7 BEHE 7HJ?9EB7P?ED; ?D E8?;J�
J?L?�EF;H7J?L?�
&7 9?H9EIJ7DP7 9>; 97H7JJ;H?PP7 GK;IJ7 ;IF;H?;DP7 T ?B 97C8?E
:? =?KDJ7 ; 9EDI;=K;DJ; H?:;<?D?P?ED; :;=B? IJHKC;DJ? :? FHE�
=H7CC7P?ED;�
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';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
�FFHE<ED:?C;DJE�:;BB\;IF;H?;DP7�:?�7B9KD?�9ECKD?

2.7 Comune di Massa

Stato degli strumenti e del processo decisionale alla
base del sistema di performance management
adottato
$B 9ECKD; :? '7II7 I? JHEL7 ?D KD7 <7I; :? 7==?EHD7C;DJE :;�
=B? IJHKC;DJ? 7BB7 87I; :;B I?IJ;C7 :;BB7 performance� &7 <KD�
P?ED; :? 9EDJHEBBE :? =;IJ?ED; T IJ7J7 H;I7 EF;H7J?L7 :7 FE9E
; I? IJ7 B7LEH7D:E 7BB7 C;II7 7 FKDJE :;BB7 H;FEHJ?IJ?97 :? 7J�
JK7P?ED; :;? FHE=H7CC?FHE=;JJ? :;BB\7CC?D?IJH7P?ED;� (EDE�
IJ7DJ; 7: E==? DED 9? I?7 KD K<<?9?E 9>; H;7B?PP? :;BB; 7D7B?I?
J;HH?JEH?7B? E I?C?B?
 ?B I;=H;J7H?E =;D;H7B; I? ?CF;=D7 :? ?IJ?�
JK?HD; KDE� $B 9ECKD; >7 I9;BJE :? 9H;7H; KD F?7DE :;BB7
performance ad hoc 87I7JE IKBB7 L7BEH?PP7P?ED; :;? :E9K�
C;DJ? :? FHE=H7CC7P?ED; =?S ;I?IJ;DJ? 7BB\?DJ;HDE
:;BB\7CC?D?IJH7P?ED;
 ?B 9K? L7BEH; 9ECKD?97J?LE T H?B;L7DJ;�
&E I9EFE T :? I;DI?8?B?PP7H; =B? 7CC?D?IJH7JEH? ;: ? :?H?=;DJ?
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IK=B? 7IF;JJ? :;BB7 performance 9ECFB;II?L7 :;BB\;DJ;� $B 9?9BE
:;BB7 performance T ?D 97FE 7B I;=H;J7H?E =;D;H7B; 9>; D; :;�
<?D?I9;�B\7=;D:7�

';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
�FFHE<ED:?C;DJE�:;BB\;IF;H?;DP7�:?�7B9KD?�9ECKD? a �����ECKD;�:?�'7I�
I7

Il rapporto tra processi decisionali e risorse
conoscitive della realtà
&; 7D7B?I? :? 9EDJ;IJE ; B; L7BKJ7P?ED? :;BB\EF;H7JE
:;BB\7CC?D?IJH7P?ED; L;D=EDE 7D9EH7 FE9E 9EDI?:;H7J; D;B
FHE9;IIE :? :;9?I?ED; :;BB7 9B7II; FEB?J?97� .KJJ7L?7
 GK;IJE
7IF;JJE�T�CEBJE�I;DJ?JE�:7BB\7BJ7�:?H?=;DP7�
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';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
�FFHE<ED:?C;DJE�:;BB\;IF;H?;DP7�:?�7B9KD?�9ECKD? a �����ECKD;�:?�'7I�
I7

Leading practice individuata: condizioni e
circostanze che l’hanno determinata o favorita
&7 leading practice :;B 9ECKD; :? '7II7 9EDI?IJ; D;BB7 :;�
<?D?P?ED; :;BB\7=;D:7 :;B 9?9BE :? 8?B7D9?E ; :;B 9EDI;=K;DJ;
9?9BE :;BB7 performance ?D 97FE 7B I;=H;J7H?E =;D;H7B;� $B I;�
=H;J7H?E =;D;H7B; D; :;<?D?I9; B7 J;CF?IJ?97 :? 7JJK7P?ED; ;
B; L7H?; H;IFEDI78?B?JS� &7 9?H9EIJ7DP7 9>; >7 <7LEH?JE GK;IJ7
leading practice T H7FFH;I;DJ7J7 :7B 97C8?E :;BB7 :?H?=;DP7 ;
:7BB7 I;DI?8?B?JS :;BB7 DKEL7 :?H?=;DP7 L;HIE 7IF;JJ? :? perfor-

mance :;BB\7CC?D?IJH7P?ED; 7D9>; ?D KD 9EDJ;IJE :? 9H?I? ; :?
J7=B?�KBJ;H?EH?�7BB7�IF;I7?DL;IJ?C;DJ?�:;B�9ECKD;�
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';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
�FFHE<ED:?C;DJE�:;BB\;IF;H?;DP7�:?�7B9KD?�9ECKD?

2.8 Comune di Pescara

Stato degli strumenti e del processo decisionale alla
base del sistema di performance management
adottato
$B 9ECKD; :? *;I97H7 D;=B? 7DD? >7 ?DL;IJ?JE CEBJE D;BB7 C;I�
I7 7 FKDJE :;=B? IJHKC;DJ? 7 IKFFEHJE :;B I?IJ;C7 :? perfor-

mance management� R IJ7J7 H7<<EHP7J7 B7 <KDP?ED; :? 9EDJHEB�
BE :? =;IJ?ED; ; ?D9BKI7 ?D staff 7B :?H;JJEH; =;D;H7B;� IEDE IJ7�
J; FHE=;JJ7J; ; H;7B?PP7J; :;BB; customer satisfaction 7DDK7B?
F;H JKJJ? GK;? I;HL?P? 7 :EC7D:7 :?H;JJ7 ; H?J;DKJ? I?=D?<?97J?L?
F;H =B? KJ;DJ?� IJ7 F;H ;II;H; 9H;7JE KD K<<?9?E :? audit ?DJ;HDE�
T ?D <7I; :? 7==?EHD7C;DJE ?B I?IJ;C7 ?D<EHC7J?9E :;B 9ECK�
D; D;BB\EJJ?97 :? ?DJ;=H7H; B\?DJ;HE 9?9BE :;BB7 performance ; 9E�
IJHK?H;�KD datawarehouse�
$B 9ECKD; >7 I9;BJE :? :EJ7HI? :? KD F?7DE :;BB7 performance

ad hoc 9>; L7BEH?PP? ? :E9KC;DJ? :? FHE=H7CC7P?ED; H;7B?PP7J?
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D;B 9ECKD; 9ED BE I9EFE :? H;IFEDI78?B?PP7H; B\?DJ;H7 IJHKJ�
JKH7 7CC?D?IJH7J?L7 ;: 7D9>; =B? 7CC?D?IJH7JEH? IKBB7 perfor-

mance 9ECFB;II?L7 :;BB\;DJ;� $B 9?9BE :;BB7 performance T :?�
H;JJE :7B :?H;JJEH; =;D;H7B;
 C;DJH; B; FH?EH?JS IJH7J;=?9>; ;
EF;H7J?L; L;D=EDE :;<?D?J; 9ED=?KDJ7C;DJ; :7 :?H?=;DJ? ;:
7II;IIEH?� .KJJ7L?7
 B7 L?I?ED; IJH7J;=?97 :;B 9ECKD; 9EIJ?JK?�
I9;�KD�7IF;JJE�7D9EH7�:7�C?=B?EH7H;�

';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
�FFHE<ED:?C;DJE�:;BB\;IF;H?;DP7�:?�7B9KD?�9ECKD? a �����ECKD;�:?�*;�
I97H7

Il rapporto tra processi decisionali e risorse
conoscitive della realtà
(EDEIJ7DJ; I? :;887 7D9EH7 B7LEH7H; IKBB\7KJEC7J?PP7P?ED;
:;B FHE9;IIE :? L7BKJ7P?ED; :;BBE IJ7JE 7JJK7B;
:;BB\7CC?D?IJH7P?ED; �:7B FKDJE :? L?IJ7 :;BB; FEB?J?9>; ?DJH7�
FH;I; ; :;? BEHE H?IKBJ7J?�
 D;B J;CFE ?B 9ECKD; >7 9H;7JE KD7
87D97 :7J? :? ?D:?97JEH? F;H GK7DJE H?=K7H:7 B; 7JJ?L?JS 9EDIE�
B?:7J;� .7B? ?D:?97JEH? H7FFH;I;DJ7DE B7 87I; F;H B; 7JJ?L?JS :?
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�benchmark� 9ED 7BJH? 9ECKD? ; F;H B; H?B;L7P?ED? :? customer

satisfaction 7DDK7B?� $ H?IKBJ7J? :;BB; 9KIJEC;H ; :;? benchmark

L;D=EDE 9EDI?:;H7J? IEFH7JJKJJE D;BB7 :;<?D?P?ED; :;=B? E8?;J�
J?L?�:?�C?=B?EH7C;DJE�:;B�9ECKD;�

';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
�FFHE<ED:?C;DJE�:;BB\;IF;H?;DP7�:?�7B9KD?�9ECKD? a �����ECKD;�:?�*;�
I97H7

Leading practice individuata: condizioni e
circostanze che l’hanno determinata o favorita
&7 leading practice :;B 9ECKD; :? *;I97H7 9EDI?IJ; D;BB\KIE
:;BB; customer satisfaction ?D <KDP?ED; :;BB7 FHE=H7CC7P?ED;
<E97B?PP7J7 IK=B? E8?;JJ?L? :? C?=B?EH7C;DJE� �?H9EIJ7DP; <7LE�
H;LEB? H?=K7H:7DE ?B 97C8?E :;B :?H;JJEH; =;D;H7B;
 B7 FH;I;D�
P7 :? 9ECF;J;DP; 7:;=K7J; 7BB\?DJ;HDE :;BB\K<<?9?E :? 9EDJHEBBE
:? =;IJ?ED; ; BE I97C8?E 9EDJ?DKE :? ?D<EHC7P?ED? 7BB\?DJ;HDE
:;BB\7CC?D?IJH7P?ED;�
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';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
�FFHE<ED:?C;DJE�:;BB\;IF;H?;DP7�:?�7B9KD?�9ECKD?

2.9 Comune di Rovigo

Stato degli strumenti e del processo decisionale alla
base del sistema di performance management
adottato
$B �� &=I� ������� 4&;==? ?B J;IJE ?D H;J; 5 T IJ7JE
KD\EFFEHJKD?JS F;H 7FFHE<ED:?H; ; 7:EJJ7H; KD 7FFHE99?E I?�
IJ;C7J?9E 7BBE IL?BKFFE IEIJ7DP?7B; ; 9KBJKH7B; :;B I?IJ;C7 :?
C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance� $B 9ECKD; :?�
IFED; :? KD I?IJ;C7 9EDJ78?B; ; ?D<EHC7J?LE :? 9EDJHEBBE ; FHE�
=H7CC7P?ED; ?DJ;=H7JE� $B CE:;BBE 7:EJJ7JE :? I?IJ;C7 :? C?�
IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance I? ?IF?H7 7B ��!
; H?IFED:; 7BB; ;I?=;DP; 9EDEI9?J?L; ;IFH;II; :7BB7 FEB?J?97�
&\7CC?D?IJH7P?ED; >7 I9;BJE :? DED :7HI? KDE IF;9?<?9E :E9K�
C;DJE 9>?7C7JE F?7DE :;BB7 performance
 C7
 7 F7HJ?H; :7BB;
B?D;; FHE=H7CC7J?9>;
 :? 7:EJJ7H; KD7 ,**
 * "
 *�)�F?7�
DE :;BB7 performance 9ED C?IKH; �?D:?97JEH?� :? output �=B? out-
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come IEDE KD E8?;JJ?LE�
 9ED H;IFEDI78?B?PP7P?ED; :?H;JJ7 :;?
:?H?=;DJ?� "B? ?D:?H?PP? IJH7J;=?9? IEDE IJ78?B?J? ?D CE:E =;D;H7�
B; :7BB; B?D;; FHE=H7CC7J?9>; :? C7D:7JE
 9>; DED L;D=EDE
7==?EHD7J; F;H?E:?97C;DJ;
 C7 9>; JHEL7DE D;BB7 ,** B7 BEHE
:;9B?D7P?ED; EF;H7J?L7 7BB7 BK9; :? :7J? :? 9EDJ;IJE� R FH;L?IJE
B\7==?EHD7C;DJE 8?;DD7B; :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BK�
J7P?ED;�:;BB7 performance�

';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
�FFHE<ED:?C;DJE�:;BB\;IF;H?;DP7�:?�7B9KD?�9ECKD? a �����ECKD;�:?�,E�
L?=E

Il rapporto tra processi decisionali e risorse
conoscitive della realtà
&; H?IEHI; 9EDEI9?J?L; IEDE FE9E 9EDI?:;H7J; :7BB7 9B7II; FE�
B?J?97
 7D9>; I; 7B9KD? 7II;IIEH? IEDE F?X I;DI?8?B?� R IJ7JE :7�
JE ?D97H?9E 7BB\)$0 CEDE9H7J?9E :? FH;I?:?7H; B\7JJ?L?JS :? L7BK�
J7P?ED; :;BB; ]9EI; :7 <7H; ; <7JJ;^
 7JJ?L?JS 9>; L?;D; ILEBJ7
9ED ?B F?;DE 9E?DLEB=?C;DJE :;? :?H?=;DJ?� $B 9?9BE :;BB7 perfor-

mance
 ?DJ;IE 9EC; FHE=H7CC7P?ED; ; 9EDJHEBBE
 FH;9;:; ;
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I;=K; ?B 9?9BE :? 8?B7D9?E E :? 7BBE97P?ED; :;BB; H?IEHI;� $B 9?�
9BE :? 8?B7D9?E ; ?B 9?9BE :;BB7 performance ?D?P?7DE 9ED B7 H;B7�
P?ED; IKBBE IJ7JE :? 7JJK7P?ED; :;? FHE=H7CC? 7B �� I;JJ;C8H;
; :;=B? ;GK?B?8H? :? 8?B7D9?E
 7DJ?9?F7P?ED; <KDP?ED7B; 7BB7 FHE�
=H7CC7P?ED; :;B DKELE ;I;H9?P?E :;BB7 H;B7P?ED; IKBB7 perfor-

mance� (ED IEDE IJ7J; ;<<;JJK7J; 7JJ?L?JS :? L7BKJ7P?ED; ; H;�
L?I?ED;�:;BB;�FEB?J?9>;�

';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
�FFHE<ED:?C;DJE�:;BB\;IF;H?;DP7�:?�7B9KD?�9ECKD? a �����ECKD;�:?�,E�
L?=E

Leading practice individuata: condizioni e
circostanze che l’hanno determinata o favorita
&7 leading practice :;B 9ECKD; :? ,EL?=E 9EDI?IJ; D;BBE IL?�
BKFFE I?IJ;C7J?9E :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED;
:;BB7 performance� .7B; FHE9;IIE T FH;I?:?7JE :7BB\)$0
 EH=7�
DE CEDE9H7J?9E
 9ED ?B IKFFEHJE 7JJ?LE :;BB7 IJHKJJKH7 J;9D?97
F;HC7D;DJ; 9EIJ?JK?J7 :7B 9EDJHEBBE :? =;IJ?ED; ; :7B I;HL?P?E
F;HIED7B;� $B 97C8?E :? 7CC?D?IJH7P?ED; 7LL;DKJE D;B ���� ;

L’evoluzione in corso nei comuni capoluogo di Provincia



?B B7LEHE I?IJ;C7J?9E :? 7==?EHD7C;DJE ; 7FFHE<ED:?C;DJE <7J�
JE :7? :K; I;HL?P? 9?J7J? 9ED ? :?H?=;DJ? H7FFH;I;DJ7DE B; 9?H9E�
IJ7DP; 9>; >7DDE F;HC;IIE BE IL?BKFFE :;B I?IJ;C7� �7 DE�
J7H; 9>; D;B 9EHIE :;B ���� T 7D:7JE L?7 ?B :?H;JJEH; =;D;H7B;
; IEDE 97C8?7J? :K; I;=H;J7H? =;D;H7B?� '7B=H7:E J7B; 9?H9E�
IJ7DP7 I? I;=D7B7 9>; J7DJE B\)$0 GK7DJE B7 IJHKJJKH7 J;9D?97
F;HC7D;DJ;�DED�>7DDE�7IIKDJE�KD�7JJ;==?7C;DJE�:?�7JJ;I7�

';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
�FFHE<ED:?C;DJE�:;BB\;IF;H?;DP7�:?�7B9KD?�9ECKD?

2.10 Comune di Sassari

Stato degli strumenti e del processo decisionale alla
base del sistema di performance management
adottato
&\7B8;HE :;BB7 performance ?D9BK:; B?D;; :? ?D:?H?PPE IJH7J;=?9E
9>;�I?�87I7DE�IKB�FHE=H7CC7�:?�C7D:7JE�:;B�:?H?=;DJ?�
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(;B :;<?D?H; B\7B8;HE :;BB7 performance
 B\7CC?D?IJH7P?ED; >7
9;H97JE :? <7H ?DJ;H7=?H; 7CC?D?IJH7JEH? ; :?H?=;DJ? :? JKJJ? ? I;J�
JEH?
 EH=7D?PP7D:E :;? =HKFF? :? B7LEHE JH7IL;HI7B? 7? I;JJEH? ;
C?IJ? �7II;IIEH? ; :?H?=;DJ?�� $DEBJH;
 F;H ;L?J7H; B\7KJE�H;<;H;D�
P?7B?JS :;=B? E8?;JJ?L?
 IEDE IJ7J? 9EDI?:;H7J? ? :7J? :;BB\7D7B?I? :?
9EDJ;IJE ;<<;JJK7J7 :7BB7 :?H;P?ED; =;D;H7B; ; IEDE IJ7J? FH;I?
?D 9EDI?:;H7P?ED; ? :K; F?7D? -JH7J;=?9? 9>; ?D9BK:EDE 7D9>;
B7�FHEIF;JJ?L7�:;=B? stakeholder�

';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
�FFHE<ED:?C;DJE�:;BB\;IF;H?;DP7�:?�7B9KD?�9ECKD? a ������ECKD;�:?
-7II7H?

Il rapporto tra processi decisionali e risorse
conoscitive della realtà
&; 9EDEI9;DP; I;C8H7DE ;II;H; KDE :;=B? 7IF;JJ? F?X H?B;�
L7DJ? IKB GK7B; B\7CC?D?IJH7P?ED; >7 B7LEH7JE D;=B? KBJ?C? 7DD?�
*;H GK7DJE H?=K7H:7 ?B H7FFEHJE JH7 :;9?I?ED? ; 9EDEI9;DP;
 I?
H?9EH:7 9>; D;BB7 :;<?D?P?ED; :;B F?7DE :;BB7 performance IE�
DE IJ7J? 9EDI?:;H7J? ? :7J? :? 9EDJ;IJE 7==?EHD7J? ;: 7D9>; B;
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L7BKJ7P?ED? :;BB; 7JJ?L?JS :;B 9ECKD; �I;FFKH 7D9EH7 CEBJE B?�
C?J7J;��
$B H7FFEHJE JH7 9EDEI9;DP; ; :;9?I?ED? T KDE :;=B? 7IF;JJ? 9>;
L?;D; FH;IE ?D 9EDI?:;H7P?ED; 7D9>; :7BB7 9B7II; FEB?J?97

I;FFKH; GK;IJE 7IF;JJE :ELH;88; ;II;H; 7D9EH7 F?X H7<<EHP7�
JE� � FHEFEI?JE I? H?9EH:7 9>; D;B ����
 FH?C7 :;BB7 :;<?D?P?ED;
:;=B? E8?;JJ?L? IJH7J;=?9?
 L?;D; EH=7D?PP7J7 KD7 FH;I;DJ7P?E�
D; 7=B? 7II;IIEH? :;? :7J? :? 9EDJ;IJE 7==?EHD7J? ; :;BBE IJ7�
JE :? 7JJK7P?ED;H?IKBJ7J? :;BB\7CC?D?IJH7P?ED;� .7B; FH;I;DJ7�
P?ED; L?;D; <7JJ7 D;BB\7C8?JE :? KD7 7FFEI?J7 =?KDJ7 7BB7 GK7�
B; F7HJ;9?F7DE 7II;IIEH?
 :?H?=;DJ? ;: ;IF;HJ? ;IJ;HD? 9>; IEDE
9>?7C7J? 7 9ECC;DJ7H; B\;LEBKP?ED; :;B 9EDJ;IJE IE9?E�;9E�
DEC?9E ;: ? H?IKBJ7J? ;C;HI? :7BB; C?IKH7P?ED?L7BKJ7P?ED? <7JJ;
:;BB\7JJ?L?JS�:;B�9ECKD;�
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';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
�FFHE<ED:?C;DJE�:;BB\;IF;H?;DP7�:?�7B9KD?�9ECKD? a ������ECKD;�:?
-7II7H?

Leading practice individuata: condizioni e
circostanze che l’hanno determinata o favorita
&7 leading practice :;B 9ECKD; :? -7II7H? 9EDI?IJ; D;BB7
9>?7H7 :;<?D?P?ED; :;BB\7B8;HE :;BB7 performance 7JJH7L;HIE B7
9EDI?:;H7P?ED; :;? :7J? :? 9EDJ;IJE 7==?EHD7J? ; :;BB; C?IK�
H7P?ED? �I;FFKH B?C?J7J;� :;? H?IKBJ7J? :;? FHE=H7CC?FEB?J?9>;
:;BB\7CC?D?IJH7P?ED; ;
 ?DEBJH;
 7JJH7L;HIE KD B7LEHE :? =HKFFE
JH7�7II;IIEH?�;�:?H?=;DJ?�

&\7D7B?I? :;? I?IJ;C? :? performance C7D7=;C;DJ >7 7D7B?P�
P7JE ? �� 9ECKD?
 ? 9K? H?IKBJ7J? IEDE FH;I;DJ7J? ?D GK;IJE 97�
F?JEBE� +K;IJ7 7D7B?I? T IJ7J7 IK99;II?L7C;DJ; ;IJ;I7 7: 7BJH?
�� 9ECKD? 97FEBKE=E :? *HEL?D9?7 9>; FH;I;DJ7L7DE
 7BB7 BK�
9; :;BB\7D7B?I? ILEBJ7
 KD :?I9H;JE IL?BKFFE :;? I?IJ;C? :? C?IK�
H7P?ED; ; L7BKJ7P?ED; :;BB7 performance� � I;=K?JE :? GK;IJ7
7D7B?I? IEDE IJ7J? I;B;P?ED7J? 7B9KD? 9ECKD? F7HJ?9EB7HC;DJ; H?�
B;L7DJ? F;H B; CE:7B?JS :? performance management� ?B 9ECK�
D; :? �EBP7DE
 ?B 9ECKD; :? *EH:;DED; ;: ?B 9ECKD; :? .H;D�
JE�
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';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
�FFHE<ED:?C;DJE�:;BB\;IF;H?;DP7�:?�7B9KD?�9ECKD?

2.11 Comune di Bolzano

Stato degli strumenti e del processo decisionale alla
base del sistema di performance management
adottato
$B 9ECKD; :? �EBP7DE DED >7 KD :E9KC;DJE IF;9?<?9E :? F?7DE
:;BB7 performance� $B * ",** L?;D; KJ?B?PP7JE 9EC; F?7DE
:;BB7 performance
 C7 ;IIE DED ?D9BK:; KD 7B8;HE :;BB7 per-

formance L;HE ; FHEFH?E� "B? E8?;JJ?L? IJH7J;=?9? L;D=EDE 9ED�
J;DKJ? D;B F?7DE IJH7J;=?9E
 9ED :KH7J7 GK?DGK;DD7B;
 9>; T
IJ7JE IL?BKFF7JE 7JJH7L;HIE KD FHE9;IIE F7HJ;9?F7J?LE� $B FHE�
=H7CC7 :? =EL;HDE :? :KH7J7 GK?DGK;DD7B; FH;D:; B; CEI�
I; :7B F?7DE IJH7J;=?9E ; L?;D; :;<?D?JE :7BB7 9B7II; FEB?J?97�
"B? E8?;JJ?L? IJH7J;=?9? :;B FHE=H7CC7 :? C7D:7JE L;D=EDE :;�
9B?D7J? ?D E8?;JJ?L? EF;H7J?L? D;BB\7C8?JE :;B * "� "B? E8?;JJ?L?
:? * " L;D=EDE :;<?D?J? 9ED=?KDJ7C;DJ; :7? :?H?=;DJ? ;: 7I�
I;IIEH? :? H?<;H?C;DJE 7JJH7L;HIE =HKFF? :? B7LEHE C?IJ?� "B? 7I�
I;IIEH? IEDE ?DEBJH; H;IFEDI78?B? 7D9>; :7BB7 performance :;B
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I;JJEH; FH;I?:?7JE� $B 9?9BE :;BB7 performance T FH;I?:?7JE :7B
:?H;JJEH; =;D;H7B; ; L?;D; 7JJK7JE ?D 9EBB;=7C;DJE 7B 8?B7D9?E�
&\7=;D:7 :;B 9?9BE :;BB7 performance I;=K; ? J;CF? :;B 8?B7D�
9?E�

';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
�FFHE<ED:?C;DJE�:;BB\;IF;H?;DP7�:?�7B9KD?�9ECKD? a ������ECKD;�:?��EB�
P7DE

Il rapporto tra processi decisionali e risorse
conoscitive della realtà
&; 9EDEI9;DP; I;C8H7DE 7L;H; KD HKEBE H?B;L7DJ; D;B I?IJ;�
C7 :? performance management :;B 9ECKD; :? �EBP7DE� &7
:;<?D?P?ED; :;B FHE=H7CC7 :? C7D:7JE ; :;=B? E8?;JJ?L? EF;�
H7J?L? FH;D:; ?D 9EDI?:;H7P?ED; 7D7B?I? :? 9EDJ;IJE ;: ?D F7HJ?�
9EB7H; ? H?IKBJ7J? :;BB; H?B;L7P?ED? 7DDK7B? IKBB7 GK7B?JS :;? I;H�
L?P? E<<;HJ? :7B 9ECKD; ; :;? 8;9>C7HA H;7B?PP7J? :7B 9ECK�
D; D;BB\7C8?JE :;B benchmarking +9BK8� &; ?D:7=?D? :? GK7B?JS
DED H?=K7H:7DE IEBE ? I;HL?P? E<<;HJ? :?H;JJ7C;DJ; :7B 9ECKD;
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C7 7D9>; ? I;HL?P? E<<;HJ? :7BB; IE9?;JS F7HJ;9?F7J;� $DEBJH;
 D;B
F7II7JE�?B�9ECKD;�>7�H;7B?PP7JE�?B ��!�
*H?C7 :;BB\?D?P?E :;B 9?9BE :? 8?B7D9?E
 ?B 9ECKD; H;7B?PP7 KD7
H;B7P?ED; ?DJ;HD7 IKBB\7D:7C;DJE :;? FHE=H7CC? ?D 9EHIE ; IKB
H7==?KD=?C;DJE :;=B? E8?;JJ?L? FH;<?II7J? D;B FH;9;:;DJ; 9?9BE
:? performance�

';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
�FFHE<ED:?C;DJE�:;BB\;IF;H?;DP7�:?�7B9KD?�9ECKD? a ������ECKD;�:?��EB�
P7DE

Leading practice individuata: condizioni e
circostanze che l’hanno determinata o favorita
&7 leading practice :;B 9ECKD; :? �EBP7DE 9EDI?IJ; D;B HKEBE
E<<;HJE 7BB; 9EDEI9;DP; 7BB\?DJ;HDE :;B 9?9BE :;BB7 perfor-

mance
 9ED F7HJ?9EB7H; H?<;H?C;DJE 7BB; H?B;L7P?ED? :? GK7B?JS
:;? I;HL?P? E<<;HJ? ; 7BB7 H;7B?PP7P?ED; 9EDIJ7DJ; :? benchmark

:;?�IKE?�I;HL?P?�
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';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
�FFHE<ED:?C;DJE�:;BB\;IF;H?;DP7�:?�7B9KD?�9ECKD?

2.12 Comune di Pordenone

Stato degli strumenti e del processo decisionale alla
base del sistema di performance management
adottato
$B 9ECKD; :? *EH:;DED; DED >7 FH;:?IFEIJE KD :E9KC;DJE
IF;9?<?9E :? F?7DE :;BB7 performance� $B * " ; B7 ,** L;D=E�
DE ?DJ;I? 9EC; F?7DE :;BB7 performance
 C7 DU ?B * " ; DU
B7 ,** ?D9BK:EDE KD 7B8;HE :;BB7 performance� .KJJ7L?7 9\T
KD 9EDJ?DKE H?9>?7CE JH7 =B? E8?;JJ?L? F?X :? D7JKH7 IJH7J;=?97
:? ,** ; GK;BB? F?X EF;H7J?L? :? * "� $B 9ECKD; :? *EH:;DED;
>7 :? H;9;DJ; 7JJ?L7JE KD FHE=;JJE :? benchmarking D;BB\7C8?JE
:;B 9EDJHEBBE :? =;IJ?ED;� $B FHE9;IIE :? performance mana-

gement L?;D; =;IJ?JE ?D C7D?;H7 ?DJ;=H7J7 9ED B\7KI?B?E :? KD
software�
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';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
�FFHE<ED:?C;DJE�:;BB\;IF;H?;DP7�:?�7B9KD?�9ECKD? a ������ECKD;�:?
*EH:;DED;

Il rapporto tra processi decisionali e risorse
conoscitive della realtà
&7 H;B7P?ED; :? H;D:?9EDJE H;7B?PP7J7 7DDK7BC;DJ; ?D9BK:; :;�
=B? ?D:?97JEH? :? output
 :? H?IKBJ7JE ; :? IE::?I<7P?ED; :;=B?
KJ;DJ?�

';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
�FFHE<ED:?C;DJE�:;BB\;IF;H?;DP7�:?�7B9KD?�9ECKD? a ������ECKD;�:?
*EH:;DED;

Leading practice individuata: condizioni e
circostanze che l’hanno determinata o favorita
&7 leading practice 9EDI?IJ; D;BB7 =;IJ?ED; ?DJ;=H7J7 :;B 9?9BE
:;BB7 performance�
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';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
�FFHE<ED:?C;DJE�:;BB\;IF;H?;DP7�:?�7B9KD?�9ECKD?

2.13 Comune di Trento

Stato degli strumenti e del processo decisionale alla
base del sistema di performance management
adottato
$B 9ECKD; :? .H;DJE DED >7 FH;:?IFEIJE KD :E9KC;DJE ad

hoc :? F?7DE :;BB7 performance� .KJJ7L?7
 EBJH; 7BB7 ,** ; 7B
* " 9>; 9EDJ;D=EDE :7 KD B7JE =B? E8?;JJ? IJH7J;=?9? �,**�
; :7BB\7BJHE =B? E8?;JJ?L? EF;H7J?L? �* "�
 ?B 9ECKD; FH;:?IFED;
7DDK7BC;DJ; 7D9>; KD F?7DE :? C?=B?EH7C;DJE 9>; 9EDJ?;D;
=B? E8?;JJ?L? :? C?=B?EH7C;DJE ?:;DJ?<?97J? 7 L7BB; :;BB; 7D7B?I? :?
GK7B?JS :;? I;HL?P?
 :? IE::?I<7P?ED; :;=B? KJ;DJ? ; :;B H;D:?�
9EDJE :;BB7 performance :;BB7 FHEFH?7 7JJ?L?JS
 FH?C7 :;BB\?D?P?E
:;B�9?9BE�:?�8?B7D9?E�
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';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
�FFHE<ED:?C;DJE�:;BB\;IF;H?;DP7�:?�7B9KD?�9ECKD? a ������ECKD;�:?
.H;DJE

Il rapporto tra processi decisionali e risorse
conoscitive della realtà
&; 9EDEI9;DP; I;C8H7DE 7L;H; KD HKEBE H?B;L7DJ; D;B 9?9BE
:;BB7 performance :;B 9ECKD; :? .H;DJE� $B 9ECKD; FH;IJ7
F7HJ?9EB7H; 7JJ;DP?ED; 7BB\7D7B?I? :;BB7 GK7B?JS :;? FHEFH? I;HL?P?
; :;BB7 FHEFH?7 EH=7D?PP7P?ED; 7JJH7L;HIE B\KIE :? IJHKC;DJ?
9EC; ?B ��! E  !+'� "?S :7B ���� ?B 9ECKD; IJ7 B7LEH7D:E
IK? J;C? :;BB7 GK7B?JS ; 7BB\;FE97 B7 =?KDJ7 9ECKD7B; >7 :;9?IE
:? 9ED<HEDJ7HI? 9ED ?B 'E:;BBE F;H B\;99;BB;DP7  �!�+�'
 ?D
GK7DJE 9EDI;DJ?L7 :? C?IKH7H; ; L;H?<?97H; B; I9;BJ; IJH7J;=?�
9>;
 :? ;L?:;DP?7H; ? FKDJ? :? <EHP7 ; B; 7H;; :? C?=B?EH7C;DJE

:? ?D:?L?:K7H; 9ED C;JE:E B; FH?EH?JS :? ?DJ;HL;DJE
 :? H7<<EHP7�
H; ?B F;H9EHIE L;HIE ?B C?=B?EH7C;DJE ; :? 9ED<HEDJ7HI? 9ED KD
CE:;BBE :? H?<;H?C;DJE ; 9ED B; C?=B?EH? 7CC?D?IJH7P?ED? FK88B?�
9>;� �BB\?DJ;HDE :;BB\7CC?D?IJH7P?ED; T IJ7JE 9EIJ?JK?JE KD 9E�
C?J7JE =K?:7 F;H B7 GK7B?JS
 FH;I?;:KJE :7B :?H;JJEH; =;D;H7B;

; 9ECFEIJE :7? :?H?=;DJ? H;IFEDI78?B? :;? � 9H?J;H? 9EIJ?JK;DJ?
?B CE:;BBE :? ;99;BB;DP7 ��! ��H?J;H?7 )MD;H�
 :7B I;=H;J7H?E
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=;D;H7B;
 :7B :?H?=;DJ; :;B I;HL?P?E I?IJ;C7 ?D<EHC7J?LE ; :7
KD7 H7FFH;I;DJ7DP7 :? 97F?K<<?9?E� (;B ���� ?B 9ECKD; >7 H;7�
B?PP7JE ?B ��!� $DEBJH;
 $B 9ECKD; H;7B?PP7 KD\?D:7=?D; :? IE:�
:?I<7P?ED; :;? FHEFH? KJ;DJ? 9ED 97:;DP7 8?;DD7B;� *;H GK7D�
JE H?=K7H:7 B\7D7B?I? :;B 9EDJ;IJE IE9?E�;9EDEC?9E ; :;BB7 IK7
;LEBKP?ED;
 I? I;=D7B7 9>; 7DDK7BC;DJ; ?B 9ECKD; H;7B?PP7
KD 7DDK7H?E IJ7J?IJ?9E 9>; 7D7B?PP7 B7 IE9?;JS JH;DJ?D7 7 ���
=H7:?� 7CC?D?IJH7JEH? D;B F7II7JE ; D;B FH;I;DJ;
 F;HIED7B;
:;B 9ECKD;
 8?B7D9?E :;B 9ECKD;
 7IF;JJ? :;CE=H7<?9?
 ?IJHK�
P?ED;
 I7D?JS
 =?KIJ?P?7
 7C8?;DJ;
 J;HH?JEH?E
 7JJ?L?JS ?D:KIJH?7�
B?
 :;CE=H7<?7 :;BB; ?CFH;I;
 JKH?ICE
 9KBJKH7 ; J;CFE B?8;�
HE
 JH7IFEHJ?
 ;:?B?P?7
 ?CC?=H7P?ED;� &\7DDK7H?E FH;I;DJ7 ? :7J?
?D KD\EJJ?97 :? 9ED<HEDJE 9ED =B? 7DD? FH;9;:;DJ? ;E 9ED 7BJH;
H;7BJS�?J7B?7D;�
�DDK7BC;DJ; ?B 9ECKD; H;7B?PP7 KD7 H;B7P?ED; :? H;D:?9EDJE
:;BB7 FHEFH?7 performance� &7 H;B7P?ED; ?D:?L?:K7 ? FHE=H7CC?
?D 87I; 7? L7H? 9;DJH? :? 9EIJE
 B; H?IEHI; KC7D; ; <?D7DP?7H?;
7II;=D7J;
 ?CF;=D7J; ; IF;I; DED9>U ? FHE:EJJ? EJJ;DKJ?� "B?
?D:?97JEH?�KJ?B?PP7J?�IEDE�:? output ;�:?�7JJK7P?ED;�
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';DK a &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7 a ��
�FFHE<ED:?C;DJE�:;BB\;IF;H?;DP7�:?�7B9KD?�9ECKD? a ������ECKD;�:?
.H;DJE

Leading practice individuata: condizioni e
circostanze che l’hanno determinata o favorita
&7 leading practice :;B 9ECKD; :? .H;DJE H?=K7H:7 :7 KD B7JE
B\7D7B?I? :;B 9EDJ;IJE IE9?E�;9EDEC?9E ?D EJJ?97 9ECF7H7J?L7
9ED ?B F7II7JE ; 7BJH; H;7BJS ?J7B?7D; I?C?B? ; ?B BEHE KIE D;B FHE�
9;IIE :;9?I?ED7B; ;
 :7BB\7BJHE
 B7 FH;:?IFEI?P?ED; :? KD F?7DE
:? C?=B?EH7C;DJE 9>; ?D9BK:; E8?;JJ?L? :? C?=B?EH7C;DJE :;B 9E�
CKD;�
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Collegamenti

�B <?D; :? H;D:;H; F?X 7=;LEB; ?B F;H9EHIE :? 7FFHE<ED:?C;DJE
I? I;=D7B7DE :? I;=K?JE ? 9EDJ;DKJ? :;BB; 7BJH; I;P?ED? 9>;
9ECFED=EDE�?B�C7DK7B;�

_ &E IL?BKFFE :;B 9?9BE :;BB7 performance� FH?D9?F? ; 9H?J;H?

9>; FH;I;DJ7 ?B GK7:HE :;? FH?D9?F7B? ;B;C;DJ? IK? GK7B? T EF�
FEHJKDE 9>; E=D? 7CC?D?IJH7P?ED; H?<B;JJ7 F;H H7<<EHP7H; B7
FHEFH?7 97F79?JS :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB; perfor-

mance� &7 I;P?ED; 9ECFH;D:; B7 check list KJ?B?PP78?B; :7?
9ECKD? 9EC; IJHKC;DJE F;H KD\7KJE7D7B?I? :;BB; 97H7JJ;H?�
IJ?9>;�;�:;B�<KDP?ED7C;DJE�:;B�I?IJ;C7�

_ ?B H7FFEHJE  IF;H?;DP; ; leading practice ?D 7B9KD; 7CC?D?�
IJH7P?ED? BE97B? 9>; FH;I;DJ7 ? H?IKBJ7J? :;B F;H9EHIE :? 7D7B?I?
9ECF?KJE IKBB; I;? 7CC?D?IJH7P?ED? F?BEJ7 D;B F;H?E:E ����
���� 9ED B\E8?;JJ?LE :? C;JJ;H; ?D ;L?:;DP7 B; leading prac-

tice ;C;HI; :KH7DJ; B\;IF;H?;DP7 :? 7JJK7P?ED; :;BB; ?DDE�



L7P?ED? ?D J;C7 :? performance management ?DJHE:EJJ; :7B
:;9H;JE�B;=?IB7J?LE�D���������

_ ? � H7FFEHJ? H;B7J?L? 7BB; ;IF;H?;DP; :;BB; 7CC?D?IJH7P?ED?
F?BEJ7 ��H;PPE
 �;H=7CE
 (EL7H7
 ,;==?E  C?B?7
 0;HED7

/D?ED; 9ECKD? :;BB7 �7II7 ,EC7=D7�
 9>; FH;I;DJ7DE D;B
:;JJ7=B?E B; 7D7B?I? ILEBJ; FH;IIE 9?7I9KD7 7CC?D?IJH7P?ED;
?D H;B7P?ED; 7B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7
performance EH=7D?PP7J?L7 ?D ;II;H; D;B ����� .7B? H7FFEH�
J? :;I9H?LEDE ?DEBJH; B; 7P?ED? :? C?=B?EH7C;DJE FEIJ; ?D ;I�
I;H; :7BB; 7CC?D?IJH7P?ED? F?BEJ7 D;B F;H?E:E �������� 7B
<?D; :? H7<<EHP7H; ?B 9?9BE :;BB7 performance
 B7 L7BKJ7P?ED;
:;BB7 performance
 B7 H;:7P?ED; :;B F?7DE ; :;BB7 H;B7P?ED;
IKBB7 performance�

_ ?B H7FFEHJE IK? F;H9EHI? :? C?=B?EH7C;DJE D;? 9ECKD? :;BB;
H;=?ED? )8?;JJ?LE �EDL;H=;DP7
 9>; ?BBKIJH7 ?B F;H9EHIE :;B
B7LEHE :;BB; 7CC?D?IJH7P?ED? 9E?DLEBJ; ?D �7B78H?7
 �7CF7�
D?7
 *K=B?7 ; -?9?B?7 9ED B\7JJ?L?JS :? 7<<?7D97C;DJE
 FH;I;D�
J7D:ED; ? C?=B?EH7C;DJ? 9EDI;=K?J? D;BB\7JJK7P?ED; :;B 9?�
9BE :? =;IJ?ED; :;BB7 performance ;: ;L?:;DP?7D:E 7B9KD;
;IF;H?;DP;�F7HJ?9EB7HC;DJ;�I?=D?<?97J?L;�
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L’esperienza del comune di Arezzo

����D7B?I?�:;B�I?IJ;C7�:?�C?IKH7P?ED;�:;BB7 perfor-

mance EH=7D?PP7J?L7

����$DJHE:KP?ED;��$B�9ECKD;�:?��H;PPE

����$DDEL7P?ED?�D;?�I?IJ;C?�:?�C?IKH7P?ED;�H;7B?PP7J;
D;=B?�KBJ?C?�7DD?

��� Review :;B�I?IJ;C7�:?�C?IKH7P?ED;�:;BB7 perfor-

mance EH=7D?PP7J?L7

��� Lesson learned ;�FKDJ?�:?�<EHP7�:;B�F;H9EHIE�H;7�
B?PP7JE

���&;��P?ED?�:?�'?=B?EH7C;DJE�:;B�I?IJ;C7�:?�C?IKH7�
P?ED;�;�L7BKJ7P?ED;�:;BB7 performance

����"B?�E8?;JJ?L?�:;BB;�7P?ED?�:?�C?=B?EH7C;DJE�FHEFEIJ;

����$B�F;H9EHIE�:?�C?=B?EH7C;DJE�H;7B?PP7JE�:7BB\7CC?�
D?IJH7P?ED;



����"B?�;<<;JJ?�:;BB;�7P?ED?�:?�C?=B?EH7C;DJE�IKB�I?IJ;C7
:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance EH=7�
D?PP7J?L7

��� Leading practice � lesson learned

�����FF;D:?9;���H;L;�=K?:7�7B�F?7DE�IJH7J;=?9E�:;B
9ECKD;�:?��H;PPE

���07BKJ7P?ED;�:;BB7 performance
�H;:7P?ED;�:;B
F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7 perfor-

mance

$DJHE:KP?ED;

����$B�*HE9;IIE�:?�L7BKJ7P?ED;

����$B�F?7DE�:;BB7 performance ���������

����&7�H;B7P?ED;�IKBB7 performance

���� I?J?�:;BB7�L7BKJ7P?ED;

�����P?ED?�:?�C?=B?EH7C;DJE�; Lesson learned
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE

1. Analisi del sistema di misurazione della
performance organizzativa

Introduzione
&7 FH;I;DJ; I;P?ED; 9EDJ?;D; KD H7FFEHJE H;B7J?LE
7BB\;IF;H?;DP7 C7JKH7J7 :7B 9ECKD; :? �H;PPE ?D J;C7 :? C?�
IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance� $ IK99;II?L? F7H7�
=H7<? FH;I;DJ7DE D;B :;JJ7=B?E B; 7D7B?I? ILEBJ; FH;IIE 9?7I9K�
D7 7CC?D?IJH7P?ED; D;BB\7C8?JE :;B *HE=;JJE 07BKJ7P?ED; :;B�
B; Performance ?D H;B7P?ED; 7B I?IJ;C7 :? C?IKH7P?ED; ; L7BK�
J7P?ED; :;BB7 performance EH=7D?PP7J?L7 ?D ;II;H; D;B �����
.7B? F7H7=H7<? :;I9H?LEDE ?DEBJH; B; 7P?ED? :? C?=B?EH7C;DJE FE�
IJ; ?D ;II;H; :7B 9ECKD; D;B F;H?E:E �������� 7B <?D; :? H7<�
<EHP7H; ?B 9?9BE :;BB7 performance
 B7 L7BKJ7P?ED; :;BB7 perfor-

mance
 B7 H;:7P?ED; :;B F?7DE ; :;BB7 H;B7P?ED; IKBB7 perfor-

mance�



*;H KD7 L?I?ED; :\?DI?;C; :;BB; ;IF;H?;DP; C7JKH7J; ?D JKJJ; ;
I;? B; 7CC?D?IJH7P?ED? F?BEJ7 FH;I; 7 H?<;H?C;DJE D;B *HE=;JJE
07BKJ7P?ED; :;BB; Performance T FEII?8?B; 9EDIKBJ7H; B7 I;�
P?ED;  IF;H?;DP; ; leading practice ?D 7B9KD; 7CC?D?IJH7P?E�
D? BE97B?� .7B; I;P?ED; FH;I;DJ7 ?D J;HC?D? 9ECF7H7J?L? ? H?IKB�
J7J? :;B F;H9EHIE :? 7D7B?I? 9ECF?KJE IKBB; I;? 7CC?D?IJH7P?ED?
F?BEJ7 D;B F;H?E:E �������� 9ED B\E8?;JJ?LE :? C;JJ;H; ?D ;L?�
:;DP7 B; leading practice :KH7DJ; B\;IF;H?;DP7 :? 7JJK7P?ED;
:;BB; ?DDEL7P?ED? ?D J;C7 :? performance management ?DJHE�
:EJJ;�:7B�:;9H;JE�B;=?IB7J?LE�D���������

1.1 Il comune di Arezzo

�H;PPE T KD 9ECKD; 97FEBKE=E :? FHEL?D9?7 :;BB7 ,;=?ED;
.EI97D7�

Popolazione residente
�������78?J7DJ?�����������
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Assetto istituzionale
$B 9ECKD; :? �H;PPE T H;JJE :7 KD7 C7==?EH7DP7 :? 9;DJHEI?D?�
IJH7 ;B;JJ7 D;B ����� &7 =?KDJ7 T 9ECFEIJ7 :7B I?D:79E
 :7B L?�
9;I?D:79E ; :7 DEL; 7II;IIEH?� $B 9EDI?=B?E 9ECKD7B; T 9EC�
FEIJE�:7����9EDI?=B?;H?��*HEII?C;�;B;P?ED?�7�C7==?E������

La struttura organizzativa
&7 IJHKJJKH7 EH=7D?PP7J?L7 T 9EIV 7HJ?9EB7J7� :?H;P?ED; =;D;H7�
B; 9>;
 ?D staff
 ?D9BK:;� =78?D;JJE :;B I?D:79E
 F?7D?<?97P?ED;
IJH7J;=?97
 IJ7CF7 ; 9EDJHEBBE :? =;IJ?ED;� �BB7 :?H;P?ED; =;�
D;H7B;�7<<;H?I9EDE�:K;�K<<?9?�;�9?DGK;�:?H;P?ED?�:?�7H;7�

_ K<<?9?E�I;HL?P?�J;9DEBE=?9?�
_ K<<?9?E�IL?BKFFE�EH=7D?PP7J?LE�
_ :?H;P?ED; I;HL?P? 7? 9?JJ7:?D? ; 7BB; ?CFH;I; ; FHECEP?ED;
:;BB7�9?JJS�

_ :?H;P?ED;�I;HL?P?�?D<H7IJHKJJKH7B?�
_ :?H;P?ED;�H?IEHI;�<?D7DP?7H?;�
_ :?H;P?ED;�I;HL?P?�7BB7�F;HIED7�
_ :?H;P?ED;�I;HL?P?�F;H�?B�J;HH?JEH?E�

L’esperienza del comune di Arezzo



�ECFB;J7DE B7 IJHKJJKH7 :K; I;HL?P? 7KJEDEC?� B\K<<?9?E &;=7B;
; B7 FEB?P?7 CKD?9?F7B; ; B7 I;=H;J;H?7 =;D;H7B;
 9ED ?D staff =B?
7<<7H?�=;D;H7B?�
$ :?F;D:;DJ? :;B 9ECKD; 7B �������� IEDE ��� :? 9K? �� :?�
H?=;DJ?
 �� 7 J;CFE ?D:;J;HC?D7JE ; � 7 J;CFE :;J;HC?D7JE� $B
��� :;? :?H?=;DJ? ;: ?B ��� :;? :?F;D:;DJ? T :? I;IIE <;CC?�
D?B;� &\;JS C;:?7 :;B F;HIED7B; T :? �� 7DD?
 B\;JS C;:?7 :;?
:?H?=;DJ?�T�:?����7DD?�

OIV
&\)$0 T IJ7JE DEC?D7JE ?B �� DEL;C8H; ���� ;: >7 IEIJ?JK?JE
?B DK9B;E :? L7BKJ7P?ED;� &\)$0 :ELH;88; ;II;H; 9ECFEIJE :?
JH; C;C8H? ;IJ;HD?
 7JJK7BC;DJ; IEDE IEBE :K; ?D GK7DJE KD
C;C8HE T :;9;:KJE ; DED L;HHS IEIJ?JK?JE FH?C7 :;BB; ;B;P?E�
D?�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE a ����D7B?I?�:;B�I?IJ;C7�:?
C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7

1.2 Innovazioni nei sistemi di misurazione
realizzate negli ultimi anni

$B 9ECKD; :? �H;PPE I? T 7JJ?L7JE F;H H?IF;JJ7H; ? J;HC?D? ; H;�
9;F?H; D;B FHEFH?E EH:?D7C;DJE B; :?IFEI?P?ED? :;B ��&=I� ���
�����4&;==?�?B�J;IJE�?D�H;J; 5�7FFB?978?B?�7=B?�;DJ?�BE97B?�
#7 DEC?D7JE F;H J;CFE B\)$0 9>; >7 H;:7JJE ?B :E9KC;DJE
H;B7J?LE 7B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 perfor-

mance F;H IKFFEHJ7H;
 D;BB\;DJ; BE97B;
 B\?DJHE:KP?ED; :;B 9?�
9BE�:?�=;IJ?ED;�:;BB7 performance�
$B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance

�-'0*� :;B 9ECKD; :? �H;PPE :;<?D?I9;
 F;H ?B 9?9BE :? =;IJ?E�
D; :;BB7 performance� B; <7I? �F?7D?<?97P?ED;
 FHE=H7CC7P?E�
D;
 9EDJHEBBE
 H;D:?9EDJ7P?ED;
 L7BKJ7P?ED;
 FH;C?7B?JS ; JH7�
IF7H;DP7�
 B; 7JJ?L?JS :7 7JJK7H; F;H 9?7I9KD7 <7I;
 ? H;IFED�
I78?B? :? J7B? 7JJ?L?JS
 =B? IJHKC;DJ? :7 KJ?B?PP7H; ;: ? J;CF? :? 7J�
JK7P?ED;4�5�

http://www.funzionepubblica.gov.it/media/155296/testo_del_decreto_150_del_27ottobre09.pdf


$B -'0* :;<?D?I9; B7 C7FF7 IJH7J;=?97 9EC; BE IJHKC;DJE
:? 87I; F;H ;<<;JJK7H; B7 L7BKJ7P?ED; :;BB7 F;H<EC7D9; EH�
=7D?PP7J?L7 :;BB; KD?JS EH=7D?PP7J?L;
 :;? I;HL?P?
 ;
:;BB\EH=7D?PP7P?ED; D;B IKE 9ECFB;IIE� *;H B7 :;<?D?P?ED; :?
J7B; C7FF7
 ?B -'0* :;B 9ECKD; :? �H;PPE I? 7LL7B; :;BB7
]�7J;D7 IJH7J;=?97 :;B L7BEH;^
 H?97L7J7 :7B CE:;BBE :;BB7 97�
J;D7 :;B L7BEH; :? '?9>7;B *EHJ;H
 9>; :?IJ?D=K; B; 7JJ?L?JS FH?�
C7H?; �?D =H?=?E I9KHE D;BB7 J78;BB7 �� :7BB; 7JJ?L?JS :? IKFFEHJE

:EL; B; FH?C; 9EDJH?8K?I9EDE ?D C7D?;H7 :?H;JJ7 7BB7 =;D;H7�
P?ED;�:;B�L7BEH;�

Tabella 1 - Catena strategica del valore del comune di Arezzo

-L?BKFFE�;�C7DJ;D?C;DJE�:;BB;�H?IEHI;
KC7D;�;�<?D7DP?7H?;

'7DJ;D?C;DJE�:;BB;�?D<H7IJHKJJKH;
!KDP?ED?�:?�IEIJ;D?8?B?JS�:;B�I?IJ;C7�;�:;BB;
?D<H7IJHKJJKH;

";IJ?ED;�:;BB;�J;9DEBE=?;

!KDP?ED?�:?�IKFFEHJE -KFFEHJE�7?�I;HL?P?�;�7BB;�FEB?J?9>;
?IJ?JKP?ED7B?

�E;I?ED;�IE9?7B;

-;HL?P?�?IJ?JKP?ED7B?

";IJ?ED;�:;B�J;HH?JEH?E

*EB?J?9>;�;:K97J?L;�;�9KBJKH7B?

!KDP?ED?�FH?C7H?;

*EB?J?9>;�:;BB7�I?9KH;PP7

*EHJ7JEH?�:?�?DJ;H;II?

R IJ7JE FE? IJ78?B?JE KD 9EBB;=7C;DJE JH7 '79HE<KDP?ED? Y !KD�
P?ED? Y I;HL?P? Y FHE9;II? ;: 7JJ?L?JS �9>; J?;D; 9EDJE 7D9>;
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:? ;L;DJK7B? FHE=;JJ? 7 IKFFEHJE�
 ?D CE:E 9>; E8?;JJ?L? ;: ?D�
:?97JEH? 7II;=D7J? 7 9?7I9KD ;B;C;DJE :;BB7 C7FF7 I?7DE ?D
9EHH;B7P?ED;�JH7�BEHE�
/BJ;H?EH; F7IIE T IJ7JE GK;BBE :;<?D?H; B7 C7FF7 :;? 9;DJH? :?
H;IFEDI78?B?JS
 JH799?7H; B7 H;B7P?ED; JH7 9;DJH? :? H;IFEDI78?�
B?JS ; 7JJ?L?JS �I;HL?P?� ;
 GK?D:?
 9?H9EI9H?L;H; ; I;B;P?ED7H; =B?
?D:?97JEH? :? FH;IJ7P?ED; F?X EFFEHJKD? F;H ? I?D=EB? 9;DJH? :? H;�
IFEDI78?B?JS�
*;H E=D? I;HL?P?E I? T F;DI7JE :? ?DJHE:KHH; KD CE:;BBE :?
C?IKH7P?ED; CKBJ?:?C;DI?ED7B; 9>; J;D;II; 9EDJE
 EBJH; 9>;
:;BB\;<<?9?;DP7
 7D9>; :;BB\;<<?979?7
 B7 J;CF;IJ?L?JS

B\799;II?8?B?JS
 B7 JH7IF7H;DP7 ; B7 97F79?JS :? H7II?9KH7P?ED;�
$B�CE:;BBE�T�H?FEHJ7JE�D;BB7 <?=KH7���
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Figura 1 : Modello di misurazione multi - dimensionale del comune di Arezzo

&\?DJHE:KP?ED; :;B 9?9BE :;BB7 performance
 :? KD7 L?I?ED; EB?�
IJ?97 :;BB7 performance ; :? KD I?IJ;C7 :? C?IKH7P?ED; CKB�
J?:?C;DI?ED7B; H7FFH;I;DJ7 KD\?DDEL7P?ED; :? =H7D:; FEHJ7J7
F;H ?B 9ECKD;� $B <7JJE 9>; I?7 <EHJ;C;DJ; IFEDIEH?PP7J7 :7?
L;HJ?9? 7CC?D?IJH7J?L? H7FFH;I;DJ7 9;HJ7C;DJ; KD <7JJEH; FEI?�
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J?LE DED JH7I9KH78?B;� 'EBJE IF;IIE
 ?D?P?7J?L; 9>; 9ECFEHJ7�
DE 97C8?7C;DJ? I?=D?<?97J?L? <7BB?I9EDE FHEFH?E F;H9>U C7D97
B\?CF;=DE�:;?�L;HJ?9?�:;BB\EH=7D?PP7P?ED;�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE a ����D7B?I?�:;B�I?IJ;C7�:?
C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7 a ����$DDEL7P?ED?�D;?�I?IJ;�
C?�:?�C?IKH7P?ED;�H;7B?PP7J;�D;=B?�KBJ?C?�7DD?

I sistemi informativi
&7 FEB?J?97 ?D<EHC7J?97 :;BB\;DJ; T :;<?D?J7 F;H =H7D:? 7C8?J?
D;BB7 ,**
 C7D97 KD :E9KC;DJE IJHKJJKH7JE�
&\7CC?D?IJH7P?ED; >7 KD7 FHEFH?7 7HJ?9EB7P?ED; EH=7D?PP7J?L7

?B 9K? DEC; T $DDEL7P?ED; .;9DEBE=?97
 9>; I? E99KF7 :;BB7
FHE=;JJ7P?ED;
 7:;I?ED; ;: 7JJK7P?ED; :;? FHE=;JJ? :? e-gov-

ernment� �JJK7BC;DJ; DED L?;D; ;HE=7J7 :;BB7 <EHC7P?ED;
C7D7=;H?7B; IK? J;C? :? ?DDEL7P?ED; J;9DEBE=?97 ;: e-govern-

ment 9EHH;B7J? 7BB7 C?IKH7P?ED; ;: 7BB7 L7BKJ7P?ED; :;BB7 per-

formance�
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&\7CC?D?IJH7P?ED; >7 <7JJE H?B;L7DJ? ?DL;IJ?C;DJ? D;B ���� F;H
H?DDEL7H; B7 87I; :7J? :;B 9ECKD;
 FEJ;DP?7H; =B? 7FFB?97J?L?
ED�B?D; ; 7KJEC7J?PP7H; ?B -/�*� *;H ?B ���� DED IEDE 7D9EH7
IJ7J; <7JJ; FHE?;P?ED? H;B7J?L; 7? :7J?� &\7CC?D?IJH7P?ED; >7 KD
I?JE 7==?EHD7JE F;H?E:?97C;DJ; 9ED ?D<EHC7P?ED? IKBB; 7JJ?L?JS
;:�?�I;HL?P?�ILEBJ?�;�9ED�:E9KC;DJ?�I97H?978?B?�;�9EDIKBJ78?B?�
&; ?D<EHC7P?ED? H;B7J?L; 7=B? E8?;JJ?L? 7II;=D7J? ; 7B B?L;BBE
:? H7==?KD=?C;DJE :;=B? IJ;II? DED9>U 7BB; performance

:;BB\7CC?D?IJH7P?ED; IEDE :?<<KI; 7BB\?DJ;HDE C;:?7DJ; KD7 in-

tranet IEBE F;H :E9KC;DJ? FEIJ7J? ?D <EHC7JE *:<� (ED 9\T KD
I?IJ;C7  ,*� $ I?IJ;C? =;IJ?ED7B? IEDE 7D9EH7 :?IJ?DJ? ;: ?D:?�
F;D:;DJ?��9EDJ78?B?JS�7D7B?J?97
�F;HIED7B;
�;J9���
*;H GK7DJE H?=K7H:7 ?B I?IJ;C7 ?D<EHC7J?LE 7 IKFFEHJE :;B
I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance

B\7D7B?I? >7 ;L?:;DP?7JE 9>; T IJ7JE ?CFB;C;DJ7JE KD 7FFB?97J?�
LE software F;H ?B 9EDJHEBBE :? =;IJ?ED;
 C7 DED T FH;I;DJ; KD
CE:KBE F;H ?B 9EDJHEBBE :?H;P?ED7B;
 9ED 97F79?JS :? business

intelligence
 ?D =H7:E :? H799E=B?;H; ;: 7==H;=7H; :7J? :7? I?�
IJ;C? ?D ;II;H; ; FH;I;DJ7HB? 9ED B; CE:7B?JS F?X 9ED<79;DJ?
7BB\?DJ;HFH;J7P?ED;
 7BB7 L7BKJ7P?ED; ;: 7B IKFFEHJE :;9?I?ED7�
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B;� .KJJ? ? :7J? I?=D?<?97J?L? F;H B7 C?IKH7P?ED; ; L7BKJ7P?ED; :;B�
B7 performance IEDE H799EBJ? ?D <E=B? ;N9;B� +K;IJE H?9>?;:; KD
F7II7==?E C7DK7B; ;: KD 9EDI?IJ;DJ; ?CF;=DE :? H?IEHI; F;H
7==?EHD7H; ? FHEIF;JJ? H;B7J?L? I?7 7BB7 performance EH=7D?PP7�
J?L7
 I?7 7BB7 performance ?D:?L?:K7B;� R 7KIF?978?B; 9>; ?D KD
FHEII?CE <KJKHE I? FEII7 7==?KD=;H; KD 7FFB?97J?LE IF;9?<?9E
F;H�?B�9EDJHEBBE�:?H;P?ED7B;�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE a ����D7B?I?�:;B�I?IJ;C7�:?
C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7 a ����$DDEL7P?ED?�D;?�I?IJ;�
C?�:?�C?IKH7P?ED;�H;7B?PP7J;�D;=B?�KBJ?C?�7DD?

Il sistema di misurazione e valutazione della
performance individuale
*;H GK7DJE H?=K7H:7 B7 C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 per-

formance ?D:?L?:K7B; IEDE IJ7J? ;B78EH7J? :7B 9ECKD; :? �H;P�
PE JH;�CE:;BB?�7:�7B8;HE�

_ *;H�?�:?H?=;DJ?
_ *;H�B;�FEI?P?ED?�EH=7D?PP7J?L;
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_ *;H�?B�F;HIED7B;�I;DP7�?D97H?9>?�:?�H;IFEDI78?B?JS

�EC; ;L?:;DP?7JE D;B -'0*� F;H GK7DJE H?=K7H:7 B7 L7BKJ7�
P?ED; :;? :?H?=;DJ? ?B CE:;BBE 7:EJJ7JE D;B ���� T IJ7JE H;L?I?E�
D7JE KD7 FH?C7 LEBJ7 D;B ���� F;H ?D:?L?:K7H; 9ED C7==?EH;
FH;9?I?ED; B7 IF;9?<?9?JS :;B B7LEHE :? :?H;P?ED; ; F;H C?=B?EH7�
H; B7 C;JH?97 :7 KJ?B?PP7H; F;H B7 L7BKJ7P?ED;� /D7 I;9ED:7 H;�
L?I?ED; T IJ7J7 ;<<;JJK7J7 IK99;II?L7C;DJ; F;H H;D:;H; ?B CE�
:;BBE 9ED<EHC; 9ED B\7HJ�� :;B :;9H;JE ������� 4&;==? ?B J;IJE
?D�H;J; 5�
$B CE:;BBE F;H B7 L7BKJ7P?ED; :;? :?H?=;DJ? T IJHKJJKH7JE IK JH;
B?L;BB?� (;B FH?CE B?L;BBE IEDE FH;I; ?D 9EDI?:;H7P?ED; B; I;�
=K;DJ? :?C;DI?ED?� B\7<<?:78?B?JS
 B7 97F79?JS EH=7D?PP7J?L7 ;
=;IJ?ED7B;
 B7 FHE<;II?ED7B?JS
 B\;CF7J?7� �?7I9KD7 :?C;DI?E�
D; T KBJ;H?EHC;DJ; :;JJ7=B?7J7 D;B I;9ED:E ;:
 ;L;DJK7BC;D�
J;
 D;B J;HPE B?L;BBE� (;BB7 :?C;DI?ED; :;BB\7<<?:78?B?JS I? J?;D;
?D 9EDI?:;H7P?ED; ?B =H7:E :? 9EDI;=K?C;DJE :;=B? E8?;JJ?L? 7I�
I;=D7J? 7JJH7L;HIE B7 ]97F79?JS :? FH;IJ7H; I;HL?P?E D;B H?IF;J�
JE :;=B? E8?;JJ?L? 7II;=D7J?^
 D;B I;9ED:E B?L;BBE� )=D? :?C;D�
I?ED; >7 KD F;IE 9EC; I? FKW ;L?D9;H; :7BB7 <?=KH7 �� �D9>;
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7=B? E8?;JJ?L? :7 H7==?KD=;H; IEDE 7II;=D7J? :;? F;I? 7JJH7L;H�
IE KD CE:;BBE ;: KD7 C;JH?97 :? F;I7JKH7 :;=B? E8?;JJ?L?
 ?B�
BKIJH7J? D;B -'0*� (;B :E9KC;DJE H;B7J?LE 7B -'0* IEDE ?B�
BKIJH7J? 7D9>; B7 C;JH?97 ;: ?B C;997D?ICE :7 7:EJJ7H; D;BB7
L7BKJ7P?ED; :;BB; I?D=EB; :?C;DI?ED?� /D CE:;BBE 7D7BE=E T
IJ7JE�;B78EH7JE�F;H�B;�FEI?P?ED?�EH=7D?PP7J?L;�
*;H GK7DJE H?=K7H:7 ?B H;IJE :;B F;HIED7B; ?B CE:;BBE 7:EJJ7JE
T F?X I;CFB?9; :;? FH;9;:;DJ?
 ?D GK7DJE J?;D; ?D 9EDI?:;H7�
P?ED; IEBE JH; :?C;DI?ED?� E8?;JJ?L?
 H;B7P?ED?
 9ECF;J;DP; ;
97F79?JS� -?7 B; H;B7P?ED?
 I?7 B; 9ECF;J;DP; ; 97F79?JS IEDE
:;JJ7=B?7J; ?D KD I;9ED:E B?L;BBE� /D7 J78;BB7 9ED B7 :;I9H?P?E�
D; :;BB; :?C;DI?ED? :;BB7 performance ?D:?L?:K7B; 7?KJ7 C7�
D7=;H�;�9EBB78EH7JEH?�7:�7:EJJ7H;�KD�B?D=K7==?E�9ECKD;�
(;B -'0* IEDE IJ7J? :;<?D?J? 7D9>; ?B FHE9;IIE :? L7BKJ7P?ED;
;�GK;BBE�:?�H?9ED9?B?7P?ED;�
$B I?IJ;C7 J?;D; 9EDJE :? KD DKC;HE ;B;L7JE :? :?C;DI?ED? :;B�
B7 performance� -;
 :7 KD B7JE
 9?W 9EDI;DJ; KD7 L7BKJ7P?ED;
F?X 7HJ?9EB7J7
 :7BB\7BJHE ?B B?L;BBE :? :;JJ7=B?E H?9>?;IJE H;D:; F?X
?CF;=D7J?L7 B7 H?B;L7P?ED; :? JKJJ; B; :?C;DI?ED? :7 L7BKJ7H; ;
F?X :?<<?9?B; KD7 L7BKJ7P?ED; ECE=;D;7
 :7 F7HJ; :? L7BKJ7JEH?
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:?L;HI?
 :;? :7J? EJJ;DKJ?� &7 FHEL7 IKB 97CFE FEJHS
 9ECKD�
GK;
 <EHD?H; ?D:?97P?ED? I?=D?<?97J?L; IKBB7 IEIJ;D?8?B?JS ; =;IJ?�
8?B?JS�:;B�I?IJ;C7�

Figura 2: modello per la valutazione dei dirigenti del comune di Arezzo
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE a ����D7B?I?�:;B�I?IJ;C7�:?
C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7

1.3 Review del sistema di misurazione della
performance organizzativa

Le condizioni abilitanti
)8?;JJ?LE :? GK;IJ7 I;P?ED; T GK;BBE :? FH;I;DJ7H; =B? ;B;C;DJ?
78?B?J7DJ? ?B FHE9;IIE :? ?DDEL7P?ED; :;B I?IJ;C7 :? C?IKH7P?E�
D; ; L7BKJ7P?ED; :;BB7 performance 9>; 9EDJH7::?IJ?D=KEDE ?B
9ECKD; :? �H;PPE� $D F7HJ?9EB7H;
 I? 7D7B?PP7DE B; H;IFEDI78?�
B?JS ; B7 governance
 ?B I?IJ;C7 :? FHE=H7CC7P?ED; ; 9EDJHEBBE
;�B7�=;IJ?ED;�:;BB;�H?IEHI;�KC7D;�

Le responsabilità e la governance
&7 B?D;7 :? H;IFEDI78?B?JS T 9>?7H7C;DJ; ?:;DJ?<?97J7 7JJH7L;H�
IE KD EH=7D?=H7CC7 :;BB7 IJHKJJKH7 7HJ?9EB7JE =;H7H9>?97C;D�
J; F;H H;IFEDI78?B?JS� �?7I9KD HKEBE :?H?=;DP?7B; T :;<?D?JE 9ED
IF;9?<?9>; 9EDDEJ7P?ED? I?7 ?D J;HC?D? :? 7H;; :7 FH;I?:?7H; I?7
:? 9ECF;J;DP; :7 FEII;:;H;� $ :?H?=;DJ? 7F?97B? IEDE H;IFED�



I78?B? :;BB\?CF?;=E :;BB; H?IEHI; 7II;=D7J; ; :;? H?IKBJ7J? EJJ;�
DKJ?�:7BB\7H;7�FH;I?:?7J7�
R IJ7JE ?IJ?JK?JE KD 9EC?J7JE :? :?H;P?ED; ��:�� <EHC7JE :7B
:?H;JJEH; =;D;H7B; ; :7? :?H?=;DJ? 7F?97B? 9>; >7 :;<?D?JE KD
F;H9EHIE 9ED:?L?IE :? FHE=H7CC7P?ED; :;BB; 7JJ?L?JS ; L7BK�
J7P?ED; :;B =H7:E :? H7==?KD=?C;DJE :;? target� $B �:� I? H?K�
D?I9; 9ED 97:;DP7 I;JJ?C7D7B;� (;B H;=EB7C;DJE :;? I;HL?�
P? ; D;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 perfor-

mance IEDE ;IFB?9?J7J; B; H;IFEDI78?B?JS :;? :?L;HI? HKEB? FH;�
I;DJ? D;BB\EH=7D?=H7CC7� (;B F?7DE :;BB7 performance IEDE
9EHH;JJ7C;DJ; ;IFB?9?J7J; B; H;IFEDI78?B?JS :;B H7==?KD=?C;D�
JE :;? H?IKBJ7J? ; :;BB\?CF?;=E :;BB; H?IEHI; D;BB; 7H;; 9>?7L;
:? H?IKBJ7JE
 I?7 F;H B; 7JJ?L?JS 7 97H7JJ;H; FHE=;JJK7B; 9>; F;H
GK;BB; :? J?FE 9EDJ?DK7J?LE� &7 IJHKJJKH7 EH=7D?PP7J?L7 T 7HJ?�
9EB7J7 F;H FH;I?:?7H; IF;9?<?9>; FEB?J?9>; �9EC; I? FKW ;L?D�
9;H; :7=B? 7JJ? <EHC7B? :? 9ED<;H?C;DJE :;=B? ?D97H?9>?�� +K7D�
:E ? FHE=;JJ? IEDE 9ECFB;II? IEDE =;IJ?J? ?D J;HC?D? :? K<<?�
9? 9E?DLEBJ?
 H?IEHI; ?CF;=D7J;
 9HEDE�FHE=H7CC7 ;: E8?;JJ?�
L??D:?97JEH?� &; :;B;=>; 7LL;D=EDE <EHC7BC;DJ; 7JJH7L;HIE
?D:?H?PP? :;H?L7DJ? :7BB7 =?KDJ7 E FHELL;:?C;DJ? :7 F7HJ; :;B
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:?H;JJEH; =;D;H7B;� �ED B\?DJHE:KP?ED; :;B F?7DE :;BB7 perfor-

mance B7 I?JK7P?ED;
 :7B FKDJE :? L?IJ7 :;=B? standard :? GK7B?�
JS
 IJ7 ;LEBL;D:E L;HIE KD\7FFB?97P?ED; F?X F;HL7I?L7 �FH?C7
:;BB\?DJHE:KP?ED; :;B F?7DE ;H7DE KJ?B?PP7J? standard IEBE F;H ?B
I;HL?P?E I9EB7IJ?9E� ; F?X 9ECFB;J7 ?D J;HC?D? :? :?C;DI?ED? :?
performance ?DJ;H;II7J;�
$D C;H?JE 7BB7 =;IJ?ED; :;BB; performance ?D:?L?:K7B?
 =B? E8?;J�
J?L? 9ECFH;D:EDE I?7 7IF;JJ? GK7B?J7J?L? 9>; GK7DJ?J7J?L?� "B? ?D�
:?97JEH? H;B7J?L? 7 J7B? E8?;JJ?L? IEDE
 ?D<7JJ?
 I?7 :? 97H7JJ;H; ;9E�
DEC?9E 9>; :? 97H7JJ;H; GK7B?J7J?LE� IEDE IEJJEFEIJ? 7 L7BKJ7�
P?ED; 7D9>; ? 9ECFEHJ7C;DJ? EII;HL7J?
 DED9>U B; 9EDEI9;D�
P; ; B; 97F79?JS
 I?7 F;H ? :?H?=;DJ? 9>; F;H ?B H;IJE :;B F;HIE�
D7B; 9EC; ;IFB?9?J7JE D;B :E9KC;DJE H;B7J?LE 7B I?IJ;C7 :? C?�
IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance�

Il sistema di controllo e programmazione
$B I?IJ;C7 :? FHE=H7CC7P?ED; ; 9EDJHEBBE :? =;IJ?ED; FHE:K9;
KDE IJ7JE :? 7L7DP7C;DJE :;BB; 7JJ?L?JS ; :;=B? E8?;JJ?L? 9>; :S
BKE=E 7BBE IJ7JE :? 7JJK7P?ED; FH;I;DJ7JE 7BB\EH=7DE FEB?J?9E�
7CC?D?IJH7J?LE 7 I;JJ;C8H; F;H B7 L;H?<?97 I;C;IJH7B;� J7B; :E�
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9KC;DJE 9EDI;DJ; :? 7L;H; ;B;C;DJ? I?=D?<?97J?L? IK? GK7B? 87�
I7H; B7 FHE=H7CC7P?ED; IK99;II?L7� (;B ���� I? IF;H?C;DJ;�
HS B\;<<?979?7 :;B :E9KC;DJE 7BB7 BK9; :? JKJJ? ? DKEL? E8?;JJ?L?
?D:?97JEH? ?DJHE:EJJ? 7B <?D; :? =;D;H7H; KD F?7DE :;BB7 perfor-

mance ?B F?X 9ECFB;JE FEII?8?B; ; H?IFED:;DJ; 7? FH?D9?F? H;B7�
J?L?�7BB7�IK7�IJ;IKH7�;�7BB7�IK7�FK88B?97P?ED;�IKB�I?JE internet�
&\7B8;HE :;BB7 performance
 IL?BKFF7JE D;B I?IJ;C7 :? C?IKH7�
P?ED; ; L7BKJ7P?ED; :;BB7 performance
 >7 KD7 9EDDEJ7P?ED;
FH;L7B;DJ;C;DJ; <KDP?ED7B;� $B 9ED9;JJE :? outcome 9EC?D9?7
7: ;II;H; 9ECFH;IE 7BB\?DJ;HDE :;B F?7DE
 C7 IEBE F;H GK7B�
9>; E8?;JJ?LE F;H ?B GK7B; T IJ7JE 7=;LEB; ?D:?L?:K7H; =B? ?C�
F7JJ? H;B7J?L? 7BB; 7P?ED? 7: ;IIE 9EHH;B7J;� � C7==?E ���� 9?
I7H7DDE B; ;B;P?ED? F;H ?B H?DDELE :;B 9EDI?=B?E 9ECKD7B; ;

GK?D:?
 ?B focus IK KD7 :;<?D?P?ED; :;=B? outcome ;: KD7 BEHE
GK7DJ?<?97P?ED; ?D J;HC?D? :? H?IKBJ7J? 7JJ;I? FEJHS 7LL;D?H; IEBE
D;BB7 FHEII?C7 B;=?IB7JKH7� *;H E=D? E8?;JJ?LE IEDE ;IFB?9?J7J;

?DEBJH;
�B;�7P?ED?�:?�C?=B?EH7C;DJE�
"B? ;L;DJ? 7LL;HI? 9EC; ?D9?:;DJ?
 ;HHEH? ; H;9B7C?
 L;D=EDE
=;IJ?J? JH7C?J; KD I?IJ;C7 :? I;=D7B7P?ED; ;: KD7 FHE9;:KH7
=;D;H7B?PP7J7 :? =;IJ?ED; :;? H;9B7C?� (ED IEDE ;I7C?D7J? F;H
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97J;=EH?7 :? H?I9>?E� $B 9EDJHEBBE IKBB7 H;=EB7H?JS :;? FHELL;:?�
C;DJ?�T�7II?9KH7JE�:7BB7�I;=H;J;H?7�=;D;H7B;�
$D C;H?JE 7BB\?DJ;=H?JS =;IJ?ED7B;
 ?B 9EDJHEBBE DED T ;I;H9?J7JE
7JJH7L;HIE FHE9;:KH; :? audit 8;DIV 7JJH7L;HIE KDE I97C8?E
9EDJ?DKE :? ?D<EHC7P?ED? 9ED ?B :?H;JJEH; =;D;H7B; :KH7DJ; ?
�:� 9>;�I?�ILEB=EDE�9ED�F;H?E:?9?JS�I;JJ?C7D7B;�
&\;DJ; >7 H;=EB7HC;DJ; ?IJ?JK?JE KD )$0 9ECFEIJE :7 JH; C;C�
8H?
 DEC?D7D:E JH; ;IF;HJ? ;IJ;HD? �KDE :;? GK7B?
 :;9;:KJE

DED T IJ7JE 7D9EH7 IEIJ?JK?JE�� $ H;GK?I?J? F;H ? 9ECFED;DJ? IE�
DE IJ7J? IJ78?B?J? 7JJH7L;HIE KD 7FFEI?JE :E9KC;DJE :;B?8;H7JE
?D =?KDJ7� -? T FKDJ7JE C7==?EHC;DJ; IK H;GK?I?J? :? 7KJEH;LE�
B;PP7 ;: ?D:?F;D:;DP7 F?KJJEIJE 9>; IK 9H?J;H? :? ?D9ECF7J?8?�
B?JS ; :? ;JS D;? I;DI? :;<?D?J? :7BB7 FH?C7 :;B?8;H7 �?0$. ���
���� 4&;==? ?B J;IJE ?D H;J; 5 ?D C;H?JE 7? H;GK?I?J? :;? C;C8H?
:;BB\)$0�
&\;DJ; :?IFED; :? KD\7:;=K7J7 IJHKJJKH7 J;9D?97 F;H ?B 9EDJHEBBE
:? =;IJ?ED; ?D staff 7B :?H;JJEH; =;D;H7B;� *;H GK7DJE H?=K7H:7
?B IKFFEHJE 7BB\)$0 B\;DJ; IJ7 F;H <EHC7B?PP7H; KD team :? IKF�
FEHJE
 9E?DLEB=;D:E KD7 F;HIED7 :;B 9EDJHEBBE :? =;IJ?ED;

KD7 F;HIED7 :;BB\K<<?9?E H?IEHI; KC7D; ;: KD7 F;HIED7 :? I;�
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=H;J;H?7� &\)$0 ?DJ;H7=?I9; ; 9EBB78EH7 9ED 9EDJ?DK?JS 9ED ?
L;HJ?9? :;BB\;DJ; F;H 7II?9KH7H; 9ECFB;J;PP7 ; HE8KIJ;PP7 :;B
I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance ; =7�
H7DJ?H; B7 JH7IF7H;DP7 ; B7 9EHH;JJ;PP7 :;B FHE9;IIE :? L7BKJ7�
P?ED;�;�:;?�H?IKBJ7J?�FHE:EJJ?�
(;=B? ?DJ;DJ? ;IFH;II? :7B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?E�
D; :;BB7 performance B\)$0 L7B?:;HS B7 H;B7P?ED; IKBB7 perfor-

mance
 7JJ;IJ7D:E B\7IIEBL?C;DJE :;=B? E88B?=>? :? JH7IF7H;D�
P7 ; ?DJ;=H?JS� *;H GK7DJE H?=K7H:7 B7 L7BKJ7P?ED; :;B :?H;JJEH;
=;D;H7B; ; :;B I;=H;J7H?E 9ECKD7B;
 B7 =?KDJ7 >7 :;B?8;H7JE
9>; DED I7HS FHEFEIJ7 :7BB\)$0 9>; 9KH;HS IEBE GK;BB7 :;? :?�
H?=;DJ?�7F?97B?
�C7�I7HS�9KH7J7�:?H;JJ7C;DJ;�:7B�I?D:79E�
&; B?D;; :? C7D:7JE 9EDJ;D;DJ? B7 L?I?ED; :;BB\;DJ; ; B; FH?EH?JS
9>; I? ?DJ;D:EDE :7H; 7BB\7P?ED; 7CC?D?IJH7J?L7 I7H7DDE H;�
9;F?J; :7BB\7==?EHD7C;DJE :;B F?7DE :;BB7 performance 9>; I?
H;7B?PP;HS�9ED�B7�FHEII?C7�B;=?IB7JKH7�
�ED H?<;H?C;DJE 7B FHE9;IIE :? FHE=H7CC7P?ED; ; 9EDJHEBBE
:? =;IJ?ED;
 ?B :?H;JJEH; =;D;H7B; IKFFEHJ7 B\;B78EH7P?ED; :;BB;
B?D;; FHE=H7CC7J?9>; :? C7D:7JE 9>; JH7==EDE ?B 9EDJ;DKJE
:7B FHE=H7CC7 ;B;JJEH7B;
 7II?9KH7 ?B 9E?DLEB=?C;DJE :;=B?
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stakeholder H?B;L7DJ?
 ;B78EH7 I9;D7H? ; FEII?8?B? 7C8?J? :? ?D�
J;HL;DJE ?D C;H?JE 7BB\7JJ?L?JS =;IJ?ED7B; �DED 7BB; B?D;; :? ?D�
:?H?PPE�
 9EEH:?D7 B; 7JJ?L?JS :;B FHE9;IIE :? FHE=H7CC7P?ED;
; 9EDJHEBBE
 FH;I;DJ7 =B? ?D:?H?PP? =;IJ?ED7B? 7BB7 IJHKJJKH7 ; D;
H;9;F?I9; B; EII;HL7P?ED? 7JJH7L;HIE B; :?H;P?ED? 9;DJH7B?
 FH;�
I;DJ7 ? H?IKBJ7J? 7BB7 =?KDJ7 ; D; H;9;F?I9; B; ?D:?97P?ED?
 7II?�
9KH7 B7 9E;H;DP7 :;BB; 7P?ED? H?IF;JJE 7=B? ?DJ;DJ? ;IFH;II? D;?
:E9KC;DJ? :? FHE=H7CC7P?ED;
 =7H7DJ?I9; B7 9ECKD?97P?ED;
; B7 9ED:?L?I?ED; :;=B? E8?;JJ?L? FHE=H7CC7J? 7JJH7L;HIE B; H?K�
D?ED? :;B 9EC?J7JE :? :?H;P?ED;
 9EBB78EH7 9ED B\)$0 ; D; IKF�
FEHJ7 ?B <KDP?ED7C;DJE
 IEBB;9?J7 B7 :?<<KI?ED; ; BE IL?BKFFE :;B
I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; ;: 7II?9KH7 B7 C7II?C7
H;D:?9EDJ7P?ED;�;�JH7IF7H;DP7�:;BB\;DJ;�
"B? K<<?9? :? staff IKFFEHJ7DE ? L;HJ?9? 7CC?D?IJH7J?L? �;
 J7BLEBJ7

7D9>; GK;BB? FEB?J?9?�
 FHELL;:EDE 7BB\?DJ;=H7P?ED; :;? I?IJ;C?
?D<EHC7J?L? ;I?IJ;DJ?
 9>;
 7BB7 :7J7 :;BB\7D7B?I? 9ED:EJJ7
 IEDE
IJ7J? =?K:?97J? ?D7:;=K7J? 7BB; ;I?=;DP; :;B I?IJ;C7 :? FHE�
=H7CC7P?ED; ; 9EDJHEBBE :? =;IJ?ED;
 ; IEDE =7H7DJ?
:;BB\7<<?:78?B?JS�:;?�:7J?�H?B;L7J?�
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"H7P?; 7B IKFFEHJE :;=B? EH=7D? :? staff
 B7 :?H?=;DP7 7F?97B;
H;9;F?I9; =B? ?D:?H?PP? ; B? JH7I<;H?I9; 7? FHEFH? 9EBB78EH7JEH?�
$D 87I; 7: KD7 EFFEHJKD7 ;B78EH7P?ED; ?DJ;HD7
 B7 :?H?=;DP7
FHEFED; ; D;=EP?7 E8?;JJ?L? :7 H7==?KD=;H; ; 7JJ?L?JS :7 ;I;�
=K?H;� $B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 perfor-

mance IJ;IIE T <HKJJE :? KD\;B78EH7P?ED; 9ED:?L?I7 9ED )$0 ;
:?H?=;DJ?� $D C;H?JE 7BB7 =;IJ?ED; :;BB; performance ?D:?L?:K7�
B?
 ?B I?IJ;C7 T IJ7JE H;9;DJ;C;DJ; C?=B?EH7JE
 FKDJ7D:E IKB�
B7 9H;7P?ED; :? KD7 9KBJKH7 :EL; ?B 9EDJHEBBE :? =;IJ?ED; T L?�
IJE 9EC; =;D;H7JEH; :? :7J? KJ?B? F;H B7 =;IJ?ED; F?X 9>; F;H
KD 9EDJHEBBE :7BB\;IJ;HDE :;BB; 7JJ?L?JS :;B I;HL?P?E
 7D9>; I; B7
9EBB78EH7P?ED; D;BB7 H?B;L7P?ED; :;? :7J? ?D9EDJH7 7D9EH7 GK7B�
9>;�H;I?IJ;DP7�?D�7B9KD?�I;HL?P?�
$D 7B9KD? I;HL?P? B7 F7HJ;9?F7P?ED; 7JJ?L7 :;=B? stakeholder T
EHC7? KD ;B;C;DJE :? routine� 7D9>; I; I? 9ED:?L?:; C7==?EH�
C;DJ; B7 F?7D?<?97P?ED; �L?D9EB? ; FH?EH?JS� 9>; B7 H;D:?9EDJ7�
P?ED;� &\;DJ; ;B78EH7 7D9>; KD 8?B7D9?E F7HJ;9?F7J?LE 9ED ?B
9E?DLEB=?C;DJE :;BB7 9?JJ7:?D7DP7 7JJH7L;HIE B; 9?H9EI9H?P?ED?�
(;B IE9?7B; 9\T KD7 H;IJ?JKP?ED; 9EDJ?DK7 :;? FHE=H;II? EJJ;�
DKJ?�7?�IE==;JJ?�9ED�9K?�T�IJ7JE�9ED:?L?IE�KD�F;H9EHIE�
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*;H GK7DJE H?=K7H:7 B7 =;IJ?ED; :;? FHE=;JJ?
 7: ;I;CF?E ?B
F?7DE ?DJ;=H7JE :? IL?BKFFE KH87DE IEIJ;D?8?B; �*/$--� FH;L;�
:; KD7 9ED<;H;DP7 :? 9ED9;HJ7P?ED;
 9ED H?I9EDJH? ; H;D:?9ED�
J7P?ED;�

La gestione delle risorse umane e il capitale
organizzativo
�ED H?<;H?C;DJE 7B I?IJ;C7 :? =;IJ?ED; :;BB; H?IEHI; KC7D;

B\;DJ; :?IFED; :? KD I?IJ;C7 :? H?B;L7P?ED; :;BB; FH;I;DP;

DED9>U :? KD 9E:?9; ;J?9E:?I9?FB?D7H; ?DJ;=H7JE�  I?IJ;
 ?DEB�
JH;
 KD I?IJ;C7 :? FHE<?B? FHE<;II?ED7B? :EL; IEDE ?D:?97J; B;
C7DI?ED? ;: 799;DD7J; B; 9EDEI9;DP; ;: 78?B?JS� -EBE F;H 7B�
9KD? :?F;D:;DJ? I? IJ7 IF;H?C;DJ7D:E KD 8?B7D9?E :;BB; 9EC�
F;J;DP; 9>; J;D=7 ;<<;JJ?L7C;DJ; 9EDJE :;BB; 9EDEI9;DP; ;:
78?B?JS H?9>?;IJ; :7B HKEBE H?9EF;HJE� *;H GK7DJE H?=K7H:7 B7 L7�
BKJ7P?ED;
 ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 per-

formance ?D:?L?:K7B; H?9>?;:; 9>;
 7B :? BS :;B HKEBE H?9EF;HJE
; :;BB7 FEI?P?ED; 9EDJH7JJK7B;
 ?B :?F;D:;DJ; FEII;==7 7B9KD;
97F79?JS�JH7IL;HI7B?�:?�87I;
�IKBB;�GK7B?�L?;D;�L7BKJ7JE�
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"H7P?; 7B I?IJ;C7 :? =;IJ?ED; :;BB; 9ECF;J;DP; 7DP?:;JJE

B\;DJ; :?IFED; :? KD 7:;=K7JE F?7DE :;BB7 <EHC7P?ED; 9ED
H?IEHI; 7II;=D7J; 9>; 9E?DLEB=; E=D? :?H?=;DJ; ; FEI?P?ED;
EH=7D?PP7J?L7� $B budget T =;IJ?JE ?D F7HJ; :7BB\K<<?9?E H?IEHI;
KC7D; F;H GK7DJE H?=K7H:7 B7 <EHC7P?ED; JH7IL;HI7B;
 ?D F7H�
J; :7BB; :?H;P?ED? 7F?97B? F;H GK7DJE H?=K7H:7 B7 <EHC7P?ED;
I;JJEH?7B;�
&7 L7BKJ7P?ED; :;BB7 performance ?D:?L?:K7B; 7DDK7B; :;? :?�
H?=;DJ? <7 H?<;H?C;DJE 7 E8?;JJ?L? :? 97H7JJ;H; EH=7D?PP7J?LE
 :7?
GK7B? :?I9;D:EDE =B? E8?;JJ?L? ?D:?L?:K7B?� ?DEBJH;
 L;D=EDE IEJ�
JEFEIJ? 7 L7BKJ7P?ED; 7D9>; ? 9ECFEHJ7C;DJ? 7JJK7J? F;H ?B BEHE
F;HI;=K?C;DJE� &7 97F79?JS :? L7BKJ7P?ED; :;? 9EBB78EH7JEH? <7
F7HJ; :;BB; 97F79?JS EH=7D?PP7J?L; ; =;IJ?ED7B? H?9>?;IJ; 7? :?�
H?=;DJ? ;: 7BB; *) ;: ;B;D97J; D;B CE:;BBE F;H B7 L7BKJ7P?ED;
:;? :?H?=;DJ? ; :;BB; *) :;<?D?JE D;B I?IJ;C7 :? C?IKH7P?ED; ;
L7BKJ7P?ED;�:;BB7 performance�
.7B; CE:;BBE F;HC;JJ; :? L7BKJ7H; 7D9>; ? 9ECFEHJ7C;DJ? EH�
=7D?PP7J?L?
 C7 J7B? 9ECFEHJ7C;DJ? EH=7D?PP7J?L?
 F;H KD?<EH�
C7H; B7 L7BKJ7P?ED; ?D:?L?:K7B;
 DED IEDE :?<<;H;DP?7J? ?D <KD�
P?ED; :;BB\K<<?9?E
 :;B I;JJEH; E :;BB\7H;7 :? H;IFEDI78?B?JS� &7
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L7BKJ7P?ED; :;BB; 9ECF;J;DP; F;HC;JJ; 7BB\;DJ; :? I9;=B?;H;
F;H9EHI? <EHC7J?L? 7:;=K7J? 7? <788?IE=D? EH=7D?PP7J?L?
 ?DJH7�
FH;D:;H; 7P?ED? :? C?=B?EH7C;DJE ; FH;:?IFEHH; <EHC; 9EBB7�
J;H7B? :? IL?BKFFE :? 97HH?;H7� $B I?IJ;C7 :? C?IKH7P?ED; ; L7BK�
J7P?ED; :;BB7 performance FH;L;:; 9>; B7 L7BKJ7P?ED; L;D=7
;<<;JJK7J7 ;DJHE ? FH?C? JH; C;I? :;BB\7DDE IK99;II?LE� *;H <7�
H; 9?W T D;9;II7H?E 7JJH;PP7HI? 7<<?D9>U I?7 ;<<;JJK7J7 KD7 H;D�
:?9EDJ7P?ED; :;BB7 performance EH=7D?PP7J?L7 ;DJHE <;88H7�
?E 7B :? BS :;BB7 H;B7P?ED; IKBB7 performance H?B7I9?7J7 7 =?K�
=DE� .7B; I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 perfor-

mance ?D:?L?:K7B; L?;D; F;H?E:?97C;DJ; 7==?EHD7JE� ?B FH;9;�
:;DJ; I?IJ;C7
 9ED ?B GK7B; I? IJ7DDE L7BKJ7D:E ? H?IKBJ7J? EJJ;�
DKJ? D;B ����
 T IJ7JE H?DDEL7JE 9ED B\?DJHE:KP?ED; :;BB\7JJK7B;

F?X 7:;H;DJ; 7BB; ?D:?97P?ED? ;IFH;II; D;B ��&=I D� �������
4&;==?�?B�J;IJE�?D�H;J; 5�
$ <7JJEH? E==;JJE :;BB7 C?IKH7P?ED; ; :;BB7 L7BKJ7P?ED;
 ? 9K? F;�
I? 97C8?7DE 7 I;9ED:7 :;BB7 97J;=EH?7 FHE<;II?ED7B; :? 7<<;�
H;DP7 ��
 �
 ��
 L7B=EDE F;H JKJJE ?B F;HIED7B; :;B 9ECF7HJE�
&7 L7BKJ7P?ED; :;BB7 performance ?D:?L?:K7B; H?B;L7 B\7FFEHJE
FHE<;II?ED7B; 7? H?IKBJ7J? 7DDK7B? :;BB\7H;7=HKFFE :? 7FF7HJ;�
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D;DP7� ?D<7JJ?
 T IJ7JE FH;L?IJE KD <7JJEH; 9>; ?D:?97 ?B 9EDJH?8K�
JE :;B I?D=EBE 7B F;HI;=K?C;DJE :;? H?IKBJ7J? :;BB\7H;7=HKFFE
:? 7FF7HJ;D;DP7� $DEBJH;
 IEDE FH;L?IJ?
 :EL; L; D; I?7 B7 FEI�
I?8?B?JS
�E8?;JJ?L?�GK7DJ?J7J?L?�?D:?L?:K7B?�
$B I?IJ;C7 FH;C?7DJ; FH;D:; ?D 9EDI?:;H7P?ED; IEBE B7 perfor-

mance :;BB\?D:?L?:KE ;: ?B 9EDJH?8KJE :7JE 7B F;HI;=K?C;DJE
:;=B? E8?;JJ?L? :? 7H;7=HKFFE :? 7FF7HJ;D;DP7� &7 L7BKJ7P?ED;
7DDK7B; 7LL?;D; IKBB7 87I; :? KD7 C;JE:EBE=?7 I9H?JJ7� -?
IJ7DDE 7JJK7BC;DJ; 7<<HEDJ7D:E B; J;C7J?9>; :? 9EC; ?D<EHC7�
H; ?B F;HIED7B; IK? DKEL? CE:;BB? ?D KIE� -? FH;L;:; 9>; ? H?IKB�
J7J? :;BB7 L7BKJ7P?ED; I7H7DDE ?BBKIJH7J? 7B L7BKJ7JE ?D KD 7FFE�
I?JE�9EBBEGK?E�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE a ����D7B?I?�:;B�I?IJ;C7�:?
C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7 a 1.3 Review :;B�I?IJ;C7
:?�C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7

Il sistema di misurazione
$B I;9ED:E F7H7=H7<E T LEBJE 7BB\7D7B?I? :;B I?IJ;C7 :? C?�
IKH7P?ED;� (;BB7 <7JJ?IF;9?; I? :;I9H?L; ?B CE:;BBE :? H7FFH;�
I;DJ7P?ED; :;BB; 7JJ?L?JS ILEBJ; ; :;? H?IKBJ7J? :? 9ECF;J;DP7
:;BB\EH=7D?PP7P?ED;� $DEBJH;
 I? FH;I;DJ7 B7 C;JE:EBE=?7 7:EJ�
J7J7 7? <?D? :;BB7 C?IKH7P?ED; :;BB7 performance EH=7D?PP7J?L7
;�?D:?L?:K7B;�

Gli ambiti di misurazione e valutazione
&\7CC?D?IJH7P?ED; >7 ?:;DJ?<?97JE KD CE:;BBE =;D;H7B; :? H7F�
FH;I;DJ7P?ED; :;BB7 performance IKBB7 87I; :;B GK7B; 7HJ?9EB7
? 9EDJ;DKJ? :;? FHEFH? :E9KC;DJ? :? FHE=H7CC7P?ED; ; H;D:?�
9EDJ7P?ED;� J7B; CE:;BBE T ;IFB?9?J7JE D;B :E9KC;DJE H;B7J?LE
?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance� �
97KI7 :;BB\?CC?D;DP7 :;BB; ;B;P?ED? F;H ?B H?DDELE :;B 9EDI?�
=B?E 9ECKD7B;
 =B? E8?;JJ?L? IJH7J;=?9? DED IEDE IJ7J? 9ECFB;J7�
C;DJ; ;IFB?9?J7J?� GK;BB? FH;I? ?D 9EDI?:;H7P?ED; DED IEDE IJ7J?
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:;9B?D7J? I?IJ;C7J?97C;DJ;
 IK 87I; FBKH?;DD7B;
 ?D J;HC?D? :?
outcome ; :? L7BEH? 7JJ;I? �7D9>; I; 7B9KD? ?D:?97JEH? :? out-

come IEDE 9ECKDGK; FH;I;DJ? 9ED ? H;B7J?L? L7BEH? 7JJ;I?�� *;H
=B? E8?;JJ?L? ; =B? ?D:?97JEH? :? 97H7JJ;H; F?X =;IJ?ED7B;
 ?B B;=7�
C; 9ED B; H?IEHI; :?IFED?8?B? T ;IFB?9?J7JE
 IK 87I; 7DDK7B;

D;B * " ;
 IK 87I; FBKH?;DD7B;
 D;B portfolio :;BB; 7JJ?L?JS ;
:;?�I;HL?P?�
�JJH7L;HIE ?B portfolio :;BB; 7JJ?L?JS ; :;? I;HL?P? ���������

B\7CC?D?IJH7P?ED; >7 ?:;DJ?<?97JE ; C?IKH7 B; 7JJ?L?JS ;: ? I;HL?�
P? ILEBJ?
 7JJH?8K;D:ED; ;IFB?9?J7C;DJ; B7 H;IFEDI78?B?JS :? ;HE�
=7P?ED;
 GK7DJ?<?97D:E B7 :?C;DI?ED; :;BB\KJ;DP7 ; ?B GK7:HE
:? H?IEHI; :?IFED?8?B?
 DED9>U L7BKJ7D:E ?B I;HL?P?E ?D J;HC?D?
:? B?L;BB? :? output
 ;<<?979?7
 J;CF;IJ?L?JS
 799;II?8?B?JS
 JH7IF7�
H;DP7 ; IE::?I<7P?ED; :;BB\KJ;DP7 �?D:?97J7 9EC; ]97F79?JS :?
H7II?9KH7P?ED;^�� *;H E=D? ?D:?97JEH; IEDE ;IFB?9?J7J? ? L7BEH?
7JJ;I?�D;B�JH?;DD?E�����������
&7 =;IJ?ED; :;? I;HL?P? 7<<?:7J? 7 F7HJ;9?F7J; ;E 9ED9;II?ED7�
H?; H7FFH;I;DJ7 KD FKDJE :;8EB; :7B FKDJE :? L?IJ7 :;B 9EDJHEB�
BE��!7DDE�;99;P?ED;�?�I;HL?P?�;:K97J?L?�;�GK;BB?�IE9?7B?�
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&\7CC?D?IJH7P?ED; >7 ?:;DJ?<?97JE KD set :? ?D:?97JEH? 9>; I? H?�
<;H?I9EDE 7BB7 I7BKJ; ;9EDEC?9E�<?D7DP?7H?7 :7 CED?JEH7H; D;B
F;HI;=K?C;DJE :;=B? E8?;JJ?L?� (;BB\KBJ?CE 8?B7D9?E FH;L?I?ED7�
B; T IJ7JE H;IE ;IFB?9?JE ?B B;=7C; JH7 B; H?IEHI; ;<<;JJ?L7C;DJ;
:?IFED?8?B? ; B; FH?EH?JS <KDP?ED7B? 7JJH7L;HIE KD C;997D?ICE 7
I;C7<EH? �L;H:? � FH?EH?JS 7IIEBKJ7
 =?7BB? � 7FF;D7 I? >7 B7 I?�
9KH;PP7 :;BB7 :?IFED?8?B?JS :;BB; H?IEHI; I? C;JJEDE ?D 7JJE
 HEI�
I? � I? 7JJK7DE IEBE I; 9? IEDE B; H?IEHI; :?IFED?8?B? :EFE 7L;H
7JJ?L7JE�B;�FH?EH?JS�L;H:?�;�GK;BB;�=?7BB;��
&\7CC?D?IJH7P?ED; >7 7:EJJ7JE 7B9KD? ?D:?97JEH? F;H CED?JEH7�
H; B7 I7BKJ; EH=7D?PP7J?L7
 C7
 7B CEC;DJE DED 9? IEDE L7BEH?
7JJ;I? ;IFB?9?J7J? F;H 9?7I9KD ?D:?97JEH;� ?DEBJH;
 DED L;D=EDE
KJ?B?PP7J? ?D:?97JEH? ;IFB?9?J7C;DJ; B;=7J? 7: E8?;JJ?L? :? I7BKJ;
:;BB; H;B7P?ED?� &; ?D<EHC7P?ED? H;B7J?L; 7BB7 =;IJ?ED; :;? H7F�
FEHJ? 9ED =B? stakeholder :;BB\7CC?D?IJH7P?ED; IEDE 9EDJ;DKJ;
D;B�8?B7D9?E�F7HJ;9?F7J?LE�
"B? ?CF7JJ? :;BB; 7P?ED? B;=7J; 7B F;HI;=K?C;DJE :;=B? E8?;JJ?L?
IJH7J;=?9? :;BB\7CC?D?IJH7P?ED; IEDE IJ7J? IEBE F7HP?7BC;DJ;
FH;I? ?D 9EDI?:;H7P?ED;
 DED IEDE IJ7J? ?:;DJ?<?97J? 7JJH7L;HIE
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KD FHE9;IIE I?IJ;C7J?9E 9>; J;D;II; 9EDJE :? JKJJ; B; 7H;;
9>?7L;�:?�H?IKBJ7JE�
�B <?D; :? 7JJK7H; FHE9;II? :? benchmarking
 B\7CC?D?IJH7P?ED;
>7 7:;H?JE 7B FHE=;JJE �(�$ F;H B\?D:?L?:K7P?ED;
 I;B;P?ED; ;:
KJ?B?PPE :? ?D:?97JEH? 9ECKD? 7 :?L;HI; 7CC?D?IJH7P?ED?
 C7 ? H?�
IKBJ7J? EJJ;DKJ? ?D J;HC?D? :? 9ED<HEDJ78?B?JS IEDE IJ7J? :;BK:;DJ?�

Metodologie di misurazione e valutazione
$B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance T
?D =H7:E :? H?B;L7H; ?B =H7:E :? 7JJK7P?ED; :;=B? E8?;JJ?L? IJH7�
J;=?9? 7JJK7BC;DJ; :;<?D?J?
 C7 DED IEDE IJ7J? 7D9EH7 :;<?D?J?
?D C7D?;H7 =;D;H7B?PP7J7 :;=B? ?D:?97JEH? :? ?CF7JJE� -EBE 7B�
9KD? E8?;JJ?L? FH;L;:EDE ?D:?97JEH? :? outcome ; JKJJ? IEDE C?�
IKH7J? ;: 799ECF7=D7J? :7 EFFEHJKD? set :? :7J? 9>; I? H?<;H?�
I9EDE 7BB; 9ED:?P?ED? :? 9EDJ;IJE� DED L?;D; C?IKH7JE
 ?DL;9;

B\;<<;JJE FHE:EJJE :7 :?D7C?9>; 7C8?;DJ7B? ;: ?DJ;H�?IJ?JKP?ED7B?
IK=B? ?CF7JJ? :;BB\7P?ED;�:;BB\7CC?D?IJH7P?ED;�
&7 customer satisfaction I7HS KJ?B?PP7J7 F;H CED?JEH7H; B7 GK7�
B?JS :;? I;HL?P? ;HE=7J?
 9EIV 9EC; F;H9;F?J7 :7? FH?D9?F7B? ?D�
J;HBE9KJEH?�:;BB\7CC?D?IJH7P?ED;�
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*;H ? I;HL?P? ;HE=7J? 7? 9?JJ7:?D? ;: 7BB; ?CFH;I;
 ?DEBJH;
 ?B I?IJ;�
C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance FH;L;:;
:? H?B;L7H; B; 9ED:?P?ED? :? ;HE=7P?ED; ?D J;HC?D? :? 799;II?8?B?�
JS
�J;CF;IJ?L?JS
�JH7IF7H;DP7�;:�;<<?979?7
�DED9>U�;CF7J?7�
*;H ? I;HL?P? ;HE=7J? :7 F7HJ;9?F7J; ;E ?D 9ED9;II?ED;
B\7CC?D?IJH7P?ED; DED H?B;L7 B; 9ED:?P?ED? :? ;HE=7P?ED;� ?B
9EDJHEBBE�T�7<<?:7JE�7B�H;=EB7JEH;
�GK7BEH7�L;�D;�I?7�KDE�
*;H GK7DJE H?=K7H:7 BE IJ7JE :? I7BKJ; ;9EDEC?9E�<?D7DP?7H?7
:;BB\7CC?D?IJH7P?ED;
 ?B I?IJ;C7 FH;L;:; ?D:?97JEH? :? I?DJ;I?
9>; I? H?<;H?I9EDE 7BB\;GK?B?8H?E ;9EDEC?9E
 7BB; ;DJH7J;
 7BB;
IF;I;
 7BB7 9EDI?IJ;DP7 :;B F7JH?CED?E
 7B B?L;BBE :? ?D:;8?J7�
C;DJE� $D J;C7 :? I7BKJ; EH=7D?PP7J?L7
 ?B I?IJ;C7 :? C?IK�
H7P?ED; ; L7BKJ7P?ED; :;BB7 performance KJ?B?PP7 ?D:?97JEH? :?
I?DJ;I? 9>; I? H?<;H?I9EDE 7B CE:;BBE EH=7D?PP7J?LE ; =;IJ?ED7�
B;
 7B B?L;BBE GK7B?J7J?LE ; GK7DJ?J7J?LE :;BB; H?IEHI; KC7D;
 7BB7
<EHC7P?ED;
 7B 8;D;II;H; EH=7D?PP7J?LE
 7BB; F7H? EFFEHJKD?JS
; 7BBE IJ7JE :;? I?IJ;C? ?D<EHC7J?L?� $B I?IJ;C7 C?IKH7
 ?DEBJH;

GK7DJ?JS ; GK7B?JS :;BB; H?IEHI;� R IJ7J7 <7JJ7 KD\7D7B?I? IKB 9B?�
C7 EH=7D?PP7J?LE ?D 9EBB78EH7P?ED; 9ED ?B �?F7HJ?C;DJE :;BB7
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!KDP?ED; *K88B?97 � �!*
 C7? H;IJ?JK?JE 7BB\7CC?D?IJH7P?ED;� $
H7FFEHJ?�9B7II?9?�:?�I?DJ;I?�IEDE�JKJJ?�FH;I;DJ?�
$D C;H?JE 7BB; H;B7P?ED? 9ED =B? stakeholder
 F;H 7B9KD? FHE9;II?
9EC;
 7: ;I;CF?E
 GK;BB? I9EB7IJ?9?
 GK;BB? H;B7J?L? 7BBE IL?BKFFE
;9EDEC?9E ;: 7B *$/-- �F?7DE ?DJ;=H7JE :? IL?BKFFE KH87DE
IEIJ;D?8?B;� 9\T IJ7J7 KD7 <EHJ; F7HJ;9?F7P?ED;
 C7 DED T IJ7J7
GK7DJ?<?97J7 B7 GK7B?JS :;BB7 H;B7P?ED; JH7C?J; EFFEHJKD? ?D:?97�
JEH?�;:�;<<;JJK7J7�KD7�H?B;L7P?ED;�I?IJ;C7J?97�
*;H GK7DJE 9ED9;HD; B\7JJ?L?JS :? 9ED<HEDJE 9ED 7BJH; 7CC?�
D?IJH7P?ED?
 IEBE 7B9KD; :?C;DI?ED? F7HJ?9EB7H? :;BB7 I7BKJ; <?�
D7DP?7H?7 ;: EH=7D?PP7J?L7 �H7FFEHJE :?H?=;DJ?:?F;D:;DJ?
 9E�
IJE�F;HIED7B;
�;J9���IEDE�:?�<7JJE�KJ?B?PP7J;�

Il processo, i soggetti e le responsabilità del sistema
$B I?IJ;C7 :? C?IKH7P?ED; T ?CF?;=7JE ?D CE:E ?DJ;=H7JE D;B
FHE9;IIE :? ?:;DJ?<?97P?ED; :;BB7 performance

:;BB\7CC?D?IJH7P?ED; ; :? :;<?D?P?ED; :;=B? E8?;JJ?L?� B; H?IEHI;
L;D=EDE I9?;DJ;C;DJ; H7=?ED7J; ;: 7BBE97J; IKBB; 7JJ?L?JS :7
FEHJ7H; 7 J;HC?D;� *;H?E:?97C;DJ; L?;D; 9ED:EJJ7 KD7 L7BK�
J7P?ED; :? <7JJ?8?B?JS� ?B F;HIED7B; J;9D?9E <EHD?I9; KD IKFFEHJE
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:;9?I?ED7B; 7BB\EH=7DE FEB?J?9E 7JJH7L;HIE KD\7D7B?I? :;B 9EDJ;�
IJE�;�:;?�8?IE=D?�
$B I?IJ;C7 JH7:K9; ?D J;HC?D? GK7DJ?J7J?L? =B? E8?;JJ?L? :? =;IJ?E�
D;
 :;<?D;D:E ? L7BEH? 7JJ;I? :;? H;B7J?L? ?D:?97JEH?
 ; B? 9EBB;=7
7B GK7:HE :? H?IEHI; :;<?D?J; :7B I?IJ;C7 9EDJ78?B;� ?B * " T
BE IJHKC;DJE 9>; <KD=; :7 H799EH:E 9ED ?B I?IJ;C7 9EDJ78?B;�
(;BB7 ,** IEDE 9EDJ;DKJ; B; 7D7B?I? :? 9EDJ;IJE ;: ?B 9EBB;�
=7C;DJE 9ED =B? E8?;JJ?L? ; B\?CF?;=E :;BB; H?IEHI;
 7D9>; I; ?
:7J?�:?�9EDJ;IJE�IEDE�;IJH;C7C;DJ;�:?�I?DJ;I?�
�B CEC;DJE DED IEDE IJ7J; 9ECF?B7J; B; I9>;:; 7D7=H7<?9>;
:;=B? ?D:?97JEH? �I;9ED:E BE I9>;C7 FHEFEIJE :7BB7 :;B?8;H7
�?0$. ������� 4&;==? ?B J;IJE ?D H;J; 5
 7D9>; I; B7 BEHE ?DJHE�
:KP?ED; T IJ7J7 FH;L?IJ7 D;B -'0*� $B I?IJ;C7 H?B;L7 F;H?E:?�
97C;DJ; ?B L7BEH; 7IIKDJE :7=B? ?D:?97JEH? I;B;P?ED7J?
 I;9ED�
:E B; CE:7B?JS :;<?D?J; ?D <7I; :? FHE=H7CC7P?ED;� 7 =?K=DE

F;H L;H?<?97H; I; ;I?IJEDE I9EIJ7C;DJ? ; L7BKJ7H; B\EFFEHJKD?JS
:? ?DJ;HL;D?H;
 7: 7=EIJE
 F;H BE IJ7JE :? 7JJK7P?ED;
 7 :?9;C�
8H;
 F;H KD FH;9EDIKDJ?LE� -; B; H?IEHI; F;DI7J; F;H IKFFEH�
J7H; ?B F;HI;=K?C;DJE :? KD E8?;JJ?LE DED IEDE F?X :?IFED?8?B?
I?�97C8?7�B\E8?;JJ?LE�:7�9EDI;=K?H;�E�?B target :7�H7==?KD=;H;�
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$B I?IJ;C7 H?B;L7
 7JJH7L;HIE BE IJ7JE :? 7JJK7P?ED;
 B; ?DJ;H7P?E�
D? JH7 ?D:?97JEH? ;: ;L?:;DP?7 FEII?8?B? 97KI; :;BBE I9EIJ7C;D�
JE H?IF;JJE 7? L7BEH? E8?;JJ?LE I?7 7 B?L;BBE ?D:?97JEH? �9EDI;=K?JE
IK 7JJ;IE� I?7 7 B?L;BB? J;CF? �H?IF;JJE 7B 9HEDEFHE=H7CC7�� $
:7J? ; =B? ?D:?97JEH? :;B I?IJ;C7 IEDE ?CF?;=7J? ?D <7I; :? L7�
BKJ7P?ED; :;B B?L;BBE :? H7==?KD=?C;DJE :;=B? E8?;JJ?L? FHE=H7C�
C7J?�
(;B ���� I?7 =B? ?D:?97JEH? KJ?B?PP7J? I?7 ? target ?D:?L?:K7J? IEDE
IJ7J? :;<?D?J? ;: ?CFEIJ7J? ex ante� *;H ?B ���� ?B FHE9;:?C;DJE
I? T KBJ;H?EHC;DJ; ;LEBKJE 9ED ?B 9?9BE :? =;IJ?ED; :;BB7 perfor-

mance�
$B I?IJ;C7 L?;D; 7==?EHD7JE F;H?E:?97C;DJ; D;BB7 IK7 IJHKJJK�
H7
 D;? IKE? 9EDJ;DKJ? ; L?;D; ILEBJE KD audit IJHKJJKH7JE :;=B?
?D:?97JEH? 9>; BE 9ECFED=EDE� /D FH?CE 7==?EHD7C;DJE T 7L�
L;DKJE 9ED B\?DJHE:KP?ED; :;B F?7DE :;BB7 performance� ?D <K�
JKHE T FH;L?IJE :? ;<<;JJK7H; KD 7==?EHD7C;DJE IK 87I; F;H?E�
:?97�
&\)$0 T H;IFEDI78?B;
 ?D I;:; :? FH?C7 7JJK7P?ED;
 :;BB7 FHE�
FEIJ7 :? :;<?D?P?ED; :;B I?IJ;C7 7JJH7L;HIE B7 FH;:?IFEI?P?ED;
:;B :E9KC;DJE :? :;<?D?P?ED; :;B I?IJ;C7� CED?JEH7 ?B <KD�
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P?ED7C;DJE :;B I?IJ;C7 ; <EHD?I9; ?D:?97P?ED? KJ?B?
7BB\?DJ;=H7P?ED; ;: 7B C?=B?EH7C;DJE ;B78EH7D:E E=D? 7DDE
KD7 H;B7P?ED; ?D C;H?JE� &\)$0
 B7 9K? FHEFEIJ7 T IJ7J7 7FFHE�
L7J7 :7BB7 =?KDJ7
 B7LEH7 ?D IJH;JJ7 9EBB78EH7P?ED; 9ED ? L;HJ?9?
7CC?D?IJH7J?L?�
$B 9EDI?=B?E KJ?B?PP;HS ?B I?IJ;C7 7? <?D? :;BB7 FH;:?IFEI?P?ED; ;
:;BB\;I;H9?P?E :;BB7 <KDP?ED? :? ?D:?H?PPE ; :? CED?JEH7==?E :;B
F?7DE :;BB7 performance ;E :;BB7 ,**
 9EIV 9EC; ?D:?97JE
:7B ./ &�
$B I?D:79E=?KDJ7 7:EJJ7 ?B I?IJ;C7 IKBB7 87I; :;BB7 FHEFEIJ7
FH;I;DJ7J7 :7BB\)$0� &; ?D<EHC7P?ED? FH;I;DJ? D;B I?IJ;C7 IE�
DE H;I; ?CC;:?7J7C;DJ; :?IFED?8?B? 7BB7 =?KDJ7 9>; B; FKW
?CF?;=7H; F;H ?D<EHC7H; KBJ;H?EHC;DJ; ? FHEFH? FHE9;II? :;9?�
I?ED7B?� $B :?H;JJEH; =;D;H7B; 7II?9KH7 B\?CF?;=E ; BE IL?BKFFE
:;B I?IJ;C7 ?D B?D;7 9ED B; ?D:?97P?ED? <EHD?J; :7BB\)$0 ; IEB�
B;9?J7 9ECFEHJ7C;DJ? 9EBB78EH7J?L? :7 F7HJ; :? JKJJ7
B\7CC?D?IJH7P?ED;�
"B? K<<?9? :? staff ILEB=EDE B\7JJ?L?JS :? 7B?C;DJ7P?ED; ; C7DK�
J;DP?ED; :;B I?IJ;C7 9EEH:?D7J? :7B :?H;JJEH; =;D;H7B;
 H;9;�
F?I9EDE B; EII;HL7P?ED? ; =B? ?D:?H?PP? :;BB\)$0
 =;IJ?I9EDE B7
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9ECFED;DJ; ?D<EHC7J?97 :;B I?IJ;C7 ; FH;:?IFED=EDE report

:? I?DJ;I? F;H B7 C?IKH7P?ED; ; B7 L7BKJ7P?ED; :;BB; perfor-

mance� T ?DJ;DP?ED; ;B78EH7H; report IF;9?<?9? F;H 9?7I9KD7
J?FEBE=?7 :? I;HL?P?E� �JJK7BC;DJ; ;I?IJEDE report 9ECFB;II?L?
7HJ?9EB7J? F;H 7H;7� (ED 9\T KD software :;:?97JE ;: ?DJ;=H7JE
9ED 7BJH? 7FFB?97J?L? FH;I;DJ?� &E staff KJ?B?PP7 F;H B; ;B78EH7P?E�
D?�;N9;B�
$B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance T
?CF?;=7JE D;B FHE9;IIE :;9?I?ED7B;
 =B? ?D:?97JEH? IEDE FHEFE�
IJ? :7? :?H?=;DJ? ; :7BB; *) ; L7B?:7J? :7BB7 :?H;P?ED;� +K7D:E
I7HS H;IE FK88B?9E ?B I?IJ;C7
 =B? stakeholder �KJ;DJ?
 ?CFH;I;

7IIE9?7P?ED?
 7P?;D:; 9EDJHEBB7J;
 partner ?IJ?JKP?ED7B?� FEJH7D�
DE 799;:;HL? ; IK H?9>?;IJ7 E F;H IF;9?<?9>; ;I?=;DP; I7HS
FEII?8?B; 9>?;:;H; ?DJ;=H7P?ED? E IK==;H?H; CE:?<?9>;� *EJ;D�
P?7BC;DJ;
 GK7BI?7I? stakeholder FKW H?9>?;:;H; CE:?<?9>; ;:
?DJ;=H7P?ED?�

Le componenti del sistema
(;B I?IJ;C7 IEDE H?B;L7J? :7J? 9EDJ78?B? <?D7DP?7H? 7HJ?9EB7J? F;H
D7JKH7 :;BB; FEIJ; 9EDJ78?B?� 7D9>; B\KBJ?C7 F7HJ; :? H799EH:E
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JH7 ?B 8?B7D9?E ; B\,** T IJ7J7 H;7B?PP7J7� (;B I?IJ;C7 IEDE H?�
B;L7J? :7J? ; FHE9;:KH; H;B7J?L? 7BB7 =;IJ?ED; :;B F;HIED7B; �:?
J?FE ;9EDEC?9E
 <?D7DP?7H?E ; :? 7JJ?L?JS � FH;I;DP;
 7II;DP;

7JJH?8KP?ED; 7 9;DJHE :? H;IFEDI78?B?JS�� IEDE
 ?DEBJH;
 H?B;L7�
J? :7J? 9EDJ78?B? H?9B7II?<?97J? ?D 9;DJH? :? 9EIJE ;E 9;DJH? :? H;�
IFEDI78?B?JS
 9E;H;DJ? 9ED B7 IJHKJJKH7 EH=7D?PP7J?L7 �:?H;P?ED?
:? 7H;7
 I;HL?P?
 K<<?9?�� (ED L;D=EDE 7D9EH7 H?B;L7J? :7J? 9ED�
J78?B? F;H ?CF7JJE �spending review� F;H9>U I? F;DI7 :? ?DJHE�
:KHH; GK;IJE 7FFHE99?E :? F7H? F7IIE 9ED KD7 :;<?D?P?ED; 79�
9KH7J7 :;=B? outcome� 7JJK7BC;DJ;
 9ECKDGK;
 ;I?IJ; KD 9EB�
B;=7C;DJE�JH7�97F?JEB7J?�:?�IF;I7�;�<KDP?ED?�
$B I?IJ;C7 7:EJJ7 FHE9;:KH; ?DJ;=H7J; :? 7D7B?I? GK7DJ?J7J?L7 ;
GK7B?J7J?L7 F;H JKJJ? ? I;HL?P? :;BBE IFEHJ;BBE FEB?<KDP?ED7B;
 F;H
B7 I9KEB7 ;: ?B IE9?7B;� � F7HJ; B7 I9KEB7 :EL; IEDE :;<?D?J?
;: KJ?B?PP7J? IF;9?<?9? standard
 B\7:EP?ED;
 ?D CE:E ?DJ;=H7JE

:? standard H;=?ED7B?
 D7P?ED7B? E ?DJ;HD7P?ED7B? �D;BB7 H?B;L7�
P?ED; :;BB; H?IEHI;
 :;BB; 7JJ?L?JS ; :;? H?IKBJ7J?� 7LL?;D; EL; H?�
9>?;IJE :7BB7 DEHC7J?L7
 C7
 D;BB7 C7==?EH F7HJ; :;? 97I?
 I?
JH7JJ7 F?X :? H?IFED:;H; 7: ;I?=;DP; :? 9ED<EHC?JS 9>; :? per-

formance�
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$ :7J? ; B; ?D<EHC7P?ED? <EHD?J; :7B I?IJ;C7 9ED<BK?I9EDE D;B
F?7DE :;BB7 performance ; I7H7DDE FK88B?97J? D;BB7 H;B7P?ED;
IKBB7 performance� "B? ?D:?97JEH? IEDE ?DJ;=H7J? JH7 F?7DE :;BB7
performance
 ,** ; * "
 C7 7B CEC;DJE DED I? L7BKJ7
B7 F7HJ; F?X IJH7J;=?97 :;B ]9?9BE^
 H?C7D;D:E <E97B?PP7J? IK
7IF;JJ? :? 97H7JJ;H; =;IJ?ED7B;� (;B I?IJ;C7 DED JHEL7DE ?C�
F?;=E IJHKC;DJ? C7D7=;H?7B? GK7B?
 7: ;I;CF?E
 ?B ��!
 B7
�-�
�?B�8?B7D9?E�IE9?7B;�E�;IF;H?;DP;�:? benchmarking�
$B F?7DE :;BB7 performance H?9ECFED; ?D CE:E KD?J7H?E ?B GK7�
:HE :;BB; FH?EH?JS :;BB\7CC?D?IJH7P?ED; ;: ;IFED;
B\7HJ?9EB7P?ED; :;=B? E8?;JJ?L? IJH7J;=?9? ?D E8?;JJ?L? EF;H7J?L? ;
7P?ED?
 :;<?D;D:E F;H 9?7I9KDE :? ;II? KD set :? ?D:?97JEH? :?
H?<;H?C;DJE
 <;HC; H;IJ7D:E B; 9EDI?:;H7P?ED? :? 9K? IEFH7 ?D
C;H?JE 7B focus =;IJ?ED7B; ; 7BB7 :;<?D?P?ED; :;=B? outcome 7D�
9EH7 :7 7JJK7H;� $B :E9KC;DJE H;B7J?LE 7B I?IJ;C7 :? C?IKH7P?E�
D; ; L7BKJ7P?ED; :;BB7 performance :;<?D?I9; <EHC7BC;DJ; B7
I9>;:7 7D7=H7<?97 :7 7IIE9?7H; 7 9?7I9KD ?D:?97JEH;
 C7 :?
<7JJE�J7B;�I9>;:7�DED�T�IJ7J7�7D9EH7�7:EJJ7J7�;:�KJ?B?PP7J7�
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Il livello di informatizzazione del sistema
�BBE IJ7JE 7JJK7B; B\7CC?D?IJH7P?ED; H;D:; :?IFED?8?B? IKB I?JE ?
I;=K;DJ?�I;HL?P?�ED�B?D;�

_ FH;B?;LE CE:KB?IJ?97 F;H 7LL?E FH7J?97 �;I� 87D:? ; 9ED9EH�
I?��

_ 7LL?E�FH7J?9>;�H;B7J?L;�7I?B?I9KEB;�
_ 7LL?E FH7J?9>; F;H B?9;DP;
 9ED9;II?ED?
 7KJEH?PP7P?ED? ;:?�
B?P?;�

_ 87D:?�F;H�B7�F7HJ;9?F7P?ED;�7�9ED9EHI?�
_ 9EDIKBJ7P?ED;�97HJE=H7<?;
�H?B?;L?�<EJE=H7<?9?
�FB7D?C;JH?;�
_ F7=7C;DJ?�$�$�
_ F7=7C;DJE�8EBB?�;�:?H?JJ?�L7H?�
_ I;HL?P? :? 9EDIKB;DP7 �;I� 9EDIKB;DP7 J;9D?97� 7 9?JJ7:?D? ;
E�?CFH;I;�L?7 e-mail �<EHKC�KH87D?IJ?97��

_ FHECEP?ED;�:?�8;D?�;�I;HL?P?�:;B�J;HH?JEH?E�
_ I;HL?P?E�:? feedback
�9ECC;DJ?�
_ 9EDIKBJ7P?ED; IJ7JE 7L7DP7C;DJE FH7J?97 :7 F7HJ; :? 7BJH?
;DJ? FK88B?9?
 IEBE F;H ?B -/�* F;H B\;:?B?P?7 ;: ?B 9ECC;H9?E�

_ ?DL?E�;B;JJHED?9E�:?�<BKII?�?D<EHC7J?L?�7:�7BJH?�;DJ?�
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&\7CC?D?IJH7P?ED; >7 FHE9;:KJE 7: ?D<EHC7J?PP7H; B; 7JJ?L?JS
?D C7D?;H7 ;IJ;I7 9ED F7HJ?9EB7H; H?<;H?C;DJE 7? I;=K;DJ?
7IF;JJ?� 9EDJ78?B?JS <?D7DP?7H?7� 7D7=H7<;� ))�**�� L?IKH; 97J7�
IJ7B?� 9EDJ78?B?JS ;9EDEC?97� FHEJE9EBBE ?D<EHC7J?9E� &&�**� ;
FHE=;JJ?� 9EDJHEBBE :? =;IJ?ED;� 7CC?D?IJH7P?ED; :;B F;HIED7B;
�F7=>; ; IJ?F;D:?�� =;IJ?ED; :;? FHE9;:?C;DJ?� JH?8KJ?� H?B;L7�
P?ED; FH;I;DP;� =;IJ?ED; F7JH?CED?7B;� =;IJ?ED; :;BB; H?IEH�
I; KC7D;� JH7IFEHJ? �IEBE F;H ?B I;HL?P?E I9EB7IJ?9E�� dataware-

house� L?78?B?JS �I7B7 EF;H7J?L7 FEB?P?7 CKD?9?F7B;�� 9EBB;=7�
C;DJE 7B -$.� IL?BKFFE BE97B; �-/�*�� =;IJ?ED; :;B?8;H;� FE�
B?P?7 CKD?9?F7B;� 9EDJ78?B?JS B7LEH? FK88B?9? ; FHE=;JJ?� =;IJ?ED;
=7H;�;�9ED9EHI?��97HJE=H7<?7�
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Il livello di trasparenza del sistema
&\7CC?D?IJH7P?ED; H;D:; :?IFED?8?B? IKB FHEFH?E I?JE ?D<EHC7�
P?ED? H;B7J?L; 7BB\7II;JJE ?IJ?JKP?ED7B; ;: EH=7D?PP7J?LE
 7? 9EC�
FED;DJ? :;=B? EH=7D? FEB?J?9? ; 7? :?H?=;DJ? ; H;IFEDI78?B? :? KD?�
JS�EH=7D?PP7J?L7
�9ED�F7HJ?9EB7H;�H?<;H?C;DJE�7�

_ IJ?F;D:?�;��0�:;?�:?H?=;DJ?�
_ �0�:;BB; *)�
_ 9EDJH7JJ7P?ED;�:;9;DJH7J7�;�<ED:?�F;H�?B�I7B7H?E�799;IIEH?E�
_ ;B;D9E ;: 7BJH; ?D<EHC7P?ED? :? :;JJ7=B?E F;H 9EDJ7JJ7H; ? I?D�
=EB?�I;HL?P?�

$ 9?JJ7:?D? ; =B? 7BJH? stakeholder DED FEIIEDE 799;:;H; ?D CE�
:E 7JJ?LE 7B I?JE web :;BB\7CC?D?IJH7P?ED;� T FEII?8?B; FEIJ7H;
KD F7H;H;
 C7 GK;IJE DED T 7KJEC7J?97C;DJ; L?I?8?B; IKB I?JE
9EC; F;H KD <EHKC� $B 9ECKD; T FH;I;DJ;
 9ECKDGK;
 7D9>;
IK�!79;8EEA�
$B :E9KC;DJE H;B7J?LE 7B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED;
:;BB7 performance I7HS FK88B?97JE
 C7 DED IEDE 799;II?8?B?
:?H;JJ7C;DJ; ? :7J? H?B;L7J?� $B 9?JJ7:?DE FKW 9ECKDGK; <7H; KD7



H?9;H97 F;H ]7JJ?^ ;: 799;:;H; 7 JKJJ? ? 9EDIKDJ?L? 7FFHEL7J?�
$DEBJH;
 T IJ7JE 7JJ?L7JE IKB I?JE KD I;HL?P?E :? ?D<EHC7P?ED; H;�
B7J?LE 7 DKC;H? J;B;<ED?9? ;: e-mail :;? L7H? K<<?9? ; :;? BEHE H;�
IFEDI78?B?� R FEII?8?B; H?9>?;:;H; ?D<EHC7P?ED? I?7 JH7C?J; B?�
D;7�J;B;<ED?97
�I?7�:?H;JJ7C;DJ;�7=B?�IFEHJ;BB?�:;BB\/,*�
&\7CC?D?IJH7P?ED; H;D:;HS FK88B?9? ; L?I?8?B? B; 97H7JJ;H?IJ?9>;

=B? standard ; ? H?IKBJ7J? H7==?KDJ? D;BB\;HE=7P?ED; :;? FHEFH?
I;HL?P?
 7JJH7L;HIE ?B portfolio :;BB; �JJ?L?JS ; :;? I;HL?P? 9>;
T IJ7JE 7FF;D7 7FFHEL7JE� (;B *�- T FH;I;DJ; B\KBJ?CE :7JE
9EDIKDJ?L7JE ;: KD JH;D: F;H ? JH; 7DD? IK99;II?L?� &; ?D<EHC7�
P?ED? H;B7J?L; 7? I;HL?P? ;HE=7J? DED IEDE ?DJ;=H7J; 9ED :7J? :?
benchmark ;�9ED<HEDJ?�9ED�7BJH;�7CC?D?IJH7P?ED?�
&\7CC?D?IJH7P?ED; IJ7 7JJK7BC;DJ; H?7IIKC;D:E B; ?D<EHC7�
P?ED? FHE:EJJ; :7B I?IJ;C7 9EDJ78?B; ?D CE:E :7 H;D:;H; 9>?7�
H7 B7 9EHH;B7P?ED; <H7 IF;I; IEIJ;DKJ; ; H?IKBJ7J? FHE:EJJ?� $B
8?B7D9?E FH;L?I?ED7B; :;B ���� FH;L;:; I;C7<EH? H;B7J?L? 7BB;
FH?EH?JS :? IF;I7 �L;H:;
 =?7BBE ; HEIIE� ;: KDE IJH;JJE 9EBB;=7�
C;DJE 7BB; ;DJH7J;
 9EC; =?S ;IFEIJE ?D KD FH;9;:;DJ; F7H7�
=H7<E�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE a ����D7B?I?�:;B�I?IJ;C7�:?
C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7 a 1.3 Review :;B�I?IJ;C7
:?�C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7

Gli indicatori
$D GK;IJE F7H7=H7<E I? 9ECC;DJ7DE =B? ?D:?97JEH? ?D KIE D;B
9ECKD; :? �H;PPE
 H7FFH;I;DJ7D:E ?B =H7:E :? ;IJ;DI?ED; :;B�
B7 C?IKH7P?ED;
 ?B J?FE :? ?D:?97JEH? :? 9EDJ;IJE
 :? ?CF7JJE ; :?
IJ7JE :? I7BKJ; KJ?B?PP7J?� $DEBJH;
 I? H7FFH;I;DJ7DE =B? ?D:?97JEH?
7:EJJ7J? F;H 7B9KD? I;HL?P? E<<;HJ? :7B 9ECKD;� &\7D7B?I? T IJ7�
J7 ILEBJ7 7IIKC;D:E 7 H?<;H?C;DJE KD ;B;D9E :? ?D:?97JEH? :;�
<?D?JE F;H 9?7I9KDE :;=B? 7C8?J? :? C?IKH7P?ED; FHEFEIJ?� .7B;
;B;D9E T 9EDJ;DKJE D;BB7 check list 7 IKFFEHJE :;BB7 review

:;?�I?IJ;C?�:?�C?IKH7P?ED;�:;BB7 performance�

Estensione della misurazione
&\7CC?D?IJH7P?ED; FEII?;:; 7JJK7BC;DJ; KDE IF;9?<?9E I?IJ;�
C7 :? C?IKH7P?ED; F;H B; I;=K;DJ? 7H;; IJH7J;=?9>;� I;HL?P?
IE9?E�I7D?J7H? ; 97I7� ?IJHKP?ED; ; I;HL?P? ;:K97J?L?� IFEHJ ;
=?EL7D?� 9KBJKH7 ; JKH?ICE� 7C8?;DJ; ; I;HL?P? 7 H;J;� J;HH?JEH?E
; KH87D?IJ?97� ;:?B?P?7� -/�* ; IL?BKFFE ;9EDEC?9E� B7LEH?
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FK88B?9?� I?9KH;PP7� CE8?B?JS� 7D7=H7<; ; IJ7JE 9?L?B;� F7JH?CE�
D?E ; 8?B7D9?E� JH?8KJ?� EH=7D?PP7P?ED; ; F;HIED7B;� ?DDEL7P?E�
D;
 IL?BKFFE ?D<EHC7J?LE ; J;9DEBE=?9E� $DEBJH; 7D9>; F;H� 7<�
<7H? =;D;H7B?
 I;HL?P?E B;=7B;� K<<?9?E IJ7J?IJ?97� FEB?J?9>; 9ECK�
D?J7H?;��=?EIJH;�;�<EBABEH;��.7B?�7H;;�IEDE�9ECFH;I;�D;B�*�-�
&\7CC?D?IJH7P?ED; FEII?;:; KD I?IJ;C7 :? C?IKH7P?ED; ad

hoc F;H ? I;=K;DJ? I;HL?P?� I;HL?P? F;H B\?D<7DP?7 ;: ? C?DEH?�
7II?IJ;DP7 7DP?7D?� C7DKJ;DP?ED; ;:?<?9? I9EB7IJ?9?� 7I?BE DE�
:E� 7II?IJ;DP7 :?I78?B?� ;:?B?P?7 H;I?:;DP?7B; FK88B?97� I9KEB7
C7J;HD7� L?=?B7DP7� C7DKJ;DP?ED; IJH7:; 9ECKD7B?� 9EDJH?8KJ?
;9EDEC?9?� C7D?<;IJ7P?ED? 9KBJKH7B?� ?BBKC?D7P?ED; IJH7:; 9E�
CKD7B?� J;7JHE 9ECKD7B;� ;:K97P?ED; IJH7:7B; D;BB; I9KEB;�
97HJ7 :\?:;DJ?JS� H;=EB7P?ED; :;B JH7<<?9E� ?D<EHC7 =?EL7D? ;
IFEHJ;BBE KD?9E F;H ?B 9?JJ7:?DE� (ED T FH;L?IJE F;H ? I;HL?P? :7J?
?D 9ED9;II?ED; �79GK7 FEJ78?B;
 H799EBJ7 ; IC7BJ?C;DJE :;?
H?<?KJ?
 FKB?P?7 IJH7:;
 ;B;JJH?9?JS
 I?IJ;C7 <E=D7H?E
 H?I9EII?ED;
.�,-/.$�� DU F;H B; 8?8B?EJ;9>; 9?L?9>; �?IJ?JKP?ED; 9ED KD7
IK7 ?D:?F;D:;DP7 =;IJ?ED7B;� ; F;H =B? ?DI;=D7DJ? :? IEIJ;�
=DE�
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&\7CC?D?IJH7P?ED; DED FEII?;:; KD I?IJ;C7 :? C?IKH7P?ED;
ad hoc F;H =B? ?CF7JJ? ;B;D97J? D;BB7 check list� "B? ?CF7JJ? IK=B?
;B;C;DJ? 9>; I;=KEDE >7DDE 9ECKDGK; GK7B9>; ?D:?97JEH;
7IIE9?7JE�

_ I?JK7P?ED; ;9EDEC?97� -? JH7JJ7 :? :7J? H?97L7J? :7BB7 H;B7P?E�
D; 7DDK7B; :;BB7 �7C;H7 :? �ECC;H9?E *HEL?D9?7B; H?FEH�
J7J? D;BB\7D7B?I? :;B 9EDJ;IJE FH;I;DJ; I?7 D;B *:* I?7 D;BB7
,**�

_ I;HL?P? ; 7C8?;DJ;� ';:?7DJ; ?B I;HL?P?E J;HH?JEH?E ; =B? ?D:?�
97JEH?�:;BB\�,*�.�

_ FEFEB7P?ED; ; welfare� R KD I?IJ;C7 9KH7JE :7BB\K<<?9?E IJ7J?�
IJ?9E H;B7J?L7C;DJ; 7? :7J? :? 9EDJ;IJE 9>; I;HLEDE FE? 7 :;�
J;HC?D7H;�B;�FEB?J?9>;�:;CE=H7<?9>;
�KH87D?IJ?9>;�;�IE9?7B?�

$D E=D? 97IE I? JH7JJ7 :? :7J? :? I?DJ;I? ;IFH;II?
D;BB\?DJHE:KP?ED; :;BB7 ,**� (ED T IJ7JE ?:;DJ?<?97JE :7 F7HJ;
:;BB\7CC?D?IJH7P?ED; KD 9EBB;=7C;DJE ;IFB?9?JE JH7 B; :?D7C?�
9>;�;LEBKJ?L;�:?�GK;IJ?�:7J?�;�B7�=;IJ?ED;�EF;H7J?L7�
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Anagrafica, contesto e fattori di complessità
&\7D7B?I? :? I;=K?JE FHEFEIJ7 I? T FEIJ7 9EC; E8?;JJ?LE 7D:7H;
7 L;H?<?97H; B7 :?IFED?8?B?JS 7JJK7B;
 7BB\?DJ;HDE :;B I?IJ;C7 :?
C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance :;B 9ECKD;
:? �H;PPE
 :? KD7 I;B;P?ED; :? ?D:?97JEH? H?<;H?8?B?
7BB\7CC?D?IJH7P?ED; IJ;II7 ; 7: 7B9KD; 9ED:?P?ED? :? 9EDJ;IJE
�EH:?D; FK88B?9E
 FEFEB7P?ED;
 7C8?;DJ; ; I;HL?P?
 I?JK7P?ED;
;9EDEC?97
 7H;7 C;H97JE ; B7LEHE
 7H;7 J;CFE B?8;HE�� &\;I?JE
:;BB\7D7B?I? CEIJH7 KD7 8KED7 :?IFED?8?B?JS :? ?D:?97JEH? 7D7�
=H7<?9?�<7JJ7�;99;P?ED;�F;H�GK;BB?�H;B7J?L?�7BB\EH:?D;�FK88B?9E�

Gli impatti
�B CEC;DJE DED I? >7DDE ?D:?97JEH? :? ?CF7JJE� -7H7DDE ?D�
:?L?:K7J? KD7 LEBJ7 ?DI;:?7J7 B7 DKEL7 B;=?IB7JKH7 ; :;<?D?JE ?B
F?7DE�IJH7J;=?9E�

I servizi comunali offerti
�D9>; 9ED H?<;H?C;DJE 7? I;HL?P? T IJ7J7 ILEBJ7 KD\7D7B?I? <?D7�
B?PP7J7 7 L;H?<?97H; B7 :?IFED?8?B?JS 7JJK7B;
 7BB\?DJ;HDE :;B I?IJ;�
C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance :;B 9E�
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CKD; :? �H;PPE
 :? KD7 I;B;P?ED; :? ?D:?97JEH? H?<;H?8?B? 7: 7B�
9KD? I;HL?P? �7I?B? D?:E
 7II?IJ;DP7 :EC?9?B?7H;
 L?=?B7DP7
 97HJ7
:? ?:;DJ?JS
 H?I9EII?ED; .�,-/�� �? I;=K?JE I? FH;I;DJ7 B\;I?JE
:;BB\7D7B?I?�ILEBJ7�

Asili nido
$B I;HL?P?E :? 7I?BE D?:E T =;IJ?JE I;9ED:E JH; CE:7B?JS :?<�
<;H;DJ?� =;IJ?ED; :?H;JJ7 9ED :?F;D:;DJ? 9ECKD7B?
 =;IJ?ED;
?D 7<<?:E �FHEFH?;JS :;BB7 IJHKJJKH7
 7FF7BJE F;H B7 =;IJ?ED;�
; =;IJ?ED; ?D 9EDL;DP?ED; �9EDL;DP?ED; FH?L7JE 9ECKD;
9ED ?B H?IF;JJE :? 9;HJ? standard GK7B?J7J?L?�� "B? ?D:?97JEH? KJ?�
B?PP7J? F;H ?B CED?JEH7==?E IEDE ?BBKIJH7J? :7BB\7CC?D?IJH7P?E�
D; D;B :E9KC;DJE &7 97HJ7 :;? I;HL?P? ;:K97J?L? :;B 9ECK�
D; :? �H;PPE� $B I?IJ;C7 :;? I;HL?P? ;:K97J?L? F;H B\?D<7DP?7
��� 7DD? ; B7 BEHE 97HJ7� "B? ?D:?97JEH? 9EDI;DJEDE :? H?B;�
L7H; =H7D F7HJ; :;BB; :?C;DI?ED? :? C?IKH7P?ED; FHEFEIJ;
F;H ? I;HL?P? ; :KDGK; ?B I;HL?P?E I;C8H7 8;D FH;I?:?7JE ;:
7:;=K7J7C;DJ;�CED?JEH7JE�
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Assistenza domiciliare
$B I;HL?P?E :? 7II?IJ;DP7 :EC?9?B?7H; T ILEBJE 7JJH7L;HIE
KD7 CE:7B?JS :? =;IJ?ED; ?D:?H;JJ7 9>; FH;L;:; 7<<?:7C;D�
JE 7B FH?L7JE IE9?7B;� "B? ?D:?97JEH? KJ?B?PP7J? F;H ?B CED?JE�
H7==?E IEDE ?BBKIJH7J? D;B :E9KC;DJE �<<?:7C;DJE =;IJ?E�
D; :;? I;HL?P? :? 7II?IJ;DP7 :EC?9?B?7H;
 7II?IJ;DP7 :EC?�
9?B?7H; ?DJ;=H7J7
 7II?IJ;DP7 ;:K97J?L7 ; IEIJ;=DE 7? C?DE�
H? 9ED >7D:?97F� *;H?E:E :7B �������� 7B �������� Y
&EJJE � Y +K7B?JS :;BB\E<<;HJ7� (;B :E9KC;DJE IEDE ?BBKIJH7�
J? =B? E8?;JJ?L? :7 H7==?KD=;H;
 =B? ?D:?97JEH? :7 KJ?B?PP7H;
 ?
J;CF? :7 H?IF;JJ7H; ;: ? report :7 FHE:KHH;� $B I;HL?P?E I;C�
8H7�8;D�FH;I?:?7JE�;:�7:;=K7J7C;DJ;�CED?JEH7JE�

Vigilanza
&7 L?=?B7DP7 T ILEBJ7 I;9ED:E KD7 CE:7B?JS :? =;IJ?ED; :?�
H;JJ7 :;BB7 FEB?P?7 CKD?9?F7B; �DED ?D 7IIE9?7P?ED; 9ED 7B�
JH? 9ECKD?�� "B? ?D:?97JEH? KJ?B?PP7J? F;H ?B CED?JEH7==?E ; H?�
FEHJ7J? D;BB7 check list IEDE ?BBKIJH7J? D;B :E9KC;DJE FEB?P?7
CKD?9?F7B;� �7J? 9EDIKDJ?L? ����� $B I;HL?P?E I;C8H7 8;D
FH;I?:?7JE ;: 7:;=K7J7C;DJ; CED?JEH7JE 7D9>; I; C7D97
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JEJ7BC;DJ; ?B 9EBB;=7C;DJE 9ED B; 87D9>; :7J? :;BB; 7BJH;
<EHP;�:;BB\EH:?D;�

Carta di identità
�D9>; ?B I;HL?P?E H;B7J?LE 7BB\;C?II?ED; ; H?DDELE :;BB; 97H�
J; :? ?:;DJ?JS T ILEBJE ?D CE:7B?JS :? =;IJ?ED; :?H;JJ7 7J�
JH7L;HIE BE -FEHJ;BBE /D?9E *EB?<KDP?ED7B;� $B I;HL?P?E 9EC�
FB;II?LE I;C8H7 8;D FH;I?:?7JE ;: 7:;=K7J7C;DJ; CED?�
JEH7JE� &7 97HJ7 :? ?:;DJ?JS T KDE :;? J7DJ? FHE:EJJ? ;HE=7J?
:7BBE�IFEHJ;BBE�

Riscossione TARSU
$B I;HL?P?E :? H?I9EII?ED; .�,-/ T ILEBJE ?D CE:7B?JS :? =;�
IJ?ED; 9ECFB;J7C;DJ; ;IJ;HD7B?PP7J7 7: �$-� ; ?D H;=?C;
:? FH?L7J?L7� &7 .�,-/ T IJ7J7 IEIJ?JK?J7 :7BB7 .$� �97B9E�
B7J7 ; H?I9EII7 :7 �$-��� (;B -'0* IEDE :?IFED?8?B? IE�
BE ?D:?97JEH? :? J?FE ;9EDEC?9E <?D7DP?7H?E
 D;IIKDE IKBB7
=;IJ?ED; ; IKBB7 IE::?I<7P?ED; :;BB\KJ;DP7� (ED IEDE :?�
IFED?8?B? :7J? H;B7J?L? 7? focus FHEFEIJ?� $B I;HL?P?E 7FF7H; :?
9EDI;=K;DP7�FH;I?:?7JE�;�CED?JEH7JE�IEBE�F7HP?7BC;DJ;�
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Lo stato di salute dell’ente comunale
*;H GK7DJE 9ED9;HD; B7 H?B;L7P?ED; :7 F7HJ; :;B -'0* :? ?D�
:?97JEH? KJ?B? 7 C?IKH7H; BE IJ7JE :? I7BKJ; :;BB\7CC?D?IJH7P?ED;
T FEII?8?B; 7<<;HC7H; 9>; ?B 9ECKD; :? �H;PPE T 7JJK7BC;DJ;
?D =H7:E :? CED?JEH7H; ?B FHEFH?E IJ7JE :? I7BKJ; I?7 F;H GK7DJE
H?=K7H:7 B7 :?C;DI?ED; ;9EDEC?9E <?D7DP?7H?7
 I?7 F;H GK7DJE
H?=K7H:7 B7 I7BKJ; EH=7D?PP7J?L7� ';DE 9EF;HJ7 H?IKBJ7 ;II;H;
B7�C?IKH7P?ED;�:;BBE -J7JE�:?�-7BKJ;�:;BB;�,;B7P?ED?�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE a ����D7B?I?�:;B�I?IJ;C7�:?
C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7

1.4 Lesson learned e punti di forza del
percorso realizzato

Strumenti, metodologie e competenze
$ FKDJ? :? <EHP7 ;C;HI? :7BB\7D7B?I? :;BB\;IF;H?;DP7 :;B 9ECKD;
:?��H;PPE IEDE�H?9ED:K9?8?B?�7?�I;=K;DJ?�7IF;JJ?�
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Volontà di perseguimento
$B 9E?DLEB=?C;DJE ;CEJ?LE
 B\;DJKI?7ICE ; B7 LEBEDJS 9>;
>7DDE CEIJH7JE :?H?=;DJ? ; :?F;D:;DJ?
:;BB\7CC?D?IJH7P?ED; D;B 9E=B?;H; B; EFFEHJKD?JS :? ?DDEL7�
P?ED; ; 97C8?7C;DJE :;<?D?J;I? D;=B? KBJ?C? C;I? 9EIJ?JK?�
I9; KD I?9KHE ;B;C;DJE :? <EHP7 :;BB\;IF;H?;DP7 :;B 9ECK�
D;�:?��H;PPE�

Impostazione data al SMVP
$B -'0* T H?IKBJ7JE 8;D IJHKJJKH7JE� -?DJ;J?9E C7 9ECFB;JE

9ED JKJJ? =B? ;B;C;DJ? <ED:7C;DJ7B?� �L;H; 9EC; JH799?7 KD
8KED :E9KC;DJE H;B7J?LE 7B -'0* 9EIJ?JK?I9; KD EJJ?CE
IKFFEHJE C;JE:EBE=?9E F;H 7LL?7H; 7 B?L;BBE EF;H7J?LE ?B 9?�
9BE�:?�C?IKH7P?ED;�

OIV
�L;H; KD )$0 9ECFEIJE :7 F;HIED; ;IF;HJ; D;BB7 =;IJ?E�
D; :;BB7 performance
 9>; >7DDE ?DJ;HFH;J7JE 9ED H;IFED�
I78?B?JS ?B HKEBE 7IIKDJE ; I? IEDE 7JJ?L7J; F;H IKFFEHJ7H;
<7JJ?L7C;DJ; B\7CC?D?IJH7P?ED;
 >7 7LKJE KD ?CF7JJE FEI?�
J?LE�IKBBE�IL?BKFFE�;�B\?DJHE:KP?ED;�:;B�I?IJ;C7�
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Struttura dell’organizzazione
R <ED:7C;DJ7B; 7L;H; KD7 EH=7D?PP7P?ED; 8;D IJHKJJKH7J7
F;H 7L;H; KD 8KED I?IJ;C7 :? C?IKH7P?ED; :;BB7 perfor-

mance� &7 97J;D7 :;B L7BEH; ;: ?B 9EBB;=7C;DJE JH7 9;DJH?
:? H;IFEDI78?B?JS ; I;HL?P? IEDE I;DP\7BJHE :;=B? ;B;C;DJ?
9>; >7DDE 9EDJH?8K?JE 7 H?:?I;=D7H; =B? 7II;JJ? EH=7D?PP7J?�
L?�:;BB\7CC?D?IJH7P?ED;�

Piano delle attività e dei servizi
&7 H;:7P?ED; :? GK;IJE :E9KC;DJE >7 F;HC;IIE KD7 FHE�
<ED:7 H?<B;II?ED; IKBB; 7JJ?L?JS
 ? FHE9;II?
 ? I;HL?P? ; B;
<KDP?ED? :;BB\7CC?D?IJH7P?ED;
 9EDI;DJ;D:E :? H?9ED<?=KH7�
H; B\EH=7D?PP7P?ED; 7D9>; F;H B\KJ?B?PPE <KJKHE :? IJHKC;DJ?
:? 9EDJHEBBE :?H;P?ED7B; ; F;H KD7 ;L;DJK7B; spending re-

view�

Impostazione del piano della performance
$B F?7DE DED T IJ7JE ?CFEIJ7JE 9EC; KD :E9KC;DJE ex no-

vo
 C7 H7FFH;I;DJ7 ?B <?BE 9ED:KJJEH; JH7 KD7 I;H?; :? :E9K�
C;DJ?�=?S�9EDIEB?:7J?
�GK7B? ,**
 * " ; *�)�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE a ����D7B?I?�:;B�I?IJ;C7�:?
C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7 a ��� Lesson learned ;
FKDJ?�:?�<EHP7�:;B�F;H9EHIE�H;7B?PP7JE

Processo di sviluppo del sistema di misurazione e
valutazione della performance
&7 I9;BJ7 <7JJ7 GK7B9>; 7DDE <7 :7BB7 7CC?D?IJH7P?ED; 9ECK�
D7B; :? :EJ7HI? :? KD DK9B;E :? L7BKJ7P?ED; 9ECFEIJE :7 FHE�
<;II?ED?IJ? ;IJ;HD? 9ED 9ECF;J;DP; IF;9?<?9>; D;B 97CFE :;B�
B7 C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance I? T :?CEIJH7�
J7 ;IJH;C7C;DJ; L7B?:7� &7 9EC8?D7P?ED; JH7 B; 9ECF;J;DP;
GK7B?<?97J; :;B DK9B;E
 JH7I<EHC7JE FE? ?D )$0
 ; B7 I;DI?8?B?�
JS :;B :?H;JJEH; =;D;H7B; 7B 97C8?7C;DJE ;: 7B C?=B?EH7C;D�
JE :;BB7 FHEFH?7 EH=7D?PP7P?ED; >7 <7JJE IV 9>; B\;DJ; BE97B;
788?7 7<<HEDJ7JE B\?DJHE:KP?ED; :;B ������� 4&;==? ?B J;IJE ?D
H;J; 5 9ED KD 7FFHE99?E :;9?I7C;DJ; FHE7JJ?LE� )LL?7C;D�
J; 7B9KD? :?H?=;DJ? >7DDE 7:;H?JE ;DJKI?7IJ?97C;DJ; 7B FHE=;J�
JE C;DJH; 7BJH? C7D?<;IJ7JE EIJ79EB? ; H;I?IJ;DP;
 C7 GK;IJE
<7 F7HJ; :;B =?E9E ?D GK7DJE
 GK7D:E I? H;7B?PP7 KD 97C8?7�
C;DJE 9>; ?DJHE:K9; JH7IF7H;DP7 ; JE=B?; :?I9H;P?ED7B?JS
 I?
L7 7: 7=?H; IKBB; :?D7C?9>; :? FEJ;H; ; =B? ;GK?B?8H? ?DJ;HD?
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7BB\EH=7D?PP7P?ED;� &7 9EDL?DP?ED; 9>; I? T ?DJH7FH;I7 KD7
IJH7:7 9EHH;JJ7 ; LEBEDJS :? F;HI;=K?C;DJE
 9>; >E 7LL;HJ?JE
D;? C?;? ?DJ;HBE9KJEH?
 F;HC;JJ;H7DDE :? IKF;H7H; B; ?DI?:?; :;B
97CC?DE�
(;B 97IE :;B 9ECKD; :? �H;PPE ? CEJEH? :;B 97C8?7C;DJE IE�
DE IJ7J? ?B :?H;JJEH; =;D;H7B; ;: ?B DK9B;E :? L7BKJ7P?ED;� &7
=?KDJ7
 FH;IIE9>U 7 <?D; C7D:7JE
 >7 :;B;=7JE B7 =;IJ?ED;
:;BB7 H?<EHC7 7? L;HJ?9? 7CC?D?IJH7J?L?� DED I? T <7JJ7 FHECEJH?�
9;
 C7
 :\7BJH7 F7HJ;
 DED >7 FEIJE 7B9KD EIJ79EBE 7B FHE=;JJE

I;=DE :;B H7FFEHJE :? IJ?C7 ; <?:K9?7 9>; ?DJ;H9EHH; JH7 FEB?J?97
;: 7CC?D?IJH7P?ED; D;BB\;DJ;� &\?CF7JJE D;=7J?LE :;BB\;II;H;
7 <?D; C7D:7JE I? T <7JJE I;DJ?H; D;BB7 C7D97DP7 :? KD F?7DE
IJH7J;=?9E 7B�GK7B;�7D9EH7H;�?B F?7DE�:;BB7 performance�
&\;B78EH7P?ED; :? KD F?7DE IJH7J;=?9E T KD\;I?=;DP7 FH?EH?J7�
H?7� *;H 9ECFB;J7H; ?B FHE9;IIE T D;9;II7H?E 9>; D;BB7 FHEII?�
C7 B;=?IB7JKH7 ?B C7D:7JE ;B;JJEH7B; I?7 JH7:EJJE ?D KD ;<<?979;
F?7DE IJH7J;=?9E :7 KJ?B?PP7H; 9EC; H?<;H?C;DJE F;H ;IFB?9?J7H;
B; B?D;; FHE=H7CC7J?9>; :7 I;=K?H; ; :;J;HC?D7H; B\?CF7JJE
:;I?:;H7JE IKBB7 9?JJ7:?D7DP7 9>; :;L; 7L;H; B\7P?ED; FEB?J?9E
7CC?D?IJH7J?L7�
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/D KBJ?C7 DEJ7 T D;B IEJJEB?D;7H; B\?CFEHJ7DP7 :? 7L;H; ?B 9ED�
JHEBBE :? =;IJ?ED;IJH7J;=?9E ?D staff 7B :?H;JJEH; =;D;H7B;
 E 9E�
CKDGK; 9EC; I;HL?P?E ?D:?F;D:;DJ;� &7 I9;BJ7 ;<<;JJK7J7 D;B
9ECKD;�:?��H;PPE T�:?�7L;H;�J7B;�<KDP?ED;�?D staff�

Note
�� $ 9EDJ;DKJ? :? I;=K?JE D;B F7H7=H7<E IEDE ;IJH7JJ?
 EFFEHJKD7C;DJ;
7:7JJ7J?
 :;B :E9KC;DJE IKB I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED;
:;BB7 performance :;B 9ECKD;�:?��H;PPE
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE

2. Le Azioni di Miglioramento del sistema
di misurazione e valutazione della
performance

2.1 Gli obiettivi delle azioni di miglioramento
proposte

�7BB\7D7B?I? ;<<;JJK7J7 7JJH7L;HIE B7 check-list ; :7? IK99;II?L?
?D9EDJH? 9ED B\7CC?D?IJH7P?ED; IEDE IJ7J? ?D:?L?:K7J? 7B9KD?
E8?;JJ?L? :7 9EDI;=K?H; 7JJH7L;HIE KD7 I;H?; :? 7P?ED? :? C?=B?E�
H7C;DJE�9ED9EH:7J;�9ED�B\7CC?D?IJH7P?ED;�IJ;II7�
&\7D7B?I? 9ECF?KJ7 D;BB7 FH?C7L;H7 :;B ���� IKB H;9;F?C;DJE
; B\7FFB?97P?ED; :;BB; :?IFEI?P?ED? :;B ��&=I� ������� 4&;==?
?B J;IJE ?D H;J; 5 :7 F7HJ; :;B 9ECKD; :? �H;PPE >7 ;L?:;DP?7�
JE 9EC; ?B 9ECKD; I? <EII; =?S 7JJ?L7JE 7BB7 <?D; :;B ���� F;H
7JJK7H; J7B? :?IFEI?P?ED? :;<?D;D:E KD FHEFH?E I?IJ;C7 :? C?IK�
H7P?ED; ; L7BKJ7P?ED; :;BB7 performance
 ?B F?7DE :? =;IJ?ED;

http://www.funzionepubblica.gov.it/media/155296/testo_del_decreto_150_del_27ottobre09.pdf
http://www.funzionepubblica.gov.it/media/155296/testo_del_decreto_150_del_27ottobre09.pdf


:;BB7 performance
 ?B F?7DE :;BB; 7JJ?L?JS ; :;? I;HL?P? ; DEC?�
D7D:E�B\)$0�
&\7FFHE99?E I;=K?JE :7BB\7CC?D?IJH7P?ED; 9ECKD7B; ;H7 IJ7JE
GK;BBE :? <E97B?PP7HI? IKBB7 C?IKH7P?ED; ; L7BKJ7P?ED; :;? I?D�
=EB? I;HL?P?
 F?X 9>; IKBB7 C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 per-

formance 9ECFB;II?L7 :;BB\EH=7D?PP7P?ED; ; :;? H?IKBJ7J? 9ED�
I;=K?J? :7BB\7CC?D?IJH7P?ED; F;H ?B 9?JJ7:?DE� +K;IJ7 I9;BJ7 ;H7
IJ7J7 :;J;HC?D7J7 :7 KD CEJ?LE FH;9?IE� FE?9>U B7 B;=?IB7JK�
H7 ;H7 ?D I97:;DP7
 B\;B78EH7P?ED; :? KD F?7DE IJH7J;=?9E 9>;
<KD=;II; :7 97FF;BBE F;H JKJJ; B; 7JJ?L?JS ;H7 IJ7J7 :;C7D:7J7
7BB7�B;=?IB7JKH7�IK99;II?L7�
(EDEIJ7DJ; B\7CF?E B7LEHE =?S ILEBJE
 B\7CC?D?IJH7P?ED; 7L�
L;HJ?L7 B\;I?=;DP7 :? H?:;<?D?H; ?B FHEFH?E F?7DE :? =;IJ?ED; :;BB7
performance F7HJ;D:E :7 KD :E9KC;DJE 9>; :;<?D?II; 9>?7�
H7C;DJ; =B? E8?;JJ?L? :? B;=?IB7JKH7 7 B?L;BBE FEB?J?9EIJH7J;=?9E

F;H FE? H?L;:;H;
 F;H H;D:;HB? 9E;H;DJ?
 =B? E8?;JJ?L? :;BB; :?�
H;P?ED? ; :;? I?D=EB? I;HL?P?� +K;IJE I?=D?<?97L7 7887D:ED7H;
KD7 BE=?97 bottom-up
 F;H 7:EJJ7H; KD7 BE=?97 top-down
 I?7
D;BB7 :;<?D?P?ED; :;=B? E8?;JJ?L?
 I?7 D;BB7 L7BKJ7P?ED; :;? H?IKB�
J7J?
�7�B?L;BBE�EH=7D?PP7J?LE�;:�7�B?L;BBE�?D:?L?:K7B;�
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$B F7IIE KBJ;H?EH; 9>; I? :;I?:;H7L7 <7H; ;H7
 DED IEBE 9EIJHK?�
H; KD F?7DE IJH7J;=?9E
 C7 9EIJHK?HBE ?D KD EJJ?97 :? ;DJ; 9>;
=EL;HD7�?B�J;HH?JEH?E
�F?KJJEIJE�9>;�:?�;DJ;�9>;�;HE=7�I;HL?P?�
$D GK;IJ7 EJJ?97 :;9?I7C;DJ; F?X 7C8?P?EI7
 C7 <ED:7C;DJ7�
B; F;H =K?:7H; GK;B 97C8?7C;DJE H?J;DKJE D;9;II7H?E I?7 :7B
I?D:79E
 I?7 :7B :?H;JJEH; =;D;H7B;
 IEDE IJ7J; ?D:?L?:K7J; KD7
I;H?; :? 7P?ED? :? C?=B?EH7C;DJE :7 7JJK7H; 9ED B7 9EBB78EH7�
P?ED; :;=B? ;IF;HJ? :;B FHE=;JJE� &; 7P?ED? ?D:?L?:K7J; IEDE :?
I;=K?JE�H?9>?7C7J;�

_ B\;B78EH7P?ED; :? KD F?7DE IJH7J;=?9E 9ED H;IF?HE JH?;DD7B;
9>; =K?:7II; B\7CC?D?IJH7P?ED; F;H ? FH?C? 7DD? :;BB7 B;=?�
IB7JKH7�

_ B7 :;<?D?P?ED; :? ?D:?97JEH? :? outcome F;H C?IKH7H; B\?CF7JJE
:;B F?7DE ;: KD7 H;L?I?ED; :;=B? ?D:?97JEH? KJ?B?PP7J? F;H CE�
D?JEH7H; ? I;HL?P?
 F;H 9EBB;=7HB? 7: E8?;JJ?L? EF;H7J?L? ; H;D�
:;HB?�9E;H;DJ?�9ED�=B?�?DJ;DJ?�;IFH;II?�:7B F?7DE�IJH7J;=?9E�

_ B7 9H;7P?ED; :? KD I?IJ;C7 :? CED?JEH7==?E :;BB; F7HJ;9?F7�
J;�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE a ���&;��P?ED?�:?�'?=B?EH7�
C;DJE�:;B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance

2.2 Il percorso di miglioramento realizzato
dall’amministrazione

(;BB7 J78;BB7 ?D <?=KH7 � IEDE H?FEHJ7J; B; 7P?ED? ;<<;JJK7J; ;:
? FHE=H;II? EJJ;DKJ?� �EC; I? FKW ;L?D9;H; DED JKJJ; B; 7JJ?L?JS
IEDE IJ7J; FEHJ7J; 7 J;HC?D; D;? J;CF? FHE=H7CC7J? ; 9ED ?
H?IKBJ7J? :;I?:;H7J?� $B CEJ?LE FH?D9?F7B; T 9>; :KH7DJ; ?B F;H?E�
:E :? 7<<?7D97C;DJE I? IEDE L;H?<?97J? 7B9KD? ;L;DJ? 9>; >7DDE
H7BB;DJ7JE�DEJ;LEBC;DJ;�B\7JJ?L?JS�FHE=H7CC7J7�

_ &\;B?C?D7P?ED; :;BB7 <?=KH7 :? :?H;JJEH; =;D;H7B; F;H
B\7FFB?97P?ED; :;BB7 &;==; ������ ?D GK7DJE 7BB\KBJ?C7 H?B;�
L7P?ED; :;CE=H7<?97 ?B 9ECKD; 7L;L7 KD7 FEFEB7P?ED; ?D�
<;H?EH; 7 ������� 78?J7DJ? +K;IJE >7 97KI7JE KD LKEJE :?
FEJ;H; 9ED B7 <?=KH7 :? :?H;JJEH; =;D;H7B; IEIJ?JK?J7 :7 GK;B�
B7 :? �EEH:?D7JEH; :;? FHE9;II? JH7IL;HI7B? 9ED 8;D 7BJH7 L7�
B;DP7 :7B FKDJE :? L?IJ7 D;=EP?7B; F;H FEHJ7H; 7L7DJ? B; 7P?E�
D?�9ED9EH:7J;�



_ $B IKF;H7C;DJE :;B B?C?J; :;B ��� D;B H7FFEHJE :? ?D9?:;DP7
F;H9;DJK7B; :;BB; IF;I; :? F;HIED7B; H?IF;JJE 7BB7 IF;I7
9EHH;DJ; F;H ?B ����� *;H 9EDJ;D;H; B7 IF;I7 H;B7J?L7 7B F;H�
IED7B; ; H?;DJH7H; D;? B?C?J?
 ?B 9ECKD; 7L;L7 C7D?<;IJ7JE
B\?DJ;DP?ED; :? 7PP;H7H; ?B <ED:E FHE:KJJ?L?JS :;? :?H?=;DJ?
 :?
DED H?DDEL7H; ?B 9EDJH7JJE 7? :?H?=;DJ? 7 J;CFE :;J;HC?D7JE

9>; JH7 B\7BJHE E99KF7L7DE FEI?P?ED? 9>?7L; 7BB\?DJ;HDE :;B�
B7 7CC?D?IJH7P?ED;
 :? ?DJ7997H; ?B <ED:E :? FHE:KJJ?L?JS :;B
F;HIED7B; DED :?H?=;DJ;� +K;IJ7 FEI?P?ED; >7 :7JE BKE=E
7: KD7 :?<<?9?B; L;HJ;DP7 9>; >7 9ECFHEC;IIE DEJ;LEBC;D�
J; ?B H7FFEHJE <?:K9?7H?E 9>; :;L; ;I?IJ;H; JH7 B7 9ECFED;D�
J; FEB?J?97 ; GK;BB7 7CC?D?IJH7J?L7
 =;D;H7D:E <EHJ? J;DI?ED?
7D9>; ?D =?KDJ7� !EHJKD7J7C;DJ; ?B �� &=I� ������� 4&;==?
?B J;IJE ?D H;J;5 >7 H?FEHJ7JE ?B B?C?J; :;BB\?D9?:;DP7 :;BB; IF;�
I; :;B F;HIED7B; 7B ��� F;HC;JJ;D:E :? 9>?K:;H; B7 L;HJ;D�
P7 ; :? FHE9;:;H; D;B ���� 7BB7 H?9EIJ?JKP?ED; :;B 9EHFE :?�
H?=;DP?7B;�

_ /D7 H?EH=7D?PP7P?ED; :;BB7 IJHKJJKH7 EH=7D?PP7J?L7
 7D9EH7
?D 9EHIE
 <EHJ;C;DJ; LEBKJ7 :7BB7 =?KDJ7
 9>; >7 H?9>?;IJE
KD7 :?<<?9?B; D;=EP?7P?ED; ; J;CF? F?KJJEIJE BKD=>? :? 7JJK7�
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P?ED;� $B FHE9;IIE :? H?EH=7D?PP7P?ED;
 F;DI7JE FH?C7 :;BB7
L;HJ;DP7 ;: ?D?P?7JE IK8?JE :EFE 9>; I? ;H7 9ED9BKI7
 >7 JHE�
L7JE KD7 FH?C7 7JJK7P?ED; D;B =;DD7?E :;B ����
 9ED KD7 H?�
9ED<?=KH7P?ED; :;BB7 C79HEIJHKJJKH7 EH=7D?PP7J?L7 �:?H;P?E�
D?� 7 9K? <7HS I;=K?JE
 7 F7HJ?H; :7 <;88H7?E
 GK7D:E ?B �EEH�
:?D7JEH; :;? I;HL?P? JH7IL;HI7B? 7IIKC;HS B7 FEI?P?ED; :? :?�
H;JJEH; EF;H7J?LE
 KD7 H?9ED<?=KH7P?ED; :;BB7 C?9HEIJHKJJKH7
EH=7D?PP7J?L7 �FEI?P?ED? EH=7D?PP7J?L;
 D;B <H7JJ;CFE 7PP;�
H7J;�� $B FHE9;IIE :? ;B78EH7P?ED; >7 <EHJ;C;DJ; H?I;DJ?JE
:;BB7 C7D97DP7 :? 9;HJ;PP; D;BB\EH=7D?PP7P?ED; 9>; 7LH;8�
8; :ELKJE IKFFEHJ7H; ;: 7JJK7H; GK7DJE ;H7 ?D 9EHIE :? :;�
<?D?P?ED;�
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Tabella 2 – Tabella delle attività svolte

Azioni Progressi Inizio Fine Stato

,;7B?PP7P?ED;
F?7DE
IJH7J;=?9E

-EDE�IJ7J?�;<<;JJK7J?�=B?�?D9EDJH?�9ED�GK7I?�JKJJ?�=B?�7II;IIEH?�;:�?�:?H?=;DJ?�:;?�I;HL?P?�9>;
7<<;H?I9EDE�7BB;�H;B7J?L;�:;B;=>;��(;=B?�?D9EDJH?�IEDE�IJ7J?�:;<?D?J?�=B?�E8?;JJ?L?�IJH7J;=?9?
;:�?�C79HE�E8?;JJ?L?�EF;H7J?L?��$B�FHE9;IIE�T�IJ7JE�?DJ;H?EH?PP7JE
�B7�8EPP7�:;B�F?7DE�T
IJ7J7�9ECFB;J7J7
�B\;DJ;�FHELL;:;HS�7KJEDEC7C;DJ;�D;BB;�FHEII?C;�I;JJ?C7D;
7BB\7<<?D7C;DJE�:;B�F?7DE�R�IJ7JE�FHEFEIJE�BE�I9>;C7�:;<?D?J?LE�:?�9EIJHKP?ED;�:;B
F?7DE��FH;9;:;DJ;C;DJ;�;H7DE�IJ7J?�KJ?B?PP7J?�I9>;C?�F;H�?D9;DJ?L7H;�B7�H?<B;II?ED;
?DJEHDE�7BB;�F7HEB;�9>?7L;
�?�J;C?�IJH7J;=?9?�:7�FEHJ7H;�7L7DJ?
�=B? stakeholder F?X
I?=D?<?97J?L?�:7�FH;D:;H;�?D�9EDI?:;H7P?ED;���$B�F?7DE�IJH7J;=?9E�?D9BK:;
�F;H�E=DKD7
:;BB;�7H;;�IJH7J;=?9>;�?D:?L?:K7J;�D;BB; B?D;;�FHE=H7CC7J?9>;�:?�C7D:7JE
�=B?�E8?;JJ?L?
IJH7J;=?9?�;:�?�C79HE�E8?;JJ?L?�EF;H7J?L?�7:�;II?�9EBB;=7J?���BB;=7J?�7B�F?7DE�F;H�9?7I9KD
C79HE�E8?;JJ?LE�EF;H7J?LE�I7H7DDE�9ECF?B7J;�B;�I9>;:;�9>;�?:;DJ?<?97DE�=B?�?D:?97JEH?
F;H�?B�CED?JEH7==?E�:;?�C79HE�E8?;JJ?L?
�?�I;HL?P?�:?�H?<;H?C;DJE�9E?DLEBJ?�;�=B?�7BJH?�I;HL?P?
9E?DLEBJ?�?D�I;9ED:7�87JJKJ7���7BB;�I9>;:;�H;B7J?L;�7?�C79HE�E8?;JJ?L?�EF;H7J?L?
:;H?L;H7DDE�?�F?7D?FHE=H7CC?�:?�B7LEHE�:?�9?7I9KD�I;HL?P?E�

������� ������� �ED9BKIE

�;<?D?P?ED;
?D:?97JEH?�:?
outcome

*;H�GK;IJ\7DDE�B\;DJ;�>7�:;9?IE�:?�DED�?CFEIJ7H;�?D:?97JEH?�:? outcome :7�9EBB;=7H;
7=B?�E8?;JJ?L?�IJH7J;=?9?��&7�D;=EP?7P?ED;�F;H�JHEL7H;�KD�799EH:E�IK�GK7B?�<EII;HE�=B?
E8?;JJ?L?�IJH7J;=?9?�:7�F;HI;=K?H;�T�IJ7J7�7BGK7DJE�?CF;=D7J?L7���B9KD?�E8?;JJ?L?
IJH7J;=?9?�IEDE�;IFH;II?�9EC;�?DJ;DJ?�=;D;H7B?�;�JHEL7DE�KD7�F?X�FKDJK7B;�:;<?D?P?ED;
D;?�C79HE�E8?;JJ?L?�EF;H7J?L?��+K?D:?�?B�9EEH:?D7JEH;�:;?�I;HL?P?�JH7IL;HI7B?�>7�F;DI7JE
9>;�<EII;�F?X�EFFEHJKDE�FKDJ7H;
�D;BB7�FH?C7�IJ;IKH7�:;B F?7DE�IJH7J;=?9E IK=B?
?D:?97JEH?�F;H�C?IKH7H;�?�C79HE�E8?;JJ?L?�EF;H7J?L?�

������� �������

*EIFEIJ7
7BB7
FHEII?C7
H;L?I?ED;
7DDK7B;
:;B�F?7DE

,;L?I?ED;
:;BBE�I9>;C7
?D:?97JEH?

�7BB;�H?KD?ED?�;<<;JJK7J;�9ED�?�C;C8H?�:;BB\)$0 T�IJ7JE�9EDL;DKJE�9>;�BE�I9>;C7�:?
?D:?97JEH?�7JJK7B;�I7HS�C7DJ;DKJE�?D7BJ;H7JE�F;H�B7�L7BKJ7P?ED;������;�I7HS�FE?
CE:?<?97JE
�?D�87I;�7?�9EDJ;DKJ?�:;B F?7DE�IJH7J;=?9E
�F;H�?B������KJ?B?PP7D:E�=B?�I9>;C?
<EHD?J?�F;H�?B cascading :;?�C79HE�E8?;JJ?L?�EF;H7J?L?�D;?�I;HL?P?�:?�9ECF;J;DP7�
&\7FFHE99?E�T�IJ7JE�9ED9EH:7JE�;:�7FFHEL7JE��-7HS�B\)$0 7�<7HI?�97H?9E�:;BB7
H;7B?PP7P?ED;�

������� ������� �ED9BKIE

�D7B?I?�:;=B?
?D:?97JEH?�:?
I;HL?P?E
KJ?B?PP7J?

R�IJ7J7�;<<;JJK7J7�KD7�7D7B?I?�:;=B?�?D:?97JEH?�7JJK7BC;DJ;�KJ?B?PP7J?�F;H�CED?JEH7H;�?
I;HL?P?��$D�799EH:E�9ED�?�C;C8H?�:;BB\)$0 I?�T�9EDL;DKJE�:?�FHE9;:;H;�7:�KDE
ID;BB?C;DJE�:;B�DKC;HE�:?�?D:?97JEH?�KJ?B?PP7J?��7JJK7BC;DJ;�B7�=;IJ?ED;�:;=B?�IJ;II?�7?
<?D?�L7BKJ7J?L?�T�F?KJJEIJE�FHE8B;C7J?97�;�>7�:7JE�BKE=E�7�9ED<B?JJK7B?JS���"B?�?D:?97JEH?
KJ?B?PP7J?�D;B������I7H7DDE�H?97L7J?�?D�97I97J7�7�F7HJ?H;�:7?�C79HE�E8?;JJ?L?�EF;H7J?L?�
�997DJE�7=B?�?D:?97JEH?�9EIV�?D:?L?:K7J?�I7H7DDE�7==?KDJ?�?D:?97JEH?�IF;9?<?9?�F;H
CED?JEH7H;�7JJ?L?JS�EH:?D7H?;�I?=D?<?97J?L;�C7�DED�9EBB;=7J;�7:�7B9KD�C79HE�E8?;JJ?LE
EF;H7J?LE�

������� ������� �ED9BKIE

,;L?I?ED;
:;=B?
?D:?97JEH?�:?
I;HL?P?E

"B?�?D:?97JEH?�KJ?B?PP7J?�D;B������I7H7DDE�H?97L7J?�?D�97I97J7�7�F7HJ?H;�:7?�C79HE�
E8?;JJ?L?�EF;H7J?L?���997DJE�7=B?�?D:?97JEH?�9EIV�?D:?L?:K7J?�I7H7DDE�7==?KDJ?�?D:?97JEH?
IF;9?<?9?�F;H�CED?JEH7H;�7JJ?L?JS�EH:?D7H?;�I?=D?<?97J?L;�C7�DED�9EBB;=7J;�7:�7B9KD
C79HE�E8?;JJ?LE�EF;H7J?LE��&;�CE:7B?JS�IEDE�IJ7J;�9ED9EH:7J;
�EH7�I?�JH7JJ7�:?
I;B;P?ED7H;�=B?�?D:?97JEH?�F?X�7FFHEFH?7J?�

������� �������

-7HS
FEHJ7J7
7L7DJ?
:7BB\)$0

KD7�LEBJ7
H?B7I9?7JE�?B
F?7DE
IJH7J;=?9E
;�I?
9ED9BK:;HS
D;?�FH?C?
C;I?�:;B
����
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Azioni Progressi Inizio Fine Stato
$CFEIJ7P?ED;
7D7=H7<?97
?D:?97JEH?

-?�T�CKJK7JE�BE�I9>;C7�:;BB\7D7=H7<?97�:7BB;�:;B?8;H; �?0$.��&\7D7=H7<?97�I7HS�J;IJ7J7
9ED�7B9KD?�?D:?97JEH?�;�I7HS�B7I9?7JE�7BB\7CC?D?IJH7P?ED;�?B�9ECFB;J7C;DJE�:;BB7
IJ;II7�

������� ������� �ED9BKI7

�D7=H7<?97
F7HJ;9?F7J;
;:
7FF7BJ7JH?9?

&\7D7=H7<?97�T�9ECFB;J7J7� ������� ������� �ED9BKI7

-?IJ;C7�:?
CED?JEH7==?E
:;BB;
F7HJ;9?F7J;

R�IJ7JE�FHELL?IEH?7C;DJ;�7887D:ED7JE�?B�FHE=;JJE�:?�?CFEIJ7H;�;DJHE�B\7DDE�KD
I?IJ;C7�:?�CED?JEH7==?E�:;BB;�F7HJ;9?F7J;�9>;�L7:7�EBJH;�?B�9EDJHEBBE�;9EDEC?9E
<?D7DP?7H?E�9>;�9ECKDGK;�T�=?S�7JJK7JE��R�D;9;II7H?E�L?D9;H;�L7H?;�H;I?IJ;DP;�I?7�:7B
FKDJE�:?�L?IJ7�FEB?J?9E
�I?7�7CC?D?IJH7J?LE�;�GK?D:?�T�IJ7JE�C;IIE�9EC;�E8?;JJ?LE�:7
9EDI;=K?H;�D;B�9EHIE�:;B������

������� ������� �7
H;7B?PP7H;

(;BB\7JJ?L?JS :? 7<<?7D97C;DJE
 788?7CE ?D?P?7BC;DJ; EH=7D?P�
P7JE 9ED ?B �EEH:?D7JEH; :;? FHE9;II? JH7IL;HI7B? KD ?D9EDJHE
9ED ?B I?D:79E ; B7 =?KDJ7 9ECKD7B; F;H IEJJEB?D;7H;
B\;I?=;DP7 :? ;B78EH7H; KD F?7DE IJH7J;=?9E 9ECKD7B; ;: ?BBK�
IJH7H; ?B F;H9EHIE :7 7JJK7H; F;H JH7:KHH; B; B?D;; :? FHE=H7C�
C7J?9>; :? C7D:7JE ?D E8?;JJ?L? IJH7J;=?9? ; GK;IJ?
 7 BEHE LEBJ7

?D E8?;JJ?L? EF;H7J?L?� (;BB\?D9EDJHE T IJ7J7 C;II7 ?D ;L?:;DP7
B\?CFEHJ7DP7 D;B H799EH:7H; =B? ?DJ;DJ? ; =B? ?D:?H?PP? :7J? :7BB7
9ECFED;DJ; FEB?J?97 9ED B; 7JJ?L?JS :;BB7 9ECFED;DJ; 7CC?D?�
IJH7J?L7
 ?D CE:E 9>; JKJJ; B; H?IEHI; 9ECKD7B? <EII;HE F;H<;J�
J7C;DJ; 7BB?D;7J; D;B F;HI;=K?C;DJE :? E8?;JJ?L? 9ECKD?� -K9�
9;II?L7C;DJ; 788?7CE EH=7D?PP7JE KD ?D9EDJHE <EHC7J?LE 9ED
JKJJ? ? :?H?=;DJ?
 D;B GK7B; 788?7CE ?BBKIJH7JE ?B DKELE 7FFHE99?E
top-down ; B\?CFEHJ7DP7 :? 9EBB78EH7H; ?D C7D?;H7 FHE7JJ?L7 ;
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9ED:?L?I7 7BB7 :;<?D?P?ED; :;=B? E8?;JJ?L? IJH7J;=?9?
 ; :K; ?D�
9EDJH? 9ED ? DKEL? C;C8H? :;BB\)$0 D;B GK7B; I? IEDE 9ED:?L?I?
7FFHE99?�;�FH7J?9>;�
+K?D:?�I?�T�FHE9;:KJE�7�

_ ;B78EH7H; KD framework :7 KJ?B?PP7H; F;H :;<?D?H; =B? E8?;JJ?�
L? IJH7J;=?9?
 9ED ? H;B7J?L? ?D:?97JEH?
 ;: ? C79HE�E8?;JJ?L? EF;�
H7J?L? 7? GK7B? 9EBB;=7H; =B? E8?;JJ?L? ; =B? ?D:?97JEH? H;B7J?L? 7
9?7I9KD�I;HL?P?E�

_ 9H;7H; KD7 B?D;7 =K?:7 I?DJ;J?97 F;H 799ECF7=D7H; ? L7H? ?D�
J;HBE9KJEH? D;BB7 H;7B?PP7P?ED; :;BB; F7HJ? :;B F?7DE IJH7J;=?�
9E :? BEHE 9ECF;J;DP7
 KD?<EHC7D:E =B? 7FFHE99? ; B; CE�
:7B?JS�:?�;B78EH7P?ED;�

_ EH=7D?PP7H; F;H E=D? :;B;=7 7II;=D7J7 ?D9EDJH? 9ED
B\7II;IIEH; :? H?<;H?C;DJE ;: ?B :?H?=;DJ; H;IFEDI78?B; :;BB7
H;B7J?L7 IJHKJJKH7 F;H :;<?D?H; =B? E8?;JJ?L? ?D CE:E 9ED:?L?IE�

$B F?7DE IJH7J;=?9E T IJ7JE IJHKJJKH7JE ?D I;JJ; 7H;; IJH7J;=?9>;
9>; H?<B;JJEDE GK;BB; :;<?D?J; D;BB; B?D;; FHE=H7CC7J?9>; :?
C7D:7JE�
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$B F;H9EHIE DED T IJ7JE <79?B;
 ?D GK7DJE I? T FH;I;DJ7J7 :7 IK�
8?JE KD7 :?<<?9EBJS D;B :;<?D?H; ?D C7D?;H7 7FFHEFH?7J7 =B? E8?;J�
J?L? IJH7J;=?9?� +K;IJ7 :?<<?9EBJS >7 7LKJE 7D9>; ;<<;JJ? FEI?J?L?
F;H9>U >7 IEBB;9?J7JE 7II;IIEH? ; :?H?=;DJ? 7 H?<B;JJ;H; ?D C7�
D?;H7 9ED=?KDJ7 ;: 7FFHE<ED:?J7 IK GK7B? ;H7DE L;H7C;DJ; B;
9EI; ?CFEHJ7DJ? :7 F;HI;=K?H;� +K;IJE >7 H?9>?;IJE 7D9>; F?X
J;CFE :;B FH;L?IJE FE?9>U I? T ;DJH7J? D;B :;JJ7=B?E :;BB; 7H;;
FH;I?:?7J; F;H FEJ;H ];IJH7HH;^ =B? E8?;JJ?L? F?X I?=D?<?97J?L?� *?X
7=;LEB; T IJ7JE
 KD7 LEBJ7 :;<?D?JE KD E8?;JJ?LE IJH7J;=?9E
 ?D�
:?L?:K7H; ? C79HE�E8?;JJ?L? EF;H7J?L? :7 9EDI;=K?H; ?D <KDP?ED;
:?�GK;IJE�
$ J;CF? H?9>?;IJ? F;H :;<?D?H; ]8;D;^ KD E8?;JJ?LE IJH7J;=?9E

>7DDE 9ED:?P?ED7JE B7 :;<?D?P?ED; :;=B? ?D:?97JEH? :? outcome

H?C7D:7D:EB7 7BB7 FH?C7 H;L?I?ED; :;B F?7DE IJH7J;=?9E� &7 :;�
9?I?ED; FH;I7 T 9>; F;H B7 FH?C7 IJ;IKH7 :;B F?7DE IJH7J;=?9E
<EII;HE :;<?D?J? =B? E8?;JJ?L? IJH7J;=?9?
 ? C79HE�E8?;JJ?L? EF;H7J?�
L? ; �7 97I97J7 D;? F?7D? :;? I;HL?P?� =B? ?D:?97JEH? H;B7J?L? 7: ?
C79HE�E8?;JJ?L? EF;H7J?L?� +K?D:? ?B framework FHEFEIJE ?D?P?7B�
C;DJ;�T�IJ7JE�IK99;II?L7C;DJ;�CE:?<?97JE�
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� J?JEBE ;I;CFB?<?97J?LE I? H?FEHJ7 ?D J78;BB7 � B\7B8;HE H;B7J?LE
7BB\7H;7 IJH7J;=?97� �H;PPE
 9?JJS 9>; JKJ;B7 ?B FHEFH?E ]97F?J7B;
IE9?7B;^�
*;H GK7DJE H?=K7H:7 B7 9H;7P?ED; :? KD I?IJ;C7 :? CED?JEH7=�
=?E :;BB; F7HJ;9?F7J; 788?7CE L;H?<?97JE 9>; F;H ?B F7HJ?9EB7H;
CEC;DJE IJEH?9E �L;HJ;DP7 :;B F;HIED7B;
 focus IKBB7 H?EH=7�
D?PP7P?ED; ?DJ;HD7� DED H?IKBJ7 <7JJ?8?B; KD7 ?D?P?7J?L7 :;B =;�
D;H;
 FKH ;II;D:E IJ7J7 9ED:?L?I7 B\;I?=;DP7 :? 9H;7H; KD 9HK�
I9EJJE 9ECKD7B; 9>; FEII7 CED?JEH7H; KD7 I;H?; :? ?D:?97JEH?
:? performance :;BB; F7HJ;9?F7J;
 7B :? BS :;B FKH ?CFEHJ7DJ;
9EDJHEBBE ;9EDEC?9E<?D7DP?7H?E� 'EBJE FHE878?BC;DJ; GK;IJE
FHE=;JJE L;HHS H?FH;IE IK99;II?L7C;DJ;
 KD7 LEBJ7 J;HC?D7J7
B7 H?EH=7D?PP7P?ED; :;BB7 IJHKJJKH7 7CC?D?IJH7J?L7� �L;D:E ?D�
I;H?JE JH7 =B? E8?;JJ?L? IJH7J;=?9? GK;BBE :? ;I;H9?J7H; KD C7==?EH
9EDJHEBBE�IKBB7�GK7B?JS�:;?�H?IKBJ7J?�EJJ;DKJ?�:7BB;�F7HJ;9?F7J;�
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Tabella 3 – Esempio di albero di area strategica

AREA strategica OBIETTIVO STRATEGICO MACRO-OBIETTIVO OPERATIVO

�����
�IIKC;H;�?B�HKEBE�:? governance :;B�I?IJ;C7�:;?�I;HL?P?
IE9?EI7D?J7H?�FHEFED;D:EI?�IE==;JJE�9EEH:?D7JEH;�;
=7H7DJ;�D;?�9ED<HEDJ?�:;B�9?JJ7:?DE���

$DJHE:KHH;�KD�DKELE�CE:;BBE�:? welfare

<?D7B?PP7JE�7�=7H7DJ?H;�B\;GK?JS�;�B7
9E;I?ED;�IE9?7B;

����� *H;:?IFEHH;�KD�F7JJE�9?L?B;�7FFHEFH?7JE�7JJH7L;HIE�B7
9EIJ?JKP?ED;�:?�KD7�!ED:7P?ED;�:?��ECKD?JS

����� *H;:?IFEHH;�KD�F?7DE�IE9?7B;�:?�IL?BKFFE�;GK?B?8H7JE
97F79;�:?�EH=7D?PP7H;�KD7�H?IFEIJ7�IK�C?IKH7

���
07BEH?PP7H;�B7�<KDP?ED;�IE9?7B;�:;BB7
<7C?=B?7�9EC;�IE==;JJE�J?JEB7H;�:?�:?H?JJ?

:EL;H?�;�H;IFEDI78?B?JS ����� -EIJ;D;H;�B7�<KDP?ED;�=;D?JEH?7B;�7JJH7L;HIE�7P?ED?

?DJ;=H7J;

����� -J78?B?PP7H;�;�C?=B?EH7H;�B7�GK7B?JS�:;BB\E<<;HJ7�D;?�I;HL?P?
;:K97J?L?�7D9>;�?D�J;HC?D?�:?�799;II?8?B?JS

�����
-L?BKFF7H;�FEB?J?9>;�9>;�<7LEH?I97DE�B\?DJ;=H7P?ED;�;
B\EJJ?C?PP7P?ED;�:;?�:?L;HI?�I;HL?P?�:;B�J;HH?JEH?E�F;H�B7
<7I9?7����

���
"7H7DJ?H;�FEB?J?9>;�:?�IL?BKFFE�7BB\7JJ?L?JS
:?�9KH7�:;BB7�<7C?=B?7�;�:;B�:?H?JJE�:?
;:K97P?ED;�:;B�87C8?DE

����� '?=B?EH7H;�;�:?<<ED:;H;�KD�9KBJKH7�9>;�H?9EDEI97�7?
87C8?D?;�?B�:?H?JJE�7�H;B7P?ED?�I?=D?<?97J?L;

�����
!79?B?J7H;�B\799;IIE�7B�B?8;HE�C;H97JE�:;=B?�7BBE==?
7JJH7L;HIE�KD�EH=7D?ICE�:;FKJ7JE�7BBE�I9EFE���=;DP?7
�7I7�

3 - Arezzo: Città che
tutela il proprio

"capitale sociale"

���
*HECKEL;H;�B;�FEB?J?9>;�:;BB7�97I7
7JJH7L;HIE�IJHKC;DJ?�9>;�7=;LEB?DE
B\?D9EDJHE�JH7�:EC7D:7�;:�E<<;HJ7

����� �CFB?7H;�B\E<<;HJ7�:?�7BBE==?�7JJH7L;HIE�9H?J;H?�:?�=;IJ?ED;
?DDEL7J?L?
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE a ���&;��P?ED?�:?�'?=B?EH7�
C;DJE�:;B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance

2.3 Gli effetti delle azioni di miglioramento sul
sistema di misurazione e valutazione della
performance organizzativa

&; 7P?ED? :? C?=B?EH7C;DJE FEHJ7J; 7L7DJ?
 IEFH7JJKJJE GK;BB7
H;B7J?L7 7BB7 H;:7P?ED; :;B F?7DE IJH7J;=?9E >7DDE ?D<BK;DP7JE
FEI?J?L7C;DJ; I?7 B\7P?ED; 7CC?D?IJH7J?L7 I?7 GK;BB7 FEB?J?97�
+K;IJ\KBJ?C7 >7 9EBJE B\?CFEHJ7DP7 :;B 9?9BE :? =;IJ?ED; :;BB7
performance 9EC; IJHKC;DJE F;H CED?JEH7H; I; =B? ?D:?H?PP?
FEB?J?9? :7J? IEDE 9EHH;JJ7C;DJ; F;HI;=K?J? :7BB7 9ECFED;DJ;
7CC?D?IJH7J?L7 ; I; :7DDE BKE=E 7? H?IKBJ7J? :;I?:;H7J?� ?B F?7DE
:;BB7 performance DED T F?X L?IIKJE 9EC; KD7 GK;IJ?ED;
I;CFB?9;C;DJ; 7CC?D?IJH7J?L7
 C7 9EC; IJHKC;DJE 7 IKF�
FEHJE
 7JJH7L;HIE B\7P?ED; 7CC?D?IJH7J?L7
 :;B F;HI;=K?C;DJE
:;=B? E8?;JJ?L? FEB?J?9? :? B;=?IB7JKH7� +K;IJE T IJ7JE KD F7II7=�
=?E�9KBJKH7B;�<ED:7C;DJ7B;�



&\7BJHE F7II7==?E <ED:7C;DJ7B; T IJ7JE GK;BBE :? 7CFB?7H; B7
L?I?ED; :;BB7 9ECFED;DJ; 7CC?D?IJH7J?L7� DED H?9>?K:;HI? D;?
9ED<?D? :;B FHEFH?E I;HL?P?E C7 H?F;DI7H; ?B FHEFH?E I;HL?P?E 9E�
C;�9ECFED;DJ;�:?�KD�JKJJE�F?X�=H7D:;�
*;H GK7DJE H?=K7H:7 ? <7JJEH? :;BB7 check list ?D<BK;DP7J? :7BB;
7P?ED? :? C?=B?EH7C;DJE
 <79;D:E H?<;H?C;DJE 7 GK;BB? I;B;P?E�
D7J? D;BB7 -9>;:7 :;BB; 7P?ED? :;B 9ECKD; :? �H;PPE
 FEII?7�
CE�I?DJ;J?PP7H;�?�H?IKBJ7J?�EJJ;DKJ?�9EC;�I;=K;�

1.1. I leader dell’organizzazione (nessun riferimento
iniziale)

9ECKDGK; 7:;IIE 9\T KD C7==?EH; 9E?DLEB=?C;DJE 7JJ?LE
:;BB7 9ECFED;DJ; FEB?J?97 9>; DED I? B?C?J7 7 L7B?:7H;
 C7
F7HJ;9?F7�7JJ?L7C;DJ;�7BB7�F?7D?<?97P?ED;�

1.2. Il sistema di controllo e programmazione
7:;IIE I? IL?BKFF7 KD F?7DE IJH7J;=?9E <EHJ;C;DJ; 9ED:?�
L?IE 9ED B7 F7HJ; FEB?J?97 ; IK99;II?L7C;DJ;
 ?D 97I97J7
GK;BB?�EF;H7J?L?�
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2.1. Gli ambiti di misurazione e valutazione
7:;IIE =B? 7C8?J? IEDE I;B;P?ED7J? DED F;H 7:;CF?C;DJE
E F;H :;I?:;H?E :? 9ECFB;J;PP7
 C7 ?D GK7DJE <KDP?ED7B? 7B
F;HI;=K?C;DJE�:?�:;J;HC?D7J?�H?IKBJ7J?�

2.2. Metodologie di misurazione e valutazione
I? T F7II7J? :7BB\;II;H; 9EHH;IFEDI78?B? :;BB7 performance

:;BB; IJHKJJKH7 7<<;H;DJ?
 7: ;II;H; 9EDJH?8KJEH; :;BB7 per-

formance :;BB7�IJHKJJKH7�7�9K?�I?�7<<;H?I9;�

2.3. Il processo, i soggetti e le responsabilità del
sistema

I? T F7II7J? :7 KD7 BE=?97 bottom-up 7: KD7 BE=?97 top-

down�

2.4. Le componenti del sistema
B\?DJHE:KP?ED; :? KD7 spending review H?B;L7D:E :7J? 9EDJ7�
8?B? F;H 7H;; :? ?CF7JJE I7HS FEII?8?B; =H7P?; 7BB7 ;B78EH7�
P?ED; :;B F?7DE IJH7J;=?9E
 7D9>; I; DED IEDE IJ7J? :;<?D?J?
7B�CEC;DJE�?D:?97JEH?�:? outcome�

2.5. Il livello di informatizzazione del sistema
�D;IIKD�H?<;H?C;DJE�?D?P?7B;��
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2.6. Il livello di trasparenza del sistema
�D;IIKD�H?<;H?C;DJE�?D?P?7B;��

3.1. Estensione della misurazione
I? T F7II7J? :7BB7 C?IKH7P?ED; :;? I?D=EB? I;HL?P?
 7BB7 C?�
IKH7P?ED; :;B 9EDJH?8KJE 9>; ? I?D=EB? I;HL?P? :7DDE 7B F;H�
I;=K?C;DJE :;=B? E8?;JJ?L? :;BB\;DJ;
 C7 DED I? T ;IJ;I7 B7
C?IKH7P?ED;�:;BB7 performance 7BB;�F7HJ;9?F7J;�

3.3. impatti
I? T 97F?JE B\?CFEHJ7DP7 :? 9EDI?:;H7HB?
 C7 DED I? IEDE ?D�
:?L?:K7J?�=B?�?D:?97JEH?�7FFHEFH?7J?�F;H�C?IKH7HB?�

3.4. servizi
=B? ?D:?97JEH? KJ?B?PP7J? F;H CED?JEH7H; ? I;HL?P? ?DJ;HD?
7BB\;DJ; I7H7DDE F?X <KDP?ED7B? 7=B? ?DJ;DJ? IJH7J;=?9?
:;BB\;DJ;
 C7 DED I? T H?KI9?J? 7 :;<?D?H; KD I?IJ;C7 :? CED?�
JEH7==?E :;BB7 performance ; :;BB7 GK7B?JS :;? I;HL?P? ;HE�
=7J?�:;BB;�F7HJ;9?F7J;�

3.5. Stato di salute
�D;IIKD�H?<;H?C;DJE�?D?P?7B;��
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE a ���&;��P?ED?�:?�'?=B?EH7�
C;DJE�:;B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance

2.4 Leading practice & Lesson learned

&\;IF;H?;DP7 D;BB; 7JJ?L?JS :? 7<<?7D97C;DJE 7B 9ECKD; :?
�H;PPE F;H B7 H;7B?PP7P?ED; :;BB; 7P?ED? :? C?=B?EH7C;DJE >7
;L?:;DP?7JE 7B9KD; FH7J?9>; JH7I<;H?8?B? 7? 9ECKD? :;BB; H;=?ED?
:;BB\)8?;JJ?LE��EDL;H=;DP7�

Il coinvolgimento diretto della componente politica
nell’elaborazione e/o validazione del piano della
performance
$ H?IKBJ7J? F;H ?B 9?JJ7:?DE
 ?D KD ;DJ; BE97B;
 :;H?L7DE
:7BB\7P?ED; 9ED=?KDJ7 :;BB7 9ECFED;DJ; 7CC?D?IJH7J?L7 ; :?
GK;BB7 FEB?J?97� �?IJ?D=K;H; 7 B?L;BBE BE97B; =B? ;<<;JJ? :;BB\KD7
:7 GK;BB? :;BB\7BJH7 DED T I;CFH; FEII?8?B; E <79?B; :7 7JJK7H;�
�H;7H; KD F?7DE :;BB7 performance 7 L7B;DP7 FKH7C;DJ; 7C�
C?D?IJH7J?L7
 I?=D?<?97 JH7I9KH7H; KD7 F7HJ; :;? <7JJEH? 78?B?J7D�
J? ; :;J;HC?D7DJ? :;B H?IKBJ7JE F;H B7 9EBB;JJ?L?JS� �E?DLEB=;H;
B7 F7HJ; FEB?J?97 D;BB7 :;<?D?P?ED; :;=B? E8?;JJ?L? IJH7J;=?9? ;



D;B 9EBB;=7C;DJE JH7 GK;IJ? ; =B? E8?;JJ?L? EF;H7J?L?
 F;HC;J�
J; :? ?DIJ7KH7H; KD7 9ECKD7DP7 :? ?DJ;DJ? ;: KD7 9ED:?L?I?E�
D; :;? F;H9EHI? 9>; H?IKBJ7DE <ED:7C;DJ7B? F;H 7II?9KH7H; 9>;
B\7P?ED; :;BB\;DJ; 788?7 B\?CF7JJE :;I?:;H7JE IKBB7 9EBB;JJ?L?JS :?
H?<;H?C;DJE� 0;:;H; ?B F?7DE :;BB7 performance DED 9EC; C;�
HE IJHKC;DJE 7CC?D?IJH7J?LE
 I;FFKH; ?CFEHJ7DJ;
 C7 9EC;
KD F7JJE IK 9?W 9>; I? LKEB; 9EDI;=K?H; ; IK 9EC; BE I? LKEB;
F;HI;=K?H; T KDE I<EHPE 9>; ?B 9ECKD; :? �H;PPE IJ7 <79;D:E
F;H 7HH?L7H; 7: KD7 L;H7 governance :;B J;HH?JEH?E� (EDEIJ7D�
J; JKJJ; B; :?<<?9EBJS ; B\?CF;=DE 9>; H?9>?;:;
 T KD7 FH7J?97 9>;
:ELH;88; ;II;H; 7JJK7J7 :7 JKJJ; B; 7CC?D?IJH7P?ED? BE97B? F;H
9ED:?L?:;H; ; H;D:;H; JKJJ? F7HJ;9?F? :;? F;H9EHI? 9>; I? ?DJ;D�
:EDE�7JJK7H;�;�:;?�H?IKBJ7J?�9>;�I?�?DJ;D:EDE�F;HI;=K?H;�

L’elaborazione di un chiaro piano strategico
(ED I;CFH; B; B?D;; FHE=H7CC7J?9>; :? C7D:7JE
 =B? ?DJ;DJ? ;
B; 7IF;JJ7J?L; :? 9?7I9KD 7II;IIEH; ; B; 7JJ?L?JS ILEBJ; :7BB\7C�
C?D?IJH7P?ED; IEDE F;H<;JJ7C;DJ; 7BB?D;7J; JH7 BEHE� -EB?J7�
C;DJ; 9\T KD gap :7 9EBC7H;
 9>; 7 BKD=E 7D:7H;
 I; DED I?
FHELL;:;
 FKW :7H BKE=E 7 <EHJ? ?D9ECFH;DI?ED?� &; B?D;; FHE�
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=H7CC7J?9>; :? C7D:7JE H?<B;JJEDE 9E;H;DJ;C;DJ; ?B FHE=H7C�
C7 ;B;JJEH7B; 9>; T <HKJJE :? KD7 D;=EP?7P?ED; ]FH;�9EDIKBJ7�
P?ED; ;B;JJEH7B;^ ;: T ;B78EH7JE :7 F;HIED; :?L;HI; :7 GK;BB;
9>; IK99;II?L7C;DJ; :?L;DJ;H7DDE 7II;IIEH?� +K;IJ; KBJ?C;

KD7 LEBJ7 DEC?D7J;
 9;H97DE :? FEHJ7H; 7L7DJ? B; B7 FHEFH?7 L?�
IED; ; B; FHEFH?; 9EDL?DP?ED? F?X 9>; EJJ;CF;H7H; 7 FHE=H7C�
C? :;<?D?J? :7 7BJH? D;? GK7B? DED I? H?9EDEI9EDE JEJ7BC;DJ;� �7
KBJ?CE
 =H7D F7HJ; :;B F;HIED7B; 7CC?D?IJH7J?LE J;D:; 7 J?H7H;
?B <H;DE 7 C7DE
 9;H97D:E
 I; DED 7:;=K7J7C;DJ; IEBB;9?J7�
JE 7B 97C8?7C;DJE
 :? F;H9EHH;H; B; IJH7:; DEJ; ; :? <7H L7B;�
H; 9EC; 9EI7 C?=B?EH;
 GK;BB7 9>; I;CFH; T IJ7J7 <7JJ7 FH;�
9;:;DJ;C;DJ;
 D;B CE:E ?D 9K? T IJ7J7 <7JJ7 FH;9;:;DJ;C;D�
J;� *;H ELL?7H; 7 GK;IJE :?I7BB?D;7C;DJE ; H?9;H97H; KD ;GK?�
B?8H?E :;9?I7C;DJ; F?X :?D7C?9E ; FHE<?9KE T D;9;II7H?E C;J�
J;H; JKJJ? =B? 7JJEH? 9E?DLEBJ? ?DJEHDE 7: KD J7LEBE F;H ;B78EH7H;
KD :E9KC;DJE 9ECKD; IK 9?W 9>; I? ?DJ;D:; F;HI;=K?H; ; IK
9EC; BE I? ?DJ;D:; F;HI;=K?H;� +K;IJE :E9KC;DJE T ?B F?7DE
IJH7J;=?9E
 :EL; IEDE ;L?:;DP?7J? =B? E8?;JJ?L? IJH7J;=?9? :7 F;H�
I;=K?H;�;�9EC;�I?�?DJ;D:;�F;HI;=K?HB?�
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$B F?7DE IJH7J;=?9E I7HS :7 =K?:7 D;BB7 H;:7P?ED; :;BB7 ,** ;
9EIJ?JK?HS F7HJ; ?DJ;=H7DJ; :;B F?7DE :;BB7 performance� *7H�
J?H; :7 KD F?7DE IJH7J;=?9E I?=D?<?97 ;B;L7HI? :7 KD HKEBE :?
I;CFB?9; ;HE=7JEH; :? I;HL?P? F;H J;D:;H; 7: ;II;H; ?B FHEJ7�
=ED?IJ7�FH?D9?F7B;�:;BB7 governance :;B�J;HH?JEH?E�

La creazione di linee guida per la redazione del piano
strategico e di framework condivisi per il cascading
degli obiettivi strategici all’interno dei vari servizi
R ?CFEHJ7DJ; 9>; ? L7H? 7JJEH? 9E?DLEBJ? D;BB7 H;:7P?ED; :;B F?7�
DE IJH7J;=?9E KJ?B?PP?DE BE IJ;IIE 7FFHE99?E ; BE IJ;IIE frame-

work F;H :;<?D?H; =B? E8?;JJ?L? :7 H7==?KD=;H; ; 9EC; F;HI;�
=K?HB? D;BB; 7H;; :? BEHE 9ECF;J;DP7 ;:
 ;L;DJK7BC;DJ;
 7J�
JH7L;HIE B7 9EBB78EH7P?ED; 9ED 7BJH? IE==;JJ?
 ?DJ;HD? ;: ;IJ;H�
D? 7BB\EH=7D?PP7P?ED;� &; B?D;; =K?:7 ;: ?B framework KJ?B?PP7J?
FH;IIE ?B 9ECKD; :? �H;PPE FEIIEDE ;II;H; JH7I<;H?J?
 9ED EF�
FEHJKD? 7:7JJ7C;DJ? 7BB; 7CC?D?IJH7P?ED? :;BB; H;=?ED? )8?;JJ?�
LE��EDL;H=;DP7 9E?DLEBJ;�D;BB7�B?D;7���:;B�FHE=;JJE�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE a ���&;��P?ED?�:?�'?=B?EH7�
C;DJE�:;B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance

2.5 Appendice: Breve guida al piano strategico
del comune di Arezzo

$B F?7DE IJH7J;=?9E :ELH;88; ;II;H; KD :E9KC;DJE ID;BBE ;
9>?7HE�:EL;�I?�:;<?D?I9EDE�

_ B; FH?EH?JS :7 F;HI;=K?H; D;B F;H?E:E :? H?<;H?C;DJE �E8?;JJ?L?
IJH7J;=?9? F;H B7 9?JJ7:?D7DP7
 9ED KD7 <EHJ; L7B;DP7 FEB?J?97
F?X�9>;�7CC?D?IJH7J?LE=;IJ?ED7B;��

_ 9EC;�F;HI;=K?HB;��7JJH7L;HIE�GK7B?�?D?P?7J?L;��
_ GK7B? ?D:?97JEH? KI7H; F;H C?IKH7H; ? FHE=H;II? EJJ;DKJ? �?D:?�
97JEH?�:? output ;�:? outcome��

_ GK7B?�:?H;P?ED?�IEDE�9E?DLEBJ;�D;B�F;HI;=K?C;DJE�
_ GK7B? IEDE ? C79HE E8?;JJ?L? =;IJ?ED7B? 9>; B; :?H;P?ED? :;8�
8EDE :7HI? F;H 9EDJH?8K?H; 7B H7==?KD=?C;DJE :;=B? E8?;JJ?L?
IJH7J;=?9?�:;B�9ECKD;�



(;BB7 F7HJ; ?DJHE:KJJ?L7 :;B :E9KC;DJE I? ?BBKIJH7 B\7FFHE99?E
IJH7J;=?9E :;B 9ECKD; 87I7JE IK JH; ;B;C;DJ? 9>; 7D:H7DDE
KBJ;H?EHC;DJ;�:;JJ7=B?7J?�

_ Governance :;B J;HH?JEH?E �9ECFH;D:;H; ? 8?IE=D?
 :?L;DJ7H;
?B�H?<;H?C;DJE�F;H�F?BEJ7H;�;�9EEH:?D7H;�?DJ;HL;DJ?�?D�H;J;��

_ ?DJ;=H7P?ED; �9EBB78EH7H; 9ED 7BJH? IE==;JJ? F;H F;HI;=K?H;
E8?;JJ?L? 9ECKD? ;: ;HE=7H;
 ?D CE:E 9EEH:?D7JE
 ?DJ;HL;DJ?
CKBJ?:?C;DI?ED7B?��

_ ;HE=7P?ED; :? I;HL?P? �F;HI;=K?H; B\;99;BB;DP7
D;BB\;HE=7P?ED;�:;?�I;HL?P?�FHEFH?�:;B�9ECKD;��

+K?D:? I? :;:?97 KD 97F?JEBE 7 9?7I9KD7 7H;7 IJH7J;=?97
 ;L?�
:;DP?7D:E 9EC; B\7FFHE99?E IJH7J;=?9E =;D;H7B; T 7FFB?97JE
D;BB\7H;7 IF;9?<?97
 GK7B? IEDE =B? E8?;JJ?L? IJH7J;=?9? :7 9EDI;�
=K?H; D;BB\7H;7
 GK7B? 7II;IIEH7J? ; :?H;P?ED? IEDE 9E?DLEBJ? D;B
F;HI;=K?C;DJE
 =B? ?D:?97JEH? KI7J? F;H CED?JEH7H; =B? E8?;JJ?L?
IJH7J;=?9?
 ? C79HE E8?;JJ?L? =;IJ?ED7B? :;BB; :?H;P?ED? 9E?DLEBJ;
; =B? ?D:?97JEH? KJ?B?PP7J? F;H CED?JEH7HB?
 GK7B? ?D?P?7J?L; I7H7D�
DE�7JJ?L7J;�F;H�IKFFEHJ7H;�?B�9EDI;=K?C;DJE�:;=B?�E8?;JJ?L?�
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$B 97F?JEBE 9ECFH;D:; KD7 F7HJ; :;I9H?JJ?L7 ; KD7 J78;BB7 <?D7�
B;�:EL;�IEDE�;B;D97J?�E8?;JJ?L?�;�?D:?97JEH?�
$D 9?7I9KD7 7H;7 FEJH7DDE ;II;H9? ?DJ;=H7P?ED? 7BB\7FFHE99?E
IJH7J;=?9E =;D;H7B;� �: ;I;CF?E D;B IE9?7B; FEJH;88; ;II;H�
9?
 7997DJE 7 ]governance^
 ]?DJ;=H7P?ED;^ ; ]I;HL?P?^ 7D9>; B7
]FHECEP?ED;�:;BB\7KJEDEC?7�:;BB;�F;HIED;^�
+K?D:?�F;H�9?7I9KD7�7H;7�I?�:;LEDE�?:;DJ?<?97H;�

_ =B?�E8?;JJ?L?�IJH7J;=?9?�
_ =B?�?D:?97JEH?�:7�CED?JEH7H;�
_ B;�?D?P?7J?L;�7�IKFFEHJE�:;B�BEHE�9EDI;=K?C;DJE�
_ =B?�7II;IIEH7J?�;�B;�:?H;P?ED?�9E?DLEBJ;�
_ ?�C79HE�E8?;JJ?L?�=;IJ?ED7B?�:;BB;�:?H;P?ED?�
_ =B?�?D:?97JEH?�F;H�CED?JEH7H;�?�C79HE�E8?;JJ?L?�=;IJ?ED7B?�

�EC; <7H; F;H ?:;DJ?<?97H; GK;IJ? ;B;C;DJ?� -? EH=7D?PP7DE
?D9EDJH? 9ED 7II;IIEH? ; H;IFEDI78?B? :? :?H;P?ED;� $D GK;IJ? ?D�
9EDJH? ?B B7LEHE F7HJ?HS 9ED KD7 :?I7C?D7 :;BB; B?D;; FHE=H7C�
C7J?9>; :? C7D:7JE ; I;=K?HS
 ?D:?97J?L7C;DJ; GK;IJE F;H�
9EHIE�
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Tradurre le linee programmatiche di mandato in obiettivi
strategici

*;H E=D? 7H;7 IJH7J;=?97 I? 7D7B?PP7DE B; B?D;; IJH7J;=?9>;
?L? :;<?D?J; ; B; 7P?ED? IJH7J;=?9>; FHEFEIJ;� +K?D:? I? :;�
J;HC?D7 I; B7 B?D;7 IJH7J;=?97 9EI? 9EC; T IJ7J7 ;IFH;II7
D;B :E9KC;DJE FKW ;II;H; 9EDI?:;H7J7 KD E8?;JJ?LE IJH7�
J;=?9E EFFKH; :;887 ;II;H; CE:?<?97J7 D;BB7 :?P?ED; F;H
;II;H; F?X 7:;H;DJ; 7 9?W 9>; I? LKEB; ;<<;JJ?L7C;DJ; EJJ;�
D;H; F;H B7 9?JJ7:?D7DP7� +K;IJE T ?B FH?CE F7IIE F;H :;�
<?D?H; =B? E8?;JJ?L? IJH7J;=?9?� -; FKW ;II;H; :? 7?KJE I? FKW
<7H; 7D9>; KD\7D7B?I? :;=B? stakeholder �FEHJ7JEH? :? ?DJ;�
H;II;� 9>; IEDE 9E?DLEBJ? :7BB\E8?;JJ?LE� +K;IJE FKW I;HL?�
H; 7 JHEL7H; B7 :;<?D?P?ED; F?X 9EHH;JJ7 :? 9?W 9>; I? :;I?:;�
H7�F;HI;=K?H;�

Selezionare gli indicatori per misurare gli obiettivi
strategici

/D7 LEBJ7 :;<?D?J? =B? E8?;JJ?L? F;H 9?7I9KD7 7H;7 IJH7J;=?97
I? F7II7 7: ?D:?L?:K7H; GK7B? IEDE =B? ?D:?97JEH? F?X 7FFHE�
FH?7J? F;H FEJ;H CED?JEH7H; ? FHE=H;II? EJJ;DKJ? D;B BEHE F;H�
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I;=K?C;DJE� -EDE ?D:?97JEH? :? output ; :? outcome
 DED :?
FHE9;IIE� 9?ET C?IKH7DE DED J7DJE I; 788?7CE FEHJ7JE 7
J;HC?D; 7B9KD; 7JJ?L?JS
 F?KJJEIJE 9EI7 T IJ7JE FHE:EJJE 9ED
; :7 J7B? 7JJ?L?JS ; GK7B? IEDE IJ7J? ? H?IKBJ7J? EJJ;DKJ? F;H B7
9?JJ7:?D7DP7�

Verificare quali sono le direzioni che devono contribuire
al perseguimento di tali obiettivi strategici

R =?S IJ7J7 ;B78EH7J7 KD7 C7JH?9; 9>; 9EBB;=7 B; B?D;; IJH7�
J;=?9>; ; B; 7P?ED? IJH7J;=?9>; 7BB; L7H?; :?H;P?ED? ; I;HL?�
P?� 0;H?<?97H; B7 9EHH;JJ;PP7 :;B 9EBB;=7C;DJE ?D:?L?:K7D�
:E GK7B? IEDE B; :?H;P?ED? 9>; FEIIEDE 9EEH:?D7H; GK;IJ;
7JJ?L?JS �leader� ; GK;BB? 9>; 9EDJH?8K?I9EDE �follower� 7BB7
H;7B?PP7P?ED;�:?�7B9KD;�F7HJ?�

Valutare se le azioni strategiche sono ancora valide e
identificare quelle prioritarie

(ED JKJJ; B; 7P?ED? IJH7J;=?9>; ?BBKIJH7J; D;BB; B?D;; FHE�
=H7CC7J?9>; :? C7D:7JE IEDE 7D9EH7 L7B?:;
 F;HI;=K?8?B?
; FH?EH?J7H?;� -;DP7 IJH7LEB=;H; B; B?D;; FHE=H7CC7J?9>;
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?D:?L?:K7H; GK7B? IEDE GK;BB; FH?EH?J7H?; D;B ?B F;H?E:E :? H?�
<;H?C;DJE�

Valutare quali investimenti richiedono le azioni
strategiche prioritarie

&; 7P?ED? IJH7J;=?9>; FH?EH?J7H?; FEIIEDE H?9>?;:;H; ?DL;�
IJ?C;DJ? 9EDI?IJ;DJ?� (;B GK7B 97IE :;LEDE ;II;H; 9EBB;=7�
J;�7�97F?JEB?�:;BB7 ,**�

Definire i macro obiettivi gestionali (operativi) funzionali
al perseguimento degli obiettivi strategici

.KJJ; B; :?H;P?ED? :ELH;88;HE ?D:?L?:K7H; GK7B? IEDE ? C7�
9HE E8?;JJ?L? =;IJ?ED7B? :7 F;HI;=K?H; <KDP?ED7B? 7B F;HI;�
=K?C;DJE :;BB\E8?;JJ?LE IJH7J;=?9E 9>; B? L;:; 9E?DLEBJ;�
*;H <7H; 9?W :;LEDE H?IFED:;H; 7BB7 :EC7D:7� GK7B? FHE�
9;II? :E88?7CE C?=B?EH7H; 7BB\?DJ;HDE :;? I;HL?P? 7<<;H;DJ?
7BB7 :?H;P?ED; F;H F;HI;=K?H; ;<<?979;C;DJ; B\E8?;JJ?LE
IJH7J;=?9E� "B? E8?;JJ?L? =;IJ?ED7B? �EF;H7J?L?� DED IEDE :;B�
B; 7JJ?L?JS :7 H;7B?PP7H;
 GK7DJE :;? C?=B?EH7C;DJ? :7 9ED�
I;=K?H; D;BBE ILEB=?C;DJE :;BB; 7JJ?L?JS ILEBJ; :7BB; :?H;P?E�
D?�
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Individuare gli indicatori per i macro obiettivi gestionali
�D9>; ? C79HE E8?;JJ?L? =;IJ?ED7B? :;LEDE ;II;H; C?IKH7J?�
-7H;88; EFFEHJKDE 9>; =B? ?D:?97JEH? KJ?B?PP7J? DED 9E?D9?�
:;II;HE 9ED GK;BB? H;B7J?L? 7=B? E8?;JJ?L? IJH7J;=?9?� *EIIEDE

9ECKDGK;
 ;II;H9? 97I? ?D 9K? GK;IJE T FEII?8?B;
 E GK7D�
JE�C;DE�?D;L?J78?B;�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE

3. Valutazione della performance,
redazione del piano 2012-2014 e della
relazione sulla performance

Introduzione

$B I;=K;DJ; :E9KC;DJE
 H;B7J?LE 7B 9ECKD; :? �H;PPE
 T FH;:?�
IFEIJE 7B <?D; :? 9EDI;DJ?H; KD7 L7BKJ7P?ED; :;BB; FH7J?9>; ?D
KIE D;BB; I;? 7CC?D?IJH7P?ED? F?BEJ7 :;B FHE=;JJE H?IF;JJE 7BB7
=;IJ?ED; :;? FHE9;II? :? L7BKJ7P?ED; :;BB7 performance ; FH;�
:?IFEI?P?ED;�:;BB7�H;B7P?ED;�IKBB7 performance �����
$B CE:;BBE :? 7D7B?I? FHEFEIJE 9EDI?:;H7 ?D IK99;II?ED; � J;C?
;�9?ET�

_ FHE9;IIE�:?�L7BKJ7P?ED;�
_ F?7DE�:;BB7 performance ����������
_ H;B7P?ED;�IKBB7 performance�



_ ;I?JE�:;BB7�L7BKJ7P?ED;�

$ GK7JJHE J;C?
 7FFHE<ED:?J? J;D;D:E ?D 9EDI?:;H7P?ED; B7 I;B;�
P?ED; :? <7JJEH? FHEFEIJ?
 IEDE :?I9KII? J;D;D:E 9EDJE :;B F;H�
9EHIE :? C?=B?EH7C;DJE <?DEH7 9ECF?KJE :7BB; 7CC?D?IJH7P?ED?
F?BEJ7 ; :;BB; 7P?ED? :7 GK;IJ; ?DJH7FH;I; 7B <?D; :? ;B78EH7H;
B7 H;B7P?ED;�IKBB7 performance�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE a ���07BKJ7P?ED;�:;BB7 per-

formance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7 H;B7P?ED;�IKBB7 perfor-

mance

3.1 Il Processo di valutazione

$B J;C7 H;B7J?LE 7B FHE9;IIE :? L7BKJ7P?ED;
 7JJ?L7JE D;B 9ECK�
D;�:?��H;PPE
�FH;D:;�?D�9EDI?:;H7P?ED;�JH;�<7JJEH?�

_ ,KEBE�:;=B?�EH=7D?�:?�L;HJ?9;�FEB?J?9E�7CC?D?IJH7J?LE�
_ ,KEBE�:;BB\)$0�
_ !7I?�;�J;CF?�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE a ���07BKJ7P?ED;�:;BB7 per-

formance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7 H;B7P?ED;�IKBB7 perfor-

mance a ����$B�*HE9;IIE�:?�L7BKJ7P?ED;

Fattore: Ruolo degli organi di vertice politico-
amministrativo
(;BB7 L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7 ; :;BB7
performance ?D:?L?:K7B;
 ?B 9ECF?JE :;BB7 =?KDJ7 T GK;BBE :? H7�
J?<?97H; ? :E9KC;DJ? :? H;D:?9EDJ7P?ED; :;BB7 performance ;:
;I;H9?J7 ?B 9EDJHEBBE IJH7J;=?9E IK GK7DJE F?7D?<?97JE D;BB; B?�
D;; :? C7D:7JE� &7 =?KDJ7 DED ILEB=; GK?D:? KD HKEBE 7JJ?LE
D;B FHE9;IIE L7BKJ7J?LE� "B? 7II;IIEH? DED IEDE :?H;JJ7C;DJ;
9E?DLEBJ? D;B FHE9;IIE :? L7BKJ7P?ED; :;BB7 performance

:;BB\EH=7D?PP7P?ED; ; :? GK;BB7 :;? I?D=EB? :?H?=;DJ?� �BB7 =?KDJ7
L?;D; H;IJ?JK?J7 B7 H;B7P?ED; IKBB7 performance
 9>; H7FFH;�
I;DJ7 BE IJ7JE :? 7JJK7P?ED; :;=B? E8?;JJ?L? :;B F?7DE :;BB7 per-

formance�,**�* "�*�) �:\EH7 ?D FE? 9?J7JE I;CFB?9;C;D�
J; 9EC; F?7DE :;BB7 performance�� $B 9EDI?=B?E 9ECKD7B; DED
T 9E?DLEBJE D;BB7 L7BKJ7P?ED; ; D;BB7 H;D:?9EDJ7P?ED; :;? :?H?�
=;DJ? C;DJH; ?DJ;HL?;D; :?H;JJ7C;DJ; D;B FHE9;IIE L7BKJ7J?LE
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IEBE F;H GK7DJE H?=K7H:7 B7 L7BKJ7P?ED; :;B I;=H;J7H?E =;D;�
H7B;
�9>;�T�:?�IK7�9ECF;J;DP7�
$B :?H;JJEH; EF;H7J?LE ��)�
 9ED ?B 9EDJH?8KJE :;B 9EDJHEBBE :?
=;IJ?ED; ; :7B :?H?=;DJ; :;B I;HL?P?E -L?BKFFE )H=7D?PP7J?LE

;I;H9?J7 KD HKEBE 9>?7L; D;B FHE9;IIE :? L7BKJ7P?ED; :;BB7
performance EH=7D?PP7J?L7
 ; IKFFEHJ7 B\)$0
D;BB\;B78EH7P?ED; :;BB7 FHEFEIJ7 IKBB7 performance ?D:?L?:K7�
B; :;? :?H?=;DJ? :;BB; �?H;P?ED?
 9?ET :;BB; C79HEIJHKJJKH; :? FH?�
CE B?L;BBE� $DEBJH; ?B �) IKFFEHJ7 ? :?H?=;DJ? H;IFEDI78?B? :? :?�
H;P?ED;�D;BB7�L7BKJ7P?ED;�:;?�:?H?=;DJ?�:?�I;9ED:E�B?L;BBE�
$B 9EC?J7JE :? :?H;P?ED; ?D:?L?:K7 ? 9H?J;H? F;H ECE=;D;?PP7H;
? 9ECFEHJ7C;DJ? EH=7D?PP7J?L?
 JH7 ? GK7B? B7 L7BKJ7P?ED;
 :;<?�
D;D:E 7D9>; =B? 7IF;JJ? EF;H7J?L? ;: 7FFB?97J?L? :;B FHE9;IIE�
$B 9EC?J7JE :? :?H;P?ED; DED ;DJH7
 9ECKDGK;
 D;B C;H?JE :;BB;
I?D=EB;�L7BKJ7P?ED?�
07H? FEHJ7JEH? :? ?DJ;H;II; �stakeholder� ;IJ;HD?
7BB\7CC?D?IJH7P?ED; IEDE IJ7J? 7I9EBJ7J? D;BB7 <7I; :? H;:7P?E�
D; :;B F?7DE :;BB7 performance� &; EH=7D?PP7P?ED? I?D:797B?
>7DDE 9ED9;HJ7JE ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;B�
B7 performance�
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-?7 =B? stakeholder ;IJ;HD? I?7 B; EH=7D?PP7P?ED? I?D:797B? DED
IEDE�9E?DLEBJ?�D;B�FHE9;IIE�:?�L7BKJ7P?ED;�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE a ���07BKJ7P?ED;�:;BB7 per-

formance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7 H;B7P?ED;�IKBB7 perfor-

mance a ����$B�*HE9;IIE�:?�L7BKJ7P?ED;

Fattore: Ruolo dell’OIV
$D GK;IJE F7H7=H7<E I? FH;D:; ?D 9EDI?:;H7P?ED; ?B HKEBE
:;BB\)$0 ; B\7JJ?L?JS ILEBJ7
 ?D F7HJ?9EB7H; I; D; 7FFHE<ED:?I9;�
?B HKEBE <EHC7B;
 B7 <KDP?ED; L7BKJ7J?L7
 B\?DJ;H7P?ED; ?IJ?JKP?E�
D7B;�;�B\?DJ;H7P?ED;�EH=7D?PP7J?L7�
*;H GK7DJE H?=K7H:7 ?B HKEBE <EHC7B; :;BB\)$0 IEDE IJ7J; H;�
9;F?J; D;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 per-

formance :;B 9ECKD; :? �H;PPE B; FH?D9?F7B? :?IFEI?P?ED? :;B
��&=I� ������� 4&;==? ?B J;IJE ?D H;J; 5 7FFB?978?B? 7? 9ECKD?�
&; H;IFEDI78?B?JS EF;H7J?L; :;BB\)$0
 FH;L?IJ; :7BB\�HJ �� :;B
��&=I��������� 4&;==?�?B�J;IJE�?D�H;J; 5
�H?=K7H:7DE�
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_ B7 :;<?D?P?ED; :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; ?D
I;:;�:?�FH?C7�7FFB?97P?ED;


_ B7 L7BKJ7P?ED; :;BB7 performance :;B 9ECKD; D;B IKE 9EC�
FB;IIE
 9EC; I?DJ;I? :;BB; :?L;HI; 9ECFED;DJ?
 7 F7HJ?H; :7B
����
 9ED H?<;H?C;DJE 7BB; 7JJ?L?JS ILEBJ; D;BB\7DDE FH;9;�
:;DJ;
 7B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 perfor-

mance ;: 7B F?7DE :;BB7 performance 7FFHEL7JE :7BB7 =?KD�
J7�9ECKD7B;�;DJHE�B;�I97:;DP;�:?�B;==;�F;H�=B?�;DJ?�BE97B?�

_ B7 9ECF?B7P?ED; :;BB7 =H7:K7JEH?7 :;BB; L7BKJ7P?ED? :;B F;H�
IED7B;�

_ B\;B78EH7P?ED; :? KD7 H;B7P?ED; 7DDK7B; IKBBE IJ7JE :;B I?�
IJ;C7�:?�L7BKJ7P?ED;�

_ B7 9EDL7B?:7 :;BB7 ]H;B7P?ED; IKBB7 performance^ 7FFHEL7J7
:7BB7�=?KDJ7�9ECKD7B;�

_ B7 H;7B?PP7P?ED; :? ?D:7=?D? 7DDK7B? IKB F;HIED7B; :?F;D:;D�
J; LEBJ; 7 H?B;L7H; ?B B?L;BBE :? 8;D;II;H; EH=7D?PP7J?LE ; ?B
=H7:E :? 9ED:?L?I?ED; :;B I?IJ;C7 :? L7BKJ7P?ED;
 DED9>U B7
H?B;L7P?ED; :;BB7 L7BKJ7P?ED; :;B FHEFH?E IKF;H?EH; =;H7H9>?�
9E�:7�F7HJ;�:;B�F;HIED7B;�
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$D 7==?KDJ7 7BB; GK7B? T IJ7J7 9EDJ;CFB7J7 F;H )$0 :;B 9ECKD;
:? �H;PPE KD7 <KDP?ED; :? =7H7DP?7 :;BB7 9EHH;JJ7 7FFB?97P?ED;
:;B I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance�
&\)$0 T IJ7JE H?DDEL7JE 9ED JH; DKEL? C;C8H? D;B ����� &\)$0
FH;9;:;DJ;C;DJ; ?D 97H?97 7L;L7 <7JJ?L7C;DJ; 9EDJH?8K?JE I?7
7BB7 ;B78EH7P?ED; :;B -'0* I?7 7BB7 9EIJHKP?ED; :;B F?7DE
:;BB7 performance� &\)$0 7JJK7BC;DJ; ?D 97H?97 >7 FHE9;:KJE
7BB7 L7BKJ7P?ED; :;B F;HIED7B; :?H?=;DJ; 9E7:?KL7JE :7B :?H;J�
JEH; EF;H7J?LE� #7 9ED9EHIE 9ED ?B 9EDJHEBBE :? =;IJ?ED; 7 :;�
<?D?H; B; CE:7B?JS EF;H7J?L; :;B CE:;BBE :? L7BKJ7P?ED;� �ELHS
L7B?:7H; B7 H;B7P?ED; IKBB7 performance ; H;:?=;H; KD7 FHE�
FH?7 H;B7P?ED; IKBB7 9EHH;JJ;PP7 :;B FHE9;IIE :? FHE=H7CC7�
P?ED;L7BKJ7P?ED;� *;H GK7DJE H?=K7H:7 B7 L7BKJ7P?ED; :;BB7
performance ?D:?L?:K7B; :;? :?F;D:;DJ?
 B\)$0 DED L7B?:7 JKJ�
J; B; I9>;:; :? L7BKJ7P?ED; :;B F;HIED7B;
 C7 L;H?<?97 IEBE
B; I9>;:; :? L7BKJ7P?ED; ?D:?L?:K7B; E==;JJE :? 9EDJ;IJ7P?ED;
<EHC7B? ; F7HJ;9?F7 7BB7 <7I; :? 9ED9?B?7P?ED;� &\)$0 I? H;B7�
P?ED7 9ED B\7II;IIEH; :? H?<;H?C;DJE �:;B F;HIED7B;� ; 9ED B7
IJHKJJKH7 :? staff :? IKFFEHJE 7BB\)$0 9ECFEIJ7 :7 JH; C;C8H?
?DJ;HD?� $B 9EDJHEBBE :? =;IJ?ED; T B7 <EDJ; FH?C7H?7 :? ?D<EHC7�
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P?ED?� *;H GK7DJE H?=K7H:7 ?B 8;D;II;H; EH=7D?PP7J?LE
 DED T
IJ7J7�ILEBJ7�7B9KD7�?D:7=?D;�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE a ���07BKJ7P?ED;�:;BB7 per-

formance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7 H;B7P?ED;�IKBB7 perfor-

mance a ����$B�*HE9;IIE�:?�L7BKJ7P?ED;

Fattore: Fasi e tempi
(;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance

IEDE H?FEHJ7J; B; 7JJ?L?JS :7 ILEB=;H; :KH7DJ; ?B 9?9BE :? =;IJ?E�
D; :;BB7 performance 9ED =B? 7JJEH? 9E?DLEBJ? ;: ? J;CF? ; B; <7I?
:? 7JJK7P?ED;� (;BB7 J78;BB7 � I? H?FEHJ7 KD7 L;H?<?97 :;B H?IF;JJE
:;?�J;CF?�FH;L;DJ?L7J?�F;H�9?7I9KD7�<7I;�
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Tabella 4

Fase Attività Responsabili Strumenti Tempi Verifica tempi

Pianificazione

,?B;L7P?ED;�;:�7D7B?I?�:;?
8?IE=D?�:;?�9?JJ7:?D?�;�:;=B?
KJ;DJ?��;<?D?P?ED;�IJH7J;=?;
:?�C;:?E�;�BKD=E�F;H?E:E

)H=7D?�:?
?D:?H?PPE
FEB?J?9E
�I?D:79E�	
=?KDJ7�	
9EDI?=B?E�

&?D;;�FHE=H7CC7J?9>;
8?B7D9?E�; ,** F?7DE
IJH7J;=?9E

 DJHE����:?9;C8H;
7DDE�D�� ����������

Programmazione �;<?D?P?ED;�:;=B?�E8?;JJ?L?
JH?;DD7B?�:? performance

0;HJ?9;
:?H;P?ED7B;
=?KDJ7
9ECKD7B;

* "*�) ; portfolio

:;BB;�7JJ?L?JS�;�:;?�I;HL?P?
�F?7DE�:;BB7 performance�
?D:?97JEH?�:? performance

�KH7DJ;�;�:EFE
B\7FFHEL7P?ED;�:;B
8?B7D9?E�;DJHE
=;DD7?E�7DDE�D

���<;88H7?E 8?B7D9?E
FH;L?I?ED7B; ; ,** Y
���C7HPE
*�*�* "�*�) ;
FEHJ7<EB?E�I;HL?P?

Controllo

0;H?<?97�?D<H7DDK7B;�IKBBE
IJ7JE�:?�7L7DP7C;DJE�:;?
FHE=;JJ?�;�L7BKJ7P?ED;
?DJ;HC;:?7

0;HJ?9;�9ED
9EDJHEBBE�:?
=;IJ?ED;
:?H?=;DJ?
07BKJ7JEH?

-?IJ;C?�:?�C?IKH7P?ED;�;
L7BKJ7P?ED;�:;BB7
performance *HE?;P?ED;
:;=B?�?D:?97JEH?

�7:;DP7
I;C;IJH7B;�7
F7HJ?H;�:7BB\7DDE�D

����������
?DJ;HC;:?7�?D<EHC7B;
IK=B?�E8?;JJ?L?
����������
?DJ;HC;:?7�<EHC7B;
�:7�DEHC7J?L7�

Rendicontazione ,;D:?9EDJ7P?ED;�:;?
H?IKBJ7J?�;�:;BB;�FH;IJ7P?ED?

0;HJ?9;�9ED
9EDJHEBBE�:?
=;IJ?ED; )$0
:?H?=;DJ?

,;D:?9EDJ7P?ED;�:;B
9EDJHEBBE�:?�=;IJ?ED; IK
?D:?97JEH?�:? performance

,;<;HJE�:;B 9EDJHEBBE�:?
=;IJ?ED;

,;D:?9EDJ7P?ED;
?D:?97JEH?�:?
performance ;DJHE
C7HPE�7DDE�D	�
,;<;HJE 9EDJHEBBE�:?
=;IJ?ED; ;DJHE
7FH?B;�7DDE�D	�

,;D:?9EDJ7P?ED;
;<<;JJK7J7�;DJHE�?B���
7FH?B;������,;<;HJE
����������

valutazione

L7BKJ7P?ED;�:;?�H?IKBJ7J?�;
:;BB;�FH;IJ7P?ED?��:;B
L;HJ?9;
�:;?�:?H?=;DJ?
�:;B
F;HIED7B;�;�:;BB;�I?D=EB;
IJHKJJKH;�EH=7D?PP7J?L;
L7BKJ7P?ED;�:;BB\;DJ;�D;B
IKE�9ECFB;IIE

0;HJ?9; )$0
:?H?=;DJ?

-9>;:;�:?�L7BKJ7P?ED;
:;BB7 performance

?D:?L?:K7B; H;B7P?ED;�IKBB7
performance

EH=7D?PP7J?L7 H;B7P?ED;
IKBB7 performance

:;BB\;DJ;�D;B�IKE
9ECFB;IIE

�FH?B;�7DDE�D	�

L7BKJ7P?ED;�;DJ;�;
IJHKJJKH;�����������
L7BKJ7P?ED;
?D:?L?:K7B;
����������

Premialità  HE=7P?ED?�?IJ?JKJ?
FH;C?7B?JS

0;HJ?9; )$0
-L?BKFFE
)H=7D?PP7J?LE

-KBB7�87I;�:?�H;=EB7C;DJ?
;�9EDJH7JJ7P?ED;�9EBB;JJ?L7
:;BB;�H?IEHI;

'7==?E�7DDE�D	�

�7�:;<?D?H;
B\;HE=7P?ED;�?D
GK7DJE�?B�9EDJH7JJE
:;9;DJH7JE�FHEFEIJE
:7BB\7CC?D?IJH7P?ED;
DED�T�IJ7JE�7D9EH7
<?HC7JE�:7B�I?D:797JE

-? T KI7JE KD FH;9EDIKDJ?LE :;B 8?B7D9?E F;H KD7 FH?C7 L7BK�
J7P?ED;�:;?�=H7:E�:?�H7==?KD=?C;DJE�:;=B?�E8?;JJ?L?�
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*;H GK7DJE H?=K7H:7 B7 9EDIKDJ?L7P?ED; ;9EDEC?9E�<?D7DP?7�
H?7�;�B7�FHE=H7CC7P?ED;������

_ B F?7DE IJH7J;=?9E T IJ7JE H?B7I9?7JE D;BB7 L;HI?ED; :;<?D?J?L7�
/D7 F7HJ; :;B F?7DE T ?DI;H?J7 D;BB7 ,**
 B\7BJH7 F7HJ; T ?D�
I;H?J7�D;B * "�*�)�

_ ?B 8?B7D9?E 9EDIKDJ?LE ���� T IJ7JE 7FFHEL7JE ?B �� 7FH?B;
����?

_ ?B 8?B7D9?E :? FH;L?I?ED;
 B7 H;B7P?ED; FHE=H7CC7J?97 FH;L?�
I?ED7B; ;: ?B 8?B7D9?E FBKH?;DD7B; IEDE IJ7J? 7FFHEL7J? ?B ��
C7==?E������

_ ?B * " I7HS�7FFHEL7JE�?B����=?K=DE�
_ ?B *�) ;: ?B F?7DE :;? I;HL?P? I7H7DDE 7FFHEL7J? ?B �� =?K=DE
9ED B\7FFHEL7P?ED; :;<?D?J?L7 :;B F?7DE :;BB7 performance

����������
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE a ���07BKJ7P?ED;�:;BB7 per-

formance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7 H;B7P?ED;�IKBB7 perfor-

mance

3.2 Il piano della performance 2012-2014

$B F?7DE :;BB7 performance ��������� T IJ7JE 7CFB?7JE H?IF;J�
JE�7B�F?7DE�����������
*;H GK7DJE H?=K7H:7 ?B F?7DE :;BB7 performance ���������
 D;
<79;L7DE�F7HJ;�?DJ;=H7DJ;�?�I;=K;DJ?�:E9KC;DJ?�

_ ,;B7P?ED; FH;L?I?ED7B; FHE=H7CC7J?97 �,**� 9>; :?I9;D�
:;�:7BB; B?D;;�FHE=H7CC7J?9>;�:?�C7D:7JE�

_ * " �* "� 9>;
 IKBB7 87I; :;B 8?B7D9?E :? FH;L?I?ED; 7D�
DK7B; :;B?8;H7JE :7B 9EDI?=B?E 9ECKD7B;
 9EDJ?;D; =B? E8?;J�
J?L? :? =;IJ?ED; KD?J7C;DJ; 7BB; :EJ7P?ED? D;9;II7H?; 7II;�
=D7J; 7? H;IFEDI78?B? :;? I;HL?P?
 I;9ED:E GK7DJE FH;L?IJE
:7BB\7HJ������:;B ��&=I��������� 4&;==?�?B�J;IJE�?D�H;J; 5�

_ *?7DE :;=B? E8?;JJ?L? 7DDE �*�)� 9>; :;<?D?I9; ?B F?7DE EF;�
H7J?LE :? H;7B?PP7P?ED; :;=B? E8?;JJ?L? :? =;IJ?ED;� �ED ?B
*�) B\;DJ;�?D:?L?:K7�

http://www.camera.it/parlam/leggi/deleghe/00267dl.htm


e 9>?�T�H;IFEDI78?B;�F;H�?B�H7==?KD=?C;DJE�:;BB\E8?;JJ?LE

e B;�7JJ?L?JS�:7�;<<;JJK7H;�;:�?�J;CF?�?D�;DJHE�9K?�;<<;JJK7HB;

e B;�H?IEHI;�7II;=D7J;

e =B?�?D:?97JEH?�:?�H?IKBJ7JE�

_ *?7DE :;? I;HL?P?� �ED ?B F?7DE :;? I;HL?P? B\;DJ; ?D:?L?:K7 ?
I;HL?P?�:7�;HE=7H;�;�F;H�E=D?�J?FEBE=?7�:;<?D?I9;�

e 9>?�FHE:K9;�?B�I;HL?P?E

e B;�CE:7B?JS�:?�;HE=7P?ED;

e 7�9>?�T�FHE:EJJE�?B�I;HL?P?E

e GK7D:E�T�FHE:EJJE�?B�I;HL?P?E�;�I;9ED:E�GK7B?�J;CF?

e :EL;�T�;HE=7JE�?B�I;HL?P?E

e =B?�?D:?97JEH?�:?�;<<?9?;DP7�:;?�FHE9;II?

e B;�H?IEHI;�KC7D;�;�IJHKC;DJ7B?�KJ?B?PP7J;

e B\?D:?97P?ED;�:;?�9;DJH?�:?�9EIJE

e B; :?C;DI?ED? H?B;L7DJ? F;H H7FFH;I;DJ7H; B7 GK7B?JS ;<<;JJ?�
L7 :;? I;HL?P? ELL;HE B\799;II?8?B?JS
 B7 J;CF;IJ?L?JS
 B7 JH7�
IF7H;DP7
�B\;<<?9?;DP7�;�B\;<<?979?7�
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)BJH; 7? :E9KC;DJ? IKCC;DP?ED7J?
 <7 F7HJ; ?DJ;=H7DJ; :;B
F?7DE :;BB7 performance ��������� ?B F?7DE IJH7J;=?9E ;B78E�
H7JE I;=K;D:E B; B?D;; FHE=H7CC7J?9>; :? C7D:7JE H?B7I9?7J;
:7BB7 DKEL7 7CC?D?IJH7P?ED; ?DI;:?7J7I? :EFE B; ;B;P?ED? :;B
����� $B F?7DE IJH7J;=?9E T <HKJJE :? KD7 H?<B;II?ED; 9ECKD; JH7
? :?H?=;DJ? :;BB; 7H;; ; :;? I;HL?P? ;: ? H?IF;JJ?L? 7II;IIEH? :? H?�
<;H?C;DJE�
$B F?7DE :;BB7 performance ��������� ;: ?B * "�*�) ����
I7H7DDE 7FFHEL7J? :;<?D?J?L7C;DJ; ?D =?KDJ7 ?B �� =?K=DE �����
(ED T 97C8?7J7 B7 IJHKJJKH7 :;B F?7DE :;BB7 performance 9ED
B\?DJHE:KP?ED; :? E8?;JJ?L? IJH7J;=?9? ;: E8?;JJ?L? EF;H7J?LE=;�
IJ?ED7B? :7 F;HI;=K?H; 7 B?L;BBE :?H?=;DP?7B; ; IEDE H?C7IJ;
?D7BJ;H7J;
 7BC;DE F;H ?B ����
 B; CE:7B?JS :? L7BKJ7P?ED; :;BB7
FH;IJ7P?ED; :;B :?H?=;DJ;
 ;IFH;II; D;B -'0* 9>; DED T IJ7�
JE CE:?<?97JE� +K;BBE 9>; T 97C8?7JE FHE<ED:7C;DJ; T ?B 9ED�
J;DKJE :;B *�) 9>; 7:;IIE I? H?<S ;IFH;II7C;DJ; 7B F?7DE
IJH7J;=?9E� *;H 9?7I9KD7 :?H;P?ED; IEDE IJ7J? ?:;DJ?<?97J? KD7
I;H?; :? E8?;JJ?L? :7 F;HI;=K?H; 9ED ? H?IF;JJ?L? ?D:?97JEH? ; tar-

get� $B =H7:E :? F;HI;=K?C;DJE :;=B? E8?;JJ?L? IJH7J;=?9? T :7JE
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:7B H?IKBJ7JE 7==H;=7JE 9EDI;=K?JE IK? H;B7J?L? E8?;JJ?L? EF;H7�
J?LE=;IJ?ED7B?�
� J?JEBE :? ;I;CF?E I? H?FEHJ7 ?D J78;BB7 � B\7B8;HE 7H;7 IJH7J;�
=?97 � E8?;JJ?L? IJH7J;=?9? Y C79HE�E8?;JJ?L? EF;H7J?L? F;H B\7H;7
�H;PPE���?JJS�9>;�JKJ;B7�?B�FHEFH?E�97F?J7B;�IE9?7B;�

Tabella 5

AREA STRATEGICA OBIETTIVO STRATEGICO MACRO-OBIETTIVO OPERATIVO

�����
�IIKC;H;�?B�HKEBE�:? governance :;B�I?IJ;C7�:;?�I;HL?P?
IE9?EI7D?J7H?�FHEFED;D:EI?�IE==;JJE�9EEH:?D7JEH;�;
=7H7DJ;�D;?�9ED<HEDJ?�:;B�9?JJ7:?DE���

$DJHE:KHH;�KD�DKELE�CE:;BBE�:? welfare

<?D7B?PP7JE�7�=7H7DJ?H;�B\;GK?JS�;�B7
9E;I?ED;�IE9?7B;

����� *H;:?IFEHH;�KD�F7JJE�9?L?B;�7FFHEFH?7JE�7JJH7L;HIE�B7
9EIJ?JKP?ED;�:?�KD7�!ED:7P?ED;�:?��ECKD?JS

����� *H;:?IFEHH;�KD�F?7DE�IE9?7B;�:?�IL?BKFFE�;GK?B?8H7JE
97F79;�:?�EH=7D?PP7H;�KD7�H?IFEIJ7�IK�C?IKH7

���
07BEH?PP7H;�B7�<KDP?ED;�IE9?7B;�:;BB7
<7C?=B?7�9EC;�IE==;JJE�J?JEB7H;�:?�:?H?JJ?

:EL;H?�;�H;IFEDI78?B?JS ����� -EIJ;D;H;�B7�<KDP?ED;�=;D?JEH?7B;�7JJH7L;HIE�7P?ED?

?DJ;=H7J;

����� -J78?B?PP7H;�;�C?=B?EH7H;�B7�GK7B?JS�:;BB\E<<;HJ7�D;?�I;HL?P?
;:K97J?L?�7D9>;�?D�J;HC?D?�:?�799;II?8?B?JS

�����
-L?BKFF7H;�FEB?J?9>;�9>;�<7LEH?I97DE�B\?DJ;=H7P?ED;�;
B\EJJ?C?PP7P?ED;�:;?�:?L;HI?�I;HL?P?�:;B�J;HH?JEH?E�F;H�B7
<7I9?7����

���
"7H7DJ?H;�FEB?J?9>;�:?�IL?BKFFE�7BB\7JJ?L?JS
:?�9KH7�:;BB7�<7C?=B?7�;�:;B�:?H?JJE�:?
;:K97P?ED;�:;B�87C8?DE

����� '?=B?EH7H;�;�:?<<ED:;H;�KD�9KBJKH7�9>;�H?9EDEI97�7?
87C8?D?;�?B�:?H?JJE�7�H;B7P?ED?�I?=D?<?97J?L;

�����
!79?B?J7H;�B\799;IIE�7B�B?8;HE�C;H97JE�:;=B?�7BBE==?
7JJH7L;HIE�KD�EH=7D?ICE�:;FKJ7JE�7BBE�I9EFE���=;DP?7
�7I7�

3 - Arezzo: Città che
tutela il proprio

"capitale sociale"

���
*HECKEL;H;�B;�FEB?J?9>;�:;BB7�97I7
7JJH7L;HIE�IJHKC;DJ?�9>;�7=;LEB?DE
B\?D9EDJHE�JH7�:EC7D:7�;:�E<<;HJ7

����� �CFB?7H;�B\E<<;HJ7�:?�7BBE==?�7JJH7L;HIE�9H?J;H?�:?�=;IJ?ED;
?DDEL7J?L?
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE a ���07BKJ7P?ED;�:;BB7 per-

formance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7 H;B7P?ED;�IKBB7 perfor-

mance

3.3 La relazione sulla performance

&7 H;B7P?ED; IKBB7 performance T ?B :E9KC;DJE 9>;
B\7CC?D?IJH7P?ED; KJ?B?PP7 F;H H;D:?9EDJ7H; ?B B?L;BBE :? perfor-

mance 9EDI;=K?JE D;BB\7DDE FH;9;:;DJ; H?IF;JJE 7=B? E8?;JJ?L?
9>;�I?�;H7�:7J7�9ED�?B F?7DE�:;BB7 performance�
&7 H;B7P?ED; IKBB7 performance F;H B\7DDE ���� I7HS 7FFHEL7�
J7�:7B�9ECKD;�9ED�:;B?8;H7�:?�=?KDJ7�;DJHE�?B����=?K=DE������



';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE a ���07BKJ7P?ED;�:;BB7 per-

formance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7 H;B7P?ED;�IKBB7 perfor-

mance a ����&7�H;B7P?ED;�IKBB7 performance

Fattore: Ambiti di valutazione
&7 H;D:?9EDJ7P?ED; :;BB7 performance H?<B;JJ;
 F;H GK7DJE H?�
=K7H:7 =B? 7C8?J? :? L7BKJ7P?ED;
 GK7DJE FHE=H7CC7JE ; F?7�
D?<?97JE�7JJH7L;HIE�?B F?7DE�:;BB7 performance �����
*;H GK7DJE H?=K7H:7 =B? ?CF7JJ?
 DED ;II;D:E IJ7J? ?D:?L?:K7J?
?D <7I; :? FHE=H7CC7P?ED; :;? 9>?7H? ?D:?97JEH? :? outcome

9EC; =?S H?B;L7JE ?D <7I; :? 7D7B?I? :;? :E9KC;DJ? :? F?7D?<?97�
P?ED;
�GK;IJ?�DED�IEDE�IJ7J?�L7BKJ7J?�
(;? :E9KC;DJ? FHE=H7CC7J?9? FH;9;:;DJ?
 FKH DED ;II;D:E
IJ7J? F?7D?<?97J? E8?;JJ?L? IJH7J;=?9?
 ;H7DE IJ7J; 9ECKDGK; ?:;D�
J?<?97J; :;BB; 7H;; IJH7J;=?9>;� (;BB7 H;B7P?ED; I? T 9;H97JE :?
9EBB;=7H;�?�H?IKBJ7J?�EJJ;DKJ?�7BB;�7H;;�IJH7J;=?9>;�?:;DJ?<?97J;�
�JJ?L?JS
 I;HL?P? ;: KD?J7 EH=7D?PP7J?L; IEDE IJ7J; L7BKJ7J; ?D
JKJJ; B; :?C;DI?ED? :;<?D?J; D;B -'0* 7FFB?97J; D;B F?7DE :;B�
B7 �JJ?L?JS ; :;? I;HL?P? F;H CED?JEH7H; B7 GK7B?JS :;BB; 7JJ?L?JS
EH:?D7H?;� ;<<?9?;DP7
 ;<<?979?7
 J;CF;IJ?L?JS
 JH7IF7H;DP7
 79�
9;II?8?B?JS
�97F79?JS�:�H7II?9KH7P?ED;�
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*;H BE IJ7JE :? I7BKJ; ;9EDEC?9E <?D7DP?7H? IEDE IJ7J? FH;I?
?D 9EDI?:;H7P?ED;� ?D:;8?J7C;DJE FHE 97F?J; <EDJ? :? <?D7D�
P?7C;DJE IF;I; 9EHH;DJ? ; ?CF;=D? :? IF;I7 9EHH;DJ; :?IJ?DJ?
F;H <KDP?ED; �7D9>; B7 IF;I7 F;H ?B F;HIED7B; ; B\;LEBKP?ED;
:;BB\EH=7D?9E 9ED :?IJH?8KP?ED; GK7DJ?J7J?L7 :;BB; L7H?; 97J;�
=EH?; D;BB\EH=7D?9E ;: KD7 7D7B?I? :? =;D;H; 9ED ;JS C;:?7 J?�
JEBE :? IJK:?E ; H?:KP?ED; EH=7D?9E� ; FH;L?I?ED7B; IF;I7 9EH�
H;DJ; F;H ?B JH?;DD?E IK99;II?LE� -? T 7D9>; :7J7 ;L?:;DP7
7BB\;LEBKP?ED;�:;BB7�IJHKJJKH7�EH=7D?PP7J?L7�
� J?JEBE :? ;I;CF?E I? CEIJH7 D;BB7 <?=KH7 � 9EC; IEDE IJ7J?
H7FFH;I;DJ7J? <EDJ? :? <?D7DP?7C;DJE ;: ?CF?;=>? :? IF;I7 9EH�
H;DJ;�F;H�<KDP?ED?�
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Figura 3

(;BB7 H;B7P?ED; IKBB7 performance DED T IJ7JE FH;IE ?D 9EDI?�
:;H7P?ED;�?B benchmarking 9ED�7BJH;�7CC?D?IJH7P?ED?�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE a ���07BKJ7P?ED;�:;BB7 per-

formance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7 H;B7P?ED;�IKBB7 perfor-

mance a ����&7�H;B7P?ED;�IKBB7 performance

Fattore: Struttura della relazione
(;BB7 H;:7P?ED; :;BB7 H;B7P?ED; IKBB7 performance
 ?B 9ECKD;
:? �H;PPE >7 IEIJ7DP?7BC;DJ; I;=K?JE B; B?D;; =K?:7 ;C7D7J;
:7BB7 :;B?8;H7 �?0$. ����� 4&;==? ?B J;IJE ?D H;J; 5
 H;D:;D:E
9ECKDGK; B7 H;B7P?ED; F?X ID;BB7 ; B;==?8?B;� :? F?X <79?B; 79�
9;IIE 7D9>; 7 9EBEHE 9>; DED >7DDE KD7 9ECF;J;DP7 :?H;JJ7
:;? J;C? JH7JJ7J? C7 :;I?:;H7DE 9EDEI9;H; ? H?IKBJ7J? H7==?KDJ?
:7B 9ECKD; D;BB\7DDE E==;JJE :;BB7 H;D:?9EDJ7P?ED;� &7 H;B7�
P?ED; T IJHKJJKH7J7 ?D :K; I;P?ED?� &7 FH?C7 I;P?ED; T EH?;DJ7�
J7 7B 9?JJ7:?DE 9ED :7J? H?;F?BE=7J?L? ; L7IJE KIE :;BB7 H7FFH;�
I;DJ7P?ED; L?IK7B;
 C;:?7DJ; =H7<?9? I?7 :? IJ7JE I?7 :? 9ED�
<HEDJE 9ED =B? 7DD? FH;9;:;DJ? ; :;I9H?P?ED? ;IJH;C7C;DJ; I?D�
J;J?9>; F;H DED 7FF;I7DJ?H; B7 B;JJKH7� (;BB7 I;9ED:7 L?;D;
<EHD?JE ?B :;JJ7=B?E
 9ED ?B 9ED<HEDJE JH7 H?IKBJ7J? 9EDI;=K?J? ; H?�
IKBJ7J? 7JJ;I? F;H JKJJ? =B? E8?;JJ?L? :;B *�) ; :;B F?7DE :;BB; 7J�
J?L?JS�;�:;?�I;HL?P?�
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&7 I;P?ED; :;:?97J7 7B 9?JJ7:?DE
 9>; 9EIJ?JK?HS KD :E9KC;DJE
7 I; I97H?978?B; :7B I?JE :;B 9ECKD;
 9EDIJ7 :? 9?H97 �� F7=?D;
;: T IJHKJJKH7J7 ?D KD7 8H;L; ?DJHE:KP?ED; :? FH;I;DJ7P?ED;
7 9KH7 :;B :?H;JJEH; EF;H7J?LE ; GK7JJHE 97F?JEB?� (;B FH?CE T
7D7B?PP7JE ?B 9EDJ;IJE ;IJ;HDE
 D;B I;9ED:E ?B 9EDJ;IJE ?DJ;H�
DE
 GK?D:? D;B J;HPE B7 I7BKJ; <?D7DP?7H?7 ;
 D;B GK7HJE ;: KBJ?�
CE 97F?JEBE
 ? H?IKBJ7J? H7==?KDJ?� +K;IJ7 I;P?ED; I? 9ED9BK:;
9ED KD GK;IJ?ED7H?E F;H H?9>?;:;H; KD F7H;H; 7B 9?JJ7:?DE IKBB7
H;B7P?ED;�
-? <EHD?I9;
 <?=KH7 �
 KD7 ?BBKIJH7P?ED; I?DJ;J?97 :;BB7 H7FFH;�
I;DJ7P?ED; =H7<?97 :;? H?IKBJ7J? H7==?KDJ? 9EIV 9EC; ?BBKIJH7J?
D;BB7 H;B7P?ED;�IKBB7 performance
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Figura 4

*;H GK7DJE H?=K7H:7 B7 performance EH=7D?PP7J?L7
 IEDE H;D�
:?9EDJ7J? =B? E8?;JJ?L? :;BB; I?D=EB; :?H;P?ED? 7F?97B? ; F;H 7H;;
IJH7J;=?9>; ?D <EHC7 :? H7FFH;I;DJ7P?ED; L?IK7B;� -? ?BBKIJH7 ?B
=H7:E :? F;HI;=K?C;DJE :;BB; 7JJ?L?JS ; :;? I;HL?P? F;H GK7DJE
H?=K7H:7 ;<<?9?;DP7
 ;<<?979?7 ;J9� $ :7J? IEDE 7==H;=7J? F;H <KD�
P?ED? ; C79HE<KDP?ED? I;=K;D:E BE I9>;C7 :;BB7 97J;D7 :;B
L7BEH;�
"B? E8?;JJ?L? ?D:?L?:K7B? IEDE H;D:?9EDJ7J? ?D =H7<?9? :? I?DJ;I?
F;H�7H;7�;:�?B�=H7:E�:?�:?<<;H;DP?7P?ED;�:;BB;�L7BKJ7P?ED?�
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*;H GK7DJE H?=K7H:7 B; H?IEHI; DED T IJ7J7 <7JJ7 KD7 7D7B?I?
F;H I?D=EBE 9;DJHE :? 9EIJE� *HE878?BC;DJ; L;HHS <7JJ7 ?D <K�
JKHE GK7D:E I7HS :?IFED?8?B; KDE IJHKC;DJE ?D<EHC7J?9E 7:;�
=K7JE� &; H?IEHI; IEDE IEB7C;DJ; H?FEHJ7J; ?D =;D;H7B; F;H
B\;DJ;�9EC;�<EDJ?�H?IF;JJE�7=B?�?CF?;=>?�
$B 8?B7D9?E :? =;D;H; T IJ7JE H7FFH;I;DJ7JE :7 KD7 slide 9>;
?D:?97 B7 F;H9;DJK7B; :? :?F;D:;DJ? :? I;IIE C7I9>?B; ; <;C�
C?D?B;�IK�JKJJE�?B�F;HIED7B;�:;BB\7CC?D?IJH7P?ED;

Fattore: valutazione degli obiettivi
.KJJ? =B? E8?;JJ?L? ?DI;H?J? D;B *�) ; D;B F?7DE :;BB; 7JJ?L?JS ; :;?
I;HL?P? IEDE IJ7J? L7BKJ7J?� �?7I9KD E8?;JJ?LE E==;JJE :;BB7 L7�
BKJ7P?ED; ;H7 :EJ7JE :? KDE E F?X ?D:?97JEH? ; :;? H;B7J?L? target�
�? I;=K?JE I? H?FEHJ7 KD 9EDIKDJ?LE :? KD7 :;BB; 7JJ?L?JS EH:?D7�
H?;� 'E8?B?JS� (;BB7 J78;BB7 � IEDE H?FEHJ7J? =B? ?D:?97JEH? :? ;<�
<?9?;DP7
 J78;BB7 � =B? ?D:?97JEH? :;BB7 GK7B?JS :;B I;HL?P?E 9ED ?
target ���������
������;�?�H?IKBJ7J?�9EDI;=K?J?�D;B������
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Tabella 6

INDICATORI DI EFFICIENZA DEI PROCESSI

Codice
Processo

Codice
identificativo Descrizione Centro

di Costo

Quantità
anno
2010

Previsione
2011

Previsione
2012

Previsione
2013

Consuntivo
31/12/2011

� F�

$DJ;HL;DJ?�:?�C7DKJ;DP?ED;�:;BB7
I;=D7B;J?97�IJH7:7B;�9ED�F7HJ?9EB7H;
H?<;H?C;DJE�7�GK;BB7�L;HJ?97B;�;I;=K?J?
C;:?7DJ;�F;HIED7B;�?DJ;HDE

������
���� ��� ��� ��� ��� ���

� F� C7DKJ;DP?ED;�I;=D7B;J?97�EH?PPEDJ7B;
C;:?7DJ;�7FF7BJE��C;JH?�B?D;7H?

������
���� ������� ������� ������� ������� �������

� F� C7DKJ;DP?ED;�I;=D7B;J?97�EH?PPEDJ7B;
C;:?7DJ;�7FF7BJE���C;JH?�GK7:H7J?

������
���� ������ ������ ������ ������ ������

� F�

9ED9H;J?PP7P?ED;�:;BB;�EH:?D7DP;
J;CFEH7D;;��;C;II;�:7BB7�*'��:?�CE:?<?97
:;BB7�9?H9EB7P?ED;�IJH7:7B;�C;:?7DJ;
B\?DIJ7BB7P?ED;�:?�I;=D7B;J?97�IJH7:7B;
�CE8?B;���F;HIED7B;�?DJ;HDE�

������
���� ��� ��� ��� ��� ���

� F� *7H;H?�:?�9ECF;J;DP7���KH87D?IJ?97���;:?B?P?7
��FEB?P?7�'KD?9?F7B;����ECC;H9?E���;J9 666666 ��� ��� ��� ��� ���

� F� *7HJ;9?F7P?ED;�9ED<;H;DP;�:;?�I;HL?P? 666666 �� �� �� �� ��

� F� *7HJ;9?F7P?ED;�9ECC?II?ED?�/H87D?IJ?9>; 666666 �� �� �� �� �

� F� -JK:?�:?�JH7<<?9E�7�IKFFEHJE�:?�FHE=;JJ? 666666 � � � � �

� F� *7HJ;9?F7P?ED;�9EC?J7JE�.;9D?9E�N�=;IJ?ED;
9EDJH7JJE�:?�I;HL?P?E�.*& ���� �� �� �� �� ��

� F� *HELL;:?C;DJ?���:;B?8;H;�����&���3.&���IEIJ7
��9?H9EB7P?ED;���;J9���JH7IFEHJE�FK88B?9E�

������
������
����

�� �� �� �� ���

� F� FHE=;JJ?�IF;9?<?9?��?CF?7DJ?�I;C7<EH?9?��
I?9KH;PP7�IJH7:7B;���.*&���;J9���

������
���� � � � � �

� F� 9EDJ78?B?JS�;�:?H;P?ED;�B7LEH?��F;H�B7LEH?
7FF7BJ7J?� 666666 � � � � �

� F� �KJEH?PP7P?ED?�7BB\?DIJ7BB7P?ED;�:?�?CF?7DJ?
FK88B?9?J7H?���IJ;D:7H:? 666666 �� ��� ��� ��� ���

� F� �KJEH?PP7P?ED?�7BB\?DIJ7BB7P?ED;�:?�?CF?7DJ?
FK88B?9?J7H?���IJH?I9?ED? 666666 �� �� �� �� ��
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Tabella 7

ALTRI INDICATORI DEL SERVIZIO

Dimensioni della
qualità

Codi-
ce

Pro-
cesso

Codi-
ce

indi-
catore

Descrizione indicatore
Metodo di

calcolo
(formula)

Valore
anno 2010

Valore
program-

mato
2011

Valore
program-

mato
2012

Valore
program-

mato
2013

Valore
Consuntivo

al 31/12/
2011

 <<?979?7 � ;�
F;H9;DJK7B;�?DJ;HL;DJ?
9ED9BKI?�H?IF;JJE�7BB;�H?9>?;IJ;
�97B9EB7JE�IK�FHE:EJJE���

�D��?DJ;HL;DJ?
C7DKJ;DP?ED;
D�H?9>?;IJ;��N
���

��������
N������
��
���

��� ��� ��� ��
���

.;CF;IJ?L?JS
�FHEDJ;PP7�:?
H?IFEIJ7�

� J�
J;CFE�C;:?E�9ED9BKI?ED;
?DJ;HL;DJE��97B9EB7JE�IK
FHE:EJJE8���

b?
�.9ED9BKI?ED;�Y
.H?9;L?C;DJE��
D��?DJ;HL;DJ?

DED
:?IFED?8?B; ���== ���== ���== ��

�99;II?8?B?JS � 7�

F;H9;DJK7B;�H?9>?;IJ;�ED���B?D;
H?IF;JJE�7BJH?�C;PP?
JH7:?P?ED7B?��97B9EB7JE�IK
FHE:EJJE���

�D�H?9>?;IJ; on-

line 
D�H?9>?;IJ;��N
���

DED
:?IFED?8?B; ��� ��� ��� ��
���

.H7IF7H;DP7
�9ECFB;J;PP7
:;BB7
9ECKD?97P?ED;�

�� 9�
DKC;HE�:?�=?EHD?�D;9;II7H?
7BB\7==?EHD7C;DJE�:;BB;�?D<E
IKB�I?JE

DKC;HE�:?
=?EHD?

DED
:?IFED?8?B; � � � �

�7F79?JS�:?
,7II?9KH7P?ED;

,?B;L7P?ED;�7JJH7L;HIE�?D:7=?D;�:?��KIJEC;H
-7J?I<79J?ED

-;CFH; 7 J?JEBE ;I;CFB?<?97J?LE I? H?FEHJ7 KD E8?;JJ?LE �J78;BB7
�� ?DI;H?JE D;B F?7DE :;=B? E8?;JJ?L? 9ED ?B F?7DE :? 7P?ED; �J7�
8;BB7 ��
 =B? ?D:?97JEH?
 ? target ; B7 H;B7J?L7 9EDIKDJ?L7P?ED; �J7�
8;BB7�����
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Tabella 8

Direzione
centrale/

ufficio
autonomo

Direzione servizi ai cittadini e alle imprese, promozione della città

/<<?9?E -FEHJ;BBE�*EB?<KDP?ED7B;�;�9ECKD?97P?ED;

�E:?9;�BE97B?
:?
H;IFEDI78?B?JS

-&

,?<;H?C;DJE
7BB7 ,**

*HE=H7CC7�� (�������)'/($��3$)( � �I;HL?P?��&��$..��$()

,;<;H;DJ;
*EB?J?9E I?D:79E�"?KI;FF;�!7D<7D?�;�7II;IIEH;��KHEH7�,EII?

)8?;JJ?LE
IJH7J;=?9E �EDIEB?:7C;DJE�7JJ?L?JS�-FEHJ;BBE�FEB?L7B;DJ;�;�FEB?<KDP?ED7B;

)8?;JJ?LE
=;IJ��D� �

.?JEBE�;
:;I9H?P?ED;�

-FEHJ;BBE�*EB?<KDP?ED7B;��9EDIEB?:7C;DJE�7JJ?L?JS�F;H����C?=B?EH7H;�;�FEJ;DP?7H;�?�I;HL?P?�;I?IJ;DJ?
�9ED�B\?DJHE:KP?ED;
:;BB\;HE=7P?ED; on-line F;H�7B9KD?�:?�;II?����<7LEH?H;�B\?DJHE:KP?ED;�:?�KD7�9KBJKH7�=;IJ?ED7B;�;:�EH=7D?PP7J?L7�J;I7�7
L7BEH?PP7H;�?B�H7FFEHJE�9ED�?B�9?JJ7:?DE�KJ;DJ;�;:�7�9EDI;=K?H;�KD�;B;L7JE�B?L;BBE�:?�GK7B?JS�:;?�I;HL?P?�H;I?�;�:;BB;�7JJ?L?JS
;IFB;J7J;����<7LEH?H;�B\?DJHE:KP?ED;�:?�KD�I?IJ;C7�:?�9EBB;=7C;DJ?�?D<EHC7J?9?�JH7�=B?�;DJ?�9E?DLEBJ?�D;?�FHE9;:?C;DJ?
7CC?D?IJH7J?L?
�F;H�BE�ID;BB?C;DJE�:;?�C;:;I?C?�;�B7�9EDI;=K;DJ;�H?:KP?ED;�:;?�J;CF?�:?�7JJ;I7�F;H�B7�BEHE�:;<?D?P?ED;�
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Tabella 9

Attività previste:
Nr. Descrizione e tempistica Monitoraggio G F M A M G L A S O N D

FH;L��$D?P� N N N

IJ7JE�7B����� N N N N N

IJ7JE�7B���� N N N N N
� ,?B;JJKH7�;�7D7B?I?�:;?�I;HL?P?�;HE=7J?�7BBE�IFEHJ;BBE

IJ7JE�7B����� N N N N

FH;L��$D?P� N N

IJ7JE�7B����� N N

IJ7JE�7B���� N N
� -J;IKH7�KBJ;H?EH?�?FEJ;I?�:?�I;CFB?<?97P?ED;

IJ7JE�7B����� N N

FH;L��$D?P� N N

IJ7JE�7B����� N N

IJ7JE�7B���� N N
� -F;H?C;DJ7P?ED;�I;CFB?<?97P?ED;

IJ7JE�7B����� N N

FH;L��$D?P� N N

IJ7JE�7B����� N

IJ7JE�7B���� N N
� ,?B;JJKH7
�7:;=K7C;DJE�;�H;L?I?ED;�FHEJE9EBB?�EH=7D?PP7J?L?

IJ7JE�7B����� N N

FH;L��$D?P� N N N N

IJ7JE�7B�����

IJ7JE�7B����
� ?D9EDJH?�9ED back office F;H�L;H?<?97�FHEJE9EBB?

IJ7JE�7B����� N N N N

FH;L��$D?P� N N N N

IJ7JE�7B����� N N N

IJ7JE�7B���� N N N N N
� IJK:?E�;�IJ;IKH7�FHEFEIJ;�:?�H?EH=7D?PP7P?ED;�:;B�I;HL?P?E

IJ7JE�7B����� N N N N N

FH;L��$D?P� N N N N N N N N N N N N

IJ7JE�7B����� N N N N N

IJ7JE�7B���� N N N N N N N N N
� 7D7B?I?�<BKII?�:?�7JJ?L?JS

IJ7JE�7B����� N N N

FH;L��$D?P� N N N N N N N N N N N

IJ7JE�7B����� N N N N N

IJ7JE�7B���� N N N N N N N N
� <EHC7P?ED;�:;B�F;HIED7B;

IJ7JE�7B����� N N N N
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Attività previste:
Nr. Descrizione e tempistica Monitoraggio G F M A M G L A S O N D

FH;L��$D?P� N N N N

IJ7JE�7B����� N

IJ7JE�7B���� N N
� 7D7B?I?�:? customer satisfaction

IJ7JE�7B����� N N

Tabella 10

Indicatori:

(H� �;DEC?D7P?ED; KD?JS�:?
C?IKH7

,?I�
�JJ;IE

�B�����
����

�B�����
����

�B�����
����

� DKC;HE�:?�?DJ;HL;DJ?�:? customer FH;L?IJ? D � � � �

� F;H9;DJK7B;�:?�IE::?I<7P?ED;�7JJ;I7 � �� � � ��

� F;H9;DJK7B;�:?�IE::?I<7P?ED;�H?B;L7J7 � �� � � ��

� EH;�:?�<EHC7P?ED;�F;H�:?F;D:;DJ; D �� �� �� ��

� ?D9H;C;DJE�9ECF;J;DP;�:;=B?�EF;H7JEH?�7�I;=K?JE�:;BB7
<EHC7P?ED; � �� �� ��

� ?FEJ;I?�:?�I;CFB?<?97P?ED;�FHE:EJJ; D � � � �

)LL?7C;DJ; GK;IJ; 7D7B?I? :? :;JJ7=B?E IEDE FH;I;DJ7J; D;BB7
I;9ED:7 I;P?ED; :;BB7 H;B7P?ED; :;BB7 performance
 :? 7F�
FHE<ED:?C;DJE� �ECKDGK;
 D;BB7 H;B7P?ED; DED T H?FEHJ7J7 B7
97KI7 :? ;L;DJK7B? I9EIJ7C;DJ? JH7 H?IKBJ7J? EJJ;DKJ? ; :;I?:;�
H7J?�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE a ���07BKJ7P?ED;�:;BB7 per-

formance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7 H;B7P?ED;�IKBB7 perfor-

mance

3.4 Gli esiti della valutazione

*;H B\7DDE ���� B7 L7BKJ7P?ED; :? 9?7I9KD7 KD?JS EH=7D?PP7J?L7
T :7J7 :7BB7 IECC7 F;I7J7 :? :K; 7::;D:?
 ;DJH7C8? 9EC�
F;DI7J? 7B ���� &7 L7BKJ7P?ED? EJJ;DKJ7 H;B7J?L7C;DJ; =H7:E :?
F;HI;=K?C;DJE :;=B? E8?;JJ?L? 9EDJ;DKJ? D;B *�) H7FFH;I;DJ7
?B FH?CE 7::;D:E� &7 L7BKJ7P?ED; H;B7J?L7 7BB\;<<?9?;DP7 ;: 7BB7
GK7B?JS :;B I;HL?P?E �9EIV 9EC; <EHCKB7J7 7JJH7L;HIE =B? ?D:?97�
JEH? ;: ? target FH;I;DJ? D;B F?7DE :;BB; 7JJ?L?JS ; :;? I;HL?P?�
9EC; I;9ED:E 7::;D:E� �D7BE=E :?I9EHIE L7B; F;H B7 perfor-

mance EH=7D?PP7J?L7�9ECFB;II?L7�:;BB\;DJ;�
*;H GK7DJE H?=K7H:7 B\;IJ;DI?ED; :;BB7 performance L7BKJ7J7

7D9EH7 KD7 LEBJ7 I? ;L?:;DP?7 9>; F;H ?B ���� DED IEDE IJ7J?
L7BKJ7J? DU =B? ?CF7JJ? DU =B? E8?;JJ?L? IJH7J;=?9? :;H?L7DJ? :7 KD
F?7DE IJH7J;=?9E
 ?D GK7DJE DED ?DI;H?J? D;BB7 <7I; :? FHE=H7C�
C7P?ED;�D;B F?7DE�:;BB7 performance�



*;H GK7DJE H?=K7H:7 B7 9>?7H;PP7 ;IFEI?J?L7
 D;BB7 FH?C7 F7HJ;
:;BB7 H;B7P?ED; IKBB7 performance
 B7 performance EJJ;DKJ7 T
;IFH;II7 7JJH7L;HIE =H7<?9? ; J78;BB; CEBJE I;CFB?9? F;H H;D�
:;H; ?B :E9KC;DJE F?X <HK?8?B; :7 F7HJ; :;B 9?JJ7:?DE
 I;DP7 ;D�
JH7H; D;B C;H?JE :? 9?7I9KD I;HL?P?E ;: E8?;JJ?LE� (;BB7 I;9ED�
:7 F7HJ; I? ;DJH7 D;B :;JJ7=B?E :;? I?D=EB? I;HL?P? ; :;? I?D=EB?
E8?;JJ?L?�
*;H GK7DJE H?=K7H:7 B7 9E;H;DP7 JH7 I?IJ;C7
 F?7DE ; H;B7P?E�
D;
 I? ;L?:;DP?7 KD F;H<;JJE 7BB?D;7C;DJE� .KJJ? =B? 7C8?J? FH;I?
?D 9EDI?:;H7P?ED; :7B F?7DE IEDE IJ7J? L7BKJ7J? ; H;D:?9EDJ7J?
D;BB7�H;B7P?ED;�
"B? ;I?J? :;BB7 L7BKJ7P?ED; DED IEDE ?D9BKI? D;B FHE9;IIE :;�
9?I?ED7B;
 I?7 F;H KD :?I7BB?D;7C;DJE JH7 J;CF? :? H;D:?9EDJ7�
P?ED; ; J;CF? :? F?7D?<?97P?ED;
 I?7 F;H ?B <7JJE 9>; T 97C8?7J7
D;B <H7JJ;CFE B7 =?KDJ7� -? 7KIF?97 9>; ?D <KJKHE
 =H7P?; 7D9>;
7BB\;B78EH7P?ED; :;B F?7DE IJH7J;=?9E
 B7 L7BKJ7P?ED; :;? H?IKB�
J7J? EJJ;DKJ? FEII7 ;II;H; KJ?B?PP7J7 7 IKFFEHJE :;B CEC;DJE
:;9?I?ED7B;
 I; DED ?D <7I; :? F?7D?<?97P?ED;
 ?D <7I; :? H;L?I?E�
D;�?D<H7DDK7B;�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE a ���07BKJ7P?ED;�:;BB7 per-

formance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7 H;B7P?ED;�IKBB7 perfor-

mance

3.5 Azioni di miglioramento e lesson learned

$B 9ECKD; :? �H;PPE T KD7 :;BB; 7CC?D?IJH7P?ED? :? H?<;H?C;DJE
F;H GK7DJE H?=K7H:7 B\7FFB?97P?ED; :;B 9?9BE :? =;IJ?ED; :;BB7
performance� &E I<EHPE 9>; T IJ7JE <7JJE F;H ?DJHE:KHH; $B 9?9BE
:? =;IJ?ED; :;BB7 performance 7BB\?DJ;HDE :;BB7 C799>?D7 7C�
C?D?IJH7J?L7 ; F;H ?DJ;H?EH?PP7HBE D;? 9ECFEHJ7C;DJ? :;BB; F;H�
IED; 9>; 9? B7LEH7DE
 DED >7 7D9EH7 FEHJ7JE 7? H?IKBJ7J? :;I?�
:;H7J?� -; :7B FKDJE :? L?IJ7 :E9KC;DJ7B; ; :;BB7 :;<?D?P?ED;
:;? FHE9;II? ?B I?IJ;C7 I? FH;I;DJ7 =?S F?KJJEIJE HE8KIJE ; I?
T 9EDI7F;LEB? :;BB\KBJ;H?EH; F;H9EHIE :7 ;<<;JJK7H; F;H H;D:;H�
BE 7D9EH7 F?X ;<<?979;
 :7B FKDJE :? L?IJ7 :;? 9ECFEHJ7C;D�
J? :;B F;HIED7B; C7D97 7D9EH7 KD7 L;H7 9KBJKH7 :;BB7 perfor-

mance� (ED JKJJ? ? :?H?=;DJ? IEDE ;DJH7J? D;BB\EJJ?97 :;B 9?9BE :?
FHE=H7CC7P?ED;�C?IKH7P?ED;�L7BKJ7P?ED; 7KIF?97JE :7BB7 H?�
<EHC7� $ :?F;D:;DJ?
 ?DEBJH;
 ?IF?H7J? :7BB7 ,-/
 IJ7DDE :KH7�



C;DJ; 9EDJ;IJ7D:E B\KJ?B?PPE :;BB7 L7BKJ7P?ED; F;H B7 :?IJH?8K�
P?ED;�:;BB7�FH;C?7B?JS�
� IKFFEHJE :;BB\7D7B?I? I? <EHD?I9; KD7 =H?=B?7 I?DJ;J?97 9>; H?�
9>?7C7 ? J;C? ; ? <7JJEH? FH;I;DJ7J? D;? F7H7=H7<? FH;9;:;DJ? 9ED
GK7B9>; IK==;H?C;DJE IKBB; FEII?8?B? 7P?ED? :? C?=B?EH7C;DJE
7D9EH7 7JJK78?B? F;H H;D:;H; 7D9EH7 F?X ;<<?979; B7 =;IJ?ED;
:;BB7 performance 7BB\?DJ;HDE�:;B 9ECKD;�:?��H;PPE�
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Tabella 11

Tema.fattore Descrizione Possibili Azioni di miglioramento
����,KEBE�:;=B?
EH=7D?�:?�L;HJ?9;
FEB?J?9E
7CC?D?IJH7J?LE

&7�9ECFED;DJ;�7CC?D?IJH7J?L7�ILEB=;�KD�HKEBE
EF;H7J?LE
�B7�9ECFED;DJ;�FEB?J?97
�9ED�B\;99;P?ED;�:;B
I?D:79E�ILEB=;�KD�HKEBE�:?�H7J?<?97

�KC;DJ7H;�B7�9EDI7F;LEB;PP7�:;BB;�FEJ;DP?7B?JS�:;B�9?9BE
9EC;�IJHKC;DJE�:?�9EDJHEBBE�IJH7J;=?9E

����,KEBE
:;BB\)$0

&\)$0 DED�T�F?X�7JJ?LE�9EC;�?B�FH;9;:;DJ;�?D�JKJJ;�B;�<7I?
:;B�9?9BE�:?�=;IJ?ED;�:;BB7 performance

'7==?EH;�9E?DLEB=?C;DJE�:;BB\)$0 D;B�:;<?D?H;�;
F;HI;=K?H;�7P?ED?�:?�C?=B?EH7C;DJE�:;B 9?9BE�:?�=;IJ?ED;
:;BB7 performance ;�D;BB7�<7I;�:?�L7BKJ7P?ED;

����!7I?�;�J;CF?

$�J;CF?�:?�H;7B?PP7P?ED;�:;BB;�<7I?�:?�L7BKJ7P?ED;�;
H;D:?9EDJ7P?ED;�I?�IEDE�B;==;HC;DJ;�:?B7J7J?�H?IF;JJE�7B
FH;L?IJE�F;H�KD7�7=?J7P?ED;�:;B�F;HIED7B;�;:�KD7�9H?I?�:?
=?KDJ7

��

�� *?7DE�:;BB7
performance

���������
$B�*:*�����������9ECFH;D:;�7D9>;�?B F?7DE�IJH7J;=?9E ,;L?I?ED;�:;=B?�?D:?97JEH?�:;?�I;HL?P?�F;H�H;D:;H;�F?X

7=;LEB;�B7�H799EBJ7
�B\7D7B?I?�;�B\?DJ;HFH;J7P?ED;�:;?�H?IKBJ7J?

�����C8?J?�:?
L7BKJ7P?ED;

-EDE�IJ7J?�7==?KDJ?�?D:?97JEH?�F;H�CED?JEH7H;�B7�=;IJ?ED;
:;=B?�E8?;JJ?L?�IJH7J;=?9?���?W�7LHS�9EDI;=K;DP;�IEBE
IKBB7�FHEII?C7�L7BKJ7P?ED;

(;B�H;:7P?ED;�:;B�FHEII?CE�F?7DE�I7HS�D;9;II7H?E
H?<B;JJ;H;�IK�9EC;�?DJHE:KHH;�:;=B?�?D:?97JEH?�:? ?CF7JJE

����-JHKJJKH7
:;BB7�H;B7P?ED;

&7�H;B7P?ED;�T�IJHKJJKH7J7�?D�:K;�F7HJ?��KD7�I?DJ;J?97�;�:?
<79?B;�B;JJKH7�:;:?97J7�7B�9?JJ7:?DE
�B\7BJH7�:?�:;JJ7=B?E
:EL;�IEDE�H?FEHJ7J?�?�H?IKBJ7J?�EJJ;DKJ?�7�<HEDJ;�:;=B?
E8?;JJ?L?�F;HI;=K?J?

��

����L7BKJ7P?ED;
:;=B?�E8?;JJ?L?

$B�C;997D?ICE�:?�L7BKJ7P?ED;�T�7D9EH7�?D�<7I;
IF;H?C;DJ7B;

*EJH;88;HE�;II;H;�C?=B?EH7J?�D;B�J;CFE�?�9H?J;H?�;�B;
CE:7B?JS�:?�L7BKJ7P?ED;

��� I?J?�:;BB7
L7BKJ7P?ED;

*KH�DED�7:EJJ7D:E�B7�BE=?97�:;B�H7DA?D=�<EHP7JE
�B\;I?JE
:;BB7�L7BKJ7P?ED;�>7�CEIJH7JE�KD7�:?<<;H;DP?7P?ED;

I;FFKH;�DED�C7H97J7�

*HEI;=K?H;�D;B�9EDIEB?:7C;DJE�:?�KD7�9KBJKH7�:;BB7
performance I?7�?D�J;HC?D?�:?�H?IKBJ7J?�:7�F;HI;=K?H;
�I?7�?D
J;HC?D?�:?�FHE9;II?�;�9ECFEHJ7C;DJ?�7�IKFFEHJE�:;B�BEHE
F;HI;=K?C;DJE
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE a ���07BKJ7P?ED;�:;BB7 per-

formance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7 H;B7P?ED;�IKBB7 perfor-

mance a �����P?ED?�:?�C?=B?EH7C;DJE�; lesson learned

Ulteriori azioni di miglioramento del sistema di
misurazione e valuazione della performance
organizzativa
$B focus :;BB; 7P?ED? :? C?=B?EH7C;DJE
 7JJ?L7J; D;BB7 I;9ED:7
F7HJ; :;B ����
 T IJ7JE ?D:?H?PP7JE IEFH7JJKJJE 7BB\;B78EH7P?ED;
:? KD F?7DE IJH7J;=?9E� &\?:;7 :? H;7B?PP7H; KD 9HKI9EJJE F;H
?B CED?JEH7==?E :;BB; F7HJ;9?F7J;
 F;H B\7DDE ���� T IJ7J7 IE�
IF;I7� *;H GK7DJE H?=K7H:7 KBJ;H?EH? 7P?ED? IK==;H?J; F;H ?B <K�
JKHE I? H?C7D:7 7BBE I9>;C7 H?7IIKDJ?LE =?S ?BBKIJH7JE D;B F7H7�
=H7<E�FH;9;:;DJ;�

Obiettivi delle azioni di miglioramento svolte dall’ammi-
nistrazione
&; 7P?ED? :? C?=B?EH7C;DJE 9ED9EH:7J; D;BB7 I;9ED:7 F7HJ;
:;B ���� ; FEHJ7J; 7L7DJ? :7BB\7CC?D?IJH7P?ED;
 >7DDE ?D<BK;D�
P7JE FEI?J?L7C;DJ; B\7FFHE99?E 7BB7 C?IKH7P?ED; 7JJK7JE :7B
9ECKD;�:?��H;PPE�



&\?CF?7DJE 9ECFB;II?LE :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7�
P?ED; :;BB7 performance ; B\?CFEIJ7P?ED; :7J7 7B 9?9BE :? =;�
IJ?ED; :;BB7 performance IEDE H?C7IJ? ?DL7H?7J?� -? T B7LEH7JE
IEFH7JJKJJE F;H H;D:;H; I?7 B7 ,** I?7 ?B *�) F?X 7:;H;DJ? 7=B?
?DJ;DJ? IJH7J;=?9? :;BB\;DJ;
 =H7P?; 7BB\?DJHE:KP?ED; :? KD F?7DE
IJH7J;=?9E�
�EC; =?S ;L?:;DP?7JE D;B report H;B7J?LE 7BB\7JJK7P?ED; :;BB;
7P?ED? :? C?=B?EH7C;DJE
 GK;BB; FEHJ7J; 7L7DJ? :7B 9ECKD; :?
�H;PPE
 IEFH7JJKJJE GK;BB7 H;B7J?L7 7BB7 H;:7P?ED; :;B F?7DE
IJH7J;=?9E >7DDE ?D<BK;DP7JE FEI?J?L7C;DJ; I?7 B\7P?ED; 7C�
C?D?IJH7J?L7 I?7 GK;BB7 FEB?J?97� +K;IJ\KBJ?C7 >7 9EBJE
B\?CFEHJ7DP7 :;B 9?9BE :? =;IJ?ED; :;BB7 performance 9EC;
IJHKC;DJE F;H CED?JEH7H; I; =B? ?D:?H?PP? FEB?J?9? :7J? IEDE 9EH�
H;JJ7C;DJ; F;HI;=K?J? :7BB7 9ECFED;DJ; 7CC?D?IJH7J?L7 ; I;
:7DDE BKE=E 7? H?IKBJ7J? :;I?:;H7J?� ?B F?7DE :;BB7 performance

DED T F?X L?IIKJE 9EC; KD7 GK;IJ?ED; I;CFB?9;C;DJ; 7CC?�
D?IJH7J?L7
 C7 9EC; IJHKC;DJE 7 IKFFEHJE
 7JJH7L;HIE B\7P?ED;
7CC?D?IJH7J?L7
 :;B F;HI;=K?C;DJE :;=B? E8?;JJ?L? FEB?J?9? :? B;�
=?IB7JKH7� +K;IJE T IJ7JE KD F7II7==?E 9KBJKH7B; <ED:7C;DJ7�
B;�
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&\7BJHE F7II7==?E <ED:7C;DJ7B; T IJ7JE GK;BBE :? 7CFB?7H; B7
L?I?ED; :;BB7 9ECFED;DJ; 7CC?D?IJH7J?L7� DED H?9>?K:;HI? D;?
9ED<?D? :;B FHEFH?E I;HL?P?E C7 H?F;DI7H; ?B FHEFH?E I;HL?P?E 9E�
C;�9ECFED;DJ;�:?�KD�JKJJE�F?X�=H7D:;�

Percorso di miglioramento programmato
$B F;H9EHIE :? C?=B?EH7C;DJE T ?BBKIJH7JE D;BB7 J78;BB7 ��
 9>;
H?9>?7C7 ? J;C? ;IFEIJ? D;B report H;B7J?LE 7BB\7JJK7P?ED; :;BB;
7P?ED? :? C?=B?EH7C;DJE FHEFEIJ; F;H ?B 9?9BE :? =;IJ?ED; :;BB7
performance D;B 9ECKD;�:?��H;PPE�
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Tabella 12

Azioni Progressi Inizio Fine Stato

Realizzazione
F?7DEF?7DE

IJH7J;=?9EIJH7J;=?9E

-EDE�IJ7J?�;<<;JJK7J?�=B?�?D9EDJH?�9ED�GK7I?�JKJJ?�=B?�7II;IIEH?�;:�?�:?H?=;DJ?�:;?�I;HL?P?�9>;
7<<;H?I9EDE�7BB;�H;B7J?L;�:;B;=>;��(;=B?�?D9EDJH?�IEDE�IJ7J?�:;<?D?J?�=B?�E8?;JJ?L?�IJH7J;=?9?
;:�?�C79HE�E8?;JJ?L?�EF;H7J?L?��$B�FHE9;IIE�T�IJ7JE�?DJ;H?EH?PP7JE
�B7�8EPP7�:;B�F?7DE�T
IJ7J7�9ECFB;J7J7
�B\;DJ;�FHELL;:;HS�7KJEDEC7C;DJ;�D;BB;�FHEII?C;�I;JJ?C7D;
7BB\7<<?D7C;DJE�:;B�F?7DE��R�IJ7JE�FHEFEIJE�BE�I9>;C7�:;<?D?J?LE�:?�9EIJHKP?ED;�:;B
F?7DE��FH;9;:;DJ;C;DJ;�;H7DE�IJ7J?�KJ?B?PP7J?�I9>;C?�F;H�?D9;DJ?L7H;�B7�H?<B;II?ED;
?DJEHDE�7BB;�F7HEB;�9>?7L;
�?�J;C?�IJH7J;=?9?�:7�FEHJ7H;�7L7DJ?
�=B? stakeholder F?X
I?=D?<?97J?L?�:7�FH;D:;H;�?D�9EDI?:;H7P?ED;���$B�F?7DE�IJH7J;=?9E�?D9BK:;
�F;H�E=DKD7
:;BB;�7H;;�IJH7J;=?9>;�?D:?L?:K7J;�D;BB; B?D;;�FHE=H7CC7J?9>;�:?�C7D:7JE
�=B?�E8?;JJ?L?
IJH7J;=?9?�;:�?�C79HE�E8?;JJ?L?�EF;H7J?L?�7:�;II?�9EBB;=7J?���BB;=7J?�7B�F?7DE�F;H�9?7I9KD
C79HE�E8?;JJ?LE�EF;H7J?LE�I7H7DDE�9ECF?B7J;�B;�I9>;:;�9>;�?:;DJ?<?97DE�=B?�?D:?97JEH?
F;H�?B�CED?JEH7==?E�:;?�C79HE�E8?;JJ?L?
�?�I;HL?P?�:?�H?<;H?C;DJE�9E?DLEBJ?�;�=B?�7BJH?�I;HL?P?
9E?DLEBJ?�?D�I;9ED:7�87JJKJ7���7BB;�I9>;:;�H;B7J?L;�7?�C79HE�E8?;JJ?L?�EF;H7J?L?
:;H?L;H7DDE�?�F?7D?FHE=H7CC?�:?�B7LEHE�:?�9?7I9KD�I;HL?P?E�

������� ������� �ED9BKIE

Definizione
indicatori di

outcomeoutcome

*;H�GK;IJ\7DDE�B\;DJ;�>7�:;9?IE�:?�DED�?CFEIJ7H;�?D:?97JEH?�:? outcome :7�9EBB;=7H;
7=B?�E8?;JJ?L?�IJH7J;=?9?��&7�D;=EP?7P?ED;�F;H�JHEL7H;�KD�799EH:E�IK�GK7B?�<EII;HE�=B?
E8?;JJ?L?�IJH7J;=?9?�:7�F;HI;=K?H;�T�IJ7J7�7BGK7DJE�?CF;=D7J?L7���B9KD?�E8?;JJ?L?
IJH7J;=?9?�IEDE�;IFH;II?�9EC;�?DJ;DJ?�=;D;H7B?�;�JHEL7DE�KD7�F?X�FKDJK7B;�:;<?D?P?ED;
D;?�C79HE�E8?;JJ?L?�EF;H7J?L?��+K?D:?�?B�:?H;JJEH;�EF;H7J?LE�>7�F;DI7JE�9>;�<EII;�F?X
EFFEHJKDE�FKDJ7H;
�D;BB7�FH?C7�IJ;IKH7�:;B F?7DE�IJH7J;=?9E IK=B?�?D:?97JEH?�F;H
C?IKH7H;�?�C79HE�E8?;JJ?L?�EF;H7J?L?�

������� �������

*EIFEIJ7
7BB7
FHEII?C7
H;L?I?ED;
7DDK7B;
:;B�F?7DE

Revisione
dello schema

indicatori

�7BB;�H?KD?ED?�;<<;JJK7J;�9ED�?�C;C8H?�:;BB\)$0 T�IJ7JE�9EDL;DKJE�9>;�BE�I9>;C7�:?
?D:?97JEH?�7JJK7B;�I7HS�C7DJ;DKJE�?D7BJ;H7JE�F;H�B7�L7BKJ7P?ED;������;�I7HS�FE?
CE:?<?97JE
�?D�87I;�7?�9EDJ;DKJ?�:;B F?7DE�IJH7J;=?9E
�F;H�?B������KJ?B?PP7D:E�=B?�I9>;C?
<EHD?J?�F;H�?B cascading :;?�C79HE�E8?;JJ?L?�EF;H7J?L?�D;?�I;HL?P?�:?�9ECF;J;DP7�
&\7FFHE99?E�T�IJ7JE�9ED9EH:7JE�;:�7FFHEL7JE��-7HS�B\)$0 7�<7HI?�97H?9E�:;BB7
H;7B?PP7P?ED;�

������� ������� �ED9BKIE

Analisi degli
indicatori di

servizio
utilizzati

R�IJ7J7�;<<;JJK7J7�KD7�7D7B?I?�:;=B?�?D:?97JEH?�7JJK7BC;DJ;�KJ?B?PP7J?�F;H�CED?JEH7H;�?
I;HL?P?��$D�799EH:E�9ED�?�C;C8H?�:;BB\)$0 I?�T�9EDL;DKJE�:?�FHE9;:;H;�7:�KDE
ID;BB?C;DJE�:;B�DKC;HE�:?�?D:?97JEH?�KJ?B?PP7J?��7JJK7BC;DJ;�B7�=;IJ?ED;�:;=B?�IJ;II?�7?
<?D?�L7BKJ7J?L?�T�F?KJJEIJE�FHE8B;C7J?97�;�>7�:7JE�BKE=E�7�9ED<B?JJK7B?JS���"B?�?D:?97JEH?
KJ?B?PP7J?�D;B������I7H7DDE�H?97L7J?�?D�97I97J7�7�F7HJ?H;�:7?�C79HE�E8?;JJ?L?�EF;H7J?L?�
�997DJE�7=B?�?D:?97JEH?�9EIV�?D:?L?:K7J?�I7H7DDE�7==?KDJ?�?D:?97JEH?�IF;9?<?9?�F;H
CED?JEH7H;�7JJ?L?JS�EH:?D7H?;�I?=D?<?97J?L;�C7�DED�9EBB;=7J;�7:�7B9KD�C79HE�E8?;JJ?LE
EF;H7J?LE�

������� ������� �ED9BKIE

Revisione
degli

indicatori di
servizio

"B?�?D:?97JEH?�KJ?B?PP7J?�D;B������I7H7DDE�H?97L7J?�?D�97I97J7�7�F7HJ?H;�:7?�C79HE�E8?;JJ?L?
EF;H7J?L?���997DJE�7=B?�?D:?97JEH?�9EIV�?D:?L?:K7J?�I7H7DDE�7==?KDJ?�?D:?97JEH?�IF;9?<?9?
F;H�CED?JEH7H;�7JJ?L?JS�EH:?D7H?;�I?=D?<?97J?L;�C7�DED�9EBB;=7J;�7:�7B9KD�C79HE�
E8?;JJ?LE�EF;H7J?LE��&;�CE:7B?JS�IEDE�IJ7J;�9ED9EH:7J;
�EH7�I?�JH7JJ7�:?�I;B;P?ED7H;�=B?
?D:?97JEH?�F?X�7FFHEFH?7J?�

������� �������

-7HS
FEHJ7J7
7L7DJ?
:7BB\)$0

KD7�LEBJ7
H?B7I9?7JE�?B
F?7DE
IJH7J;=?9E
;�I?
9ED9BK:;HS
D;B�����
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Azioni Progressi Inizio Fine Stato
Impostazione

anagrafica
indicatori

-?�T�CKJK7JE�BE�I9>;C7�:;BB\7D7=H7<?97�:7BB7 :;B?8;H7��?0$.������� 4&;==?�?B�J;IJE�?D
H;J;5��&\7D7=H7<?97�I7HS�J;IJ7J7�9ED�7B9KD?�?D:?97JEH?�;�I7HS�B7I9?7JE�7BB\7CC?D?IJH7P?ED;
?B�9ECFB;J7C;DJE�:;BB7�IJ;II7

������� ������� �ED9BKI7

Anagrafica
partecipate

ed
appaltatrici

&\7D7=H7<?97�T�9ECFB;J7J7 ������� ������� �ED9BKI7

Sistema di
monitoraggio

delle
partecipate

R�IJ7JE�FHELL?IEH?7C;DJ;�7887D:ED7JE�?B�FHE=;JJE�:?�?CFEIJ7H;�;DJHE�B\7DDE�KD
I?IJ;C7�:?�CED?JEH7==?E�:;BB;�F7HJ;9?F7J;�9>;�L7:7�EBJH;�?B�9EDJHEBBE�;9EDEC?9E
<?D7DP?7H?E�9>;�9ECKDGK;�T�=?S�7JJK7JE��R�D;9;II7H?E�L?D9;H;�L7H?;�H;I?IJ;DP;�I?7�:7B
FKDJE�:?�L?IJ7�FEB?J?9E
�I?7�7CC?D?IJH7J?LE�;�GK?D:?�T�IJ7JE�C;IIE�9EC;�E8?;JJ?LE�:7
9EDI;=K?H;�D;B�9EHIE�:;B�����

������� ������� �7
H;7B?PP7H;

Leading practice e lesson learned
&\;IF;H?;DP7 D;BB; 7JJ?L?JS :? 7<<?7D97C;DJE 7B 9ECKD; :?
�H;PPE F;H B7 H;7B?PP7P?ED; :;BB; 7P?ED? :? C?=B?EH7C;DJE >7
;L?:;DP?7JE 7B9KD; FH7J?9>; JH7I<;H?8?B? 7? 9ECKD? :;BB; H;=?ED?
:;BB\)8?;JJ?LE �EDL;H=;DP7
 =?S 9EDJ;DKJ; D;B report H;B7J?LE
7BB\7JJK7P?ED; :;BB; 7P?ED? :? C?=B?EH7C;DJE FHEFEIJ; F;H ?B 9?�
9BE�:?�=;IJ?ED;�:;BB7 performance�

Il coinvolgimento diretto della componente politica
nell’elaborazione e/o validazione del piano della
performance.

$ H?IKBJ7J? F;H ?B 9?JJ7:?DE
 ?D KD ;DJ; BE97B;
 :;H?L7DE
:7BB\7P?ED; 9ED=?KDJ7 :;BB7 9ECFED;DJ; 7CC?D?IJH7J?L7 ;
:? GK;BB7 FEB?J?97� �?IJ?D=K;H; 7 B?L;BBE BE97B; =B? ;<<;JJ?
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:;BB\KD7 :7 GK;BB? :;BB\7BJH7 DED T I;CFH; FEII?8?B; E <79?B;
:7 7JJK7H;� �H;7H; KD F?7DE :;BB7 performance 7 L7B;DP7
FKH7C;DJ; 7CC?D?IJH7J?L7
 I?=D?<?97 JH7I9KH7H; KD7 F7HJ;
:;? <7JJEH? 78?B?J7DJ? ; :;J;HC?D7DJ? :;B H?IKBJ7JE F;H B7 9EBB;J�
J?L?JS� �E?DLEB=;H; B7 F7HJ; FEB?J?97 D;BB7 :;<?D?P?ED; :;=B?
E8?;JJ?L? IJH7J;=?9? ; D;B 9EBB;=7C;DJE JH7 GK;IJ? ; =B? E8?;J�
J?L? EF;H7J?L?
 F;HC;JJ; :? ?DIJ7KH7H; KD7 9ECKD7DP7 :? ?D�
J;DJ? ;: KD7 9ED:?L?I?ED; :;? F;H9EHI? 9>; H?IKBJ7DE <ED�
:7C;DJ7B? F;H 7II?9KH7H; 9>; B\7P?ED; :;BB\;DJ; 788?7 B\?C�
F7JJE :;I?:;H7JE IKBB7 9EBB;JJ?L?JS :? H?<;H?C;DJE� 0;:;H; ?B
F?7DE :;BB7 performance DED 9EC; C;HE IJHKC;DJE 7C�
C?D?IJH7J?LE
 I;FFKH; ?CFEHJ7DJ;
 C7 9EC; KD F7JJE IK 9?W
9>; I? LKEB; 9EDI;=K?H; ; IK 9EC; BE I? LKEB; F;HI;=K?�
H; T KDE I<EHPE 9>; ?B 9ECKD; :? �H;PPE IJ7 <79;D:E F;H
7HH?L7H; 7: KD7 L;H7 governance :;B J;HH?JEH?E� (EDEIJ7D�
J; JKJJ; B; :?<<?9EBJS ; B\?CF;=DE 9>; H?9>?;:;
 T KD7 FH7J?97
9>; :ELH;88; ;II;H; 7JJK7J7 :7 JKJJ; B; 7CC?D?IJH7P?ED?
BE97B? F;H 9ED:?L?:;H; ; H;D:;H; JKJJ? F7HJ;9?F? :;? F;H9EH�
I? 9>; I? ?DJ;D:EDE 7JJK7H; ; :;? H?IKBJ7J? 9>; I? ?DJ;D:EDE
F;HI;=K?H;�
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L’elaborazione di un chiaro piano strategico.
(ED I;CFH; B; B?D;; FHE=H7CC7J?9>; :? C7D:7JE
 =B? ?D�
J;DJ? ; B; 7IF;JJ7J?L; :? 9?7I9KD 7II;IIEH; ; B; 7JJ?L?JS
ILEBJ; :7BB\7CC?D?IJH7P?ED; IEDE F;H<;JJ7C;DJ; 7BB?D;7J;
JH7 BEHE� -EB?J7C;DJ; 9\T KD gap :7 9EBC7H;
 9>; 7 BKD=E
7D:7H;
 I; DED I? FHELL;:;
 FKW :7H BKE=E 7 <EHJ? ?D9EC�
FH;DI?ED?� &; B?D;; FHE=H7CC7J?9>; :? C7D:7JE H?<B;JJEDE
9E;H;DJ;C;DJ; ?B FHE=H7CC7 ;B;JJEH7B; 9>; T <HKJJE :? KD7
D;=EP?7P?ED; ]FH;�9EDIKBJ7P?ED; ;B;JJEH7B;^ ;: T ;B78EH7�
JE :7 F;HIED; :?L;HI; :7 GK;BB; 9>; IK99;II?L7C;DJ; :?�
L;DJ;H7DDE 7II;IIEH?� +K;IJ; KBJ?C;
 KD7 LEBJ7 DEC?D7�
J;
 9;H97DE :? FEHJ7H; 7L7DJ? B; B7 FHEFH?7 L?IED; ; B; FHE�
FH?; 9EDL?DP?ED? F?X 9>; EJJ;CF;H7H; 7 FHE=H7CC? :;<?D?J?
:7 7BJH? D;? GK7B? DED I? H?9EDEI9EDE JEJ7BC;DJ;� �7 KBJ?CE

=H7D F7HJ; :;B F;HIED7B; 7CC?D?IJH7J?LE J;D:; 7 J?H7H; ?B
<H;DE 7 C7DE
 9;H97D:E
 I; DED 7:;=K7J7C;DJ; IEBB;9?�
J7JE 7B 97C8?7C;DJE
 :? F;H9EHH;H; B; IJH7:; DEJ; ; :? <7H
L7B;H; 9EC; 9EI7 C?=B?EH;
 GK;BB7 9>; I;CFH; T IJ7J7 <7J�
J7 FH;9;:;DJ;C;DJ;
 D;B CE:E ?D 9K? T IJ7J7 <7JJ7 FH;9;�
:;DJ;C;DJ;� *;H ELL?7H; 7 GK;IJE :?I7BB?D;7C;DJE ; H?9;H�
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97H; KD ;GK?B?8H?E :;9?I7C;DJ; F?X :?D7C?9E ; FHE<?9KE T
D;9;II7H?E C;JJ;H; JKJJ? =B? 7JJEH? 9E?DLEBJ? ?DJEHDE 7: KD J7�
LEBE F;H ;B78EH7H; KD :E9KC;DJE 9ECKD; IK 9?W 9>; I? ?D�
J;D:; F;HI;=K?H; ; IK 9EC; BE I? ?DJ;D:; F;HI;=K?H;� +K;�
IJE :E9KC;DJE T ?B F?7DE IJH7J;=?9E
 :EL; IEDE ;L?:;DP?7J?
=B? E8?;JJ?L? IJH7J;=?9? :7 F;HI;=K?H; ; 9EC; I? ?DJ;D:; F;H�
I;=K?HB?� $B F?7DE IJH7J;=?9E I7HS :7 =K?:7 D;BB7 H;:7P?ED;
:;BB7 ,** ; 9EIJ?JK?HS F7HJ; ?DJ;=H7DJ; :;B F?7DE :;BB7 per-

formance� *7HJ?H; :7 KD F?7DE IJH7J;=?9E I?=D?<?97 ;B;L7HI?
:7 KD HKEBE :? I;CFB?9; ;HE=7JEH; :? I;HL?P? F;H J;D:;H;
7: ;II;H; ?B FHEJ7=ED?IJ7 FH?D9?F7B; :;BB7 governance :;B
J;HH?JEH?E�

La creazione di linee guida per la redazione del piano
strategico e di framework condivisi per il cascading
degli obiettivi strategici all’interno dei vari servizi

R ?CFEHJ7DJ; 9>; ? L7H? 7JJEH? 9E?DLEBJ? D;BB7 H;:7P?ED; :;B
F?7DE IJH7J;=?9E KJ?B?PP?DE BE IJ;IIE 7FFHE99?E ; BE IJ;IIE
framework F;H :;<?D?H; =B? E8?;JJ?L? :7 H7==?KD=;H; ; 9E�
C; F;HI;=K?HB? D;BB; 7H;; :? BEHE 9ECF;J;DP7 ;:
 ;L;D�
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JK7BC;DJ;
 7JJH7L;HIE B7 9EBB78EH7P?ED; 9ED 7BJH? IE==;J�
J?
 ?DJ;HD? ;: ;IJ;HD? 7BB\EH=7D?PP7P?ED;� &; B?D;; =K?:7 ;:
?B framework KJ?B?PP7J? FH;IIE ?B 9ECKD; :? �H;PPE FEIIE�
DE ;II;H; JH7I<;H?J?
 9ED EFFEHJKD? 7:7JJ7C;DJ? 7BB; 7CC?�
D?IJH7P?ED? :;BB; H;=?ED? )8?;JJ?LE 9EDL;H=;DP7 9E?DLEBJ;
D;BB7�B?D;7���:;B�FHE=;JJE�
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Collegamenti

�B <?D; :? H;D:;H; F?X 7=;LEB; ?B F;H9EHIE :? 7FFHE<ED:?C;DJE
I? I;=D7B7DE :? I;=K?JE ? 9EDJ;DKJ? :;BB; 7BJH; I;P?ED? 9>;
9ECFED=EDE�?B�C7DK7B;�

_ &E IL?BKFFE :;B 9?9BE :;BB7 performance� FH?D9?F? ; 9H?J;H?

9>; FH;I;DJ7 ?B GK7:HE :;? FH?D9?F7B? ;B;C;DJ? IK? GK7B? T EF�
FEHJKDE 9>; E=D? 7CC?D?IJH7P?ED; H?<B;JJ7 F;H H7<<EHP7H; B7
FHEFH?7 97F79?JS :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB; perfor-

mance� &7 I;P?ED; 9ECFH;D:; B7 check list KJ?B?PP78?B; :7?
9ECKD? 9EC; IJHKC;DJE F;H KD\7KJE7D7B?I? :;BB; 97H7JJ;H?�
IJ?9>;�;�:;B�<KDP?ED7C;DJE�:;B�I?IJ;C7�

_ ?B H7FFEHJE IK? F;H9EHI? :? C?=B?EH7C;DJE D;? 9ECKD? :;BB;
H;=?ED? )8?;JJ?LE �EDL;H=;DP7
 9>; ?BBKIJH7 ?B F;H9EHIE :;B
B7LEHE :;BB; 7CC?D?IJH7P?ED? 9E?DLEBJ; ?D �7B78H?7
 �7CF7�
D?7
 *K=B?7 ; -?9?B?7 9ED B\7JJ?L?JS :? 7<<?7D97C;DJE
 FH;I;D�
J7D:ED; ? C?=B?EH7C;DJ? 9EDI;=K?J? D;BB\7JJK7P?ED; :;B 9?�



9BE :? =;IJ?ED; :;BB7 performance ;: ;L?:;DP?7D:E 7B9KD;
;IF;H?;DP;�F7HJ?9EB7HC;DJ;�I?=D?<?97J?L;�

_ ?B H7FFEHJE IKBB\ LEBKP?ED; ?D 9EHIE D;? 9ECKD? 97FEBKE=E
:? FHEL?D9?7
 9>; :;I9H?L; ?D EJJ?97 9ECF7H7J?L7 B\;I?JE
:;BB\;I7C; 9ECF?KJE IKB <?D?H; :;B ���� IK? I?J? web ; FHE�
FED;
 F;H KD7 I;B;P?ED; :? 9ECKD? 97FEBKE=E :? FHEL?D9?7

7FFHE<ED:?C;DJ? 9ED:EJJ? 7JJH7L;HIE 7D7B?I? :E9KC;DJ7B;
;:�?DJ;HL?IJ;�
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L’esperienza del comune di Bergamo

����D7B?I?�:;B�I?IJ;C7�:?�C?IKH7P?ED;�:;BB7 perfor-

mance EH=7D?PP7J?L7

����$DJHE:KP?ED;��$B�9ECKD;�:?��;H=7CE

����$DDEL7P?ED?�D;?�I?IJ;C?�:?�C?IKH7P?ED;�H;7B?PP7J?
D;=B?�KBJ?C?�7DD?

��� Review :;B�I?IJ;C7�:?�C?IKH7P?ED;�:;BB7 perfor-

mance EH=7D?PP7J?L7

��� Lesson learned ;�FKDJ?�:?�<EHP7�:;B�F;H9EHIE�H;7�
B?PP7JE

���&;��P?ED?�:?�'?=B?EH7C;DJE�:;B�I?IJ;C7�:?�C?IKH7�
P?ED;�;�L7BKJ7P?ED;�:;BB7 performance



����"B?�E8?;JJ?L?�:;BB;�7P?ED?�:?�C?=B?EH7C;DJE�FHEFEIJ;

����$B�F;H9EHIE�:?�C?=B?EH7C;DJE�H;7B?PP7JE�:7BB\7CC?�
D?IJH7P?ED;

����"B?�;<<;JJ?�:;BB;�7P?ED?�:?�C?=B?EH7C;DJE�IKB�I?IJ;C7
:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance EH=7�
D?PP7J?L7

��� Leading practice � lesson learned

���07BKJ7P?ED;�:;BB7 performance
�H;:7P?ED;�:;B
F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7 perfor-

mance

$DJHE:KP?ED;

����$B�*HE9;IIE�:?�L7BKJ7P?ED;
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����$B�F?7DE�:;BB7 performance ���������

����&7�H;B7P?ED;�IKBB7 performance

���� I?J?�:;BB7�L7BKJ7P?ED;

�����P?ED?�:?�C?=B?EH7C;DJE�; lesson learned
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE

1. Analisi del sistema di misurazione della
performance organizzativa

Introduzione
&7 FH;I;DJ; I;P?ED; 9EDJ?;D; KD H7FFEHJE H;B7J?LE
7BB\;IF;H?;DP7 C7JKH7J7 :7B 9ECKD; :? �;H=7CE ?D J;C7 :?
C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance� $ IK99;II?L? F7�
H7=H7<? FH;I;DJ7DE D;B :;JJ7=B?E B; 7D7B?I? ILEBJ; FH;IIE 9?7�
I9KD7 7CC?D?IJH7P?ED; D;BB\7C8?JE :;B *HE=;JJE 07BKJ7P?ED;
:;BB; Performance ?D H;B7P?ED; 7B I?IJ;C7 :? C?IKH7P?ED; ;
L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7 ?D ;II;H; D;B
����� .7B? F7H7=H7<? :;I9H?LEDE ?DEBJH; B; 7P?ED? :? C?=B?EH7�
C;DJE FEIJ; ?D ;II;H; :7B 9ECKD; D;B F;H?E:E �������� 7B
<?D; :? H7<<EHP7H; ?B 9?9BE :;BB7 performance
 B7 L7BKJ7P?ED; :;B�
B7 performance
 B7 H;:7P?ED; :;B F?7DE ; :;BB7 H;B7P?ED; IKBB7
performance�



*;H KD7 L?I?ED; :\?DI?;C; :;BB; ;IF;H?;DP; C7JKH7J; ?D JKJJ; ;
I;? B; 7CC?D?IJH7P?ED? F?BEJ7 FH;I; 7 H?<;H?C;DJE D;B *HE=;JJE
07BKJ7P?ED; :;BB; Performance T FEII?8?B; 9EDIKBJ7H; B7 I;�
P?ED;  IF;H?;DP; ; leading practice ?D 7B9KD; 7CC?D?IJH7P?E�
D? BE97B?� .7B; I;P?ED; FH;I;DJ7 ?D J;HC?D? 9ECF7H7J?L? ? H?IKB�
J7J? :;B F;H9EHIE :? 7D7B?I? 9ECF?KJE IKBB; I;? 7CC?D?IJH7P?ED?
F?BEJ7 D;B F;H?E:E �������� 9ED B\E8?;JJ?LE :? C;JJ;H; ?D ;L?�
:;DP7 B; leading practice :KH7DJ; B\;IF;H?;DP7 :? 7JJK7P?ED;
:;BB; ?DDEL7P?ED? ?D J;C7 :? performance management ?DJHE�
:EJJ;�:7B�:;9H;JE�B;=?IB7J?LE�D���������

1.1 Il comune di Bergamo

�;H=7CE T KDE :;? 9ECKD? 97FEBKE=E :;BB7 &EC87H:?7� &7
9?JJS :? �;H=7CE FKW ;II;H; IK::?L?I7 ?D :K; F7HJ? 9>?7H7�
C;DJ; :?IJ?D=K?8?B?
 B7 �?JJS �BJ7
 ?B 9;DJHE IJEH?9E 9?DJE :7 CK�
H7
 ; B7 �?JJS 87II7
 B7 F7HJ; CE:;HD7� $B J;HH?JEH?E ?D 9K? T I?�
JK7J7 B7 9?JJS :? �;H=7CE T :? J?FE F;:;CEDJ7DE� :7 KD7 F7H�
J; B\;IJH;C?JS I;JJ;DJH?ED7B; :;BB7 *?7DKH7 *7:7D7 :7BB\7BJH7
B\?D?P?E :;BB; *H;7BF? )HE8?;
 7 97L7BBE :;? <?KC? �H;C8E ;
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-;H?E� $B 9ECKD; I? <H;=?7 :;B J?JEBE :? ]�?JJS^
 DED9>U
:;BB\7FF;BB7J?LE :? ]�?JJS :;? '?BB;^ EJJ;DKJE ?D H?9EDEI9?C;DJE
:;BB7�FHEFH?7�JH7:?P?ED;�=7H?87B:?D7�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE a ����D7B?I?�:;B�I?IJ;C7�:?
C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7 a ����$DJHE:KP?ED;��$B�9E�
CKD;�:?��;H=7CE

Il comune in Cifre
&7 FEFEB7P?ED; :;B 9ECKD; 7B ���� T :? �������4�5 78?J7DJ?�
�EFE ?B F?99E H7==?KDJE D;=B? 7DD? I;JJ7DJ7
 B7 FEFEB7P?ED; :;B
9ECKD; :? �;H=7CE T 9EIJ7DJ;C;DJ; :?C?DK?J7 <?DE 7BB\?D?P?E
:;B DKELE I;9EBE
 GK7D:E
 =H7P?; 7 <EHJ? <BKII? C?=H7JEH?
 ?B
JH;D: :;9H;I9;DJ; I? T ?DL;HJ?JE :?L;DJ7D:E 9H;I9;DJ;� -EBE ?B
��� :;BB7 FEFEB7P?ED; H;I?:;DJ; ?D 9?JJS T D7J7 D;B 9ECKD;
:? �;H=7CE ; FKW :;<?D?HI? L;H7C;DJ; 8;H=7C7I97� $B H;�
IJ7DJ; ��� FHEL?;D; :7 7BJH? 9ECKD? :;BB7 *HEL?D9?7
 :7 7BJH;
F7HJ? :;BB7 ,;=?ED; &EC87H:?7
 :7 7BJH; H;=?ED? ?J7B?7D; E
:7BB\;IJ;HE� &7 FEFEB7P?ED; IJH7D?;H7 7CCEDJ7 7 <?D; ���� 7
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������4�5 F;HIED;
 9>; 9EHH?IFED:; 7 9?H97 ?B ��
�� :;B JEJ7�
B;� &; 9ECKD?JS F?X DKC;HEI; H;I?:;DJ? ?D 9?JJS H?IKBJ7DE ;II;�
H; 9?JJ7:?D? FHEL;D?;DJ? :7BB\�C;H?97 &7J?D7 ��EB?L?7� ; :7BB\;IJ
 KHEF7�
$B 9ECKD; I? ;IJ;D:; IK KD J;HH?JEH?E
 H;B7J?L7C;DJ; 9EDJ;�
DKJE
 :? ��
�4�5 ACG
 IK::?L?IE ?D JH; 9?H9EI9H?P?ED? 9ED KD7
:;DI?JS 78?J7J?L7 :? ����� 78?J7DJ? F;H ACG� �EC; =H7D F7HJ;
:;BB\;9EDEC?7 :;B DEH: $J7B?7
 B\7H9>?J;JJKH7 ;9EDEC?97 :? �;H�
=7CE T 9EIJ?JK?J7 IEFH7JJKJJE :7 F?99EB;�C;:?; ?CFH;I;
 9ED
B7 FH;I;DP7 :? =H7D:? ?D:KIJH?;
 9>; L7DDE :7B I;JJEH; 7B?C;D�
J7H; 7 GK;BBE C;J7BC;997D?9E� $D F7II7JE
 D;B 9ECKD; :? �;H�
=7CE 7L;L7DE I;:; DKC;HEI; ?D:KIJH?;
 EH7 GK7I? JKJJ; JH7�
I<;H?J; D;B 9?H9ED:7H?E� &7 C7==?EH F7HJ; :;? FH?C? ?DI;:?7�
C;DJ? FHE:KJJ?L? I? 87I7L7 IKBB\KIE :;BB\79GK7 :;BB; HE==; F;H
B7 FHE:KP?ED; J;II?B;
 ?DIJ7BB7J; ?D 9?JJS D;B F;H?E:E :? :EC?�
D7P?ED; 7KIJHEKD=7H?97 ������������ �JJK7BC;DJ; B; ?CFH;I;
F?X ?CFEHJ7DJ? 9>; >7DDE I;:; D;B 9ECKD; :? �;H=7CE IEDE
B7 $J7B9;C;DJ? �FHE:KP?ED; :? C7J;H?7B? ;:?B?�
 B7 �H;C8E �?C�
F?7DJ? <H;D7DJ? F;H L;?9EB?�
 B7 ";M?II �I?IJ;C? ; 9ECFED;DJ?
F;H B7 :ECEJ?97
 ;D;H=?7 ; ?BBKC?DEJ;9D?97� ; B7 .;D7H?I �JK8?
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; I;HL?P? F;H B\;IFBEH7P?ED; ; B7 FHE:KP?ED; :? F;JHEB?E ; =7I��
(;=B? KBJ?C? GK7H7DJ7 7DD? T 7KC;DJ7J7 B\?CFEHJ7DP7 :;B I;JJE�
H; 87D97H?E
 9ECC;H9?7B; ; :;BB7 9ECKD?97P?ED;� � �;H=7CE
>7 I;:; ?B "HKFFE �7D97H?E /�$� $B I;JJEH; :;? I;HL?P? T E==?
JH7?D7DJ;�?D�9?JJS�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE a ����D7B?I?�:;B�I?IJ;C7�:?
C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7 a ����$DJHE:KP?ED;��$B�9E�
CKD;�:?��;H=7CE

Assetto istituzionale ed organizzativo
�7B FKDJE :? L?IJ7 ?IJ?JKP?ED7B;
 ?B 9ECKD; :? �;H=7CE T H;JJE
:7 KD7 C7==?EH7DP7 :? 9;DJHE:;IJH7 ;B;JJ7 D;B ����� &7 =?KD�
J7 T 9ECFEIJ7 :7B I?D:79E
 7B IKE FH?CE C7D:7JE
 :7B L?9;�
I?D:79E ; :7 7BJH? KD:?9? 7II;IIEH?� $B 9EDI?=B?E 9ECKD7B; T
9ECFEIJE :7 �� 9EDI?=B?;H?� &; FHEII?C; ;B;P?ED? I? J;HH7DDE
7�C7==?E������
&\;DJ; T :EJ7JE :? KD7 :?H;P?ED; =;D;H7B; 9K? <7DDE 97FE ��
:?H?=;DJ? 9ECKD7B? ; ��� :?F;D:;DJ?4�5� �JJK7BC;DJ; T ?D 9EH�
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IE KD7 H?EH=7D?PP7P?ED; :;BB7 IJHKJJKH7 7CC?D?IJH7J?L7 :;B 9E�
CKD; 9ED B\7II;=D7P?ED; :;? DKEL? ?D97H?9>? :?H?=;DP?7B?� &7
:?H;P?ED; =;D;H7B; T 9E7:?KL7J7 :7B 9EC?J7JE :? :?H;P?ED; ;
:7BB\)$0 9>; T 9ECFEIJE :? JH; C;C8H?� $B CE:;BBE =;IJ?ED7�
B; 7:EJJ7JE :7B 9ECKD; :? �;H=7CE T 7HJ?9EB7JE IK IJHKJJKH;
:? FH?CE B?L;BBE ��?H;P?ED? E �?L?I?ED? �KJEDEC;� ; :? I;9ED:E
B?L;BBE ��?L?I?ED?
 �=;DP?; ; KD?JS :? FHE=;JJE�
 9EEH:?D7J; :7B
:?H;JJEH;�=;D;H7B;�
�BB7�:?H;P?ED;�=;D;H7B;�7<<;H?I9EDE�I;JJ;�:?H;P?ED?�

_ 7<<7H?�?IJ?JKP?ED7B?�
_ H?IEHI;�
_ J;HH?JEH?E�;�7C8?;DJ;�
_ B7LEH?�FK88B?9?�
_ I;HL?P?�9KBJKH7B?�;�H?9H;7J?L?�
_ I;HL?P?�IE9?7B?�;:�;:K97J?L?�
_ I?9KH;PP7�
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&7 IJHKJJKH7 EH=7D?PP7J?L7 :;B 9ECKD; :? �;H=7CE 9EDJ;CFB7
:K; :?L?I?ED? 7KJEDEC; 9>; :?F;D:EDE :?H;JJ7C;DJ; :7B I?D�
:79E�;�:7BB7�=?KDJ7�9ECKD7B;�

_ :?L?I?ED;�7KJEDEC7�I;=H;J;H?7�; staff�
_ :?L?I?ED;�7KJEDEC7�7LLE97JKH7�9ECKD7B;�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE a ����D7B?I?�:;B�I?IJ;C7�:?
C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7

1.2 Innovazioni nei sistemi di misurazione
realizzate negli ultimi anni

$B 9ECKD; :? �;H=7CE I? T 7JJ?L7JE F;H H?IF;JJ7H; ? J;HC?D? ;
H;9;F?H; D;B FHEFH?E EH:?D7C;DJE B; :?IFEI?P?ED? :;B ��&=I�
������� 4&;==? ?B J;IJE ?D H;J; 5 7FFB?978?B? 7=B? ;DJ? BE97B?�
$B H;=EB7C;DJE4�5 IKBB\EH:?D7C;DJE =;D;H7B; :;=B? K<<?9? ; :;?
I;HL?P? :;<?D?I9; B\7HJ?9EB7P?ED; :;B 9?9BE :;BB7 performance�
(;BB\7C8?JE :;B 9?9BE :? =;IJ?ED; :;BB7 performance
 B7 FHE�
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=H7CC7P?ED; :;BB\;DJ; I? IL?BKFF7 7JJH7L;HIE B; B?D;; FHE�
=H7CC7J?9>;
 ?B F?7DE JH?;DD7B; :;BB7 performance
 ?B 8?B7D9?E
:? FH;L?I?ED; ; ?B 8?B7D9?E FBKH?;DD7B;
 B7 ,** ; ?B * "� $B 9ED�
JHEBBE ; CED?JEH7==?E :;BB\;DJ; KIK<HK?I9; :? 7B9KD? IJHKC;DJ?
GK7B? ? CED?JEH7==? F;H?E:?9?
 B; L7H?7P?ED? :;B F?7DE JH?;DD7B;
:;BB7 performance
 B; L7H?7P?ED? :? 8?B7D9?E ;E :? ,** ;E :?
* "
 ?B H?;GK?B?8H?E :? 8?B7D9?E� &7 H;D:?9EDJ7P?ED; :;B 9?9BE :?
=;IJ?ED; :;BB7 performance 7LL?;D; F;H C;PPE :;B ,;D:?9ED�
JE�:?�8?B7D9?E�;�:;B�,7FFEHJEH;B7P?ED;�IKBB7 performance�
$B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance4�5
>7 F;H E==;JJE B7 L7BKJ7P?ED; :;BB7 performance 9ED H?<;H?�
C;DJE 7BB\7CC?D?IJH7P?ED; D;B IKE 9ECFB;IIE �performance

:? ;DJ;�� B7 L7BKJ7P?ED; :;BB7 performance ?D H?<;H?C;DJE 7BB;
7H;; :? H;IFEDI78?B?JS �:?H;P?ED?I;JJEH?� ?D 9K? I? 7HJ?9EB7 B\;DJ;
�performance :? KD?JS EH=7D?PP7J?L7�� B7 L7BKJ7P?ED; :;BB7 per-

formance ?D H;B7P?ED; 7B BEHE 9EDJH?8KJE ?D:?L?:K7B; 7B H7==?KD�
=?C;DJE :;=B? E8?;JJ?L? �performance ?D:?L?:K7B;�� &7 L7BKJ7�
P?ED; :;BB7 performance :? ;DJ; T 9EBB;=7J7 7BBE IJ7JE :? 7J�
JK7P?ED; 9ECFB;II?LE :;=B? E8?;JJ?L? :;IKDJ? :7B F?7DE :;BB7
performance ; :7B * "
 7B =H7:E :? IE::?I<7P?ED; :;? :;IJ?�
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D7J7H? :;BB; 7JJ?L?JS ; :;? I;HL?P?
 7BB\;<<?9?;DJ; ?CF?;=E :? H?IEH�
I; H?:K9;D:E ? 9EIJ? ; 7B H7==?KD=?C;DJE :? E8?;JJ?L? :? FHECE�
P?ED; :;BB; F7H? EFFEHJKD?JS� $B H?IKBJ7JE :? performance :? ;D�
J; T :7JE :7BB7 C;:?7 FED:;H7J7 :;BB; L7BKJ7P?ED? 9EDI;=K?�
J; :7BB; �?H;P?ED? ?D H;B7P?ED; 7B F;IE :;=B? E8?;JJ?L? 7II;=D7�
J?� &7 L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7 :? 9?7I9K�
D7 :?H;P?ED; T 9EBB;=7J7 7=B? E8?;JJ?L? FH;L?IJ? :7B F?7DE :;BB7
performance ; :7B * "
 7B =H7:E :? IE::?I<7P?ED; :;? :;IJ?�
D7J7H? :;BB; 7JJ?L?JS ; :;? I;HL?P?
 7B H7==?KD=?C;DJE :? E8?;JJ?�
L? :? FHECEP?ED; :;BB; F7H? EFFEHJKD?JS ; 7B 9ED<HEDJE 9ED 7B�
JH; IJHKJJKH; EH=7D?PP7J?L;� "B? E8?;JJ?L? 7II;=D7J? IEDE :;<?D?�
J? FH?C7 :;BB\?D?P?E :;BB\;I;H9?P?E :? H?<;H?C;DJE ; :;LEDE ;II;�
H; H?B;L7DJ? ; F;HJ?D;DJ? 7BB; FH?EH?JS FEB?J?9>; ;: 7BB; IJH7J;=?;
:;BB\7CC?D?IJH7P?ED;� IF;9?<?9? ; C?IKH78?B?� J7B? :7 :;J;HC?D7�
H; KD C?=B?EH7C;DJE :;BB7 GK7B?JS :;? I;HL?P? ;HE=7J? ; :;=B? ?D�
J;HL;DJ? ?D H7FFEHJE 7BB; H?IEHI; 7II;=D7J;� H?<;H?8?B? 7: KD 7H�
9E J;CFEH7B; :;J;HC?D7JE� 9EHH;B7J? 7BB7 GK7DJ?JS ; 7BB7 GK7B?JS
:;BB;�H?IEHI;�:?IFED?8?B?��9E;H;DJ?�9ED�=B?�7JJ?�:?�F?7D?<?97P?ED;�
$B 9ECKD; :? �;H=7CE >7 :;<?D?JE D;B H;=EB7C;DJE 9ECKD7B;
:? EH=7D?PP7P?ED; B; 97H7JJ;H?IJ?9>; F;H B7 DEC?D7 ; B7 9EC�
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FEI?P?ED; :;BB\)$0 DED9>U B; IK; 9ECF;J;DP;� �: E==? B\)$0
H?IKBJ7�9ECFEIJE�:?�JH;�C;C8H?�=?S�DEC?D7J?�
$B 9?9BE :? =;IJ?ED; :;BB7 performance :;L; J;D;H; D;9;II7�
H?7C;DJ; 9EDJE :;BB\7HJ?9EB7P?ED; ;I?IJ;DJ; :;B I?IJ;C7 :? 9ED�
JHEBB? ?DJ;HD?4�5 � $D F7HJ?9EB7H;
 ?B H799EH:E T 9ED ?B 9EDJHEBBE
IJH7J;=?9E 9>; T <?D7B?PP7JE 7 L;H?<?97H; ? H?IKBJ7J? :;BB; FEB?J?9>;
9ECKD7B? H?IF;JJE 7? 8?IE=D? :;B J;HH?JEH?E
 7BB; IJH7J;=?; ;: 7=B?
E8?;JJ?L? FH?EH?J7H?� ?B 9EDJHEBBE :? =;IJ?ED; 9>; T <?D7B?PP7JE 7
L;H?<?97H; ?B 9EDI;=K?C;DJE :;=B? E8?;JJ?L? :? =;IJ?ED; ?D:?L?�
:K7J? D;B * " ; D;B F?7DE :;JJ7=B?7JE :;=B? E8?;JJ?L? DED9>U
7 L7BKJ7H; ?B H7FFEHJE JH7 9EIJ? IEIJ;DKJ? ; H?IKBJ7J? 9EDI;=K?J?
C;:?7DJ; B\KJ?B?PP7P?ED; :? ?D:?97JEH? :? ;<<?9?;DP7 ;: ;9EDEC?�
9?JS� ?B 9EDJHEBBE :? H;=EB7H?JS 7CC?D?IJH7J?L7 ; 9EDJ78?B; 9>; T
ILEBJE :7 :?L;HI? IE==;JJ? 7BB\?DJ;HDE :;BB\;DJ; JH7 9K? ?B I;=H;�
J7H?E =;D;H7B;
 ?B H;IFEDI78?B; :;? I;HL?P? <?D7DP?7H?
 ? I?D=EB?
:?H?=;DJ?�;�?B��EBB;=?E�:;?�,;L?IEH?�
$B 9ECKD; :? �;H=7CE >7 H;9;DJ;C;DJ; ?DJH7FH;IE KD F;H9EH�
IE <EHC7J?LE :;? :?H?=;DJ? 9ED B\7C8?P?EIE ; I<?:7DJ; E8?;JJ?�
LE :? FH;:?IFEHH; ?B F?7DE :;BB7 performance :;B 9ECKD; :?
�;H=7CE D;BB\EH?PPEDJ; J;CFEH7B; :? �� =?EHD?� :7B �Q <;88H7?E
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���� 7B �� C7HPE ����� *;H <79?B?J7H; ?B FHE9;IIE :? H;:7P?E�
D; :;B F?7DE ; F;H I<HKJJ7H; B; I?D;H=?; :;H?L7DJ? :7BB; :?L;HI;
9ECF;J;DP; ; FHE<;II?ED7B?JS IL?BKFF7J; :7? :?H?=;DJ? 9ECK�
D7B?
 B7 :?H;P?ED; =;D;H7B; >7 IJ78?B?JE B7 BEHE IK::?L?I?ED; ?D
JH; =HKFF? :? B7LEHE ECE=;D;? ?D 87I; 7BB; C7J;H?; ; I;HL?P? :?
BEHE�9ECF;J;DP7�
$D�F7HJ?9EB7H;�?�=HKFF?�:?�B7LEHE�;H7DE�9EIV�9ED<?=KH7J?�

_ I;HL?P? 7BB7 F;HIED7� 9K? F7HJ;9?F7L7DE 9?DGK; :?H?=;DJ? H;�
IFEDI78?B? :? I;HL?P? IE9?7B? ; ;:K97J?L?
 I;HL?P? 9KBJKH7B? ; JK�
H?ICE
 $IJ?JKP?ED; F;H ? I;HL?P? 7BB7 F;HIED7
 FHE=;JJE -?9K�
H;PP7�KH87D7�;��EHFE�:?�FEB?P?7�BE97B;�

_ .;HH?JEH?E
 7C8?;DJ; ; ?D<H7IJHKJJKH;� 9K? F7HJ;9?F7L7DE I;JJ;
:?H?=;DJ? H;IFEDI78?B? :? IJHKJJKH7 D;BB; 7H;; J;9D?9>; :;BB;
FEB?J?9>;�:;B�J;HH?JEH?E�;�:;?�B7LEH?�FK88B?9?�

_ I;HL?P? :? staff ?DJ;HD?� 9K? F7HJ;9?F7L7DE GK7JJHE :?H?=;DJ? H;�
IFEDI78?B? :? IJHKJJKH7 D;BB; 7H;; �<<7H? ?IJ?JKP?ED7B?
 H?IEHI;
<?D7DP?7H?;�;��LLE97JKH7�9ECKD7B;�
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$B B7LEHE I? T ILEBJE 7JJH7L;HIE 9?DGK; ?D9EDJH? JH7 ? :?H?=;DJ? :;?
JH; =HKFF? :? B7LEHE ; -�� �E99ED? KD?J7C;DJ; 7 :K; CEC;D�
J? :? 9ED:?L?I?ED;
 ?DJ;=H7P?ED; ; IL?BKFFE :;B F?7DE :;BB7 per-

formance 7? GK7B? >7DDE F7HJ;9?F7JE JKJJ? ? :?H?=;DJ? ?D I;:KJ7
FB;D7H?7� $B IKFFEHJE :? -�� �E99ED? 7? :?H?=;DJ? :;B 9ECKD;
I? T 87I7JE IKBB7 9ED:?L?I?ED; :;B CE:;BBE :? H7FFH;I;DJ7P?E�
D; :;BB7 performance
 IKBB7 :;<?D?P?ED; :;BB; BE=?9>; :? <ED:E
F;H B7 C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance EH=7D?P�
P7J?L7 ; IKB CED?JEH7==?E ; ?DJ;=H7P?ED; :;B B7LEHE ILEBJE ?D
CE:E 7KJEDECE :7 9?7I9KD �?H?=;DJ;� &7 :?H;P?ED; =;D;H7�
B; >7 ILEBJE KD\?CFEHJ7DJ; <KDP?ED; :? ?CFKBIE 7BB7 H;:7P?E�
D; :;B F?7DE ; 7BB7 F7HJ;9?F7P?ED; 7JJ?L7 :? 9?7I9KD �?H?=;DJ;
; >7 EF;H7JE 9EC; H799EH:E 9EIJ7DJ; JH7 ? :?L;HI? 9EDJH?8KJ?
FHE:EJJ?� $B F;H9EHIE :? <EHC7P?ED; T IJ7JE KD\?CFEHJ7DJ; E997�
I?ED; :? 9EEH:?D7C;DJE ?DJ;HDE :;BB\7CC?D?IJH7P?ED; DED9>U
KD 7FFH;PP78?B; ;I;CF?E 9>; B; I?D;H=?; I<HKJJ7J; 7JJH7L;HIE
?B B7LEHE :? IGK7:H7 FEIIEDE 9ED:KHH; 7 ;IF;H?;DP; ;B;L78?B?
7�C?=B?EH�FH7J?97�
$B F?7DE :;BB7 performance ���� ����� FH;:?IFEIJE :7? :?H?�
=;DJ? :;B 9ECKD; :? �;H=7CE <EHD?I9; KD7 L?I?ED; :\?DI?;C;
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:;=B? 7C8?J? BKD=E ? GK7B? ?B 9ECKD; :? �;H=7CE C?IKH7 ; L7�
BKJ7�B7�IK7 performance�
$D F7HJ?9EB7H; ?B F?7DE :;BB7 performance ?:;DJ?<?97 9?DGK; 7C�
8?J?�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�

_ *HE=H7CC? IJH7J;=?9?� ?B 9ECKD; :? �;H=7CE >7 ?:;DJ?<?97JE
IKBB7 87I; :;BB; B?D;; FHE=H7CC7J?9>; :? C7D:7JE ����
����� B; FH?EH?JS IJH7J;=?9>; :;BB\;DJ;
 ?:;DJ?<?97D:E B; <7I?
F;H B7 BEHE 7JJK7P?ED; ; =B? ?D:?97JEH? F;H C?IKH7HD; ; L7BK�
J7HD;�B7 performance�

_ �JJ?L?JS ; I;HL?P?� ?B 9ECKD; :? �;H=7CE >7 ?:;DJ?<?97JE B;
7JJ?L?JS ; ? I;HL?P? 9>?7L; ;HE=7J? 7 9?JJ7:?D? ; 7BJH? FEHJ7JEH?
:? ?DJ;H;II; ?:;DJ?<?97D:E F;H 9?7I9KDE :? ;II? ?D:?97JEH? :?
GK7DJ?JS
�GK7B?JS
�;<<?9?;DP7�;:�;<<?979?7�

_ -J7JE :? I7BKJ;� ?B 9ECKD; :? �;H=7CE >7 ?:;DJ?<?97JE ?D�
:?97JEH? LEBJ? 7BB7 C?IKH7P?ED; ; L7BKJ7P?ED; :;BB\;GK?B?8H?E
;9EDEC?9E Y <?D7DP?7H?E :;BB\;DJ;
 :;BB7 I7BKJ; EH=7D?PP7J?�
L7 :;BB\EH=7D?PP7P?ED; ; :;BB7 I7BKJ; :;BB; H;B7P?ED? 9ED ?
9?JJ7:?D?�;�7BJH?�FEHJ7JEH?�:?�?DJ;H;II;�
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_ $CF7JJ?� ?B 9ECKD; :? �;H=7CE >7 ?:;DJ?<?97JE =B? ?CF7JJ? 9>;
9ED9EHH;�7�FHE:KHH;�IKB�J;HH?JEH?E�:?�H?<;H?C;DJE�

_ benchmarking� ?B 9ECKD; :? �;H=7CE >7 ?:;DJ?<?97JE =B? 7C�
8?J? ; 7BJH; 7CC?D?IJH7P?ED? 9ECKD7B? 9ED 9K? ?D?P?7H; KD 9ED�
<HEDJE�

$B F?7DE :;BB7 performance
 7:EJJ7JE :;<?D?J?L7C;DJ; :7 F7HJ;
:;BB7 =?KDJ7 9ECKD7B; D;B C;I; :? C7==?E ���� ; ?B H;B7J?LE
:E9KC;DJE :? H;D:?9EDJ7P?ED; �B7 H;B7P?ED; IKBB7 perfor-

mance� IEDE IJ7J? 9ED9;F?J? 9EC; IJHKC;DJ? I;CFB?9?
 :? <79?B;
9ECFH;DI?ED;
 7BJ7C;DJ; ?DJ;H7JJ?L? ; 9ED B\E8?;JJ?LE DED IEBE
:? F;HC;JJ;H; 7BB\7CC?D?IJH7P?ED; :? H799EDJ7H; GK;BBE 9>; >7
<7JJE
 9>; IJ7 <79;D:E ; 9>; H;7B?IJ?97C;DJ; <7HS C7 7D9>; :?
7LL?9?D7H; ? 9?JJ7:?D? ; =B? 7BJH? FEHJ7JEH? :? ?DJ;H;II; 7BB7 FHEFH?7
7CC?D?IJH7P?ED;�9ECKD7B;�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE a ����D7B?I?�:;B�I?IJ;C7�:?
C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7 a ����$DDEL7P?ED?�D;?�I?IJ;�
C?�:?�C?IKH7P?ED;�H;7B?PP7J;�D;=B?�KBJ?C?�7DD?

I sistemi informativi
$B 9ECKD; :? �;H=7CE FH;I;DJ7 KD B?L;BBE :? ?D<EHC7J?PP7P?ED;
9>; FKW ;II;H; :;<?D?JE :?I9H;JE
 7D9>; I; 9ECFB;II?L7C;D�
J; ?B B?L;BBE :? ?DJ;=H7P?ED; :;B I?IJ;C7 ?D<EHC7J?LE 7P?;D:7B; T
87IIE� $D F7HJ?9EB7H;
 ?B 9ECKD; :? �;H=7CE DED T :EJ7JE :?
KD I?IJ;C7 :? F?7D?<?97P?ED; :;BB; H?IEHI; :\?CFH;I7 �I?IJ;C7
 ,* E :? KD I?IJ;C7 =;IJ?ED7B; ;GK?L7B;DJ;� 9>; ?DJ;=H7 JKJJ?
? FHE9;II? :? business H?B;L7DJ? :? KD\7P?;D:7 E :? KD ;DJ; FK8�
8B?9E� &; ?D<EHC7P?ED? H;B7J?L; 7=B? E8?;JJ?L? 7II;=D7J? ; 7B B?�
L;BBE :? H7==?KD=?C;DJE :;=B? IJ;II? DED9>U 7BB; performance

:;BB\7CC?D?IJH7P?ED; IEDE :?<<KI; 7BB\?DJ;HDE C;:?7DJ; KD7 in-

tranet� ?D F7HJ?9EB7H; B\7FFB?97J?LE :;B * " T :?IFED?8?B; 7? :?�
H?=;DJ?�;�7BB;�FEI?P?ED?�EH=7D?PP7J?L;�IKBB7 intranet�
*;H GK7DJE H?=K7H:7 ?B 9ECKD; :? �;H=7CE
 ;I?IJEDE :?L;HI?
:E9KC;DJ? 9>; :;I9H?LEDE B7 IJH7J;=?7 :;BB\;DJ; ?D C7J;H?7
:? e-government� (;BB7 <7JJ?IF;9?;
 ?B 9ECKD; :? �;H=7CE T
9E?DLEBJE ?D :K; FHE=;JJ? :? e-government� =;IJ?I9; ?B FHE=;J�
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JE :? e-government ]*)&$- �ECKD;�C?9E�D;J^ :? 9K? T ?B 97�
FE<?B7 D7P?ED7B;� $B FHE=;JJE *)&$- �ECKD;�C?9E�D;J 7L;L7
B\E8?;JJ?LE :? <EHD?H;
 JH7C?J; 97D7B? :?L;HI?<?97J?
 KD DK9B;E I?�
=D?<?97J?LE :? I;HL?P? ?DJ;=H7J? on-line 7 9?JJ7:?D?
 FHE<;II?ED?IJ?
; ?CFH;I; :7 F7HJ; :? JKJJ? =B? ;DJ? 9E?DLEBJ? D;B FHE=;JJE IJ;IIE�
?DEBJH; ?B FHE=;JJE 7L;L7 B\E8?;JJ?LE :? 7JJ?L7H; KD F799>;JJE :?
I;HL?P? J;B;C7J?9? :? 9ECKD?97P?ED; ; 9EEF;H7P?ED; 7FFB?97�
J?L7 F7H?J;J?97 F;H JKJJ? =B? ;DJ? :;BB\7==H;=7P?ED; ; L;HIE 7BJH?
;DJ? ?DJ;H;II7J? I?7 7 B?L;BBE 9;DJH7B; 9>; 7 B?L;BBE BE97B;� $B I;�
9ED:E FHE=;JJE :? e-government ?D 9K? ?B 9ECKD; :? �;H=7CE
T 9E?DLEBJE T GK;BBE H;B7J?LE 7B I?IJ;C7 $D<EHC7J?LE ";E=H7<?�
9E $DJ;=H7JE �-$"$�� $B I?IJ;C7 $D<EHC7J?LE ";E=H7<?9E :;B 9E�
CKD; :? �;H=7CE ?DJ;=H7 DKC;HEI? IEJJEI?IJ;C?
 :;:?97J? 7BB7
=;IJ?ED; :? IF;9?<?9>; 7H;; :;B 9ECKD;
 9>; ?DJ;H7=?I9EDE JH7
BEHE ; 9ED:?L?:EDE
 ?D JKJJE E ?D F7HJ;
 B; BEHE 87D9>; :7J?� &7
=;IJ?ED; :;B I?IJ;C7 T 7<<?:7J7 7BB\ �=;DP?7 -$.
 9>; =7H7DJ?�
I9; B\?DJ;=H7P?ED; JH7 ? :?L;HI? IEJJEI?IJ;C? ; ILEB=; KD HKEBE
:? 9EDIKB;DP7 J;9D?97 ; :? IKFFEHJE D;? 9ED<HEDJ? :;? :?L;HI?
I;JJEH? :;B 9ECKD;� �BB\�=;DP?7 -$. 9ECF;J; 7D9>; B7 =;IJ?E�
D; :;? :7J? J;HH?JEH?7B? :? ?DJ;H;II; =;D;H7B; GK7B? B7 97HJE=H7<?7
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J;9D?97 ; B7 C7DKJ;DP?ED; :;B -$. /H87D?IJ?9E� "B? KJ;DJ? :;B
I?IJ;C7 IEDE =B? KJ;DJ? ;IJ;HD?
 9?JJ7:?D?
 FHE<;II?ED?IJ? ; DED

9>; 9>?;:EDE ?D<EHC7P?ED? :? 97H7JJ;H; J;HH?JEH?7B; E FH;I;DJ7�
DE ?IJ7DP; F;H ?DJ;HL;DJ? ;:?B?P?
 =B? K<<?9? 9ECKD7B?
 9>; KJ?B?P�
P7DE ;: 7B?C;DJ7DE B; ?D<EHC7P?ED? :;B I?IJ;C7� $DEBJH; ?B 9E�
CKD; :? �;H=7CE >7 IL?BKFF7JE B7 -JH7J;=?7 �;H=7CE ����
� $B 9ECKD; :?=?J7B; 9>; T KD FHE=;JJE JH7IL;HI7B; 7BB\?DJ;H7
IJHKJJKH7
 F;H ?B GK7B; T IJ7JE 7JJ?L7JE KD =HKFFE :? B7LEHE LEBJE
7BB7 :;C7J;H?7B?PP7P?ED; :;? FHE9;:?C;DJ? 7CC?D?IJH7J?L? ; 7B�
B7�=;IJ?ED; on-line :;?�I;HL?P?�7?�9?JJ7:?D?�
�BB\?DJ;HDE :;BB\7CC?D?IJH7P?ED; 9ECKD7B; :? �;H=7CE ;I?IJE�
DE :K; 7HJ?9EB7P?ED? EH=7D?PP7J?L; 9>; I? E99KF7DE :;BB7 FHE�
=;JJ7P?ED;
 7:;I?ED; ;: 7JJK7P?ED; :;? FHE=;JJ? :? e-govern-

ment� B7 FH?C7 T ?B I?IJ;C7 ?D<EHC7J?LE 7P?;D:7B; C;DJH; B7
I;9ED:7 T ?B I?IJ;C7 ?D<EHC7J?LE J;HH?JEH?7B; ��=;DP?7 -$.��
+K;IJ; :K; 7HJ?9EB7P?ED?
 JH7 B; 7BJH; <KDP?ED?
 =7H7DJ?I9EDE
9>; B\7CC?D?IJH7P?ED; 788?7 KD I?JE 7==?EHD7JE F;H?E:?97C;D�
J; 9ED ?D<EHC7P?ED? IKBB; 7JJ?L?JS ;: ? I;HL?P? ILEBJ? DED9>U 9>;
=7H7DJ?I97DE ?B <KDP?ED7C;DJE :;? I;HL?P? on-line 7 9?JJ7:?D?

FHE<;II?ED?IJ?�;:�?CFH;I;�
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�7 KD FKDJE :? L?IJ7 EH=7D?PP7J?LE ; C7D7=;H?7B;
B\7CC?D?IJH7P?ED; 9ECKD7B; :? �;H=7CE DED ;HE=7 7? FHEFH?
:?H?=;DJ?
 <KDP?ED7H? ; :?F;D:;DJ? 9EHI? :? <EHC7P?ED; IK? J;C?
H;B7J?L? 7BB\?DDEL7P?ED; J;9DEBE=?97 ; :? e-government� $DEBJH;
7 97KI7 :;B HKEBE C7H=?D7B; ILEBJE :7BB\7HJ?9EB7P?ED; EH=7D?P�
P7J?L7 9>; I? E99KF7 :;B I?IJ;C7 ?D<EHC7J?LE 7P?;D:7B; ? FHE�
=;JJ? :? e-government JHEL7DE ?B BEHE <?D7DP?7C;DJE 7BB\?DJ;HDE
:? 9?7I9KD7 :;BB; :?H;P?ED? ;E I;HL?P? 9EC; IF;I; 9EHH;DJ? ;
IF;I;�?D�9EDJE�97F?J7B;�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE a ����D7B?I?�:;B�I?IJ;C7�:?
C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7 a ����$DDEL7P?ED?�D;?�I?IJ;�
C?�:?�C?IKH7P?ED;�H;7B?PP7J;�D;=B?�KBJ?C?�7DD?

Il sistema di misurazione e valutazione della
performance individuale
$B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance ?D�
:?L?:K7B; T IJ7JE E==;JJE :? KD7 I?=D?<?97J?L7 7P?ED; :? CE:?<?�
97 ; H?EH=7D?PP7P?ED; ; ?B DKELE I?IJ;C7 L;HHS KJ?B?PP7JE 7 F7H�
J?H; :7BB\7DDE ?D 9EHIE� $B FH;9;:;DJ; I?IJ;C7 :? C?IKH7P?ED;
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; L7BKJ7P?ED; :;BB7 performance :;B F;HIED7B; :?H?=;DJ; J;�
D;L7 9EDJE :;=B? E8?;JJ?L? H7==?KDJ? :7BB\;DJ; ; :7BB\7H;7 :?H;JJ7
:7B I?D=EBE �?H?=;DJ; IKBB7 87I; :;=B? ?D:?97JEH? 9EDJ;DKJ? D;B
* " ; D;B F?7DE :;JJ7=B?7JE :;=B? E8?;JJ?L? DED9>U IKBB; 9EC�
F;J;DP; C7D7=;H?7B? ; FHE<;II?ED7B? :?CEIJH7J; ; IKBB7 97F7�
9?JS :? L7BKJ7H; ? FHEFH? 9EBB78EH7JEH?� $B CE:;BBE H?F7HJ?L7 ? F;�
I? D;B I;=K;DJ; CE:E� ��� :;BB7 L7BKJ7P?ED; :;BB7 :?H?=;DP7
;H7 87I7JE IKB H7==?KD=?C;DJE :;=B? E8?;JJ?L?
 ?B ��� IKB 9ED�
JHEBBE :? =;IJ?ED; ; ?B H;IJ7DJ; ��� IKBB7 9EBB78EH7P?ED; 9ED
B7 :?H;P?ED; =;D;H7B;� $D F7HJ?9EB7H;
 B7 L7BKJ7P?ED; IKB 9ED�
JHEBBE :? =;IJ?ED; I? IEIJ7DP?7 D;BB7 97F79?JS :? =;IJ?ED; :;BB;
H?IEHI; ;9EDEC?9>; 7II;=D7J; D;BB\EJJ?97 :;B F;HI;=K?C;DJE
:? B?L;BB? I;CFH; C7==?EH? :? ;<<?9?;DP7 ;: ;9EDEC?9?JS
 I;DP7
7BJ;H7H; ? B?L;BB? :? ;<<?979?7
 ?DEBJH;
 I? IEIJ7DP?7 D;BB7 97F79?JS
:? :;<?D?P?ED; :;=B? E8?;JJ?L?
 :? JH7:KP?ED; :;=B? E8?;JJ?L? ?D F?7�
D? :? 7P?ED; ; :? 9EEH:?D7C;DJE ; EJJ?C?PP7P?ED; :;BB; H?IEHI;
KC7D; 7II;=D7J;
 :? FHECEP?ED; :;BB\?DDEL7P?ED; J;9DEBE=?�
97 ; :? H?IEBKP?ED; :? FHE8B;C? DKEL? ;: ?CFH;L?IJ? 7JJ?L7D:E B;
H?IEHI; 9EDJHEBB7J;� &7 L7BKJ7P?ED; :;? H7FFEHJ? 9ED B7 :?H?=;D�
P7
 ?DL;9;
 I? 87I7 IKBB7 97F79?JS :? ?DJ;H7=?H; FHE<?9K7C;DJ;
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9ED B7 :?H;P?ED; =;D;H7B; 7B <?D; :? 9EDJH?8K?H; 7BB\7JJK7P?ED; :?
KD CE:;BBE EH=7D?PP7J?LE J;IE 7BB7 L7BEH?PP7P?ED; ; H;IFEDI7�
8?B?PP7P?ED; :;B :?H?=;DJ; IJ;IIE ?D KD\EJJ?97 :? C?=B?EH7C;D�
JE 9EDJ?DKE :;BB\;DJ; ; :;? I;HL?P? :7BBE IJ;IIE ;HE=7J?� �ED ?B
DKELE I?IJ;C74�5 B7 L7BKJ7P?ED; :;BB7 performance ?D:?L?:K7�
B; :;? :?H?=;DJ? T 9EBB;=7J7 F;H ?B ��� 7=B? E8?;JJ?L? :? ;DJ; D;B
BEHE 9ECFB;IIE �performance :? ;DJ;�
 F;H ?B ��� 7=B? E8?;JJ?�
L? 7II;=D7J? 7 9?7I9KD7 :?H;P?ED; ; 9EDJ;DKJ? D;B * " ; D;B
F?7DE :;JJ7=B?7JE :;=B? E8?;JJ?L?
 ?B H;IJ7DJ; ��� 7BB; 9ECF;�
J;DP; C7D7=;H?7B? ; FHE<;II?ED7B? :?CEIJH7J;
 7BB7 97F79?JS :?
L7BKJ7P?ED; :;? FHEFH? 9EBB78EH7JEH? :?CEIJH7J7 JH7C?J; KD7 I?�
=D?<?97J?L7�:?<<;H;DP?7P?ED;�:;?�=?K:?P?�
$B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance

:;B F;HIED7B; DED :?H?=;DP?7B; D;B FH;9;:;DJ; I?IJ;C7 87�
I7L7 F7HJ; :;BB7 L7BKJ7P?ED; ?D:?L?:K7B; IKBB7 performance

:;BB\KD?JS EH=7D?PP7J?L7 ?D 9K? T ?DI;H?JE ?B B7LEH7JEH;
 F7HJ; :;B�
B7 L7BKJ7P?ED; 7? 9ECFEHJ7C;DJ? EH=7D?PP7J?L?
 C7 DED B7 per-

formance EH=7D?PP7J?L7 :;BB\;DJ;� $B FH;9;:;DJ; I?IJ;C7 ;H7
9ECFEIJE :? GK7JJHE I9>;:; :? L7BKJ7P?ED;� KD7 F;H B; 97J;�
=EH?; ]�^ ; ]�^ 9>; C?IKH7L7 ; L7BKJ7L7 B7 9EDEI9;DP7 :;B B7�
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LEHE
 B\7KJEDEC?7 ; B\7<<?:78?B?JS
 B7 97F79?JS EH=7D?PP7J?L7 ; BE
IF?H?JE :? ?D?P?7J?L7
 B7 GK7B?JS :;BB\;I;9KP?ED; ; B7 FH;9?I?ED;

B\EH?;DJ7C;DJE 7B H?IKBJ7JE ; B\;<<?9?;DP7 EF;H7J?L7
 ? H7FFEHJ? ?D�
J;HF;HIED7B? ; ?B B7LEHE :? =HKFFE
 B\?DDEL7J?L?JS ; B\7:7JJ78?B?JS

B7 C7DK7B?JS� &7 I;9ED:7 I9>;:7 :? L7BKJ7P?ED; ;H7 F;H B;
97J;=EH?; ]�^ ; ]�^ 9>; C?IKH7L7 ; L7BKJ7L7 B; 9ECF;J;DP;
J;9D?9E�FHE<;II?ED7B?
 B7 H;IFEDI78?B?JS :;9?I?ED7B; ; B7 I;DI?�
8?B?JS ;9EDEC?97
 B7 9ECKD?97P?ED; ; B7 H;B7P?ED;
 B7 97F79?�
JS :? ?DJ;=H7P?ED; EH=7D?PP7J?L7
 B\EH?;DJ7C;DJE 7BB\KJ;DJ; ?D�
J;HDE ;: ;IJ;HDE
 B\EH?;DJ7C;DJE 7B H?IKBJ7JE
 B\?DDEL7J?L?JS ;
B\7:7JJ78?B?JS
 B7 97F79?JS :? IEBKP?ED; :;? FHE8B;C?� &7 L7BKJ7�
P?ED; :;BB; FH;IJ7P?ED? :? H;IFEDI78?B? :? FEI?P?ED; EH=7D?PP7�
J?L7 I? 87I7 F;H ?B ��� 7B 9EDI;=K?C;DJE :;=B? E8?;JJ?L? =;IJ?E�
D7B? :;B * "
 F;H ?B ��� IKBB7 =;IJ?ED; :;BB; H?IEHI; KC7D;
; IKB 9B?C7 ?DJ;HDE EFFKH; ?D 7BJ;HD7J?L7 B\7BJ7 FHE<;II?ED7B?JS
;IFH;II7 ; F;H ?B H;IJ7DJ; ��� B\?DJ;=H7P?ED; EH=7D?PP7J?L7 ?D
F7HJ?9EB7H; 9ED B7 :?H;P?ED; =;D;H7B;� &\KBJ?C7 I9>;:7
 9>; I?
7FFB?97 7 JKJJ; B; 97J;=EH?; FHE<;II?ED7B? :? B?L;BBE DED :?H?=;D�
P?7B;
 L7BKJ7 ?B =H7:E :? F7HJ;9?F7P?ED; :? 9?7I9KD 9EBB78EH7JE�
H; 7B H7==?KD=?C;DJE :;=B? E8?;JJ?L? 7DDK7B? :;B * "� &7 L7BK�
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J7P?ED; I? 87I7 IK KD7 I97B7 :? FKDJ;==? :7 P;HE 7 9;DJE� �ED
?B DKELE I?IJ;C7 :? C?IKH7P?ED; :;BB7 performance ?D:?L?:K7�
B; :;B F;HIED7B; 9ED GK7B?<?97 DED :?H?=;DP?7B;4�5 
 B7 L7BKJ7�
P?ED; I? 87I7
 J;D;D:E 9EDJE :;BB; CE:7B?JS :;<?D?J; D;? 9ED�
JH7JJ? :;9;DJH7J? ?DJ;=H7J?L?
 IKBB7 L7BKJ7P?ED; 9ECFB;II?L7 :;B�
B7 IJHKJJKH7 EH=7D?PP7J?L7 D;BB7 GK7B; T ?DI;H?JE 9?7I9KD :?F;D�
:;DJ; ; IKB H7==?KD=?C;DJE :? IF;9?<?9? E8?;JJ?L? ?D:?L?:K7B?� &7
L7BKJ7P?ED; T E==;JJE :? KD 7FFEI?JE 9EBBEGK?E 9ED 9?7I9KD :?�
F;D:;DJ; F;H B\7JJH?8KP?ED; :;<?D?J?L7 :;B FKDJ;==?E KJ?B; F;H ?B
97B9EBE :;BB7 H;JH?8KP?ED; :? FHE:KJJ?L?JS
 E :? H?IKBJ7JE F;H ? H;�
IFEDI78?B? :? FEI?P?ED; EH=7D?PP7J?L7
 DED9>U F;H B7 FHE=H;I�
I?ED;�;9EDEC?97�;�:?�97HH?;H7�
$B I?IJ;C7 FH;C?7DJ;4��5 T 9ECFEIJE :7BB\?DI?;C; :;? JH7JJ7�
C;DJ? ; :;? FH;C? I?7 ;9EDEC?9? 9>; :? 97HH?;H7 FH;L?IJ? D;? B?�
C?J? :;BB; H?IEHI; :?IFED?8?B? F;H B7 9EDJH7JJ7P?ED; ?DJ;=H7J?L7

B7 :?IJH?8KP?ED; :? J7B? FH;C? ;II;D:E 9EBB;=7J7 7BB7 L7BKJ7P?E�
D; :;BB7 performance DED FKW 7LL;D?H; I; DED IK99;II?L7�
C;DJ; 7BB; L7BKJ7P?ED? FH;L?IJ; :7B I?IJ;C7 ; DED FEIIEDE ;I�
I;H; 9EHH?IFEIJ? ?D9;DJ?L? ; FH;C? ?D C7D?;H7 ?D:?<<;H;DP?7J7 E
IKBB7 87I; :? 7KJEC7J?IC?� $D F7HJ?9EB7H;
 ?B I?IJ;C7 FH;L;:;
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B7 IK::?L?I?ED; ?D GK7JJHE <7I9; :? C;H?JE F;H ?B F;HIED7B; 9ED
GK7B?<?97 DED :?H?=;DP?7B;� ?B ��� :;B F;HIED7B; :;L; 7FF7H�
J;D;H; 7BB7 <7I9?7 ]�^
 ?B ��� 7BB7 <7I9?7 ]�^
 ?B ��� 7BB7 <7�
I9?7 ]�^ ; ?B H;IJ7DJ; �� 7BB7 <7I9?7 ]�^� *;H ?B F;HIED7B; 9ED
GK7B?<?97 :?H?=;DP?7B; B\7HJ?9EB7P?ED; :;BB; <7I9; :? C;H?JE T 9E�
IV :;<?D?J7� ��� :;? :?H?=;DJ? ?D <7I9?7 ]�^
 ��� :;? :?H?=;DJ?
?D <7I9?7 ]�^
 ��� :;? :?H?=;DJ? ?D <7I9?7 ]�^ ; ?B H;IJ7DJ; ���
?D <7I9?7 ]�^� "B? IJHKC;DJ? :? IL?BKFFE :;BB; 9ECF;J;DP; ; :?
9H;I9?J7 :;B HKEBE EH=7D?PP7J?LE KJ?B?PP7J; :7B 9ECKD; :? �;H�
=7CE IEDE GK;BB; ?D:?L?:K7J; :7B �� &=I� ������� 4&;==? ?B
J;IJE ?D H;J; 5 ; ?D F7HJ?9EB7H; IEDE 9EIV :;<?D?J;� FHE=H;II?ED?
;9EDEC?9>; EH?PPEDJ7B?
 FHE=H;II?ED? :? 97HH?;H7 JH7 97J;=EH?;
:?L;HI;
 7JJH?8KP?ED; :? ?D97H?9>? ; H;IFEDI78?B?JS ; 799;IIE 7
F;H9EHI? :? 7BJ7 <EHC7P?ED; ; :? 9H;I9?J7 FHE<;II?ED7B;� $DEBJH;
T 9EDJ;CF;H7JE 7D9>; ?B 8EDKI 7DDK7B; :;BB; ;99;BB;DP; ; ?B
FH;C?E�7DDK7B;�F;H�B\?DDEL7P?ED;�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE a ����D7B?I?�:;B�I?IJ;C7�:?
C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7

1.3 Review del sistema di misurazione della
performance organizzativa

Le condizioni abilitanti
)8?;JJ?LE :? GK;IJ7 I;P?ED; T GK;BBE :? FH;I;DJ7H; =B? ;B;C;DJ?
78?B?J7DJ? ?B FHE9;IIE :? ?DDEL7P?ED; :;B I?IJ;C7 :? C?IKH7P?E�
D; ; L7BKJ7P?ED; :;BB7 performance 9>; 9EDJH7::?IJ?D=KEDE ?B
9ECKD; :? �;H=7CE� $D F7HJ?9EB7H;
 I? 7D7B?PP7DE B; H;IFED�
I78?B?JS ; B7 governance
 ?B I?IJ;C7 :? FHE=H7CC7P?ED; ; 9ED�
JHEBBE�;�B7�=;IJ?ED;�:;BB;�H?IEHI;�KC7D;�
';JE:EBE=?97C;DJ; B\7D7B?I? :;BB; 9ED:?P?ED? 78?B?J7DJ? I? T 87�
I7J7 IK KD C?N :? 7D7B?I? :;? :E9KC;DJ? ; ?DJ;HL?IJ; 9ED 7JJEH?
9>?7L;� $D F7HJ?9EB7H;
 T IJ7JE 7D7B?PP7JE ?B H;=EB7C;DJE4��5
IKBB\EH:?D7C;DJE =;D;H7B; :;=B? K<<?9? ; :;? I;HL?P? ;
B\EH=7D?=H7CC7 :;B 9ECKD; :? �;H=7CE� $B H;=EB7C;DJE
 H;�
9;DJ;C;DJ; CE:?<?97JE ; 7FFHEL7JE :7BB7 =?KDJ7 9ECKD7B;
 I?
7HJ?9EB7 ?D I;? I;P?ED? 9>; 9EFHEDE 7 L7H? B?L;BB? ; 9ED :?L;HIE



=H7:E :? 7FFHE<ED:?C;DJE B; :?L;HI; 7H;; :? 7P?ED; 7CC?D?�
IJH7J?L7 :;BB\;DJ;� �;BB\EH=7D?=H7CC7 :;B 9ECKD; :? �;H=7CE
I? T 7CF?7C;DJ; F7HB7JE D;BB7 F7HJ; ?DJHE:KJJ?L7 7B FH;I;DJ;
H7FFEHJE�
"B? 7BJH? :E9KC;DJ? 7D7B?PP7J? IEDE IJ7J? B; B?D;; FHE=H7CC7�
J?9>; :? C7D:7JE
 B7 ,**
 ?B * " ; ?B F?7DE :;JJ7=B?7JE :;=B?
E8?;JJ?L?� &; B?D;; FHE=H7CC7J?9>; :? C7D:7JE IEDE 7FFHEL7�
J; :7B 9EDI?=B?E 9ECKD7B; IK FHEFEIJ7 :;BB7 =?KDJ7 ; IF;9?<?�
97DE ? 9EDJ;DKJ? :;B FHE=H7CC7 :? C7D:7JE ?D KD :E9KC;D�
JE :? :;JJ7=B?E 9>; :;I9H?L; B; FEB?J?9>; :;BB\7CC?D?IJH7P?ED;�
&; B?D;; FHE=H7CC7J?9>; IEDE FK88B?97J; IKB I?JE :;BB\;DJ;�
$D F7HJ?9EB7H;
 ?B 9ECKD; :? �;H=7CE >7 ?:;DJ?<?97JE
 7JJH7L;H�
IE B; B?D;; FHE=H7CC7J?9>;4��5 
 9?DGK; =H7D:? E8?;JJ?L? 9>;
B\7CC?D?IJH7P?ED; ?DJ;D:; H;7B?PP7H; D;B 9EHIE :;B GK?DGK;D�
D?E ���� Y ����� �;H=7CE IEB?:7B;
 �;H=7CE I?9KH7
 �;H=7�
CE 9>; 9H;I9; D;BB7 JH7:?P?ED;
 �;H=7CE :;BB; =H7D:? EF;H;

�;H=7CE�JKH?IJ?97�
&7 ,**
 7BB;=7J7 7B 8?B7D9?E :? FH;L?I?ED;
 T IJHKJJKH7J7 ?D FHE�
=H7CC? :? ?DJ;HL;DJE :? 7CF?E H;IF?HE ? GK7B? DED IEDE C?IKH7�
J? ; CED?JEH7J? :7 ?D:?97JEH?� $ FHE=H7CC? ?D:?L?:K7J? :7BB\;DJ;
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F;H GK7DJE H?=K7H:7
 B7 ,** ���� Y ���� IEDE KD:?9?� H?IEH�
I;
 I;HL?P? =;D;H7B?
 9EIJ? =;D;H7B? DED 7JJH?8K?8?B?
 I;HL?P? ;:K�
97J?L?
 I;HL?P? 9KBJKH7B? ; JKH?IJ?9?
 I;HL?P? IE9?7B?
 I?9KH;PP7
 CE�
8?B?JS
 7C8?;DJ;
 J;HH?JEH?E ; ?IJ?JKP?ED; I;HL?P? 7BB7 F;HIED7�
$B * " 7II?9KH7 ?B D;9;II7H?E 9EBB;=7C;DJE JH7 =B? E8?;JJ?L? ;
B\7BBE97P?ED; :;BB; H?IEHI;� R 7FFHEL7JE :7BB7 =?KDJ7 ;: T EH�
=7D?PP7JE ?D CE:E :7 H?IF;JJ7H; B\7HJ?9EB7P?ED; EH=7D?PP7J?L7
:;BB\;DJ;� $D ;IIE IEDE ?D:?L?:K7J? ?D:?97JEH? :? GK7DJ?JS ; :? ;<�
<?9?;DP7 9>; C?IKH7DE ?B H7==?KD=?C;DJE :;=B? E8?;JJ?L? FH;:;�
<?D?J?�
)BJH; 7BB\7D7B?I? :;? :E9KC;DJ? IEFH7 9?J7J? I? T FHE9;:KJE 9ED
?DJ;HL?IJ; 7B :?H;JJEH; =;D;H7B; ; 7B H;IFEDI78?B; :;BB7 �?L?I?E�
D; EH=7D?PP7P?ED; ; $DDEL7P?ED; 9>; >7DDE <EHD?JE KD7 L?�
I?ED; F?X 7CF?7 ; 9ECFB;J7 H?IF;JJE ?B GK7:HE :;BB; 9ED:?P?E�
D? 78?B?J7DJ? ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 per-

formance ?D H;B7P?ED; 7BB; ?D<EHC7P?ED? H;F;H?J; ;: 7D7B?PP7J;
D;?�:E9KC;DJ?�:;BB\;DJ;�
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Le responsabilità e la governance
/D7 JH7 B; 9ED:?P?ED; 78?B?J7DJ? ?B I?IJ;C7 :? C?IKH7P?ED; ;
L7BKJ7P?ED; :;BB7 performance T B;=7J7 7BB\?:;DJ?<?97P?ED; :;?
IE==;JJ? 9>; F7HJ;9?F7DE F?X E C;DE 7JJ?L7C;DJ; 7BB7 H;:7�
P?ED; :;? :E9KC;DJ? H;B7J?L? ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BK�
J7P?ED; :;BB7 performance ; 7BB\;<<;JJ?LE KJ?B?PPE :;BBE IJ;IIE
7BB\?DJ;HDE�:;BB\;DJ;�
&7 B?D;7 :? H;IFEDI78?B?JS 7CC?D?IJH7J?LE�=;IJ?ED7B; :;B 9E�
CKD; :? �;H=7CE T :;<?D?J7 ?D CE:E 9>?7HE ; FH;9?IE�
&\EH=7D?=H7CC7 :;BB7 IJHKJJKH7 7CC?D?IJH7J?L7 ?:;DJ?<?97 B;
7H;; :? ?DJ;HL;DJE :;B 9ECKD; ; B; H;IFEDI78?B?JS :? 9?7I9KD
:?H?=;DJ;� �?L;HI? :E9KC;DJ? JH7 9K? ?B H;=EB7C;DJE4��5
IKBB\EH:?D7C;DJE =;D;H7B; :;=B? K<<?9? ; ?B F?7DE :;BB; <KDP?ED?
:;<?D?I9EDE ; :;I9H?LEDE ? HKEB? ; B; H;IFEDI78?B?JS :;? :?L;HI?
IE==;JJ? EF;H7DJ? D;BB\;DJ;� &7 C?II?ED; ; B7 IJH7J;=?7
:;BB\;DJ;
 B; 9K? B?D;; IEDE :;<?D?J; 7 B?L;BBE :7B FEB?J?9E
 IEDE
7JJK7J; ?D I;:; 7CC?D?IJH7J?L7 9ED B7 F7HJ;9?F7P?ED; ; ?B 9ED�
JH?8KJE :? JKJJ? ? IE==;JJ? H?B;L7DJ? 7BB\?DJ;HDE :;BB\;DJ;� $B 9ECKD;
:? �;H=7CE >7 ?:;DJ?<?97JE
 ?DEBJH;
 B; 7H;; :? H;IFEDI78?B?JS
L;HIE B\;IJ;HDE� L;HIE ? 9?JJ7:?D?
 B; ?CFH;I; ; =B? 7BJH? FEHJ7JEH?
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:? ?DJ;H;II; :;B 9ECKD;� (;BB7 <7JJ?IF;9?; ?B FHE=H7CC7 :? JH7�
IF7H;DP7 :;B 9ECKD; IF;9?<?97 ?D CE:E 9>?7HE ; FH;9?IE HKEB?
; H;IFEDI78?B?JS :;? IE==;JJ? 9>; H?9EFHEDE FEI?P?ED? 9ED KD
<EHJ; ?CF7JJE D;? 9ED<HEDJ? :? J;HP? ; IF;9?<?97 GK7B? I;HL?P? FK8�
8B?9? IEDE IJ7J? ;IJ;HD7B?PP7J? ; 7 GK7B? IE==;JJ? <7H; H?<;H?C;D�
JE�
&7 :;<?D?P?ED; :;BB; H;IFEDI78?B?JS 7BB\?DJ;HDE :;BB\;DJ; T FH;�
I;DJ; D;B =?S 9?J7JE H;=EB7C;DJE IKBB\EH:?D7C;DJE =;D;H7B;
:;=B? K<<?9? ; :;? I;HL?P?
 9EIV 9EC; D;BB\EH=7D?=H7CC7
:;BB\;DJ;�  DJH7C8? ? :E9KC;DJ? ?:;DJ?<?97DE F;H 9?7I9KD HKEBE

:?H;JJEH; =;D;H7B;
 :?H?=;DJ? ; FEI?P?ED? EH=7D?PP7J?L; 9>?7H;
9ECF;J;DP; ; H;IFEDI78?B?JS� � GK;IJ? IE==;JJ?
 B7 ,** 7JJH?�
8K?I9; E8?;JJ?L? :? H?IKBJ7JE :7 H7==?KD=;H; :? 97H7JJ;H; IJH7J;�
=?9E
 C;DJH; ?B * " ; ?B F?7DE :;JJ7=B?7JE :;=B? E8?;JJ?L? 7JJH?�
8K?I9; BEHE E8?;JJ?L? :? H?IKBJ7JE :? 97H7JJ;H; =;IJ?ED7B; KD?J7�
C;DJ; 7BB; H?IEHI; F;H H7==?KD=;H; J7B? E8?;JJ?L?� .7B? :E9KC;D�
J? IEDE KJ?B?PP7J? 7B <?D; :;BB7 FH;:?IFEI?P?ED; :;? :E9KC;DJ?
:? H;D:?9EDJ7P?ED; :;BB; 7JJ?L?JS ILEBJ; :7BB\;DJ; ; :;? H?IKBJ7J?
9EDI;=K?J?� $D ;II?
 ;: ?D F7HJ?9EB7H; D;B * "
 B7 9K? F;H?E:?9?JS
:? CED?JEH7==?E T I;C;IJH7B;
 IEDE FH;I;DJ? 7P?ED? :? C?=B?E�
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H7C;DJE :;BB\7JJ?L?JS 7CC?D?IJH7J?L7 :;BB\;DJ; 7D9>; I;
 D;BB7
FH7J?97
 FH;L7B; B7 BE=?97 :;BB7 8KED7 =;IJ?ED; H?IF;JJE 7 GK;B�
B7�:;B�C?=B?EH7C;DJE�9EDJ?DKE�
/D\7BJH7 9ED:?P?ED; 78?B?J7DJ; ?B I?IJ;C7 :? C?IKH7P?ED; ; L7�
BKJ7P?ED; :;BB7 performance FH;I;DJ; D;B 9ECKD; :? �;H=7�
CE H?=K7H:7 B7 :;<?D?P?ED;
 B\7==?EHD7C;DJE ; B\;<<;JJ?L7 9E�
DEI9;DP7 :;=B? E8?;JJ?L? IJH7J;=?9? :;BB\;DJ;� (;B 9ECKD; :?
�;H=7CE ;I?IJEDE :?L;HI? :E9KC;DJ? 9>; 7IIEBLEDE 7 GK;IJE
E8?;JJ?LE� ?B FH?CE
 :? 9K? T D;9;II7H?E <7H C;DP?ED;
 IEDE B; B?�
D;; FHE=H7CC7J?9>; :? C7D:7JE
 :? 9K? I? T :7JE 7CF?E H?B?;LE
D;B I;9ED:E F7H7=H7<E :;B FH;I;DJ; H7FFEHJE
 B; GK7B? ?:;DJ?<?�
97DE ? =H7D:? J;C? IK? 9K? I? 9ED9;DJH;HS B\7P?ED; 7CC?D?IJH7�
J?L7 D;B GK?DGK;DD?E :? H?<;H?C;DJE� /D I;9ED:E :E9KC;DJE
:7 C;DP?ED7H; T B7 ,** 9>; ?D:?L?:K7
 9ED KD EH?PPEDJ; J;C�
FEH7B; :? JH; 7DD?
 ? FHE=H7CC? ; FHE=;JJ? 7II;=D7J? 7? I;HL?P?�
$D<?D;
 ?B * "
 7FFHEL7JE 7DDK7BC;DJ;
 ; ?B F?7DE :;JJ7=B?7JE
:;=B? E8?;JJ?L? 9EDJ;D=EDE =B? E8?;JJ?L? =;IJ?ED7B? ; B; H?IEHI;
7II;=D7J; 7? I;HL?P?� +K;IJ? :E9KC;DJ? IEDE
 :? <7JJE
 BE IJHK�
C;DJE :? B7LEHE :;? :?H?=;DJ? :;B 9ECKD; :? �;H=7CE� $ :E9K�
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C;DJ? C;DP?ED7J? IEDE JKJJ? E==;JJE :? 7==?EHD7C;DJE F;H?E:?�
9E�F;H�GK7DJE�H?=K7H:7�B;�FH?EH?JS�;�=B?�E8?;JJ?L?�?D�;II?�:;<?D?J?�
$B 9ECKD; :? �;H=7CE
 FKH ?D FH;I;DP7 :? E88B?=>? :? B;=�
=;4��5 
 >7 FH;:?IFEIJE ; FK88B?97JE IKB FHEFH?E I?JE ?IJ?JKP?E�
D7B; B7 97HJ7 :;? I;HL?P? IEB7C;DJ; F;H ?B I;HL?P?E :?I78?B?� .KJ�
J7L?7
 7JJK7BC;DJ;
 T ?D 9EHIE :? :;<?D?P?ED; ; 7:EP?ED; B7 97H�
J7 :;? I;HL?P? F;H ? I;HL?P? 7D7=H7<?9?� $DEBJH;
 9EC; =?S 9?J7�
JE D;? F7H7=H7<? ?DJHE:KJJ?L?
 KD ;B;C;DJE 78?B?J7DJ; ?B I?IJ;C7
:? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7
F;H ?B 9ECKD; :? �;H=7CE T H7FFH;I;DJ7JE :7B H799EH:E JH7
?B FHE9;IIE :? FHE=H7CC7P?ED; ; ?B FHE9;IIE :? L7BKJ7P?ED;
:;BB; FH;IJ7P?ED? ?D:?L?:K7B? I?7 7 B?L;BBE :?H?=;DP?7B; I?7 7 B?L;B�
BE :? F;HIED7B; J;9D?9E 7CC?D?IJH7J?LE� $D F7HJ?9EB7H;
 ?B DKELE
I?IJ;C7 9>; ;DJH;HS ?D L?=EH; GK;IJ\7DDE
 9EC; IEFH7 :;<?�
D?JE
 87I;HS F7HJ; :;BB7 L7BKJ7P?ED; :;B F;HIED7B; IKBB7 per-

formance EH=7D?PP7J?L7 :? ;DJ;� �BB7 C?IKH7P?ED; :;BB7 perfor-

mance ?D:?L?:K7B; T 9EBB;=7JE B\KIE :;? I?IJ;C? FH;C?7DJ? :;?
:?H?=;DJ?
 H;=EB7JE :7BB7 9EDJH7JJ7P?ED; :;9;DJH7J7� &7 L7BKJ7�
P?ED; ?D:?L?:K7B; :;B F;HIED7B; DED :?H?=;DJ; ; DED :? FEI?�
P?ED; EH=7D?PP7J?L7 T 87I7J7 7D9>; IKB 9EDJH?8KJE 7BB7 perfor-
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mance :;BB7 IJHKJJKH7 :? H?<;H?C;DJE ; 7BB7 performance ?D:?�
L?:K7B;� (;BB7 <7JJ?IF;9?;
 IEDE C?IKH7J; B; 9ECF;J;DP; ; ?B
H7==?KD=?C;DJE�:?�H?IKBJ7J?�
&7 L7BKJ7P?ED; :;BB\7:;=K7J;PP7 ; :;B B?L;BBE :? IL?BKFFE :;BB;
9ED:?P?ED? 78?B?J7DJ? ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED;
:;BB7 performance T I?9KH7C;DJ; FEI?J?L7� ?B 9ECKD; :? �;H�
=7CE I? 9EBBE97 F;H GK7DJE H?=K7H:7 B; 9ED:?P?ED? 78?B?J7DJ? GK?
7D7B?PP7J; 7: KDE IJ7:?E CEBJE 7L7DP7JE� $D F7HJ?9EB7H; I;C�
8H7DE 8;D IF;9?<?97J? ; :;<?D?J? ? HKEB? ; B; H;IFEDI78?B?JS 9>;
9?7I9KD IE==;JJE
 ?D F7HJ?9EB7H; B7 B?D;7 C7D7=;H?7B;
 >7DDE
7BB\?DJ;HDE :;BB\;DJ; ; ?B 9EDJH?8KJE BEHE H?9>?;IJE 7B <?D; :? H7=�
=?KD=;H; =B? E8?;JJ?L? IJH7J;=?9? ; =;IJ?ED7B? ;IFH;II? D;? :E9K�
C;DJ? FH;:?IFEIJ? :7B 9ECKD; :? �;H=7CE� &\KD?9E <7JJEH; IK
9K? ?B 9ECKD; :? �;H=7CE I;C8H7 ;II;H; C7==?EHC;DJ; 97�
H;DJ; T GK;BBE H;B7J?LE 7BB; 97HJ; :;? I;HL?P?
 :EL; IEBE F;H ?B
I;HL?P?E :? 7II?IJ;DP7 7? :?I78?B? T :?IFED?8?B; KD7 97HJ7 :;?
I;HL?P? 9>; ?D:?9>? =B? standard :? I;HL?P?E :7 7II?9KH7H; ; B;
FHE9;:KH; ?D 97IE :? ?D<H7P?ED;� -? IEJJEB?D;7 9>; J7B? IJHKC;D�
J? :;LEDE ;II;H; FH;:?IFEIJ? 7D9>; GK7BEH7 KD :;J;HC?D7JE
I;HL?P?E <EII; ?D 9ED9;II?ED; 7 KD IE==;JJE J;HPE H?IF;JJE 7B
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9ECKD; :? �;H=7CE� .KJJ7L?7 I? H?9EDEI9; BE I<EHE 9>; ?B 9E�
CKD; :? �;H=7CE IJ7 9ECF?;D:E D;BB7 H;:7P?ED; :? KBJ;H?EH?
97HJ; :;? I;HL?P? 9EC; D;B 97IE :;? I;HL?P? :? 7D7=H7<; ; IJ7JE
9?L?B;�

Il sistema di controllo e programmazione
/D 7BJHE <7JJEH; 78?B?J7DJ; ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7�
P?ED; :;BB7 performance T B;=7JE 7B =H7:E :? IE<?IJ?97P?ED;
:;B I?IJ;C7 :? 9EDJHEBBE ; FHE=H7CC7P?ED; :;BB\;DJ; ; ?B IKE
9EBB;=7C;DJE 9ED KD 7:;=K7JE I?IJ;C7 ?D<EHC7J?LE
 ?D =H7�
:E :? <EHD?H; KD7 H;D:?9EDJ7P?ED; I?IJ;C7J?97 :;? H?IKBJ7J? ; :?
?D:?L?:K7H; J;CF;IJ?L7C;DJ; ? C?=B?EH7C;DJ? ; ? 97C8?7C;DJ?
:7 7FFEHJ7H; 7BB\EH=7D?PP7P?ED;� $DEBJH;
 I? T L7BKJ7JE ?B =H7:E
:? ?D:?F;D:;DP7 :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;B�
B7 performance
 9EC; KBJ;H?EH; :;J;HC?D7DJ; :? KD 8KED I?�
IJ;C7�
$B 9ECKD; :? �;H=7CE <7 H?9EHIE ?D CE:E ?DJ;=H7JE ; I?IJ;�
C7J?9E 7 ?D:?97JEH? 9EDJ;DKJ? D;B I?IJ;C7 :? C?IKH7P?ED; :;BB7
performance F;H IKFFEHJ7H; B; 7JJ?L?JS :? 9EDJHEBBE :? =;IJ?E�
D; ; FHE=H7CC7P?ED; :;=B? E8?;JJ?L? IJH7J;=?9? ; :;=B? E8?;J�
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J?L? EF;H7J?L?� (;BB7 <7JJ?IF;9?;
 ?D<7JJ?
 ?B 9EDJHEBBE IJH7J;=?9E
 ?B
9EDJHEBBE :? =;IJ?ED; ; ?B 9EDJHEBBE :? H;=EB7H?JS 7CC?D?IJH7J?LE
; 9EDJ78?B;
 CED?JEH7DE KD7 I;H?; :? ?D:?97JEH? :? C?IKH7P?E�
D; :;BB7 performance B;=7J? 7 E8?;JJ?L? IJH7J;=?9? ; 7 E8?;JJ?L?
=;IJ?ED7B?� $DEBJH; GK;IJ? JH; IE==;JJ? =7H7DJ?I9EDE ; CED?JEH7�
DE ?B 8KED <KDP?ED7C;DJE ; 7D:7C;DJE :;BB\7CC?D?IJH7P?ED;�
"B? ?D:?97JEH? IEDE FH;I;DJ? D;? :E9KC;DJ? IJH7J;=?9? ; =;IJ?E�
D7B?
 GK7B? B7 ,**
 * " ; ?B F?7DE :;JJ7=B?7JE :;=B? E8?;JJ?L?�
(ED IEBE
 ?B 9EDJHEBBE :? =;IJ?ED; IEJJEFED; I;C;IJH7BC;DJ;
7BB\7JJ;DP?ED; :;BB\EH=7DE FEB?J?9E�7CC?D?IJH7J?LE report

IKBB\7L7DP7C;DJE :;BB; 7JJ?L?JS :;BB\;DJ;� *7H7BB;B7C;DJ; 7BBE
IJ7JE :? 7L7DP7C;DJE ?DJ;HC;:?E ?B 9EDJHEBBE :? =;IJ?ED; H;D:;
:?IFED?8?B; 7BB\)$0 B\7KJEL7BKJ7P?ED; :;? :?H?=;DJ?
 ?B 9K? H?I9ED�
JHE�L?;D;
�7�IK7�LEBJ7
�H;IE�:?IFED?8?B;�7BB7�=?KDJ7�9ECKD7B;�
.KJJ? =B? IJHKC;DJ? :? H;D:?9EDJ7P?ED; IEDE FHE:EJJ? I;C;IJH7B�
C;DJ; 9ED J;CF;IJ?L?JS ;: ?D F7HJ?9EB7H; ?B H7FFEHJE I;C;IJH7�
B; ; B7 H;B7P?ED; 7DDK7B; IEDE KJ?B?PP7J? F;H B\7==?EHD7C;DJE
7DDK7B; :;=B? 7JJ? :? FHE=H7CC7P?ED; ?D KIE D;B 9ECKD;� (;?
:E9KC;DJ? :? FHE=H7CC7P?ED;
 ?D F7HJ?9EB7H; D;B * "
 ?B 9E�
CKD; :? �;H=7CE
 ?DEBJH;
 H?B;L7 ; :S ;L?:;DP7 :;BB; 9H?J?9?JS
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;C;HI; :KH7DJ; B7 =;IJ?ED; :;BB; 7JJ?L?JS 9ECKD7B?� .KJJ7L?7

B7 H?B;L7P?ED; :;BB; 9H?J?9?JS ;C;HI; :KH7DJ; B7 =;IJ?ED; DED
I? 87I7 IKBB7 BE=?97 C7D7=;H?7B; :;BB7 H?9;H97 :;=B? ?DJ;HL;D�
J? 9EHH;JJ?L? LEBJ? 7B H7==?KD=?C;DJE :;=B? E8?;JJ?L? FH;<?II7J? C7
IKBB; 97KI;
 7D9>; ;IJ;HD;
 9>; DED >7DDE 9EDI;DJ?JE ?B H7=�
=?KD=?C;DJE :;=B? E8?;JJ?L? :;B * "� &7 H;=?IJH7P?ED; ; B7 =;�
IJ?ED; :? ?D9?:;DJ?
 ;HHEH? ; H;9B7C? T 7<<?:7J7 7BB\K<<?9?E H;B7P?E�
D? 9ED ?B FK88B?9E �/,*�� +K;IJ? ;L;DJ? 7LL;HI? 7BB\7P?ED; 7C�
C?D?IJH7J?L7 DED IEDE 9EDI?:;H7J? 9EC; IFKDJE F;H 7P?ED? :?
C?=B?EH7C;DJE :;BB\7P?ED; 7CC?D?IJH7L7 7B <?D; :? H7==?KD=;H;
JKJJ?�=B?�E8?;JJ?L?�:;<?D?J?�?D�I;:;�:?�FHE=H7CC7P?ED;�
�JJK7BC;DJ; T ?D <7I; :? :;<?D?P?ED; ; 7JJK7P?ED; ?B F?7DE JH?;D�
D7B; :;BB7 performance ����Y���� :;B 9ECKD; :? �;H=7CE�
(;B <H7JJ;CFE
 ?B 9ECKD; >7 7FFHEL7JE KD :E9KC;DJE :;�
DEC?D7JE H;=EB7C;DJE :? EH=7D?PP7P?ED; Y $B 9?9BE :;BB7 per-

formance4��5 9>; ;IFB?9?J7 ?B 9?9BE :;BB7 performance ; H79�
9EH:7 ? :?L;HI? :E9KC;DJ? :? FHE=H7CC7P?ED; 7JJK7BC;DJ;
?D KIE� $D F7HJ?9EB7H;
 ?B :E9KC;DJE ;IFB?9?J7 ?D 9>; CE:E
IEDE EH=7D?PP7J; B; :?L;HI; F7HJ? :;B 9?9BE :;BB7 performance�
�;BB\7HJ?9EB7P?ED; :;B F?7DE I? T :7JE 7CF?E H?B?;LE D;B F7H7�
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=H7<E ��� :;B FH;I;DJ; :E9KC;DJE� �FF;D7 ?B F?7DE :;BB7 per-

formance I7HS IJ7JE 7FFHEL7JE :7BB7 =?KDJ7 9ECKD7B;
 ?B :E�
9KC;DJE I7HS FK88B?97JE ; H;IE :?IFED?8?B; IKB FEHJ7B; ?IJ?JK�
P?ED7B;�:;B�9ECKD;�
� =7H7DP?7 :;BB\?DJ;=H?JS =;IJ?ED7B; ?B 9ECKD; >7 :;<?D?JE KD7
I;H?; :? ?IF;P?ED? ; :? 7JJ?L?JS :? audit ?DJ;HD? 7 97H7JJ;H; F;�
H?E:?9E� �7BB\7D7B?I? :;B 9ECKD; :? �;H=7CE I? ;L?D9; 9>; B;
?IF;P?ED? ; B; 7D7B?I? :? audit ?DJ;HDE L;D=EDE <7JJ? 7 97H7JJ;�
H; IFEJ IK 7B9KD; 7H;; H?J;DKJ; 9H?J?9>; ; F;H B; GK7B? B\K<<?9?E
H;B7P?ED; 9ED ?B FK88B?9E �/,*� >7 H;=?IJH7JE CEBJ;FB?9? H;9B7�
C? H?=K7H:E B7 =;IJ?ED; :? KD :;J;HC?D7JE I;HL?P?E E ?B FH;I?:?E
:? KD F7HJ?9EB7H; 7H;7 :? ?DJ;HL;DJE :;BB\7P?ED; 7CC?D?IJH7J?L7�
(;BB7 <7JJ?IF;9?; ?B DKC;HE C7==?EH; :? ?IF;P?ED? ; 7D7B?I? :?
audit ?DJ;HDE T ILEBJE F;H ? I;HL?P? :? FEB?P?7 &E97B; ; F;H ? I;H�
L?P?�:;CE=H7<?9?�
$B 9ECKD; :? �;H=7CE >7 :?I9?FB?D7JE 7BB\?DJ;HDE :;B H;=EB7�
C;DJE4��5 :? EH=7D?PP7P?ED; B\)$0� $B 9ECKD; >7 IJ78?B?JE ? H;�
GK?I?J? F;H B7 DEC?D7 ; B7 9ECFEI?P?ED; :;BB\EH=7D?ICE ; B;
IK; FH;HE=7J?L;� &\)$0 T IJ7JE 7JJ?L7JE ;: T 9ECFEIJE :? JH;
C;C8H?� &\)$0 I? 7LL7B; :;? I?IJ;C? ?D<EHC7J?L? F;H ?B 9EDJHEBBE
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:? =;IJ?ED; ; :;BB; IJHKJJKH; :;FKJ7J; 7B 9EDJHEBBE IJ;IIE� $DEB�
JH; KD7 F7HJ; ?DJ;HD7 7BB7 :?H;P?ED; =;D;H7B; IKFFEHJ7 B\)$0
F;H ?B 9EDJHEBBE IJH7J;=?9E ; F;H ?B IKFFEHJE 7B H7==?KD=?C;DJE
:;=B? E8?;JJ?L? IJH7J;=?9? ; ?DJ;H7=?I9; ; 9EBB78EH7 :?H;JJ7C;DJ;
9ED ?B L;HJ?9; 7CC?D?IJH7J?LE ; ? :?H?=;DJ? :;BB\;DJ; F;H 7II?9K�
H7H; H?=EH;
 ?D9?I?L?JS ; JH7IF7H;DP7 7B I?IJ;C7 :? L7BKJ7P?ED;�
)BJH; 7 9?W B\)$0 >7 9EC; E8?;JJ?LE GK;BBE :? CED?JEH7H; ?B 9?�
9BE :;BB7 performance
 ?B F?7DE :;BB7 performance
 9ECKD?97�
H; 9ED ?B I?D:79E ; ? L;HJ?9? :;B 9ECKD; ;L;DJK7B? 9H?J?9?JS ?D
CE:E J;CF;IJ?LE ; 9EDJH?8K?I9; 7BB7 IJ;IKH7 :;B :E9KC;DJE
JH?;DD7B; :? performance� $DEBJH; FHEFED; B7 L7BKJ7P?ED; :;?
:?H?=;DJ? ; ? F;I? :;=B? ?D97H?9>? :?H?=;DP?7B?
 EBJH; 7 L7BKJ7H; BE
IJ7JE�:;BB7 performance :?�;DJ;�
$B H7FFEHJE JH7 ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7
performance ; =B? EH=7D? FEB?J?9EY7CC?D?IJH7J?LE :;BB\;DJ;
H7FFH;I;DJ7 KD 7BJHE ;B;C;DJE 78?B?J7DJ; ?B <KDP?ED7C;DJE :;B�
BE IJ;IIE� $D F7HJ?9EB7H;
 I? T L;H?<?97J7 B7 H;=EB7H?JS ; B\;<<;JJ?LE
HKEBE ILEBJE :7=B? EH=7D? FEB?J?9? D;BB\7C8?JE :;BB7 =;IJ?ED;
:;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance�
�7BB\7D7B?I? ILEBJ7 I? ;L?D9; 9EC; ?B 9EDI?=B?E 9ECKD7B; ;<�
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<;JJ?L7C;DJ; 7FFHEL? ? :E9KC;DJ? :? FHE=H7CC7P?ED; ;DJHE
B; I97:;DP; :;<?D?J; F;H B;==; ;: ?CF?;=>? =B? IJHKC;DJ? :?
FHE=H7CC7P?ED; ; 9EDJHEBBE F;H L;H?<?97H; B\7D:7C;DJE
:;BB\7CC?D?IJH7P?ED;� (;BB7 <7JJ?IF;9?; ?B 9EDI?=B?E >7 7FFHE�
L7JE B; B?D;; FHE=H7CC7J?9>; ���������
 9>; :;B?D;7DE
 9E�
C; ;L?:;DP?7JE D;BB7 F7HJ; ?DJHE:KJJ?L7 7B FH;I;DJ; F7H7=H7<E

? FHE=H7CC? ; ? FHE=;JJ? 9EDJ;DKJ? D;B FHE=H7CC7 ;B;JJEH7B;
:;B I?D:79E 9ED KD EH?PPEDJ; J;CFEH7B; :? BKD=>;PP7 F7H? 7B
C7D:7JE ;B;JJEH7B;� -KBB7 87I; :;BB; B?D;; FHE=H7CC7J?9>; :?
C7D:7JE I? IL?BKFF7DE =B? 7BJH? :E9KC;DJ? :? FHE=H7CC7P?ED;
<79;DJ? F7HJ; :;B I?IJ;C7 ?DJ;=H7JE :? F?7D?<?97P?ED;� -? H?9EH�
:7DE JH7 =B? 7BJH? ?B F?7DE :;BB; )F;H; *K88B?9>;
 ?B 8?B7D9?E FH;�
L?I?ED7B;
 ?B 8?B7D9?E FBKH?;DD7B;
 B7 ,**
 ?B * " ; ?B F?7DE :;J�
J7=B?7JE :;=B? E8?;JJ?L?� "B? 7BJH? EH=7D? FH;I? ?D 9EDI?:;H7P?ED?
IEDE ?B L;HJ?9; :;BB\7CC?D?IJH7P?ED;
 ?B I?D:79E
 ; B7 =?KDJ7 9E�
CKD7B;� (;B 97IE F7HJ?9EB7H; B7 =?KDJ7 7FFHEL7 ?B F?7DE JH?;D�
D7B; :;BB; performance GK7B; JH7:KP?ED; ?D 7P?ED? :;BB; B?D;;
FHE=H7CC7J?9>;� -? IEJJEB?D;7 9>; ?B F?7DE :;BB7 performance

T 7JJK7BC;DJ; ?D <7I; :? KBJ?C7P?ED; ?D L?7 :;<?D?J7 ; I7HS FH;�
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IJE FEHJ7JE ?D =?KDJ7 F;H B7 IK::;JJ7 7FFHEL7P?ED; ; 7:EP?ED;
:;<?D?J?L7�
$B HKEBE 9>; ?B :?H;JJEH; =;D;H7B; H?9EFH; T CEBJE L7IJE ; <ED:7�
C;DJ7B? IEDE B; IK; <KDP?ED? JH7 B; GK7B? H?IKBJ7 ;II;H; H?B;L7D�
J; GK;BB7 H;B7J?L7 7BB\?CFKBIE 9>; FKW :7H; 7BB\EH=7D?PP7P?ED;�
&7 :?H;P?ED; =;D;H7B; H?9ED:K9; 7 I?DJ;I? KD?J7H?7 B\EF;H7JE
:;BB; �?H;P?ED?
 :;BB; �?L?I?ED?
 :;BB; �=;DP?;
 :;BB; KD?JS :?
FHE=;JJE
 9>; H?IFED:EDE 7BB7 IJ;II7 :?H;P?ED; ; D; I;=KEDE
B; :?H;JJ?L;� "B? K<<?9? :? staff
 FH;L7B;DJ;C;DJ; ? I;HL?P? <?D7D�
P?7H? ; :? FHE=H7CC7P?ED; EBJH; 9>; ? I;HL?P? ?DJ;HD? 7BB7 :?�
H;P?ED; =;D;H7B;
 IKFFEHJ7DE =B? EH=7D? :? L;HJ?9; FEB?J?9E ;:
7CC?D?IJH7J?LE D;BB7 C?IKH7P?ED;
 D;B CED?JEH7==?E ; D;BB7
L7BKJ7P?ED; :;=B? E8?;JJ?L? :? performance� $DJ;=H7DE ? I?IJ;C?
?D<EHC7J?L?�;I?IJ;DJ?�7II?9KH7D:E�B\7<<?:78?B?JS�:;?�:7J?�H?B;L7J?�
$ :?H?=;DJ? ; <KDP?ED7H? :;B 9ECKD; :? �;H=7CE H;9;F?I9EDE
=B? ?D:?H?PP? <EHCKB7J? :7B I?D:79E ; :7BB7 =?KDJ7
 FHEFED;D:E
?B 9EDJ;DKJE EF;H7J?LE :;=B? E8?;JJ?L? :;BB7 FHE=H7CC7P?ED; ;
ILEB=EDE B; 7JJ?L?JS :? 9EEH:?D7C;DJE ; =;IJ?ED; D;9;II7H?; 7
H7==?KD=;H; =B? E8?;JJ?L? :;<?D?J? ; 9EBB78EH7DE 9ED =B? EH=7D? :?
staff D;B CED?JEH7==?E :;=B? E8?;JJ?L? 7II;=D7J?
 ?DJ;HBEGK?I9E�
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DE 9ED B\)$0 D;BB7 :;<?D?P?ED; :;B I?IJ;C7 :? C?IKH7P?ED;
 9EB�
B78EH7DE 9ED =B? EH=7D? :? staff D;B CED?JEH7==?E :;=B? E8?;JJ?L?
7II;=D7J?�
&7 L7BKJ7P?ED; :;BB\7:;=K7J;PP7 ; :;B B?L;BBE :? IL?BKFFE :?
GK;IJE <7JJEH; 78?B?J7DJ; ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7�
P?ED; :;BB7 performance T I?9KH7C;DJ; FEI?J?L7� ?B 9ECKD; :?
�;H=7CE I? 9EBBE97 7: KDE IJ7:?E CEBJE 7L7DP7JE� $D F7HJ?9E�
B7H; I;C8H7DE 8;D IF;9?<?97J? ; :;<?D?J? I?7 ?B I?IJ;C7 :? 9ED�
JHEBBE ; FHE=H7CC7P?ED; L?=;DJ; D;B 9ECKD; :? �;H=7CE I?7
?B HKEBE 9>; ? :?L;HI? IE==;JJ? H?9EFHEDE 7BB\?DJ;HDE :;BB\;DJ; ;

?D F7HJ?9EB7H;
 ?D H?<;H?C;DJE 7BB\KIE :;BB; ?D<EHC7P?ED? 9>; ?B I?�
IJ;C7 :? C?IKH7P?ED; <EHD?I9;� &7 L7BKJ7P?ED; F7HJ?9EB7HC;D�
J; FEI?J?L7 T :7 7JJH?8K?HI? 7B <7JJE 9>; ?B 9ECKD; :? �;H=7CE
>7 =?S DEC?D7JE ; H;IE EF;H7J?LE B\)$0� $B 9ECKD; :? �;H=7CE
:ELH;88; 9EDI?:;H7H; C7==?EHC;DJ; ?B HKEBE :;? FEHJ7JEH? :?
?DJ;H;II; D;B FHE9;IIE :? :;<?D?P?ED; :;BB; FH?EH?JS ; :? H;D:?�
9EDJ7P?ED; F;H?E:?97 :;B B?L;BBE :? H;7B?PP7P?ED; :;=B? E8?;JJ?L?
:;BB\7CC?D?IJH7P?ED;�
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La gestione delle risorse umane e il capitale
organizzativo
$B J;HPE <7JJEH; 78?B?J7DJ; ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?E�
D; :;BB7 performance T H7FFH;I;DJ7JE :7BB7 =;IJ?ED; :;B F;H�
IED7B;
 ?D F7HJ?9EB7H; B\E8?;JJ?LE T GK;BBE :? FH;I;DJ7H; I; ?B 9E�
CKD; I? I?7 :EJ7JE :? KD GK7:HE I?IJ;C7J?9E :? H?<;H?C;DJE F;H
B7 =;IJ?ED; :;B F;HIED7B; I;9ED:E 9H?J;H? :? ;J?9?JS ; H;=EB7H?�
JS IJ78?B;D:E ? H;GK?I?J? 9KBJKH7B? ; FHE<;II?ED7B?
 ; ?B I?IJ;C7 :?
L7BKJ7P?ED; :;B F;HIED7B;� �;BB\7D7B?I? :;B I?IJ;C7 :? C?IKH7�
P?ED; ; L7BKJ7P?ED; ?D:?L?:K7B; :;B 9ECKD; :? �;H=7CE I? T
:7JE 7CF?E IF7P?E ; H?B;L7DP7 D;B F7H7=H7<E ��� :;B FH;I;DJ;
:E9KC;DJE� $D GK;IJ7 I;P?ED; L?;D; :7JE KBJ;H?EH; H?I7BJE 7:
7B9KD?�7IF;JJ?�FH;9;:;DJ;C;DJ;�799;DD7J?�
&\7D7B?I? :;BB7 =;IJ?ED; :;BB; H?IEHI; KC7D; I? T ILEBJ7
 9EC;
=?S ;L?:;DP?7JE
 :?IJ?D=K;D:E ?B F;HIED7B; 9ED GK7B?<?97 :?H?�
=;DP?7B; ; B; FEI?P?ED? EH=7D?PP7J?L; :7B F;HIED7B; :?F;D:;D�
J;� .KJJ7L?7
 J7BKD? 7IF;JJ? :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BK�
J7P?ED; :;BB7 performance F;H ? GK7B? 7BB\?DJ;HDE :;BB\;DJ; DED
IKII?IJEDE F7HJ?9EB7H? :?<<;H;DP; JH7 :?H?=;DJ? ; <KDP?ED7H? FEI�
IEDE 9ECKDGK; ;II;H; 7D7B?PP7J? 9ED=?KDJ7C;DJ;� .H7 :? ;I�
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I? I? <7 H?<;H?C;DJE 7BB7 H;L?I?ED; :;? FHE<?B? FHE<;II?ED7B? ; :;?
F;H9EHI? :? IL?BKFFE :? 97HH?;H7 :7 KJ?B?PP7H; F;H B; L7BKJ7P?E�
D? :;BB; performance ?D:?L?:K7B?� (;B 9ECKD; :? �;H=7CE ;I?�
IJ; KD I?IJ;C7 9>; <EJE=H7<7 B; 9ECF;J;DP; :;BB; <?=KH; FHE�
<;II?ED7B?� $B I?IJ;C7 :? L7BKJ7P?ED; :;B F;HIED7B; CED?JEH7 B;
9ECF;J;DP; :? JKJJE ?B F;HIED7B;� $ :K; I?IJ;C? I? 9ED<?=KH7DE
7 C7JH?9;� L? T F?;D7 IELH7FFEI?P?ED; :;BB; 9ECF;J;DP; J;9�
D?9>; ; :? GK;BB; FHE<;II?ED7B? 9>; H?=K7H:7DE 9?7I9KD7 97J;�
=EH?7� /D I;9ED:E 7IF;JJE 9>; FKW ;II;H; 7D7B?PP7JE T GK;B�
BE H;B7J?LE B7 <EHC7P?ED;� $B 9ECKD; :? �;H=7CE >7 :;<?D?JE
F?7D? 7DDK7B? ; JH?;DD7B? :;BB7 <EHC7P?ED; F;H =7H7DJ?H; ?B 9EDJ?�
DKE 7==?EHD7C;DJE FHE<;II?ED7B;� $ F?7D? IEDE 7FFHEL7J? :7B�
B7 =?KDJ7 ; H?IF;99>?7DE B; H?B;L7P?ED? <7JJ; :7? :?H?=;DJ? 9>;
CED?JEH7DE ;: ;IFB?9?J7DE B; D;9;II?JS :? <EHC7P?ED; :;? FHE�
FH? <KDP?ED7H?� $D GK;IJE CE:E 7 JKJJE ?B F;HIED7B; T =7H7DJ?JE
?B :?H?JJE :? H?9;L;H; <EHC7P?ED; ; 9EHI? :? 7==?EHD7C;DJE ?D 87�
I;�7BB;�;I?=;DP;�;�:?IFED?8?B?JS�:;BB\;DJ;�
-? H?9EH:7 9EC; ?B I?IJ;C7 :? L7BKJ7P?ED; :;BB7 :?H?=;DP7 I? 87�
I? IKBB7 97F79?JS :;B F;HIED7B; :?H?=;DP?7B; :? 9EDJH?8K?H; 7B
H7==?KD=?C;DJE :;=B? E8?;JJ?L? :;BB\;DJ; ; :;BB7 FHEFH?7 IJHKJJK�
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H7 EH=7D?PP7J?L7� IKBB7 97F79?JS :? =;IJ?H; ?D J;HC?D? :? IL?BKF�
FE FHE<;II?ED7B; ? FHEFH? 9EBB78EH7JEH? ; :;BB7 97F79?JS :? L7�
BKJ7HB?� IKBB7 IF;9?<?9?JS ; L7B;DP7 :;BB; 9ECF;J;DP; FHE<;II?E�
D7B?
 J;9D?9>; ; C7D7=;H?7B? ?D:?L?:K7B? :?CEIJH7J;� &7 L7BKJ7�
P?ED; :;BB7 :?H?=;DP7 7LL?;D; F;H C;PPE :? KD7 C;JE:EBE=?7
I9H?JJ7 ; 9ED:?L?I7� ?B 9ECKD; >7 FH;:?IFEIJE 7 J7B FHEFEI?JE
KD :E9KC;DJE F;H B7 L7BKJ7P?ED; 7DDK7B;� &7 L7BKJ7P?ED; :;B�
B7 :?H?=;DP7 7LL?;D; ?D :K; CEC;DJ?� BE IJ7JE :? 7L7DP7C;D�
JE 7 C;JS 7DDE D;B GK7B; L;D=EDE CED?JEH7J? ? IEB? E8?;JJ?L? ;
B7 L7BKJ7P?ED; <?D7B; 9ED KD HKEBE 7JJ?LE :;BB\)$0 ; :;B :?H;JJE�
H; =;D;H7B; :EL; IEDE L7BKJ7J? JKJJ? =B? 7IF;JJ?� &7 L7BKJ7P?ED;
<?D7B; 7LL?;D; ;DJHE ? FH?C? :K; C;I? :;BB\7DDE IK99;II?LE 7
GK;BBE�:?�L7BKJ7P?ED;�
&7 L7BKJ7P?ED; :;BB7 performance ?D:?L?:K7B; :;B F;HIED7B; :?
9ECF7HJE H?B;L7 I?7 B\7FFEHJE FHE<;II?ED7B; 7? H?IKBJ7J? 7DDK7B?
:;BB\7H;7 :? 7FF7HJ;D;DP7 I?7 9ECFEHJ7C;DJ? EH=7D?PP7J?L? :;B
L7BKJ7JE� &7 L7BKJ7P?ED; :;BB7 performance ?D:?L?:K7B; H?B;L7
B\7FFEHJE FHE<;II?ED7B; 7? H?IKBJ7J? 7DDK7B? :;BB\7H;7 :? 7FF7H�
J;D;DP7 ; FH;L;:; GK7B; 9H?J;H?E B7 L7BKJ7P?ED; :;? 9ECFEH�
J7C;DJ? EH=7D?PP7J?L?� &; L7BKJ7P?ED? ; B; 9ECF;J;DP; FHE<;I�
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I?ED7B? H?9>?;IJ; L;D=EDE J;DKJ; ?D 9EDJE 7? <?D? :;BBE IL?BKF�
FE FHE<;II?ED7B; ; :;BB7 FHE=H;II?ED; :? 97HH?;H7� $B I?IJ;C7 :?
L7BKJ7P?ED; :;B F;HIED7B; :? 9ECF7HJE I? 87I7
 9EC; GK;BBE
F;H B7 :?H?=;DP7
 IK KD7 C;JE:EBE=?7 I9H?JJ7
 9ED:?L?I7 ; JH7�
IF7H;DJ;� &7 J;CF?IJ?97 :? L7BKJ7P?ED; 7LL?;D; ;DJHE ? FH?C?
:K; C;I? :;BB\7DDE IK99;II?LE� $B I?IJ;C7 :? L7BKJ7P?ED; :;BB7
performance ?D:?L?:K7B; T I;CFH; IJ7JE E==;JJE :? H;L?I?ED;
;�:?�H?DDEL7C;DJE�F;H?E:?9E�
$B H799EH:E JH7 ?B I?IJ;C7 :? C?IKH7P?ED; ; ?B DKELE I?IJ;C7
:? L7BKJ7P?ED; :;BB7 performance ; ?B I?IJ;C7 :? =;IJ?ED; :;B
F;HIED7B; T CEBJE 8KEDE ; ?D B?D;7 9ED =B? IL?BKFF? C7D7=;�
H?7B? :;B?D;7J? ?D 7C8?JE 7997:;C?9E� � 9ED9BKI?ED; :;BB\7D7B?I?
:? GK;IJ? 9H?J;H? FEII?7CE I?9KH7C;DJ; 7<<;HC7H; 9>; ? I?IJ;C?
:? L7BKJ7P?ED; :;BB7 :?H?=;DP7 ; :;B F;HIED7B; ?D KIE D;B 9E�
CKD; :? �;H=7CE I? FEI?P?ED7DE 7: KD B?L;BBE CEBJE 7L7D�
P7JE
 L?IJ7 7D9>; B7 H;9;DJ; H;L?I?ED; I?7 :;B I?IJ;C7 :? L7�
BKJ7P?ED; :;BB7 :?H?=;DP7 9>; :;B F;HIED7B; :? 9ECF7HJE�
&\;IF;H?;DP7 I;=K?J7 :?CEIJH7 F?;D7 ;<<?979?7 :;? I?IJ;C? :?
L7BKJ7P?ED; :;B F;HIED7B; 9EIV 9EC; :;<?D?J? ; IJHKJJKH7J?
D;BB\;IF;H?;DP7�8;H=7C7I97�

L’esperienza del comune di Bergamo



';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE a ����D7B?I?�:;B�I?IJ;C7�:?
C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7 a ��� Review :;B�I?IJ;C7
:?�C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7

Il sistema di misurazione
$B I;9ED:E F7H7=H7<E T LEBJE 7BB\7D7B?I? :;B I?IJ;C7 :? C?�
IKH7P?ED;� (;BB7 <7JJ?IF;9?; I? :;I9H?L; ?B CE:;BBE :? H7FFH;�
I;DJ7P?ED; :;BB; 7JJ?L?JS ILEBJ; ; :;? H?IKBJ7J? :? 9ECF;J;DP7
:;BB\EH=7D?PP7P?ED;� $DEBJH;
 I? FH;I;DJ7 B7 C;JE:EBE=?7 7:EJ�
J7J7 7? <?D? :;BB7 C?IKH7P?ED; :;BB7 performance EH=7D?PP7J?L7
;�?D:?L?:K7B;�

Gli ambiti di misurazione e valutazione
$B 9ECKD; :? �;H=7CE >7 ?:;DJ?<?97JE KD :E9KC;DJE4��5 9>;
:;<?D?I9; ; ?BBKIJH7 ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED;
:;BB7 performance� �EC; :;B?D;7JE D;? F7H7=H7<? ?DJHE:KJJ?L?

L;D=EDE ?:;DJ?<?97J; B; <7I? ; ? J;CF? :;BB7 L7BKJ7P?ED;
 B; 97�
H7JJ;H?IJ?9>; :;=B? E8?;JJ?L?
 B7 L7BKJ7P?ED; :;BB7 performance

:? ;DJ; ;: EH=7D?PP7J?L7
 B7 L7BKJ7P?ED; :;B F;HIED7B; :?H?=;D�
J; ; :;B F;HIED7B; DED :?H?=;DP?7B;
 ?B I?IJ;C7 FH;C?7DJ;
 B7
JH7IF7H;DP7� $B F?7DE T GK7I? :;B JKJJE KBJ?C7JE ?D E=D? IKE
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7IF;JJE
 C7D97 B\7FFHEL7P?ED; :;<?D?J?L7 :7 F7HJ; :;BB7 =?KDJ7
9ECKD7B;� *;H GK7DJE 9ED9;HD; B7 ,**
 ?D ;II7 IEDE ?:;D�
J?<?97J? =B? E8?;JJ?L? IJH7J;=?9? :7 H7==?KD=;H; D;B JH?;DD?E :? H?�
<;H?C;DJE
 7JJH?8K;D:E B7 H;IFEDI78?B?JS :? 7JJK7P?ED; 7B :?H?�
=;DJ; FH;FEIJE� (ED IEDE
 JKJJ7L?7
 :;9B?D7J; B; <7I? ; =B? ?D�
:?97JEH? H?=K7H:7DJ? BE IJ7JE :? 7L7DP7C;DJE :;? FHE=;JJ? H?J;�
DKJ? IJH7J;=?9? F;H B\;DJ;� -EDE
 ?DL;9;
 ?:;DJ?<?97J; B; H?IEHI;
F;H <KDP?ED?
 9;DJH? :? 9EIJE ; ?D �EDJ78?B?JS  9EDEC?9E � *7�
JH?CED?7B;� &; B?D;; FHE=H7CC7J?9>; IEDE KD KBJ;H?EH; ;I;C�
F?E :? 9EC; ? FHE=;JJ? IJH7J;=?9? I?7DE ?D:?L?:K7J? ; ?:;DJ?<?�
97J? :7 F7HJ; :;BB\;DJ;� ?D ;II; IEDE H799EBJ? ? FHE=;JJ? 9>;
B\7CC?D?IJH7P?ED; ?DJ;D:; H;7B?PP7H; E GK7DJEC;DE :7H; 7L�
L?E :KH7DJ; ?B C7D:7JE FEB?J?9E ����Y����� .KJJ7L?7 ?B 9H?J;H?E
:;BB7 FBKH?;DD7B?JS DED T H?IF;JJ7JE F;H GK7DJE H?=K7H:7 GK;IJE
:E9KC;DJE�
$B 9ECKD; :? �;H=7CE >7 ?:;DJ?<?97JE JKJJ; B; 7JJ?L?JS ; I;HL?P?
7JJH?8K;D:ED; B; H;IFEDI78?B?JS 7? IE==;JJ? :;BB\;DJ;� �JJH7L;H�
IE ?B * " ; ?B F?7DE :;JJ7=B?7JE :;=B? E8?;JJ?L? IEDE ?:;DJ?<?97J?
=B? E8?;JJ?L? F;H ? I;HL?P? ; B; 7JJ?L?JS ILEBJ; ; B; H?IEHI; 7: ;I�
I? 7<<?:7J?� -EDE ?DEBJH; FHEFEIJ? :;=B? ?D:?97JEH? :? E8?;JJ?LE� ?D
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F7HJ?9EB7H; :? GK7DJ?JS
 :? ;<<?9?;DP7 ;: ;<<?979?7 ; :? customer

satisfaction� $ I;HL?P? C7==?EHC;DJ; CED?JEH7J? IEDE GK;BB? :;�
CE=H7<?9?
 :? FEB?P?7 &E97B; ; :;BBE -FEHJ;BBE /D?9E :;BB\ :?B?P?7
; :;BB; �JJ?L?JS *HE:KJJ?L;� *;H GK7DJE H?=K7H:7 ?B H7FFEHJE 9ED
B; F7HJ;9?F7J; ; ? I;HL?P? 9>; 7: ;II; IEDE 7<<?:7J;
 D;BB7 ,**
IEDE ?:;DJ?<?97J? =B? E8?;JJ?L? :? C;:?E F;H?E:E 7<<?:7J? 7BB; F7H�
J;9?F7J;� "B? E8?;JJ?L? :;B?D;7J? D;B :E9KC;DJE IEDE IEBE F;�
HW :? 97H7JJ;H; GK7B?J7J?LE
 DED L? IEDE ;IFB?9?J7J? ?D:?97JEH? H?�
=K7H:7DJ? B; :?C;DI?ED? :;BB7 GK7DJ?JS
 ;<<?9?;DP7 ;: ;<<?979?7
; GK7B?JS� $D =;D;H7B;
 I? FKW 7<<;HC7H; 9>; DED I?7DE FH;�
I;DJ? standard F;H ? I;HL?P? ;IJ;HD7B?PP7J?� .KJJ7L?7
 F;H 7B9K�
D; F7HJ;9?F7J; IEDE IJ7J? :;<?D?J? standard F;H ? I;HL?P? ;HE=7J?
���- -�F��� ; �)! -�F����
 C7 =B? 7<<?:7C;DJ? IEDE JKJJ? FH;�
9;:;DJ? 7B �� B=I� ��� :;B ���� ; GK?D:?
 I;9ED:E B7 DEHC7J?�
L7
�?D�;II7�9EDJ;DKJ7
�:7�H?<7H;�
*;H GK7DJE H?=K7H:7 =B? IJ7J? :? I7BKJ; B7 I?JK7P?ED; 7FF7H; L7�
H?;=7J7� $B 9ECKD; :? �;H=7CE >7 ?:;DJ?<?97JE BE -J7JE :? -7�
BKJ; <?D7DP?7H?7� IEDE
 ?D<7JJ?
 ?D:?L?:K7J? ?D:?97JEH? :? 7D7B?I? :?
8?B7D9?E J?F?9? :;BB7 �EDJ78?B?JS !?D7DP?7H?7 GK7B? B\7KJEDEC?7
?CFEI?J?L7
 <?D7DP?7H?7
 JH?8KJ7H?7
 ?D9?:;DP7 H;I?:K? 7JJ?L?
 H?=?�
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:?JS :;BB7 IF;I7 9EHH;DJ;
 F7JH?CED?E FHE 97F?J; ;J9���
 ?DEB�
JH;
 F;H E=D? I;HL?P?E T ?:;DJ?<?97JE ?B 9EIJE JEJ7B; ; FHE97F?J;�
*;H GK7DJE 9ED9;HD; BE -J7JE :? I7BKJ; EH=7D?PP7J?L7 ;I?IJEDE
:?L;HI; ;IF;H?;DP; :? H?B;L7P?ED; :;BB7 I7BKJ; EH=7D?PP7J?L7
9>; H?=K7H:7DE B7 <EHC7P?ED; :;? :?H?=;DJ? ; :;? B7LEH7JEH?� &7
C7FF7 :;BB; 9ECF;J;DP; DED T 7D9EH7 IJ7J7 F?;D7C;DJ; 7J�
JK7J7� (;B ���� T IJ7J7 <7JJ7 KD\7D7B?I? :;B 9B?C7 EH=7D?PP7J?�
LE IK JKJJE ?B F;HIED7B; :;BB\;DJ; :7 9K? T ;C;HIE KD H?I9ED�
JHE FEI?J?LE H?IF;JJE B7 I7BKJ; EH=7D?PP7J?L7 :;BB\;DJ;� )BJH; 7
9?W
 ?B 9ECKD; :? �;H=7CE F7HJ;9?F7 7: FHE=;JJE :? bench-

mark IF;9?<?9E 9ED 7BJH? EJJE 9ECKD? :;B benchmarking +9BK8
IKBB; H?IEHI; KC7D; 9>; >7 9EDI;DJ?JE :? <7H; B\7D7B?I? :;BBE
IJ7JE :;BB\7HJ;� "B? ?D:?97JEH? CED?JEH7J? 7BB\?DJ;HDE :;B FHE=;J�
JE benchmarking +9BK8 H?=K7H:7DE CEBJ;FB?9? 7IF;JJ? :;BB7 =;�
IJ?ED; :;BB; H?IEHI; KC7D;� :7BB\?DGK7:H7C;DJE 9EDJH7JJK7B;
:;? :?F;D:;DJ? :;BB\;DJ;
 7 ?D:?97JEH? H?<;H?8?B? 7BB\7D7=H7<?97 :;B
F;HIED7B; :;B 9ECKD;
 :7=B? IJ7DP?7C;DJ? F;H B7 H;JH?8KP?ED;
L7H?78?B; 7=B? ?D:?97JEH? :? IF;I7 F;H ?B F;HIED7B;� �: E==?
 JKJ�
J7L?7
 C7D97 KD7 L?I?ED; I?IJ;C?97 :;=B? ?D:?97JEH? 9>; H?7I�
IKCEDE BE IJ7JE :? I7BKJ; EH=7D?PP7J?L7 :;BB\;DJ;� $B 9ECKD;
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:? �;H=7CE DED >7 ?:;DJ?<?97JE BE -J7JE :? -7BKJ; :;BB; ,;B7�
P?ED? C;:?7DJ; B7 I;B;P?ED; :? EFFEHJKD? ?D:?97JEH? H?<;H?8?B? 7BB7
=;IJ?ED; ; 7B C?=B?EH7C;DJE :;B H7FFEHJE 9ED =B? stakehold-

er 7D9>; I; 7B9KD? FEHJ7JEH? :? ?DJ;H;II;
 GK7B? 7: ;I;CF?E B;
IE9?;JS F7HJ;9?F7J; :;B 9ECKD;
 IEDE IJ7J? ;IFB?9?J7J? ?D CE:E
FH;9?IE�
*;H GK7DJE H?=K7H:7 =B? ?CF7JJ? FHE:EJJ? :7BB\7CC?D?IJH7P?ED;
?B 9ECKD; DED >7 ?:;DJ?<?97JE 7H;; :? ?CF7JJE DU 7B9KD? ?D:?�
97JEH? LEBJ? 7BB7 BEHE C?IKH7P?ED;� &\KD?9E 7C8?JE ?D 9K? L?;D;
<7JJ7 KD7 H?B;L7P?ED; T GK;BBE ;D;H=;J?9E� $B 9ECKD; D;B ����
>7 7FFHEL7JE ?B F?7DE  D;H=;J?9E 9ECKD7B; 9>; 9EDJ?;D; ?D:?�
97JEH? :? ?CF7JJE 9>; H?B;L7 F;H?E:?97C;DJ;� $B F?7DE  D;H=;�
J?9E 9ECKD7B; I? 9ED<?=KH7 9EC; KDE IJHKC;DJE E88B?=7JEH?E
F;H ?B 9ECKD; :? �;H=7CE� ;<<;JJK7 ?B 9;DI?C;DJE :;? <788?�
IE=D? ;D;H=;J?9? :;BB7 9?JJS ;: T <?D7B?PP7JE 7BB\?D:?L?:K7P?ED;
:;B 8?B7D9?E ;D;H=;J?9E ;: 7BB7 FHE=H7CC7P?ED; H7P?ED7B; :?
?DJ;HL;DJ? J;I? 7B H?IF7HC?E ;D;H=;J?9E ;: 7BB\KIE :? <EDJ? H?D�
DEL78?B?
 9ED 9EDI;=K;DJ? H?F;H9KII?ED? FEI?J?L; IKBB7 JKJ;B7
:;BB\7C8?;DJ;� )BJH; 7BB7 FEI?J?L7 ;IF;H?;DP7 H?<;H?8?B; 7B F?7DE
 D;H=;J?9E 9ECKD7B;
 B\7CC?D?IJH7P?ED; 9ECKD7B; :? �;H=7�
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CE DED KJ?B?PP7 ?D:?97JEH? proxy F;H B7 C?IKH7P?ED; :;=B? ?C�
F7JJ? ; DED ;IFB?9?J7 B; H;B7P?ED? ?DJ;H�?IJ?JKP?ED7B? 9>; ?D<BK;D�
P7DE J7B? ?CF7JJ?� $B 9ED<HEDJE 9ED 7BJH; 7CC?D?IJH7P?ED?
�benchmark� T :;<?D?JE ?D GK7DJE ?B 9ECKD; :? �;H=7CE F7H�
J;9?F7 7B benchmarking +9BK8 9>; T D7JE :7BB\;I?=;DP7 :? 7B�
9KD; 7CC?D?IJH7P?ED? :? 9EIJHK?H; IJHKC;DJ? 9ECKD? F;H C?IK�
H7H; ;<<?9?;DP7
 ;<<?979?7 ;: ?CF7JJ? :? 7B9KD? I;HL?P?� &\7JJ?L?JS
:? benchmarking T H?<;H?8?B; 7? I;HL?P? :;B;=7J? :7BB7 -J7JE :?
7D7=H7<; ; IJ7JE 9?L?B;
 7? I?IJ;C? :? 7I9EBJE :;B 9?JJ7:?DE � cus-

tomer satisfaction ; =;IJ?ED; H;9B7C?
 7BB7 =;IJ?ED; :;B F;H�
IED7B; ; 8;D;II;H; EH=7D?PP7J?LE ; 7? I;HL?P? F;H B7 FH?C7 ?D�
<7DP?7
 ?D F7HJ?9EB7H; =B? 7I?B? D?:E� /BJ;H?EH; 7JJ?L?JS :? bench-

marking T ILEBJ7 :7? I;HL?P? <?D7DP?7H? ? GK7B? 9ECF?EDE KD I?�
IJ;C7J?9E 9ED<HEDJE 9ED 7BJH? 9ECKD? IK ?D:?97JEH? :? 97H7JJ;H;
;9EDEC?9E�<?D7DP?7H?E�
&7 L7BKJ7P?ED; 9ECFB;II?L7 :? GK;IJE <7JJEH; 7FF7H; FEI?J?L7�
$B I?IJ;C7 D;B IKE 9ECFB;IIE I? CEIJH7 8;D IJHKJJKH7JE ; 9E�
FH; ?D CE:E ;I7KIJ?LE B7 C7==?EH F7HJ; :;=B? 7C8?J? :? C?IK�
H7P?ED; ; L7BKJ7P?ED; :;BB7 performance� �? IEDE 7B9KD; 7H;;
9>; ?B 9ECKD; :? �;H=7CE :ELH;88; FH;I?:?7H; 9ED KD7 C7=�
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=?EH; 7JJ;DP?ED;� .7B? 7H;; I? H?<;H?I9EDE 7BBE IJ7JE :? I7BKJ; EH�
=7D?PP7J?LE ; 7BBE -J7JE :? -7BKJ; :;BB; ,;B7P?ED? ; 7BB7 perfor-

mance :;BB; 7P?;D:; F7HJ;9?F7J; ; 9ED9;II?ED7H?; :? I;HL?P?
FK88B?9?�

Metodologie di misurazione e valutazione
/D 8KED I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 perfor-

mance T 97H7JJ;H?PP7JE :7BB7 FH;I;DP7 :? ?D:?97JEH? ?D =H7:E :?
H7FFH;I;DJ7H; =B? 7C8?J? :? C?IKH7P?ED; ?D:?L?:K7J?� B7 IJH7J;�
=?7
 ? I;HL?P? ;HE=7J? E :7 7P?;D:; F7HJ;9?F7J; E 9ED9;II?ED7�
H?; :? I;HL?P?
 BE IJ7JE :? I7BKJ; ;: ?D F7HJ?9EB7H; BE IJ7JE :? I7�
BKJ; <?D7DP?7H?7
 EH=7D?PP7J?L7 ; :;BB; H;B7P?ED?
 =B? ?CF7JJ? FHE�
:EJJ? :7BB\7P?ED; 7CC?D?IJH7J?L7 ; B7 FH;I;DP7 :? ?D:?97JEH? 9>;
FEII7DE ;II;H; KJ?B?PP7J? F;H <7H; 7JJ?L?JS :? benchmarking JH7
7CC?D?IJH7P?ED?�JH7�BEHE�9ED<HEDJ78?B?�
�7BB\7D7B?I? :;BB\;IF;H?;DP7 :;B 9ECKD; :? �;H=7CE I? ;L?D9;
9EC; B\;DJ; I?7 97H;DJ; D;BB7 C?IKH7P?ED; ; L7BKJ7P?ED; :;=B?
E8?;JJ?L? IJH7J;=?9?� (;BB7 ,** DED IEDE ?:;DJ?<?97J? 9>?7H? ?D�
:?97JEH? IJH7J;=?9? F;H B\;DJ;
 C7 IEBE ?D:?97JEH? :;I9H?JJ?L? ; :?
D7JKH7 GK7B?J7J?L7� )99EHH; IEJJEB?D;7H; ?B <7JJE 9>; ?B 9ECKD;

L’esperienza del comune di Bergamo



:? �;H=7CE
 D;BB\7C8?JE :;BB\7JJK7P?ED; :;B F?7DE :;BB7 per-

formance
 9EC; CEIJH7JE IEFH7
 IJ7 H?L;:;D:E ?B I?IJ;C7 :?
L7BKJ7P?ED; 9ECFB;II?LE ; =B? ?D:?97JEH? IJH7J;=?9? 9ECF?B7D:E
CEBJ;FB?9? I9>;:; 9EDJ;DJ? FHE=;JJ? IJH7J;=?9? 9>; ?B 9ECKD; :?
�;H=7CE ?DJ;D:; H;7B?PP7H; D;B FH?CE JH?;DD?E :? 7:EP?ED; :;B
F?7DE�
"B? ?D:?97JEH? 9>; I? H?<;H?I9EDE 7: 7JJ?L?JS ; I;HL?P? DED I;CFH;
9EDI;DJEDE KD7 C?IKH7P?ED; :;BB\;<<?9?;DP7 ; :;? B?L;BB? :? ;<�
<?979?7 ; customer satisfaction� (;B * "
 D;B F?7DE :;JJ7=B?7�
JE :;=B? E8?;JJ?L? ; D;B H?;F?BE=E 7D:7C;DJE ?D:?97JEH? ?DJ;HD?
IEDE ?:;DJ?<?97J? 7B9KD? ?D:?97JEH? 9>; C?IKH7DE B7 customer

satisfaction ; B\;<<?9?;DP7 :;B I;HL?P?E� (;B I?JE internet T FH;�
I;DJ; KD link F;H B7 L7BKJ7P?ED; :;B =H7:E :? IE::?I<7P?ED;
:;BB\KJ;DP7 7JJH7L;HIE ?B H?9EHIE 7 ;CEJ?9EDI F;H :?9?EJJE I;H�
L?P? ;HE=7J? :7B 9ECKD; :? �;H=7CE� +K;IJ; C?IKH7P?ED? DED
IEDE ECE=;D;; F;H JKJJ? ? I;HL?P? ;HE=7J? :7BB\;DJ;� $B I?IJ;�
C7 T <EHC7BC;DJ; 7FFB?97JE ; IJHKJJKH7JE F;H 9?7I9KD7 7JJ?L?�
JS E I;HL?P?E H?J;DKJE FH?EH?J7H?E :7B 9ECKD; C7 DED T 7D9EH7
9E;H;DJ;C;DJ; IL?BKFF7JE ?D JKJJ; B; IK; F7HJ?� $ 9H?J;H? GK7B?
B\799;II?8?B?JS
 B7 J;CF;IJ?L?JS
 B7 JH7IF7H;DP7 ; B\;<<?979?7 :;?
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I;HL?P? ;HE=7J? :7B 9ECKD; DED IEDE FKDJK7BC;DJ; CED?JEH7J?
DU IEDE ;IFB?9?J7J? ?D 7FFEI?J? :E9KC;DJ?� .KJJ7L?7
 L? IEDE 7B�
9KD? ?D:?97JEH? :;I9H?JJ? D;B H?;F?BE=E :;BB\7D:7C;DJE ?D:?97JEH?
?DJ;HD? 9>; DED IEDE ;IFB?9?J7J? 7BB\;IJ;HDE :;BB\;DJ;
 C7 IEDE
IEBE KJ?B?PP7J? 7 <?D? =;IJ?ED7B? ?DJ;HD?� "B? KD?9? I;HL?P? ;HE=7J?
:7 F7HJ;9?F7J; :? 9K? B\7CC?D?IJH7P?ED; H?B;L7 B; 9ED:?P?ED? :?
;HE=7P?ED; ?D J;HC?D? :? 799;II?8?B?JS
 J;CF;IJ?L?JS
 JH7IF7H;D�
P7 ;: ;<<?979?7 IEDE ?B I;HL?P?E :? ?=?;D; KH87D7 ; GK;BBE :;B
JH7IFEHJE�FK88B?9E�
*;H GK7DJE H?=K7H:7 BE IJ7JE :? I7BKJ; <?D7DP?7H?7 :;BB\;DJ; ;I�
IE T C?IKH7JE C;:?7DJ; ?D:?97JEH? :? I?DJ;I? 9>; I? H?<;H?I9E�
DE 7BB\;GK?B?8H?E ;9EDEC?9E
 7BB; ;DJH7J;
 7BB; IF;I;
 7BB7 9ED�
I?IJ;DP7 :;B F7JH?CED?E
 7B B?L;BBE :? ?D:;8?J7C;DJE� "B? ?D:?�
97JEH? 9>; I? FEIIEDE H?I9EDJH7H; IEDE GK;BB? J?F?9? :;BB7 �ED�
J78?B?JS !?D7DP?7H?7 :;BB\;DJ;� (ED IEDE FH;I;DJ? ?D:?97JEH? :?
I?DJ;I? 9>; I? H?<;H?I9EDE 7B CE:;BBE EH=7D?PP7J?LE ; =;IJ?ED7�
B;
 7B B?L;BBE GK7B?J7J?LE ; GK7DJ?J7J?LE :;BB; H?IEHI; KC7D;
 7BB7
<EHC7P?ED;
 7B 8;D;II;H; EH=7D?PP7J?LE
 7BB; F7H? EFFEHJKD?�
JS ; 7BBE IJ7JE :;? I?IJ;C? ?D<EHC7J?L?� *;H GK7DJE H?=K7H:7 B;
FEB?J?9>; :;B F;HIED7B;
 7JJH7L;HIE ?B benchmarking +9BK8
 IE�
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DE IJ7J? ?D:?L?:K7J? ; L;D=EDE H?B;L7J; JKJJ; B; :?C;DI?ED? H?B;�
L7DJ? 7? <?D? :? FEB?J?9>; 9EHH;JJ?L; ; ?DJ;HL;DJ? :? C?=B?EH7C;D�
JE :;B 9B?C7 EH=7D?PP7J?LE ?DJ;HDE� �BBE IJ;IIE CE:E ?B I?IJ;�
C7 DED C?IKH7 BE -J7JE :? -7BKJ; :;BB; ,;B7P?ED? C;:?7DJ; B7
I;B;P?ED; :? ?D:?97JEH? :? I?DJ;I? 9>; H7FFH;I;DJ7DE B7 GK7B?JS
:;BB; H;B7P?ED? 9ED stakeholder �KJ;DJ?
 ?CFH;I;
 7IIE9?7P?ED?

7P?;D:; 9EDJHEBB7J;
 partner ?IJ?JKP?ED7B?� ; IE==;JJ? 9E?DLEBJ?
D;?�FHE9;II?�:?�;HE=7P?ED;�:?�8;D?�;�I;HL?P?�
*;H GK7DJE H?=K7H:7 B7 C?IKH7P?ED; :;=B? ?CF7JJ? ?B 9ECKD; :?
�;H=7CE DED >7 ?D:?L?:K7JE C?IKH; 7JJH7L;HIE 9K? CED?JEH7
B\?CF7JJE :;BB7 FHEFH?7 7P?ED; 7CC?D?IJH7J?L7� &\KD?97 7H;7
:\?CF7JJE CED?JEH7J7 T GK;BB7 H?=K7H:7DJ; ?B I;JJEH; ;D;H=;J?�
9E
 ?D GK7DJE ?B 9ECKD; >7 7:EJJ7JE ?B FHEFH?E F?7DE  D;H=;�
J?9E 9ECKD7B;� �?IE=D7 IEJJEB?D;7H; 9>; =H7P?; 7B F?7DE :;BB7
performance 9>; ?B 9ECKD; T ?D FHE9?DJE :? 7JJK7H; J7B; C7D�
97DP7 L;HHS C;DE =H7P?; 7BB7 FH;:?IFEI?P?ED; :? EJJE I9>;:;
?CF7JJE� $B 9ECKD; H?B;L7 9ED 97:;DP7 F;H?E:?97 CEBJ;FB?9? ?D�
:?97JEH? H?=K7H:7DJ? ?B 9EDJ;IJE IE9?E Y ;9EDEC?9E ; 7C8?;D�
J7B; ?D 9K? I? JHEL7 7: EF;H7H;� (;BB7 <7JJ?IF;9?; ?B 9ECKD; 7D�
DK7BC;DJ; FK88B?97 B\EFKI9EBE �;H=7CE ?D �?<H; 9>; H?;F?BE�
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=7
 <EHD;D:E KD 9ED<HEDJE 7D9>; J;CFEH7B;
 IL7H?7J? ?D:?97JE�
H? :? 9EDJ;IJE
 7B9KD? :;? GK7B? IEDE IJ7J? KJ?B?PP7J? 7? <?D? :;BB7
H;:7P?ED; :;B FH;I;DJ; :E9KC;DJE D;BB\7D7B?I? ILEBJ7 D;? F7�
H7=H7<? ?DJHE:KJJ?L?� &\7JJ?L?JS :? benchmarking :;B 9ECKD; :?
�;H=7CE T H?<;H?8?B; 7? I;HL?P? E==;JJE :;BB\7D7B?I? ;IFEIJ7 D;B
I;P?ED;�FH;9;:;DJ;�:?�GK;IJE�F7H7=H7<E�
�7BB\7D7B?I? ILEBJ7 ?D GK;IJ7 I;P?ED; ;C;H=; 9EC; ?B 9ECKD;
:? �;H=7CE CEIJH? 7B9KD; 7H;; :? 97H;DP7 ?D H?<;H?C;DJE 7BB7
:;<?D?P?ED; :? ?D:?97JEH? 9>; C?IKH7DE B\7C8?JE IJH7J;=?9E ; :;?
I;HL?P? ;HE=7J? 7BB7 9EBB;JJ?L?JS I?7 :7 F7HJ; :;B 9ECKD; 9>;
:7 F7HJ; :? 7P?;D:; F7HJ;9?F7J; ; 9ED9;II?ED7H?; :? I;HL?P?�
-? ;L?D9;
 ?DEBJH;
 9EC; I?7 F7HP?7BC;DJ; I9EF;HJE BE IJ7JE :?
I7BKJ; EH=7D?PP7J?LE ; BE -J7JE :? -7BKJ; :;BB; ,;B7P?ED?� (ED
IEDE ?D:?L?:K7J? ?D:?97JEH? 9>; C?IKH?DE =B? ?CF7JJ? :;BB\7P?ED;
7CC?D?IJH7J?L7
 7: ;99;P?ED; :? GK;BB? 9EDJ;DKJ? D;B F?7DE
 D;H=;J?9E 9ECKD7B;� $B F?7DE :;BB7 performance 9>; ?B 9ECK�
D; :? �;H=7CE T ?D FHE9?DJE :? 7FFHEL7H; H?9ECFH;D:; ?D:?�
97JEH? 9>; C?IKH7DE JKJJ? =B? 7C8?J? 9>; 7B CEC;DJE DED IEDE
CED?JEH7J?�
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Il processo, i soggetti e le responsabilità del sistema
$D GK;IJ7 I;P?ED; I? :;I9H?L; 9EC; 7LL?;D; ?B FHE9;IIE :?
=;IJ?ED; :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 per-

formance ; 9EC; I?7DE :?IJH?8K?J; JH7 ? IE==;JJ?
:;BB\7CC?D?IJH7P?ED; B; H;IFEDI78?B?JS H;B7J?L; 7BB7 H?B;L7P?E�
D;
 7BB\7==?EHD7C;DJE
 7BB\7D7B?I? ; 7BB\audit :;? FHE9;II? :? H?�
B;L7P?ED;�:?�:7J?�;�?D:?97JEH?�
� �;H=7CE
 7JJK7BC;DJ;
 ?B I?IJ;C7 :? C?IKH7P?ED; DED T ?C�
F?;=7JE ?D CE:E ?DJ;=H7JE D;B FHE9;IIE :? ?:;DJ?<?97P?ED; :;B�
B7 performance :;BB\7CC?D?IJH7P?ED; ; D;B FHE9;IIE :? :;<?�
D?P?ED; :;=B? E8?;JJ?L?� $D F7HJ?9EB7H; B\?DJ;=H7P?ED; DED T <EH�
C7B?PP7J7 I; DED ?D I;:; :? 9EC?J7JE :? :?H;P?ED; ; ?B 9EEH�
:?D7C;DJE T 7<<?:7JE 7BB7 <KDP?ED; :? FHE=H7CC7P?ED; <?D7D�
P?7H?7 9ED IKF;HL?I?ED; :;BBE IJ;IIE 9EC?J7JE :? :?H;P?ED;� !?�
DE 7BB\;I;H9?P?E ���� I? ;L?:;DP?7L7 KDE I9EBB7C;DJE JH7 B; B?�
D;; FHE=H7CC7J?9>; :? C7D:7JE ; ?B I?IJ;C7 :? =;IJ?ED; F;H
E8?;JJ?L? 9>; 7D:7L7 7L7DJ? F;H ?D;HP?7� �7B ���� T IJ7JE :;�
<?D?JE ; 7FFHEL7JE
 �7BB;=7JE 7B H;=EB7C;DJE :? EH=7D?PP7P?E�
D;� ?B 9?9BE :? performance4��5 9>; >7 9EC; E8?;JJ?LE GK;BBE :?
?D:?97H; B\?DJ;=H7P?ED; JH7 ? :E9KC;DJ? :;BB7 FHE=H7CC7P?ED;
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9EHH;B7D:E C;=B?E B; B?D;; FHE=H7CC7J?9>; :? C7D:7JE 9ED
=B? 7BJH? :E9KC;DJ? :? FHE=H7CC7P?ED;
 GK7B? ?B F?7DE JH?;DD7B;
:;BB7 performance
 ?B 8?B7D9?E :? FH;L?I?ED;
 ?B * " ; ?B F?7DE
:;JJ7=B?7JE :;=B? E8?;JJ?L?� .KJJ7L?7
 B7 :;<?D?P?ED; :;=B? E8?;JJ?L?
IJH7J;=?9? T IEBJ7DJE F7HP?7BC;DJ; ?DJ;=H7J7 9ED B7 FH;:?IFEI?�
P?ED; :7 F7HJ; :;=B? K<<?9? :;B 9ECKD; :? I?CKB7P?ED? ; L7BK�
J7P?ED? :? <7JJ?8?B?JS� �JJK7BC;DJ;
 ?B B;=7C; BE=?9E ;I?IJ;DJ; JH7
?D:?97JEH? I;B;P?ED7J?
 E8?;JJ?L? ; target <?II7J? T :;<?D?JE IEBJ7D�
JE�?D�CE:E�F7HP?7B;�
/D KBJ;H?EH; FKDJE 9>; E99EHH; 7D7B?PP7H; H?=K7H:7 B; H?B;L7�
P?ED? 9>; ?B I?IJ;C7 ;<<;JJK7
 ;L?:;DP?7D:ED; B7 BEHE F;H?E:?9?�
JS� $D F7HJ?9EB7H; ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;B�
B7 performance ?D KIE D;B 9ECKD; :? �;H=7CE H?B;L7 7BC;DE
JH?C;IJH7BC;DJ; =B? ?D:?97JEH? 9EDJ;DKJ? D;? :E9KC;DJ? :? FHE�
=H7CC7P?ED;
 F;H 7B9KD? IF;9?<?9? ?D:?97JEH? 7: KIE =;IJ?ED7�
B; ?DJ;HDE B7 H?B;L7P?ED; T C;DI?B;� &\?DJ;=H7P?ED; :;BB; H?B;L7�
P?ED? F;H?E:?9>; 9ED ? :7J? ; B; ?D<EHC7P?ED? :;H?L7DJ? :7B I?�
IJ;C7 9EDJ78?B; L?;D; <7JJ7 7B 9ECKD; :? �;H=7CE IEBJ7DJE
F7HP?7BC;DJ; ; ?D H?<;H?C;DJE 7: 7B9KD? I;HL?P? GK7B? B7 FEB?P?7
&E97B;
 ? I;HL?P? 7D7=H7<?9? ; ? I;HL?P? :? IKFFEHJE
 F;H ? GK7�
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B? ?B 9EBB;=7C;DJE 9ED ?B I?IJ;C7 9EDJ78?B; 7LL?;D; F;H C;PPE
:;BB\?:;DJ?<?97P?ED; :;B 9EIJE KD?J7H?E :;? I;HL?P? H?FEHJ7J?� )B�
JH; 7BB7 :;<?D?P?ED; :;B 9EIJE KD?J7H?E :? 7B9KD? :;? I;HL?P? ;HE�
=7J? :7B 9ECKD; ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7
performance =;IJ?I9; 7D9>; B\7D7B?I? :;=B? I9EIJ7C;DJ?� (;BB7
<7JJ?IF;9?;
 ?B I?IJ;C7 L?=;DJ; D;B 9ECKD; :? �;H=7CE ;L?:;D�
P?7 ;: 7D7B?PP7 B; 97KI; :;=B? I9EIJ7C;DJ? ; <EHD?I9; FKDJK7B?
9ED<HEDJ? 9ED B; C?IKH7P?ED? ; ? H?IKBJ7J? EJJ;DKJ? D;=B? ;I;H9?P?
FH;9;:;DJ?� �ED9;DJH7D:EI? IKB J;C7 :;BB7 L7BKJ7P?ED; ? :7J?
; =B? ?D:?97JEH? :;B I?IJ;C7 IEDE ?CF?;=7J? ?D <7I; :? L7BKJ7P?E�
D; :;B B?L;BBE :? H7==?KD=?C;DJE :;=B? E8?;JJ?L? FHE=H7CC7J?� -?
IEJJEB?D;7 ?B <7JJE 9>; J7BKD? ?D:?97JEH? FEJH;88;HE ;II;H; H7<<?�
D7J? F;H :7H; ?D:?97P?ED? F?X FKDJK7B?� "B? ?D:?97JEH? 9EDJ;DKJ?
D;B * " ; D;B F?7DE :;JJ7=B?7JE :;=B? E8?;JJ?L? IEDE =B? IJ;II?
IK? GK7B? L?;D; <7JJ7 B7 H;D:?9EDJ7P?ED;� $B 9ECKD; :? �;H=7�
CE
 GK?D:?
 DED ILEB=; L7BKJ7P?ED? 9ED ?D:?97JEH? I9;BJ? ex post

; ad hoc� �ED B\7:EP?ED; :;B DKELE F?7DE :;BB7 performance

B\7CC?D?IJH7P?ED; ?DJ;D:; ?CFEIJ7H; KD CED?JEH7==?E 9EIJ7D�
J; :;B F?7DE ; :;? IKE? ?D:?97JEH?� �JJK7BC;DJ; ? I;HL?P? 7D7=H7�
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<; ; GK;BBE :? FEB?P?7 &E97B; IEDE IE==;JJ? 7: audit 9EIJ7DJ;

I;9ED:E�=B? standard $-)������
/D 7BJHE ;B;C;DJE :? 7D7B?I? T ?B H7FFEHJE JH7 ?B I?IJ;C7 :? C?IK�
H7P?ED; ; L7BKJ7P?ED; :;BB7 performance ; =B? 7JJEH? ; FEHJ7JEH?
:?�?DJ;H;II;�9>;�BE�KJ?B?PP7DE�
&\7D7B?I? :;B <7JJEH; I? IFEIJ7 FE? 7 L;H?<?97H; ?B 9ECFEHJ7C;DJE
:? 7B9KD? EH=7D? ; IE==;JJ? :;B 9ECKD; ?D H?<;H?C;DJE 7B I?IJ;�
C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance� $ IE==;J�
J? ; =B? EH=7D? 7D7B?PP7J? IEDE B\)$0
 ?B 9EDI?=B?E 9ECKD7B;
 ?B
I?D:79E ; B7 =?KDJ7 9ECKD7B;
 ?B :?H;JJEH; =;D;H7B;
 =B? K<<?9? :?
IKFFEHJE ; :? staff
 ? :?H?=;DJ? :;B 9ECKD; ; ? FEHJ7JEH? :? ?D�
J;H;II;� &\)$0
 9>; T 7JJ?LE ; 9ECFEIJE :7 JH; C;C8H?
 9E�
C; FH;9;:;DJ;C;DJ; 7D7B?PP7JE
 CED?JEH7 ?B <KDP?ED7C;DJE
:;B I?IJ;C7 ; <EHD?I9; ?D:?97P?ED? KJ?B? 7BB\?DJ;=H7P?ED; ;: 7B
C?=B?EH7C;DJE ;B78EH7D:E E=D? 7DDE KD7 H;B7P?ED; ?D C;H?�
JE� $B 9EDI?=B?E 9ECKD7B; :? �;H=7CE
 7JJK7BC;DJ;
 DED >7
7D9EH7 KJ?B?PP7JE ?B I?IJ;C7 7? <?D? :;BB7 FH;:?IFEI?P?ED; ;
:;BB\;I;H9?P?E :;BB; <KDP?ED? :? ?D:?H?PPE ; CED?JEH7==?E :;B
F?7DE :;BB7 performance
 ?D GK7DJE DED 7D9EH7 <EHC7BC;DJ;
7:EJJ7JE� $D E=D? 97IE
 B\EH?;DJ7C;DJE :;B 9ECKD; T GK;BBE :?
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H;D:;H; 799;II?8?B; 7 JKJJ? ? �EDI?=B?;H?
 JH7C?J; B\intranet 9E�
CKD7B;
 ?B :E9KC;DJE 7D9>; 7 <?D? :;9?I?ED7B?� $B I?D:79E ; B7
=?KDJ7 9ECKD7B; 7:EJJ;H7DDE ?B F?7DE IKBB7 87I; :;BB7 FHEFE�
IJ7 FH;I;DJ7J7 :7BB\)$0
 7D9>; I;
 F;H ?B CEC;DJE
 ?B I?D:7�
9E ; B7 =?KDJ7 FH;D:EDE B; FHEFH?; :;9?I?ED? IKBB7 87I; :;B�
B; ?D<EHC7P?ED? 9EDJ;DKJ; D;B I?IJ;C7 7JJK7BC;DJ; ?D L?=E�
H; D;B 9ECKD; :? �;H=7CE ; DED IKBB7 87I; :;BB; ?D<EHC7�
P?ED? 9EDJ;DKJ; D;B F?7DE :;BB7 performance� $B commitment

:;B :?H;JJEH; =;D;H7B; ; :? JKJJ? ? :?H?=;DJ? D;BBE IL?BKFFE :;B
F?7DE :;BB7 performance T <EHJ;� �DDK7BC;DJ; T FH;L?IJ7 B7
FH;I;DJ7P?ED; 7B F;HIED7B; :;? H?IKBJ7J? H7==?KDJ? D;B 9EHIE
:;BB\;I;H9?P?E FH;9;:;DJ; ; B7 9EDJ;IJK7B; FH;I;DJ7P?ED; :;�
=B? E8?;JJ?L? =;IJ?ED7B? FH;L?IJ? F;H B\;I;H9?P?E ?D 9EHIE ?D CE�
:E J7B; :7 H;D:;H; F7HJ;9?F; B\?DJ;H7 EH=7D?PP7P?ED; D;BB7 =;�
IJ?ED; :;BB\7CC?D?IJH7P?ED;� *;H GK7DJE H?=K7H:7 =B? K<<?9? :?
staff
 ;II? ILEB=EDE B\7JJ?L?JS :? 7B?C;DJ7P?ED; ; C7DKJ;DP?E�
D; :;B I?IJ;C7 =H7P?;
 7D9>;
 ?B 9EEH:?D7C;DJE :;B I;=H;J7�
H?E =;D;H7B;
 H;9;F?I9EDE
 ?DEBJH;
 B; EII;HL7P?ED? ; =B? ?D:?H?P�
P? :;BB\)$0
 =;IJ?I9EDE B7 9ECFED;DJ; ?D<EHC7J?97 :;B I?IJ;�
C7 ; FH;:?IFED=EDE report :? I?DJ;I? F;H B7 C?IKH7P?ED; ; B7
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L7BKJ7P?ED; :;BB; performance
 :;BB; IK; 7HJ?9EB7P?ED? EH=7�
D?PP7J?L;
 :;? H;IFEDI78?B? :? KD?JS EH=7D?PP7J?L7 ; :;? :?F;D�
:;DJ?� (;BB7 <7JJ?IF;9?; B\K<<?9?E F?7D?<?97P?ED; ; 9EDJHEBBE <EH�
D?I9; 7BB\)$0 ? H?IKBJ7J? IKB 9EDI;=K?C;DJE :;=B? E8?;JJ?L? :;B
* " ; BE staff :;BB7 :?H;P?ED; =;D;H7B; CED?JEH7 ; <EHD?I9;
7BB\)$0 report IK=B? E8?;JJ?L? JH7IL;HI7B? ; IF;9?7B?� $ :?H?=;DJ?
; <KDP?ED7H? 9ED FEI?P?ED; :? H;IFEDI78?B?JS ?CF?;=7DE ?B I?�
IJ;C7 D;BB\7C8?JE :;? FHEFH? FHE9;II? :;9?I?ED7B?
 L;H?<?97DE B7
9E;H;DP7 JH7 =B? ?D:?97JEH? I;B;P?ED7J? F;H C?IKH7H; B7 perfor-

mance ; B; 7JJ?L?JS ;<<;JJ?L7C;DJ; ILEBJ;
 IK==;H?I9EDE ?DJ;�
=H7P?ED? ; C?=B?EH7C;DJ? H?IF;JJE 7=B? ?D:?97JEH? I;B;P?ED7J? ;
H?<;H?I9EDE :? ;L;DJK7B? 7DEC7B?; :;H?L7DJ? :7B FHE9;IIE :? H?�
B;L7P?ED;� $D F7HJ?9EB7H; I? JH7JJ7 :? 7JJ?L?JS FH;L?IJ; ;: 7JJK7J;
7JJH7L;HIE B\7FFB?97J?LE :;B * " ;
 F;H JH7IF7H;DP7
 IEDE :7J?
FK88B?97J? IKBB7 intranet ; H;I? 799;II?8?B? 7 JKJJE ?B F;HIED7B;�
&7 H;B7P?ED; 9ED ? FEHJ7JEH? :? ?DJ;H;II;
 GK7B? KJ;DJ?
 ?CFH;I;

7IIE9?7P?ED?
 7P?;D:; 9EDJHEBB7J; ; partner ?IJ?JKP?ED7B? T 7D�
9EH7 B?C?J7J7� �JJK7BC;DJ;
 J7B? IE==;JJ? DED FEIIEDE EJJ;D;H;
799;IIE 7B I?IJ;C7 ; DED FEIIEDE IK H?9>?;IJ7 E F;H IF;9?<?�
9>;�;I?=;DP;�9>?;:;H;�?DJ;=H7P?ED?�E�IK==;H?H;�CE:?<?9>;�

L’esperienza del comune di Bergamo



Le componenti del sistema
)8?;JJ?LE :? GK;IJ7 I;P?ED; T GK;BBE :? FH;I;DJ7H; =B? ;B;C;DJ?
9>; 9ECFED=EDE ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;B�
B7 performance
 9ED F7HJ?9EB7H; H?<;H?C;DJE 7BB; ?D<EHC7P?ED?
9EDJ78?B?
 H?9B7II?<?97J; I;9ED:E :?L;HI? 9H?J;H?
 ;: ?D<EHC7P?ED?
;NJH79EDJ78?B? F;H :;I9H?L;H; ?B =H7:E :? ;I7KIJ?L?JS :;BBE IJ;I�
IE�D;BB7�H7FFH;I;DJ7P?ED;�:;BB7 performance�
(;B I?IJ;C7 L?=;DJ; D;B 9ECKD; :? �;H=7CE ? I;HL?P? !?D7D�
P?7H? >7DDE <KDP?ED; :? H799EH:E ; 9EEH:?D7C;DJE� $ :7J? :;B
* " 9ED<BK?I9EDE D;B I?IJ;C7 ?D<EHC7J?LE 9EDJ78?B;� "B? IJ;I�
I? I;HL?P? <?D7DP?7H? CED?JEH7DE JKJJ? ? :7J? :? =;IJ?ED; :;B F;H�
IED7B; I?7 :? J?FE ;9EDEC?9E ; <?D7DP?7H?E 9>; 7 H?=K7H:E :?
7JJ?L?JS 9EC; FH;I;DP;
 7II;DP;
 7JJH?8KP?ED; 7 9;DJHE :? H;�
IFEDI78?B?JS� &7 9EDJ78?B?JS 7D7B?J?97 H?IKBJ7 :?I9H;J7C;DJ; IL?�
BKFF7J7 D;B 9ECKD; :? �;H=7CE� B7 ,** 9EDJ?;D; KD7 I;P?E�
D; :? 7D7B?I? F;H 9;DJHE :? 9EIJE� $B I?IJ;C7 9EDJ78?B; KJ?B?PP7�
JE :7B 9ECKD; 9EDI;DJ; :? H;=?IJH7H; EBJH; 7BB; ?D<EHC7P?ED?
:? D7JKH7 <?D7DP?7H?7 7D9>; GK;BB; :? D7JKH7 ;9EDEC?9E�F7JH?�
CED?7B; 9>; L7DDE 7: 7B?C;DJ7H; ?B I?IJ;C7 :;BB7 9EDJ78?B?JS
7D7B?J?97� $DEBJH;
 ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;B�
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B7 performance 7:EJJ7 IEBE F7HP?7BC;DJ; FHE9;:KH; ?DJ;=H7J;
:? 7D7B?I? GK7DJ?J7J?L7 ; GK7B?J7J?L7 :;? I;HL?P? ;HE=7J? :7 7B�
9KD; 7HJ?9EB7P?ED? EH=7D?PP7J?L; :;BB\7CC?D?IJH7P?ED;� ? I;HL?P?
<?D7DP?7H? 9EDEI9EDE B7 I?JK7P?ED; 7 B?L;BBE C79HE
 C7 DED T
FEII?8?B; :;<?D?H; KD7 9>?7H7 ; FH;9?I7 I?JK7P?ED; :? :;JJ7=B?E�
$B I?IJ;C7 7:EJJ7 ?D CE:E ?DJ;=H7JE standard F;H JKJJE 9?W 9>;
L?;D; 9>?;IJE :7 �KJEH?JS (7P?ED7B? �;I� 9EDJE 7DDK7B; ;99� ;
,;=?ED7B? �;I� H;D:?9EDJ7P?ED; :? 9EDJH?8KJ? H;=?ED7B?� F;H ;L?�
J7H;�?D;<<?9?;DP;�;�H?:ED:7DJ?�;B78EH7P?ED?�:?�:7J?�
&\7HJ?9EB7P?ED; :;B 9?9BE4��5 :;BB; performance :;B?D;7JE :7B
9ECKD; :? �;H=7CE
 KD7 LEBJ7 7FFHEL7JE ?B F?7DE :;BB7 per-

formance
 T IJHKJJKH7JE ?D CE:E J7B; 9>; ? :7J? ; B; ?D<EHC7�
P?ED? <EHD?J; :7B I?IJ;C7 IJ;IIE 9ED<BK?H7DDE D;B F?7DE :;B�
B7 performance ; D;BB7 H;B7P?ED; IKBB7 performance� $B I?IJ;�
C7 :;<?D?I9; IEBE F7HP?7BC;DJ; KD7 87JJ;H?7 :? ?D:?97JEH? 9>;
JHEL7 KIE ?D CE:E ?DJ;=H7JE D;B F?7DE :;BB7 performance

,** ; * " <EHD;D:E B7 :?C;DI?ED; GK7DJ?J7J?L7 :;=B? E8?;J�
J?L? ?D ;II? 9EDJ;DKJ?� -? C;DP?ED7 7D9EH7 KD7 LEBJ7 9>; 9ED
B\7:EP?ED; :;B F?7DE JH?;DD7B; :;BB; performance GK;IJE 9H?�
J;H?E I7HS F?;D7C;DJ; H?IF;JJ7JE� $DEBJH;
 $B F?7DE :;BB7 per-
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formance H?9ECFEHHS ?D CE:E KD?J7H?E ?B GK7:HE :;BB; FH?EH?JS
:;BB\7CC?D?IJH7P?ED; ;: ;IFEHHS B\7HJ?9EB7P?ED; :;=B? E8?;JJ?L?
IJH7J;=?9? ?D E8?;JJ?L? EF;H7J?L? ; 7P?ED?
 :;<?D;D:E F;H 9?7I9K�
DE :? ;II? KD set :? ?D:?97JEH? :? H?<;H?C;DJE� �B CEC;DJE 7J�
JK7B; DED I? IEDE H?I9EDJH7J? ?D:?97JEH? KJ?B?PP7J? F;H ?B <KDP?ED7�
C;DJE :? IJHKC;DJ? C7D7=;H?7B? GK7B?
 7: ;I;CF?E
 ?B ��!
 B7
�-�
 ?B 8?B7D9?E IE9?7B;� $B 9ECKD; :? �;H=7CE
 KD7 LEBJ7 7F�
FHEL7JE ?B F?7DE :;BB7 performance
 :;<?D?HS ?D 97FE 7 9?7I9K�
DE :;=B? ?D:?97JEH? 9ECFED;DJ? KD7 I9>;:7 7D7=H7<?97 IEJJE�
FEIJ7 7 audit F;H?E:?9E :K; LEBJ; B\7DDE 7 BK=B?E ; 7 :?9;C8H;�

Il livello di informatizzazione del sistema
$D GK;IJE F7H7=H7<E I? H?FH;D:; GK7DJE =?S :;I9H?JJE D;B F7�
H7=H7<E ��� ; I? :;I9H?L; ?B =H7:E :? ?D<EHC7J?PP7P?ED; :;B 9E�
CKD; :? �;H=7CE ;L?:;DP?7D:E BE IJ7JE :? e-government ; ?B
=H7:E�:?�:?<<KI?ED;�:;?�I?IJ;C?�?D<EHC7J?L?�=;IJ?ED7B?�
$ I;HL?P? 9>; B\7CC?D?IJH7P?ED; 9ECKD7B; :? �;H=7CE H;D:;
:?IFED?8?B? on-line 9ECFH;D:EDE ?B FH;B?;LE :;BB7 CE:KB?IJ?97
F;H 7LL?E FH7J?97 �;I� 87D:? ; 9ED9EHI?�
 B7 L?IK7B?PP7P?ED;
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IJ7JE :? 7L7DP7C;DJE FH7J?97 �;I� 87D:?
 =7H; on-line�
 B\7LL?E
:;BB; FH7J?9>; F;H B?9;DP;
 9ED9;II?ED?
 7KJEH?PP7P?ED? ;:?B?P?;�
$B 9ECKD; :? �;H=7CE >7 FHE9;:KJE D;B 9EHIE :;=B? 7DD? 7:
?D<EHC7J?PP7H; =H7D F7HJ; :;? FHEFH? I;HL?P? ;: ?D F7HJ?9EB7H; ?B
I?IJ;C7 9EDJ78?B;
 ?B I?IJ;C7 :? =;IJ?ED; :;BB\7D7=H7<;
 ?B I?IJ;�
C7 :? =;IJ?ED; :;BB; EF;H; FK88B?9>;
 ?B I?IJ;C7 :? 9EDJHEBBE
:? =;IJ?ED; ; 7CC?D?IJH7P?ED; :;B F;HIED7B;
 =H7D F7HJ; :;?
I;HL?P? :? H;=EB7P?ED;
 ? I;HL?P? :;BB7 FEB?P?7 BE97B; ; F7HJ; :;?
I;HL?P?�IE9?7B?�
�EC; =?S 799;DD7JE D;? F7H7=H7<? ?DJHE:KJJ?L? ?B 9ECKD; :?
�;H=7CE FH;I;DJ7 KD B?L;BBE :? ?D<EHC7J?PP7P?ED; 9>; FKW ;I�
I;H; :;<?D?JE :?I9H;JE
 7D9>; I; 9ECFB;II?L7C;DJ; ?B B?L;BBE :?
?DJ;=H7P?ED; :;B I?IJ;C7 ?D<EHC7J?LE 7P?;D:7B; T 87IIE� $DEB�
JH; CEBJ? I;HL?P? DED IEDE 7D9EH7 :?IFED?8?B? on-line
 7D9>; I;
I? H?9EDEI9; BE I<EHPE 9ECF?KJE :7B 9ECKD; ?D GK;IJ7 :?H;P?E�
D; =H7P?;
 ?D F7HJ?9EB7H;
 7 :K; FHE=;JJ? :? e-government GK7B?
*)&$- �ECKD;�C?9E�D;J ; ?B I?IJ;C7 $D<EHC7J?LE ";E=H7<?�
9E $DJ;=H7JE �-$"$�� -? I;=D7B7 ?DEBJH; BE I97HIE B?L;BBE :? 9EEH�
:?D7C;DJE :;BB; <KDP?ED? :? $�. 7BB\?DJ;HDE :;BB\;DJ; ?D GK7DJE
:;9;DJH7J;�7�B?L;BBE�:?�9?7I9KD�I?D=EBE�I;HL?P?E�:;BB\;DJ;�
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Il livello di trasparenza del sistema
/D KBJ?CE ;B;C;DJE :? 7D7B?I? :;B I?IJ;C7 :? C?IKH7P?ED; ; L7�
BKJ7P?ED; :;BB7 performance T B;=7JE 7B IKE =H7:E :? JH7IF7�
H;DP7 7BB\;IJ;HDE
 I;9ED:E 9H?J;H? :;<?D?J? 7 FH?EH? ; I;9ED:E
97D7B? ?:ED;? H?IF;JJE 7BB; ;I?=;DP; ?D<EHC7J?L; :;BB; :?L;HI;
97J;=EH?;�:?�KJ;DJ?�;:�?DJ;HBE9KJEH?�
*;H GK7DJE 9ED9;HD; B\;IF;H?;DP7 :;B 9ECKD; :? �;H=7CE
IKB FEHJ7B; ?IJ?JKP?ED7B; IEDE FH;I;DJ? B; ?D<EHC7P?ED? H;B7J?L;
7BB\7II;JJE ?IJ?JKP?ED7B; ; EH=7D?PP7J?LE
 7BB; 9ECFED;DJ? :;=B?
EH=7D? FEB?J?9? ; :;? :?H?=;DJ?� $ 9?JJ7:?D? ; =B? 7BJH? FEHJ7JEH? :?
?DJ;H;II; :;BB\7CC?D?IJH7P?ED; DED FEIIEDE 799;:;H; ?D CE�
:E 7JJ?LE 7B I?JE web :;BB\7CC?D?IJH7P?ED; ; H;D:;H; FK88B?�
9? ? FHEFH? F7H;H? ?D H;B7P?ED; 7BB; 7JJ?L?JS ;: 7? I;HL?P? EJJ;DKJ?
FEIJ7D:EB? IKB I?JE :;BB\7CC?D?IJH7P?ED;� (;BB\7H;7 I;HL?P? on-

line :;B 9ECKD; T FEII?8?B; ?DL?7H; FHEFH? F7H;H?
 H?9>?;IJ; :?
?D<EHC7P?ED? ; H;9B7C? :?H;JJ7C;DJ; IKB I?JE internet :;B 9E�
CKD; :? �;H=7CE� $ 9?JJ7:?D? ; =B? 7BJH? FEHJ7JEH? :? ?DJ;H;II;
:;BB\7CC?D?IJH7P?ED; >7DDE B7 FEII?8?B?JS :? 799;:;H; IEBJ7DJE
F7HP?7BC;DJ; 7B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7
performance EJJ;D;D:E ?D<EHC7P?ED? KBJ;H?EH? ; :? 7FFHE<ED:?�
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C;DJE H?IF;JJE 7 GK;BB; 9EDJ;DKJ; D;? report :? H;D:?9EDJ7P?E�
D;� $B 9ECKD; :? �;H=7CE H;D:; FK88B?9? ; L?I?8?B? B; 97H7JJ;H?�
IJ?9>;
 =B? standard ; ? H?IKBJ7J? H7==?KDJ? D;BB\;HE=7P?ED; :? :?�
9?EJJE I;HL?P?� �7 GK;IJ7 I;P?ED; :;B I?JE T FEII?8?B; I97H?97H;
KD GK;IJ?ED7H?E :? customer satisfaction ; L?IK7B?PP7H; JH7C?�
J; ;CEJ?9EDI BE IJ7JE :? =H7:?C;DJE :;? I;HL?P?� -? 7==?KD=;
?B <7JJE 9>; B; KD?9>; ?D<EHC7P?ED? :? benchmarking :?IFED?8?�
B?
 :;H?L7DJ? :7B benchmarking +9BK8
 DED IEDE FK88B?97J; IKB
FEHJ7B;�?IJ?JKP?ED7B;�:;BB\;DJ;�C7�IEDE�IEBE�7:�KIE�?DJ;HDE�
-KB FEHJ7B; ?IJ?JKP?ED7B; :;BB\;DJ;
 ?DEBJH;
 DED IEDE H?7IIKDJ;
B; ?D<EHC7P?ED? FHE:EJJ; :7B I?IJ;C7 9EDJ78?B; ?D CE:E :7 H;D�
:;H; 9>?7H7 B7 9EHH;B7P?ED; <H7 IF;I; IEIJ;DKJ; ; H?IKBJ7J? FHE�
:EJJ?� .KJJ7L?7 ?B 9ECKD; :? �;H=7CE >7 FK88B?97JE BE IJEH?9E
:;BB; ;DJH7J; �:7B ���� <?DE 7: E==?� ?:;DJ?<?97D:E B7 9ECFE�
I?P?ED; :;BB; ;DJH7J; �IEBE DKC;H?9E�GK7DJ?J7J?LE
 DED 9? IE�
DE =H7<?9? 9>; CEIJH7DE B7 9ECFEI?P?ED; :;BB; ;DJH7J;�� IEDE

?DEBJH;
 FH;I;DJ? B; IF;I; 9EHH;DJ? 7HJ?9EB7J; F;H <KDP?ED; ; B;
IF;I;�?D�997F?J7B;�
$B =H7:E :? JH7IF7H;DP7 :;B 9ECKD; :? �;H=7CE 7FF7H; IK<<?�
9?;DJ;� .KJJ7L?7 I7H;88; FB7KI?8?B; KD KBJ;H?EH; I<EHPE F;H =7�
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H7DJ?H; B?L;BB? :? JH7IF7H;DP7 ; H;D:?9EDJ7P?ED; I;CFH; C7=�
=?EH? ?D CE:E :7 7LL?9?D7H; C7==?EHC;DJ; B7 9?JJ7:?D7DP7 7BB7
FEB?J?97�;�7BB\7CC?D?IJH7P?ED;�9ECKD7B;�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE a ����D7B?I?�:;B�I?IJ;C7�:?
C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7 a ��� Review :;B�I?IJ;C7
:?�C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7

Gli indicatori
$D GK;IJE F7H7=H7<E I? 9ECC;DJ7DE =B? ?D:?97JEH? ?D KIE D;B
9ECKD; :? �;H=7CE
 H7FFH;I;DJ7D:E ?B =H7:E :? ;IJ;DI?ED;
:;BB7 C?IKH7P?ED;
 ?B J?FE :? ?D:?97JEH? :? 9EDJ;IJE
 :? ?CF7JJE
; :? IJ7JE :? I7BKJ; KJ?B?PP7J?� $DEBJH;
 I? H7FFH;I;DJ7DE =B? ?D:?�
97JEH? 7:EJJ7J? F;H 7B9KD? I;HL?P? E<<;HJ? :7B 9ECKD;� &\7D7B?I? T
IJ7J7 ILEBJ7 7IIKC;D:E 7 H?<;H?C;DJE KD ;B;D9E :? ?D:?97JEH?
:;<?D?JE F;H 9?7I9KDE :;=B? 7C8?J? :? C?IKH7P?ED; FHEFEIJ?� .7�
B; ;B;D9E T 9EDJ;DKJE D;BB7 check list 7 IKFFEHJE :;BB7 review

:;?�I?IJ;C?�:?�C?IKH7P?ED;�:;BB7 performance�
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Estensione della misurazione
+K;IJ7 I;P?ED; 7D7B?PP7 B7 FH;I;DP7 :? ?D:?97JEH? H;B7J?L? 7BB;
:?L;HI;�7H;;�:?�C?IKH7P?ED;�
$B 9ECKD; :? �;H=7CE FEII?;:; 7: E==? KDE IF;9?<?9E I?IJ;�
C7 :? C?IKH7P?ED; 9>; 9EFH; =H7D F7HJ; :;BB; 7H;; IJH7J;=?�
9>; :? 7JJ?L?JS :;BB\7CC?D?IJH7P?ED;� �D9>; ?D H;B7P?ED; 7: 7J�
J?L?JS ; I;HL?P? ?B I?IJ;C7 :? C?IKH7P?ED; H?IKBJ7 ;II;H; F7HJ?�
9EB7HC;DJ; ;IJ;IE ; CEBJ? :;? 9EDJ;DKJ? :? C?IKH7P?ED; ; :;?
H;B7J?L? ?D:?97JEH? IEDE 7D9>; 9EDJ;DKJ? D;B * "� $D E=D? 97IE
? I?D=EB? I;HL?P? :?IFED=EDE
 ?D CE:E F?X E C;DE 7HJ?9EB7JE
 :?
set :? ?D:?97JEH? IK :?L;HI; 7H;; :? performance �JH7 9K? GK7D�
J?JS
 ;<<?9?;DP7
 ;<<?979?7
 9EIJ?
 customer satisfaction�� � F7HJ;
=B? ?D:?97JEH? H;B7J?L? 7=B? ?CF7JJ? ?B <7JJEH; T 8;D IL?BKFF7JE ?D
JKJJ; B; IK; F7HJ? ; 9ECFED;DJ?� (ED 9? IEDE :7 I;=D7B7H; KB�
J;H?EH?�F7HJ?9EB7H?�97H;DP;�?D�J7B�I;DIE�

Anagrafica, contesto e fattori di complessità
�? I;=K?JE I? :;I9H?LEDE 7B9KD? ?D:?97JEH? :? 9EDJ;IJE ; :? <7J�
JEH? :? 9ECFB;II?JS H?B;L7J? :7B 9ECKD; :? �;H=7CE� &7 H?B;L7�
P?ED; DED T ;I7KIJ?L7
 F;H9>U D;BB\7C8?JE :;BB7 governance
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J;HH?JEH?7B;
 :?L;HI? ?D:?97JEH? IEDE H?B;L7J? :7 7BJH; 7CC?D?IJH7�
P?ED? E IE==;JJ? J;HP?� /D ;I;CF?E :? 9?W H?=K7H:7 =B? ?D:?97JE�
H? IKB J;IIKJE ;9EDEC?9E :;B J;HH?JEH?E 9>; IEDE H799EBJ? :7BB7
97C;H7�:?�9ECC;H9?E
�?D:KIJH?7
�7HJ?=?7D7JE�;�7=H?9EBJKH7�

Gli impatti
$D H;B7P?ED; 7=B? ?CF7JJ?
 9?ET 7=B? ;<<;JJ? <?D7B? 9>; B\7P?ED;
:;BB\7CC?D?IJH7P?ED; FHE:K9; IKB FHEFH?E J;HH?JEH?E
 I? T L;H?�
<?97JE I; B\7CC?D?IJH7P?ED; CED?JEH? B; 7H;; :? ?CF7JJE ?D:?L?�
:K7J; C;:?7DJ; ?D:?97JEH? GK7DJ?J7J?L? :? 9K? >7 :?IFED?8?B; KD
L7BEH;�7==?EHD7JE�
&\7D7B?I? :;B B?L;BBE :? :?IFED?8?B?JS :? ?D:?97JEH? >7 FH;IE ?D 9ED�
I?:;H7P?ED; :?L;HI; 7H;; :? ?CF7JJE ;L?:;DP?7D:E B7 I;=K;DJ;
I?JK7P?ED;�

_ EH:?D; FK88B?9E� 7JJK7BC;DJ; DED IEDE FH;I;DJ? ?D:?97JEH? :?
?CF7JJE�

_ FEFEB7P?ED; ; welfare� 7JJK7BC;DJ; DED IEDE FH;I;DJ? ?D:?�
97JEH?�:?�?CF7JJE�
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_ 7C8?;DJ;� =B? ?D:?97JEH? :? ?CF7JJE FH;I;DJ? IEDE GK;BB? H?�
I9EDJH78?B?�D;B�F?7DE� D;H=;J?9E�9ECKD7B;�

_ IL?BKFFE ;9EDEC?9E� 7JJK7BC;DJ; DED IEDE FH;L?IJ? ?D:?97�
JEH?�:?�?CF7JJE�

_ 9KBJKH7 ; J;CFE B?8;HE� 7JJK7BC;DJ; DED IEDE FH;L?IJ? ?D:?�
97JEH?�:?�?CF7JJE�

�JJK7BC;DJ; B\KD?97 7H;7 :? ?CF7JJE F7HP?7BC;DJ; CED?JEH7J7 T
GK;BB7 7C8?;DJ7B; 9ED ?B F?7DE  D;H=;J?9E 9ECKD7B;� -? IEJJE�
B?D;7 ?B <7JJE 9>; 9ED B\7:EP?ED; :;B F?7DE JH?;DD7B; :;BB7 per-

formance ��������� JKJJ; GK;IJ; 7H;; L;HH7DDE CED?JEH7J;
9ED�7FFEI?J?�?D:?97JEH?�

I servizi comunali offerti
$D GK;IJ7 I;P?ED;
 :EFE 7L;H IF;9?<?97JE ?B CE:;BBE :? =;IJ?E�
D; 9ED ?B GK7B; ?B I;HL?P?E T ;HE=7JE D;BB\7CC?D?IJH7P?ED;
 I?
:;I9H?LEDE =B? ?D:?97JEH? 7JJH7L;HIE 9K? L?;D; C?IKH7J7 B7 per-

formance� &\7D7B?I? >7 F;HC;IIE :? C;JJ;H; ?D BK9; IK GK7B? :?�
C;DI?ED? ?B I?IJ;C7 :? C?IKH7P?ED; I? 9ED9;DJH7
 H?IF;JJE 7BB7
I;B;P?ED; :? I;HL?P? FHEFEIJ7� 0?;D; ?DEBJH; L;H?<?97JE B\KJ?B?PPE
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:? KD ;B;D9E FKDJK7B; :? ?D:?97JEH? F;H 9ECFH;D:;H; I; IKI�
I?IJ7DE 9ED:?P?ED? :? 9ECF7H78?B?JS :;BB; performance H;B7J?�
L; 7? I;HL?P?� $ I;HL?P? FHEFEIJ? IEDE IJ7J? I;B;P?ED7J? J;D;D:E
9EDJE :;BB7 BEHE H?B;L7DP7 F;H ?B 9?JJ7:?DE ; F;H B7 BEHE 9;DJH7B?�
JS H?IF;JJE 7? FHE9;II? :? H?<EHC7 :;B I?IJ;C7 :? <?D7DP?7C;DJE
:;=B?�;DJ?�BE97B?��<;:;H7B?ICE�<?I97B;��

Asilo nido
"B? 7I?B? D?:E D;B 9ECKD; :? �;H=7CE IEDE =;IJ?J? JH7C?J;
$IJ?JKP?ED;� $B 9ECKD; H?B;L7 CEBJ? ?D:?97JEH?
 ?D F7HJ?9EB7H;
D;BB\7C8?JE�:;B�FHE=H7CC7�:? benchmarking +9BK8�

Assistenza domiciliare
$B I;HL?P?E T =;IJ?JE JH7C?J; ?B H?9EHIE 7 9EEF;H7J?L;� $B 9E�
CKD;�H?B;L7�KD�DKC;HE�;IJ;IE�:?�?D:?97JEH?�

Vigilanza (polizia locale)
&\7D7B?I? :? GK;IJE I;HL?P?E <7 FH?D9?F7BC;DJ; H?<;H?C;DJE
7BB; 7JJ?L?JS :;B �EHFE :? FEB?P?7 &E97B; :? �;H=7CE� $B 9E�
CKD; H?B;L7 CEBJ;FB?9? ?D:?97JEH? H;B7J?L? 7BB; :?L;HI; :?C;D�
I?ED?�:?�C?IKH7P?ED;�:;BB7 performance�
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Carta d’identità
�D9>; D;B 97IE :;B I;HL?P?E :? ;C?II?ED; ; H?DDELE :;BB7
97HJ7 :\?:;DJ?JS ?B I?IJ;C7 :? C?IKH7P?ED; T ?D =H7:E :? <EH�
D?H; ?D:?97JEH? H;B7J?L? 7 CEBJ;FB?9? :?C;DI?ED? :? L7BKJ7P?E�
D;�

Servizio di igiene urbana
(;B 9ECKD; :? �;H=7CE ?B I;HL?P?E :? ?=?;D; KH87D7 T IJ7JE
;IJ;HD7B?PP7JE 7BB7 F7HJ;9?F7J7 ���� $B 9ECKD; I? E99KF7
7D9>; :;BB7 H?I9EII?ED; :;BB7 .7H?<<7 :? $=?;D; �C8?;DJ7B;
�.$��� &7 F7HJ;9?F7J7 H?B;L7 ; H;D:; :?IFED?8?B? :?L;HI? ?D:?�
97JEH?�

$B 9ECKD; :? �;H=7CE T :EJ7JE :? KD set :? ?D:?97JEH? :?I9H;JE

7D9>; I; B7 C7==?EH F7HJ;
 7JJK7BC;DJ;
 IEDE IEBE 7: KIE ?D�
J;HDE� (ED F;H JKJJ? ? I;HL?P? IEDE H?B;L7J; B; GK7JJHE 7H;; :?
performance ?D:?L?:K7J; Y ;<<?9?;DP7
 ;<<?979?7
 customer sat-

isfaction ; GK7B?JS� $D E=D? 97IE B7 I?JK7P?ED; H7FFH;I;DJ7J7
CKJ;HS KD7 LEBJ7 FK88B?97JE ?B F?7DE JH?;DD7B; :;BB; perfor-

mance�
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Lo stato di salute dell’ente comunale
*;H GK7DJE 9ED9;HD; B7 H?B;L7P?ED; :7 F7HJ; :;B I?IJ;C7 :?
C?IKH7P?ED; :? ?D:?97JEH? KJ?B? 7 C?IKH7H; BE IJ7JE :? I7BKJ;
:;BB\7CC?D?IJH7P?ED; T FEII?8?B; 7<<;HC7H; 9>; ?B 9ECKD; :?
�;H=7CE T 7JJK7BC;DJ; ?D =H7:E :? CED?JEH7H; ?B FHEFH?E IJ7JE
:? I7BKJ; I?7 F;H GK7DJE H?=K7H:7 B7 :?C;DI?ED; ;9EDEC?9E <?�
D7DP?7H?7
 I?7 F;H GK7DJE H?=K7H:7 B7 I7BKJ; EH=7D?PP7J?L7 ; B7
I7BKJ;�:;BB;�H;B7P?ED?
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE a ����D7B?I?�:;B�I?IJ;C7�:?
C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7

1.4 Lesson learned e punti di forza del
percorso realizzato

Strumenti, metodologie e competenze

1. L’integrazione dei documenti di programmazione nel
ciclo della performance
(;BB\7C8?JE :;B 9?9BE :? =;IJ?ED; :;BB7 performance
 B7 FHE�
=H7CC7P?ED; :;BB\;DJ; I? IL?BKFF7 7JJH7L;HIE B; B?D;; FHE�
=H7CC7J?9>;
 ?B F?7DE JH?;DD7B; :;BB7 performance
 ?B 8?B7D9?E
:? FH;L?I?ED; ; ?B 8?B7D9?E FBKH?;DD7B;
 B7 ,**
 ?B * " ; ?B F?7DE
:;JJ7=B?7JE :;=B? E8?;JJ?L?� �ED B7 H;:7P?ED; :;B F?7DE JH?;D�
D7B; :;BB7 performance ��������� ; :;BB7 9EBB;=7J7 H;B7P?E�
D; IKBB7 performance
 B\7CC?D?IJH7P?ED; ?DJ;D:; 9EDI;DJ?H;

7 JKJJ? 9EBEHE 9>; IEDE ?DJ;H;II7J?
 :? 7L;H; ;B;C;DJ? KJ?B? 7BB7
C?IKH7P?ED; ; 7BB7 L7BKJ7P?ED; :;BB7 performance H7==?KDJ7�
$B H;9;DJ; F?7DE :;BB7 performance FH;:?IFEIJE :7B 9ECKD;



:? �;H=7CE DED :;L; ;II;H; 9EDI?:;H7JE KD KBJ;H?EH; :E9K�
C;DJE 9>; I? IECC7 7? FH;9;:;DJ? =?S ;I?IJ;DJ? ; :? 9K? B\;DJ;
T J;DKJE 7BB7 BEHE H;:7P?ED;
 C7 8;DIV 9EC; KDE IJHKC;DJE
9>; FEII7 :7 KD B7JE I;CFB?<?97H; ?B FHE9;IIE FHE=H7CC7JE�
H?E :;BB\;DJ; ; :7BB\7BJHE KDE ;II;H; KJ?B; 7? <?D? :;BB7 =;IJ?ED;
:;BB7 JH7IF7H;DP7 ; :;BB7 H;D:?9EDJ7P?ED; :;BB\7P?ED; 7CC?�
D?IJH7J?L7 D;? 9ED<HEDJ? :? 9?JJ7:?D?
 ?CFH;I; ; 7BJH? FEHJ7JEH? :?
?DJ;H;II; :;BB\7CC?D?IJH7P?ED; FK88B?97� $B F?7DE :;BB7 perfor-

mance
 F;H :? F?X
 FKW :?L;DJ7H; ?B :E9KC;DJE :7B GK7B; >7
?D?P?E B7 FHE=H7CC7P?ED; :;BB\;DJ; ; IKB GK7B; ?DD;IJ7H; =B? 7B�
JH? :E9KC;DJ? 9>; 78?JK7BC;DJ; ; ?D EJJ;CF;H7DP7 7 E88B?=>?
:?�B;==;�?B 9ECKD;�:?��;H=7CE FH;:?IFED;�

2. La ridefinizione del sistema di misurazione della
performance individuale
�EC; 799;DD7JE D;? F7H7=H7<? ?DJHE:KJJ?L?
 I?7 ?B I?IJ;C7 :? C?�
IKH7P?ED; :;BB7 performance :;B F;HIED7B; 9ED GK7B?<?97 :?H?�
=;DP?7B;
 I?7 ?B I?IJ;C7 :? C?IKH7P?ED; :;BB7 performance ?D�
:?L?:K7B; :;B F;HIED7B; :?F;D:;DJ; T IJ7JE E==;JJE D;B 9EHIE
:;BB\KBJ?CE 7DDE :? KD7 FHE<ED:7 H;L?I?ED; ; CE:;HD?PP7P?E�
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D;
 7D9>; ?D EJJ;CF;H7DP7 7BB; :?IFEI?P?ED? :? B;==;� $B DKE�
LE I?IJ;C7 7:EJJ7JE :7B 9ECKD; :? �;H=7CE F;HC;JJ;HS
 F;H
GK7DJE H?=K7H:7 B7 L7BKJ7P?ED; :;BB7 :?H?=;DP7
 :? B;=7H; B7
performance ?D:?L?:K7B; :? 9?7I9KD I?D=EBE :?H?=;DJ; 7BB7 per-

formance EH=7D?PP7J?L7 :? ;DJ;� $D GK;IJE I7HS FEII?8?B; ?:;D�
J?<?97H; KD7 H;B7P?ED; 9>?7H7 ; B?D;7H; JH7 ?B I?IJ;C7 :? L7BK�
J7P?ED; :;BB7 performance EH=7D?PP7J?L7 ; ?B I?IJ;C7 :? L7BK�
J7P?ED; :;BB7 :?H?=;DP7� �EBB;=7JE 7 GK;IJE J;C7 L? T 7D9>;
GK;BBE H;B7J?LE 7B 9EBB;=7C;DJE JH7 ?B I?IJ;C7 :? C?IKH7P?ED;
:;BB7 performance ?D:?L?:K7B; 7B I?IJ;C7 FH;C?7DJ; 9>; >7
F;HC;IIE :? ?:;DJ?<?97H; KD7 KBJ;H?EH; H;B7P?ED; 9>?7H7 ; B?D;7�
H; GK;IJ7 LEBJ7 JH7 ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;B�
B7 performance ?D:?L?:K7B;�;�?B�C;:;I?CE�I?IJ;C7�FH;C?7DJ;�

L’esperienza del comune di Bergamo



';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE a ����D7B?I?�:;B�I?IJ;C7�:?
C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7 a ��� Lesson learned ;
FKDJ?�:?�<EHP7�:;B�F;H9EHIE�H;7B?PP7JE

Il processo di sviluppo del sistema di misurazione e
valutazione della performance

1. Il processo di rinnovamento dell’azione
amministrativa che ha portato alla redazione del piano
triennale della performance
$B 9ECKD; :? �;H=7CE T IJ7JE ?DL;IJ?JE :7 KD FHE<ED:E FHE�
9;IIE :? H?DDEL7C;DJE :;BB7 C799>?D7 7CC?D?IJH7J?L7 9>; >7
F;HC;IIE :? H7==?KD=;H; B?L;BB? C7==?EH? :? H;D:?9EDJ7P?ED;
:;BB\7P?ED; 7CC?D?IJH7J?L7 ; B?L;BB? C7==?EH? :? JH7IF7H;DP7 D;?
9ED<HEDJ? :;? 9?JJ7:?D?� $D F7HJ?9EB7H;
 ?B FKDJE :? <EHP7 C7==?E�
H; :;B 9ECKD; :? �;H=7CE T IJ7JE GK;BBE H;B7J?LE 7B FHE9;IIE
9>; >7 FEHJ7JE 7BB7 H;:7P?ED; :;B F?7DE JH?;DD7B; :;BB7 per-

formance ���������� $B FHE9;IIE :? H;:7P?ED; :;B F?7DE I? T
ILEBJE 7JJH7L;HIE KD F;H9EHIE <EHC7J?LE 7 9K? >7DDE F7HJ;�
9?F7JE JKJJ? ? :?H?=;DJ? :;B 9ECKD; 9ED B\7C8?P?EIE ; I<?:7DJ;
E8?;JJ?LE :? FH;:?IFEHH; ?B F?7DE D;BB\EH?PPEDJ; J;CFEH7B; :? ��
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=?EHD?� :7B �Q <;88H7?E ���� 7B �� C7HPE ����� $B F?7DE
 7: E==?
9ED9BKIE
 7JJ;D:;
 7B CEC;DJE :;BB7 H;:7P?ED; :;B FH;I;DJ;
H7FFEHJE
 :? ;II;H; 7:EJJ7JE :7 F7HJ; :;BB7 =?KDJ7� $B FHE:EJ�
JE IL?BKFF7JE :7? :?H?=;DJ? :;B 9ECKD; 9ED B7 I;CFH; 7II?:K7
FH;I;DP7 :;BB7 :?H;P?ED; =;D;H7B; >7 F;HC;IIE :? FHE:KHH;
KD F?7DE :;B JKJJE IE::?I<79;DJ; ; :;B JKJJE H?IFED:;DJ; 7BB7
DEHC7J?L7 L?=;DJ; ; 7BB7 :;B?8;H7 �?0$. ������� 4&;==? ?B J;�
IJE ?D H;J; 5� (;BB7 <7JJ?IF;9?;
 ?B F?7DE
 7D9>; I; DED 7D9E�
H7 7FFHEL7JE <EHC7BC;DJ; :7BB7 =?KDJ7 9ECKD7B;
 T 9ECFE�
IJE :7 �� I9>;:; H;B7J?L; 7? FHE=;JJ? IJH7J;=?9? :;BB\;DJ;
 ��
I9>;:; H;B7J?L; 7BB; 7JJ?L?JS ILEBJ; ; I;HL?P? ;HE=7J? :7 F7HJ;
:;B 9ECKD;
 � I9>;:; H;B7J?L; 7=B? -J7J? :? -7BKJ;
 � I9>;:; :?
?CF7JJE :;BB\7P?ED; 7CC?D?IJH7J?L7 ; KD7 I9>;:7 :? 9ED<HED�
JE 9ED 7BJH? ;DJ? ?D C;H?JE 7: 7B9KD? I;HL?P?
 7: 7B9KD? ?D:?97JEH?
:;=B?�IJ7J?�:?�I7BKJ;�:;BB\;DJ;�;�=B? ?CF7JJ? FHE:EJJ?�

2. Il clima organizzativo e il commitment della dirigenza
generale e dei dirigenti dell’ente
&\7C8?P?EIE ; I<?:7DJ; FHE=;JJE 9>; >7 FEHJ7JE 7BB7 H;:7P?ED;
:;B F?7DE :;BB7 performance D;B 9EHIE :? :K; C;I? DED I7�
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H;88; IJ7JE 9EIV FHE<?9KE ; FEI?J?LE I; ? 9ECFEHJ7C;DJ? ?D:?L?�
:K7B? ; GK;BB? :? =HKFFE :;<?D?J? ?D J;HC?D? :? ?CF;=DE
 I;DIE :?
H;IFEDI78?B?JS ; I;DIE :;B :EL;H;
 I?7 :7 F7HJ; :;B :?H;JJEH;
=;D;H7B; :;B 9ECKD; 9>; :7 F7HJ; :? JKJJ? ? I;:?9? :?H?=;DJ? :;B
9ECKD;
 DED 7L;II;HE H7==?KDJE KD 9EIV H7==K7H:;LEB; B?L;B�
BE 9EIV 9EC; I? T 9ED9H;J?PP7JE D;BB\;IF;H?;DP7 :;B 9ECKD;
:? �;H=7CE� $B commitment T I;CFH; IJ7JE ;B;L7JE ; ?B 9ED�
JH?8KJE :;? I?D=EB? :?H?=;DJ? D;BB7 H;:7P?ED; :;B F?7DE T IJ7JE
:? H?B?;LE� �?IE=D7 9EDI?:;H7H;
 ?DEBJH;
 ?B <7JJE 9>; ?B FHE=;J�
JE T IJ7JE IKFFEHJ7JE :7B I?D:79E :;B 9ECKD; :? �;H=7CE ;
:7BB\7II;IIEH;�7BB\$DDEL7P?ED;�

3. La partecipazione al Qclub
&7 F7HJ;9?F7P?ED; 7BB\7JJ?L?JS :;B benchmarking +9BK8 :;B 9E�
CKD; :? �;H=7CE >7 9EDI;DJ?JE 7BB\;DJ; :? IL?BKFF7H; KD7 L?�
I?ED; 7F;HJ7 ; F7HJ;9?F7J?L7 H?IF;JJE 7? FHE9;II? :? IL?BKFFE :?
?D:?97JEH?�:?�H?IKBJ7JE�
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Note
�� �;H=7CE�?D�9?<H;�����

�� �<H� DEJ7��

�� �<H� DEJ7��

�� �7J?�7==?EHD7J?�7B����:?9;C8H;�����

�� ��)..�.) ��&&� =?KDJ7 �)'/(�& �)( � &$� ,�3$)( 
(� ���$������� *�"� ( &&� - �/.� � & �������� � ')�$�
!$��.) �)( � &$� ,�3$)($ (� ���H;=���� FHEF�:;B�  (� ���
H;=���� FHEF�:;B� ( &&� - �/.� � & �������� � (� ���
H;=���� FHEF�:;B� ( &&� - �/.� � & ��������� (� ���
H;=���� FHEF�:;B� ( &&� - �/.� � & �������� � (� ���
H;=���� FHEF�:;B� ( &&� - �/.� � & �������� (� ��� H;=����
FHEF�:;B��( &&��- �/.��� &���������

�� $B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance
 9ECK�
D;�:?��;H=7CE
�����

�� �;9H;JE�B;=?IB7J?LE����BK=B?E�����
�D�����

�� �<H� DEJ7��

�� �<H� DEJ7��
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��� �<H� DEJ7��

��� �<H� DEJ7��

��� &?D;;�FHE=H7CC7J?9>;�:?�C7D:7JE�����������

��� �<H� DEJ7��

��� ��*���'� �������� 7HJ� ��
 �� &=I� D� �������� B;==; ����
����
�D������;�7HJ����J;H�!?D7DP?7H?7�����

��� �<H� DEJ7��

��� �<H� DEJ7��

��� �<H� DEJ7��

��� �<H� DEJ7��

��� �<H� DEJ7��
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE

2. Le azioni di miglioramento del sistema
di misurazione e valutazione della
performance

2.1 Gli obiettivi delle azioni di miglioramento
proposte

$B 9ECKD; :? �;H=7CE
 D;B 9EHIE :;B ����
 >7 ?DL;IJ?JE CEBJE
?D KD FHE<ED:E FHE9;IIE :? H?DDEL7C;DJE :;BB7 C799>?D7 7C�
C?D?IJH7J?L7 9>; >7 F;HC;IIE :? H7==?KD=;H; B?L;BB? C7==?EH?
:? H;D:?9EDJ7P?ED; :;BB\7P?ED; 7CC?D?IJH7J?L7 ; B?L;BB? C7==?E�
H? :? JH7IF7H;DP7 D;? 9ED<HEDJ? :;? 9?JJ7:?D?� $B FKDJE :? C7==?E�
H; <EHP7 :;B 9ECKD; :? �;H=7CE T IJ7JE GK;BBE H;B7J?LE 7B FHE�
9;IIE 9>; >7 FEHJ7JE 7BB7 H;:7P?ED; :;B F?7DE JH?;DD7B; :;BB7
performance ���������� +K;IJE FHE9;IIE I? T ILEBJE 9ED KD
<EHJ; commitment :7 F7HJ; :;B :?H;JJEH; =;D;H7B; :;B 9ECKD;
;�=H7P?;�7BB\?CF;=DE�:?�JKJJ?�?�:?H?=;DJ?�9ECKD7B?�



(;BB\7C8?JE :;B F;H9EHIE :? review :;B I?IJ;C7 :? C?IKH7P?ED;
; L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7 :;B 9ECKD;
:? �;H=7CE
 ILEBJE D;B 9EHIE :;B FH?CE JH?C;IJH; ����
 ?B 9E�
CKD; :? �;H=7CE >7 ?:;DJ?<?97JE JH; 7P?ED? :? C?=B?EH7C;DJE�
&7 FH?C7 7P?ED; :? C?=B?EH7C;DJE 7L;L7 B\E8?;JJ?LE :? 7JJK7�
H; ?B DKELE I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 per-

formance ?:;DJ?<?97D:E ;L;DJK7B? 7P?ED? :? <?D; JKD?D= ; 7=�
=?KD=;H; DKEL; I9>;:; 7B F?7DE� &7 I;9ED:7 7P?ED; C?H7�
L7 7 ILEB=;H; KD\7D7B?I? :;? <BKII? ?D<EHC7J?L? :? IKFFEHJE 7BB7
FHE=H7CC7P?ED;
 :;<?D?H; ? <788?IE=D? ?D<EHC7J?L? F;H ?B DKE�
LE I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance ;
?:;DJ?<?97H; KD F;H9EHIE :? 7:;=K7C;DJE :;? <BKII? ?D<EHC7J?�
L? 7? DKEL? <788?IE=D? ?D<EHC7J?L? :;H?L7DJ? :7BB\7FFHEL7P?ED;
:;B F?7DE :;BB7 performance ���������� �EHH;B7J7 7BB7 I;9ED�
:7 7P?ED; :? C?=B?EH7C;DJE I? ?DI;H?L7 B7 J;HP7 7P?ED; 9ED
B\E8?;JJ?LE :? ILEB=;H; KD7 H;L?I?ED; :;B I?IJ;C7 ?D<EHC7J?LE
7P?;D:7B; 7 IKFFEHJE :7BB7 FHE=H7CC7P?ED; ?D =H7:E :? <EH�
D?H; ?D:?97P?ED? KJ?B? H;B7J?L; 7B =EL;HDE IJH7J;=?9E :;? I?IJ;C?
?D<EHC7J?L? �;I� I9;BJ; EH=7D?PP7J?L; :? FEI?P?ED7C;DJE :;BB7
<KDP?ED; I?IJ;C? ?D<EHC7J?L?
 HKEBE ; H;IFEDI78?B?JS :;BB7 IJ;I�
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I7� ; 7B CE:;BBE EH=7D?PP7J?LE ; =;IJ?ED7B; :7 7:EJJ7H; 7D�
9>; 7BB7 BK9; :? KD7 FHEFEIJ7 :? 7H9>?J;JJKH7 :;B I?IJ;C7 IJ;I�
IE� +K;IJ7 7P?ED; D7I9;L7 :7B <7JJE 9>; ?B I?IJ;C7 ?D<EHC7�
J?LE :;B 9ECKD; :? �;H=7CE ;H7 97H7JJ;H?PP7JE
 9EC; GK;BBE
:? 7BJH? 9ECKD? ?J7B?7D?
 :7 KD 9;HJE =H7:E :? <H7CC;DJ7P?ED;
:;BB;�87I?�:7J?�=;IJ?ED7B?�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE a ���&;��P?ED?�:?�'?=B?EH7�
C;DJE�:;B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance

2.2 Il percorso di miglioramento realizzato
dall’amministrazione

&7 J78;BB7 � H?FEHJ7 B; <7I? FH?D9?F7B? ; ? J;CF? :;BB; 7P?ED? :? C?�
=B?EH7C;DJE ?:;DJ?<?97J; :7BB\7CC?D?IJH7P?ED;� ,?IF;JJE 7 9?7�
I9KD7 7P?ED; :? C?=B?EH7C;DJE
 L?;D;
 GK?D:?
 :;I9H?JJE GK7D�
JE T IJ7JE ILEBJE :7BB\7CC?D?IJH7P?ED; ?D 9EBB78EH7P?ED; 9ED
B\;IF;HJE�
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Tabella 1 - Le azioni di miglioramento

Azioni Progressi Inizio Fine Stato

&\7JJK7P?ED;�:;B�F?7DE�:;BB7
performance

(;B�C;I;�:?�I;JJ;C8H;�T�IJ7JE�;<<;JJK7JE�KDE�IJ7JE�:?�7L7DP7C;DJE�:;B
F?7DE��$B�B7LEHE�>7�FEHJ7JE
�D;B�9EHIE�:;B�C;I;�:?�DEL;C8H;
�7BB7
:;<?D?P?ED;�:?�:K;�DKEL;�I9>;:;�FHE=;JJ?�IJH7J;=?9?�D;BB\7C8?JE�:;BB\7H;7
IJH7J;=?97��;H=7CE�;<<?9?;DJ;�;�F7HJ;9?F7J7��B;�I9>;:;�H?=K7H:7DE�?B
9EDJHEBBE�?DJ;HDE�;�B\?DJ;HL;DJE�IKB�I?IJ;C7�$D<EHC7J?LE�7�IKFFEHJE�:;B
-'0*

��
����

��
���� �ED9BKI7

&7�C7FF7JKH7�:;?�<788?IE=D?
?D<EHC7J?L?

&\7D7B?I?�T�IJ7J7�;<<;JJK7J7�;�?D9BKI7�D;B�:E9KC;DJE�:?�FHEFEIJ7�:;B
FHE=;JJE�F;H�EJJ;D;H;�<?D7DP?7C;DJ?�:7�,;=?ED;�&EC87H:?7��/DE
I9>;C7�:?�H?<;H?C;DJE�I7HS�?D9BKIE�7D9>;�D;B�:E9KC;DJE�FH;L?IJE
:7BB\7P?ED;���

��
����

��
���� �ED9BKI7

&\assessment <?D7B?PP7JE�7BB7
FHE=;JJ7P?ED;�:?�KD�I?IJ;C7
?D<EHC7J?LE�7P?;D:7B;�7�IKFFEHJE
:;BB7�FHE=H7CC7P?ED;�87I7JE�IK
IEBKP?ED?�?D<EHC7J?9>;�F?X�?DJ;=H7J;
D7J?L7C;DJ;�

&\7JJ?L?JS�I?�T�9ED9BKI7�9ED�B7�FH;:?IFEI?P?ED;�:?�KD�:E9KC;DJE
9EDJ;D;DJ;�IK==;H?C;DJ?�F;H�B7�H?FHE=;JJ7P?ED;�:;B�I?IJ;C7�?D<EHC7J?LE
7P?;D:7B;�

��
����

��
���� �ED9BKI7

�? I;=K?JE I? ;L?:;DP?7DE ? F7II? 9ECF?KJ? :7BB\7CC?D?IJH7P?E�
D;�F;H�9?7I9KD7�:;BB;�B?D;;�:?�C?=B?EH7C;DJE�?D:?L?:K7J;�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE a ���&;��P?ED?�:?�'?=B?EH7�
C;DJE�:;B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance a ���
$B�F;H9EHIE�:?�C?=B?EH7C;DJE�H;7B?PP7JE�:7BB\7CC?D?IJH7P?ED;

L’attuazione del piano della performance 2011-2014
&7 FH?C7 L;HI?ED; :;B F?7DE :;BB7 performance ��������� :;B
9ECKD; :? �;H=7CE T IJ7J7 7FFHEL7J7 9ED :;B?8;H7P?ED; :;B�
B7 =?KDJ7 9ECKD7B; D� ��� ,;=� D� ��� *��� ?D :7J7 � C7==?E
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����� .7B; L;HI?ED; T <HKJJE :? KD FHE=;JJE :? 9EBB78EH7P?ED;
JH7 ?B 9ECKD; :? �;H=7CE ; -�� �E99ED? 9>; I? T ILEBJE 7J�
JH7L;HIE 9?DGK; ?D9EDJH? KD?J7C;DJ; 7 :K; CEC;DJ? :? 9ED:?�
L?I?ED; 9ED ? :?H?=;DJ? :;B 9ECKD; :? �;H=7CE� $B IKFFEHJE :?
-�� �E99ED? 7? :?H?=;DJ? :;B 9ECKD; I? T 87I7JE IKBB7 9ED�
:?L?I?ED; :;B CE:;BBE :? H7FFH;I;DJ7P?ED; :;BB7 performance

IKBB7 :;<?D?P?ED; :;BB; BE=?9>; :? <ED:E F;H B7 C?IKH7P?ED; ;
L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7 ; IKB CED?JEH7=�
=?E ; ?DJ;=H7P?ED; :;B B7LEHE ILEBJE ?D CE:E 7KJEDECE :7 9?7�
I9KD �?H?=;DJ;� �KH7DJ; JKJJE ?B F;H9EHIE
 B7 :?H;P?ED; =;D;H7�
B; >7 ILEBJE KD\?CFEHJ7DJ; <KDP?ED; :? ?CFKBIE 7BB7 H;:7P?ED;
:;B F?7DE ; 7BB7 F7HJ;9?F7P?ED; 7JJ?L7 :? 9?7I9KD �?H?=;DJ; ;
>7 EF;H7JE 9EC; H799EH:E 9EIJ7DJ; JH7 ? :?L;HI? 9EDJH?8KJ? FHE�
:EJJ?�
� FE9E C;DE :? :K; C;I? :7BB\7FFHEL7P?ED; ; FK88B?97P?ED;
:;B F?7DE :;BB7 performance ���������
 ?B 9ECKD; :? �;H=7�
CE >7 FHE9;:KJE 9ED B7 H;:7P?ED; :;BBE IJ7JE :? 7L7DP7C;D�
JE 7B �� =?K=DE H;B7J?L7C;DJ; 7BB; I9>;:; IJH7J;=?9>; ; 7BB;
I9>;:; H;B7J?L; 7BB; 7JJ?L?JS ; I;HL?P? :;BB\;DJ; 9ECKD7B;� $D�
I?;C; 7 GK;IJE :E9KC;DJE
 D;BB7 I;P?ED; ]JH7IF7H;DP7
 L7�
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BKJ7P?ED; ; C;H?JE^ :;B FEHJ7B; ?IJ?JKP?ED7B; :;BB\;DJ;
 T IJ7JE
FK88B?97JE :7 F7HJ; :;BB\)$0 ?B FH?CE H7FFEHJE IKBB\7D:7C;DJE
:;BB7 performance :;? FHE=;JJ? IJH7J;=?9? ; 7JJ?L?JS ; I;HL?P?
:;BB\;DJ;� $B H7FFEHJE IKBB\7D:7C;DJE :;BB7 performance H?9>?7�
C7 ?D FH?D9?F?E B; <7I? :;B 9?9BE :;BB7 performance 9EIV 9EC;
7FFHEL7J; D;B H;B7J?LE :E9KC;DJE
 :;<?D?I9; ?B F;H?C;JHE :?
7D7B?I? ; L7BKJ7P?ED; :;BB7 F;H<EC7D9; E==;JJE :;B H7FFEHJE
�FHE=;JJ? IJH7J;=?9? ; 7JJ?L?JS ; I;HL?P? :;BB\;DJ;�
 ; B7 C;JE:EBE�
=?7 KJ?B?PP7J7 F;H 9ECFKJ7H; ?B L7BEH; :;=B? ?D:?97JEH?� -;=K;

GK?D:?
 KD7 F7DEH7C?97 :;BBE IJ7JE :? 7L7DP7C;DJE :;? FHE�
=;JJ? IJH7J;=?9? ; KD7 I?JK7P?ED; :;? I;HL?P? :;BB\;DJ; 7HJ?9EB7J?
F;H B; I;? 7H;; IJH7J;=?9>; ?D:?L?:K7J; D;B F?7DE :;BB7 perfor-

mance ����������
-K99;II?L7C;DJ; ?B 9ECKD; :? �;H=7CE >7 H799EBJE ; IEJJE�
FEIJE 7BB\)$0 F;H KD =?K:?P?E 9?H97 B7 BEHE 799E=B?8?B?JS
 B; FHE�
FEIJ; :? L7H?7P?ED; 7B F?7DE :;BB7 performance� &; FHEFEIJ;
:? L7H?7P?ED; IEDE F;HL;DKJ; I?7 :7? :?H?=;DJ? :;B 9ECKD; 9>;
>7DDE F7HJ;9?F7JE 7BB7 H;:7P?ED; :;B F?7DE IJ;IIE
 I?7 :7 F7H�
J; :;=B? 7II;IIEH? 9ECF;J;DJ? F;H C7J;H?7� &; FHEFEIJ; :? L7�
H?7P?ED; H?=K7H:7DE CE:?<?9>; ;E IEIJ?JKP?ED; 7=B? ?D:?97JEH?
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:;B F?7DE ; 7? H?IF;JJ?L? L7BEH? target E FH;9?I7P?ED? J;HC?DEBE�
=?9>; ; H;JJ?<?9>; 7B F?7DE IJ;IIE 9EB <?D; :? H;D:;H; ?B F?7DE
C7==?EHC;DJ; 9ECFH;DI?8?B; 7BB7 9?JJ7:?D7DP7� &; CE:?<?9>;
=?K:?97J; 799E=B?8?B? IEDE :?L;DJ7J; F7HJ; ?DJ;=H7DJ; :;B F?7DE
IJ;IIE :? DKELE 7FFHEL7JE :7BB7 =?KDJ7 9ECKD7B; 9ED :;B?8;�
H7P?ED;�D������,;=��D������*����?D�:7J7����EJJE8H;������
)BJH; 7BB; CE:?<?9>; IEFH7 H?FEHJ7J; ?B 9ECKD; :? �;H=7CE >7
FH;:?IFEIJE :K; KBJ;H?EH? I9>;:; IJH7J;=?9>; :7 ?DI;H?HI? D;B
F?7DE :;BB7 performance ���������� .7B? I9>;:; I? H?<;H?I9E�
DE 7 :K; :?IJ?DJ? FHE=;JJ? 9>; ?B 9ECKD; :? �;H=7CE >7 7LL?7JE
:KH7DJ; =B? KBJ?C? C;I? :;B ����� &7 I9>;:7 ]$CFB;C;DJ7P?E�
D; :? KD DKELE I?IJ;C7 ?D<EHC7J?LE 9ECKD7B;^ <7 H?<;H?C;DJE
7BB\7LL?E :7 F7HJ; :;B 9ECKD; :? �;H=7CE :? KD FHE=;JJE LEB�
JE 7 IKF;H7H; B7 <H7CC;DJ7P?ED; :;BB7 87I; :7J? =;IJ?ED7B;

7BB\;B?C?D7P?ED; :;BB; :KFB?97P?ED; :;? :7J? ; 7B C?=B?EH7C;D�
JE :;BB7 BEHE 7<<?:78?B?JS 7B <?D; :? 7B?C;DJ7H; ?D CE:E 9EHH;JJE
; FH;9?IE ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 per-

formance :;B 9ECKD; IJ;IIE� &7 I9>;:7 ] $CFB;C;DJ7P?ED;
:? KD DKELE I?IJ;C7 :? internal audit^ <7 H?<;H?C;DJE 7BB\7LL?E
:7 F7HJ; :;B 9ECKD; :? �;H=7CE :? KD FHE=;JJE 9>; C?H7 7
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=7H7DJ?H; B\;<<?979?7 ; B\;<<?9?;DP7 :;BB; 7JJ?L?JS EF;H7J?L;
 =7�
H7DJ?H; B\7JJ;D:?8?B?JS :;BB; ?D<EHC7P?ED? :? 8?B7D9?E
 =7H7DJ?H; B7
9ED<EHC?JS 7BB7 B;==? ; 7? H;=EB7C;DJ? ?D L?=EH; ; <7LEH?H; B7
I9EF;HJ7�:?�<HE:?�;:�;HHEH?�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE a ���&;��P?ED?�:?�'?=B?EH7�
C;DJE�:;B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance a ���
$B�F;H9EHIE�:?�C?=B?EH7C;DJE�H;7B?PP7JE�:7BB\7CC?D?IJH7P?ED;

La mappatura dei sistemi informativi
&7 =;IJ?ED; :;B I?IJ;C7 $D<EHC7J?LE :;B 9ECKD; :? �;H=7CE
T I;CFH; IJ7J7 <H7CC;DJ7J7 <H7 IE==;JJ? ; IJHKJJKH; 9>;
 7 L7�
H?E J?JEBE ; 9ED :?L;HI; 9ECF;J;DP;
 >7DDE =;IJ?JE ?B I?IJ;C7
I;DP7 KD7 9>?7H7 ; FH;9?I7 978?D7 :? H;=?7� .H7 :? ;II? ? :K;
F?X ?CFEHJ7DJ? IEDE ?B I;HL?P?E $D<EHC7J?LE �P?;D:7B; ; ?B I;HL?�
P?E�$D<EHC7J?LE�.;HH?JEH?7B;�
$B FH?CE IE==;JJE T ?B I;HL?P?E $D<EHC7J?LE �P?;D:7B;� $B I;HL?P?E
$D<EHC7J?LE �P?;D:7B; T ?D97H:?D7JE D;BB\7H;7 H?IEHI; <?D7DP?7�
H?; Y :?H;P?ED; I;HL?P? 7 H;J; ; F7JH?CED?E� +K;IJE I;HL?P?E4�5
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=;IJ?I9; ?B I?IJ;C7 ?D<EHC7J?LE 7P?;D:7B; ; B; 7JJ?L?JS 9EDD;I�
I; �79GK?IJE
 :?IJH?8KP?ED;
 C7DKJ;DP?ED; ; 7==?EHD7C;DJE
hardware ; software�� =;IJ?I9; B7 H;J; ; =B? 7FFB?97J?L?
 B7 9ED�
D;JJ?L?JS
 B7 87D:7 internet ; B7 J;B;<ED?7 <?II7 ; CE8?B;� =;�
IJ?I9; B7 H;J; ?D<EHC7J?97 7P?;D:7B;
 EJJ?C?PP7D:ED; B; FH;IJ7�
P?ED? ; C7DKJ;D;D:EB7 7D9>; ?D J;HC?D? ;LEBKJ?L?� FHE=;JJ7 ?B
C7DJ;D?C;DJE
 B\7==?EHD7C;DJE ; B\?DJ;=H7P?ED; :;BB; 7FF7�
H;99>?7JKH; ?D<EHC7J?9>; 9;DJH7B? ; F;H?<;H?9>;
 ?D J;HC?D? KD?�
J7H? ; 9ED=HK;DJ? 9ED B; I9;BJ; :;BB\7CC?D?IJH7P?ED; ; B; D;�
9;II?JS :;=B? K<<?9?� ILEB=; 7JJ?L?JS :? H?IEBKP?ED;
 IKFFEHJE ;
9EDIKB;DP7 7=B? KJ?B?PP7JEH? :? IJHKC;DJ? ?D<EHC7J?9?
 IK H?9>?;�
IJ7 :;=B? IJ;II?
 7 <HEDJ; :? C7B<KDP?ED7C;DJ? :;BB\hardware ;
:;B software E :? :?<<?9EBJS :? KJ?B?PPE
 :;<?D?I9; ; 7JJK7 IF;9?<?�
9>; FEB?J?9>; :? I?9KH;PP7 ?D<EHC7J?97
 CED?JEH7 =B? 799;II? ?D
H;J; ; :;BB7 D7L?=7P?ED; ?D internet
 9KH7 BE IL?BKFFE ; B7 C7�
DKJ;DP?ED; :;BB7 intranet 9ECKD7B;� -;88;D; B; <KDP?ED? 7<<?�
:7J; 7B I;HL?P?E $D<EHC7J?LE �P?;D:7B; I?7DE CEBJ;FB?9?
 ;IIE
DED >7 KD HKEBE :? 978?D7 :? H;=?7 9ECFB;II?LE 7 B?L;BBE :? ;D�
J;�
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$B C7DJ;D?C;DJE ; IL?BKFFE :;B I?IJ;C7 $D<EHC7J?LE .;HH?JEH?7�
B; �-$.�
 97HJE=H7<?9E ; IJ7J?IJ?9E ; :;BB; H;B7J?L; 87D9>; :7�
J? T 7<<?:7JE 7BB\7H;7 FEB?J?9>; :;B J;HH?JEH?E Y :?H;P?ED; CE8?B?�
JS
 7C8?;DJ; ; ?DDEL7P?ED;� $B I;HL?P?E4�5 I? E99KF7 :;BB7 C7�
DKJ;DP?ED; ; :;BB\7==?EHD7C;DJE :;BB; 87D9>; :7J? J;HH?JEH?7B?
:;B -$. ;
 ?D F7HJ?9EB7H;
 9KH7 B7 FH;:?IFEI?P?ED;
 9EDI;HL7�
P?ED;
 CE:?<?97 ; 7==?EHD7C;DJE :;=B? ;B78EH7J? 97HJE=H7<?9?
KJ?B? 7BB7 H7FFH;I;DJ7P?ED; :;? L7H? 7IF;JJ? :;B J;HH?JEH?E ; 9K�
H7 B\?D<EHC7J?PP7P?ED; :;=B? IJHKC;DJ? KH87D?IJ?9?
 B7 IK7 C7�
DKJ;DP?ED; ; ?B IK99;II?LE 7==?EHD7C;DJE� -? E99KF7
 ?DEB�
JH;
 :;BBE IL?BKFFE
 ?D 9EBB78EH7P?ED; 9ED ?B I;HL?P?E 7CC?D?�
IJH7J?LE ; IJH7J;=?; :? e-government
 :;BB\?D<H7IJHKJJKH7P?ED;
J;9DEBE=?97 :;B J;HH?JEH?E �I;HL?P? wi-fi� ; :;BB7 FHECEP?ED;
:;BB\;LEBKP?ED; :? J;9DEBE=?; :?=?J7B?� :;BBE IL?BKFFE :;? I;HL?P?
7B 9?JJ7:?DE ; 7BB; ?CFH;I; JH7C?J; FEHJ7B? :? 799;IIE :7 H;�
CEJE �JH7 ? GK7B? ?B I?IJ;C7 $D<EHC7J?LE ";E=H7<?9E $DJ;=H7JE
-$"$�� &\7JJ?L?JS IEIJ7DP?7B; :;B -$. >7 FH;L7H?97JE B; <KDP?ED?
<EHC7BC;DJ;�7<<?:7J;�
/D KBJ;H?EH; IE==;JJE
 9>; <7 97FE 7BB\7H;7 �<<7H? $IJ?JKP?ED7B?

T ?B I;HL?P?E =;IJ?ED; :E9KC;DJ7B;� +K;IJE I;HL?P?E4�5 I? E9�
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9KF7 :;BB7 FHEJE9EBB7P?ED;
 <7I9?9EB7P?ED; ; 7H9>?L?7P?ED; :;?
:E9KC;DJ? :;BB\;DJ; ; :;BB7 DEJ?<?97P?ED; :;=B? 7JJ?� $B I;HL?P?E
>7 ?DEBJH; FH;:?IFEIJE B7 :;�C7J;H?7B?PP7P?ED; :? 7B9KD? I;HL?P?
:;BB\;DJ; �JH7 ? GK7B? ?B FHEJE9EBBE ; 7B8E FH;JEH?E�� $DEBJH; >7 IL?�
BKFF7JE�7B9KD?�7FFB?97J?L?�F;H�?B�9ECKD;�IJ;IIE�
$D<?D;
 B7 :?H;P?ED; =;D;H7B; ILEB=; KD7 <KDP?ED; :? H;=?7 H?�
=K7H:E ? I?IJ;C? ?D<EHC7J?L? :;B 9ECKD; 7D9>; I; DED >7 KD7
7JJ?L?JS�FH;9?I7�
-J7DJ; B7 I?JK7P?ED; :? <H7CC;DJ7P?ED; :;BB7 <KDP?ED; I;HL?P?
?D<EHC7J?L?
 B\7CC?D?IJH7P?ED; 9ECKD7B; :? �;H=7CE >7 7LL?7�
JE KD FHE=;JJE LEBJE 7B IKF;H7C;DJE :? J7B; I?JK7P?ED;� $B FH?�
CE F7IIE
 FHEF;:;KJ?9E 7BB\7LL?E :;B FHE=;JJE ; <KDP?ED7B; 7
KD IKE IL?BKFFE FEI?J?LE T IJ7JE GK;BBE :? 9H;7H; KD =HKFFE
JH7IL;HI7B; 9>; I? E99KF7II; :;B FHE9;IIE :? H?EH=7D?PP7P?E�
D; :;BB7 <KDP?ED; I;HL?P?E $D<EHC7J?LE� &\E8?;JJ?LE KBJ?CE :;BB7
9H;7P?ED; :? KD =HKFFE JH7IL;HI7B; T GK;BBE :? H?9ED:KHH; 7:
KD\KD?97 :;B;=7 7II;IIEH?7B; 9?W 9>; E==? T :? 9ECF;J;DP7
; H;IFEDI78?B?JS :? F?X 7H;;� &7 :?H;P?ED; =;D;H7B; 7LH;88;

GK?D:?
 KD HKEBE :? 978?D7 :? H;=?7 FH;L;:;D:E B7 9EIJ?JKP?E�
D; ?D I;DE 7BB7 :?H;P?ED; IJ;II7 :? :K; <KDP?ED? :? F7H? B?L;B�
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BE� KD7 J;9D?97 9ED 7 97FE ?B H;IFEDI78?B; :;B I?IJ;C7 $D<EH�
C7J?LE �P?;D:7B; �-$�� ; KD7 :? 9EEH:?D7C;DJE 9ED 7 97FE
?B :?H;JJEH; =;D;H7B; ; ?B H;IFEDI78?B; :;BB; $DDEL7P?ED? )H=7�
D?PP7J?L;
 GK7B?JS I;HL?P?
 *?7D?<?97P?ED; IJH7J;=?97 ; -KFFEHJE
)�$�0��
$B =HKFFE :? B7LEHE T H?IKBJ7JE 9EIV 9ECFEIJE :7 :?H?=;DJ? 7F�
F7HJ;D;DJ?�7BB;�I;=K;DJ?�7HJ?9EB7P?ED?�EH=7D?PP7J?L;�

_ �H;7�H?IEHI;�<?D7DP?7H?;�Y�-?IJ;C7�$D<EHC7J?LE��P?;D:7B;�
_ �H;7 FEB?J?9>; :;B J;HH?JEH?E Y -?IJ;C7 $D<EHC7J?LE .;HH?JEH?7�
B;�

_ �H;7�7<<7H?�?IJ?JKP?ED7B?�
_ :?H;P?ED;�=;D;H7B;�

$B =HKFFE JH7IL;HI7B; :? B7LEHE H?IKBJ7 GK?D:? 9ECFEIJE I?7
:7 :?H?=;DJ? I?7 :7 FEI?P?ED? EH=7D?PP7J?L;� $ H;IFEDI78?B? :;B
-$� ; :;B -$. >7DDE B; FHE<;II?ED7B?JS �expertise� 9ED=HK;
7 IEIJ;D;H; ?B FHE9;IIE :? H?:;<?D?P?ED; :;BB\7H9>?J;JJKH7 ?D<EH�
C7J?L7 :;B 9ECKD;� $B =HKFFE JH7IL;HI7B; :? B7LEHE >7 7LK�
JE ?B 9ECF?JE :? ;<<;JJK7H; ; L7B?:7H; B\7D7B?I? EH=7D?PP7J?L7
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; :;? <BKII? ?D<EHC7J?L? ; B7 9EIJHKP?ED;
 :? 9EDI;=K;DP7

:;BB\7H9>?J;JJKH7 ?D<EHC7J?L7 :;B 9ECKD; :? �;H=7CE� $B =HKFFE
I? T ?CF;=D7JE D;BB7 :;<?D?P?ED; :? KD7 LE9; :? IF;I7 KD?97
F;H ? I?IJ;C? ?D<EHC7J?L? L?IJE 9>; ? 97F?JEB? :? IF;I7 H?IKBJ7�
L7DE FBKH?C? ; IK::?L?I? JH7 B; :?L;HI; IJHKJJKH; 9>; I? E99K�
F7DE :;? I?IJ;C? ?D<EHC7J?L?� �7 KBJ?CE ?B =HKFFE JH7IL;HI7B;

9>; D;BB7 IK7 9ED<?=KH7P?ED; ?D?P?7B; 9EIJ?JK?I9; KD7 IEBKP?E�
D; ]FEDJ;^
 :ELH;88; :?L;DJ7H; KD7 IJHKJJKH7 F;HC7D;DJ; ?D
9K? 9ED<BK?I9EDE ? JH; IE==;JJ? 9>; 7: E==? I? E99KF7DE :? I?�
IJ;C? ?D<EHC7J?L?� +K;IJ7 I9;BJ7 :ELH;88; ELL?7H; 7BB7 =?S 9?�
J7J7 F7H9;BB?PP7P?ED; :;BB7 IF;I7 9>; DED >7 F;HC;IIE :? IL?�
BKFF7H; KD7 FHE=H7CC7P?ED; KD?J7H?7 ; ?DJ;=H7J7� $B =HKFFE :?
B7LEHE ?DJ;D:; 9ECFB;J7H; ?B FHE9;IIE :? H?EH=7D?PP7P?ED; :;B
I?IJ;C7 $D<EHC7J?LE �P?;D:7B; ;DJHE B7 <?D; :;B ���� ; 9E;�
H;DJ;C;DJ; 9ED ? J;CF? :? 7BJH? FHE=;JJ? ?D 9K? B\;DJ; I? JHEL7 7J�
JK7BC;DJ;�9E?DLEBJE
�7:�;I;CF?E�?B�FHE=;JJE� &$-��
&7 :;<?D?P?ED; :;B DKELE I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?E�
D; :;BB7 performance >7 H?9>?;IJE 7DP?JKJJE KD\7:;=K7J7 C7F�
F7JKH7 :;? <788?IE=D? ?D<EHC7J?L? :;BB\7CC?D?IJH7P?ED; ; :;B�
B; 87D9>; :7J? =;IJ?ED7B? ?D KIE� .7B? 87D9>; IEDE F7HJ?9EB7H�
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C;DJ; ?CFEHJ7DJ? 7D9>; ?D H7=?ED; :;B <7JJE 9>; I? JHEL7DE 7B
9;DJHE :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 perfor-

mance
 F;H 9K? B7 BEHE <H7CC;DJ7P?ED; FKW 9ECFEHJ7H; B7 H?�
:ED:7DP7 :;? :7J? ; B7 DED 7JJ;D:?8?B?JS :;=B? IJ;II?� &\assess-

ment :;? <788?IE=D? ?D<EHC7J?L? T T IJ7JE ILEBJE 7B <?D; :? L;�
H?<?97H; GK7B? 87D9>; :7J? E==? IKFFEHJ7DE ? <BKII? ?D<EHC7J?L?
9>; 7B?C;DJ7DE ?B F?7DE :;BB7 performance :;B 9ECKD; :? �;H�
=7CE� &\assessment T IJ7JE 9ECFB;J7JE ?:;DJ?<?97D:E B; 87D�
9>; :7J? �I;HL?P?� 9>; 7B?C;DJ7DE ?B F?7DE :;BB7 performance

:;<?D;D:EC; ?B <EHC7JE �;N9;B
 7FFB?97J?L? IF;9?<?9?
 web`� ;
B7 F;H?E:?9?JS :? H?B;L7P?ED; �C;DI?B;
 JH?C;IJH7B;
 I;C;IJH7B;

7DDK7B;���&7 J78;BB7�� H?;F?BE=7�B\assessment ILEBJE�
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Tabella 2 - Assessment dei fabbisogni informativi del comune di Bergamo

Servizi/Banca dati Formato Periodicità di rilevazione

-;HL?P?�7D7=H7<?9? �FFB?97J?LE�=;IJ?ED7B;�'7==?EB?�Y�-$�,��7
L;HI?ED; web ;LEBKJ7

.H?C;IJH7B;��&E�I97H?9E�:;?�:7J?�FKW
;II;H;�ILEBJE�?D�E=D?�CEC;DJE�

-?IJ;C7�9EDJ78?B;�Y * " �FFB?97J?LE�=;IJ?ED7B;�'7==?EB?�Y�� �� $D�J;CFE�H;7B;�9ECKDGK;�7BC;DE�KD7
LEBJ7�7B�C;I;

I;HL?P?�7BB7�F;HIED7��7:KBJ?
�7DP?7D?

C?DEH?
�C?=H7DJ?
�:?I78?B?
�I;HL?P?
I9EB7IJ?9?�;�IE9?E�;:K97J?L?
�IFEHJ�;
J;CFE�B?8;HE�

�FFB?97J?L?�L;HJ?97B?�:?�J?FE�JH7:?P?ED7B;��&;�87D9>;
:7J?�:;?�:?L;HI?�I;HL?P?�DED�9ECKD?97DE�JH7�BEHE� .H?C;IJH7B;

*EB?P?7�BE97B;

_ �FFB?97J?LE�=;IJ?ED7B;�'7==?EB?�Y�0 ,��. &
_ �FFB?97J?LE =;IJ?ED7B; '7==?EB? Y �)(�$&$�

�I7DP?ED?�� H799EH:E 9ED B7 H7=?ED;H?7 9ECKD7B;
_  N9;B��?D:?97JEH?�:?�GK7B?JS�:;BB7�FEB?P?7�BE97B;

$D�J;CFE�H;7B;�9ECKDGK;�7BC;DE�KD7
LEBJ7�7B�C;I;��;N9;B�

=;IJ?ED;�:;B�F;HIED7B;

_ �FFB?97J?LE =;IJ?ED7B; '7==?EB? Y * ,- )� =;�
IJ?ED;�=?KH?:?97�:;B�F;HIED7B;�;�IJ?F;D:?

_ �FFB?97J?LE =;IJ?ED7B; '7==?EB? Y �,)()-�
FH;I;DP;�Y�7II;DP;�:;B�F;HIED7B;

_ �FFB?97J?LE =;IJ?ED7B; '7==?EB? Y *�" � H?9EC�
FH;D:;�B;�JH;�<KDP?ED?�?DJ;=H7J;

$D�J;CFE�H;7B;�9ECKDGK;�7BC;DE�KD7
LEBJ7�7B�C;I;��report IK�7II;DJ;?ICE�;
IF;I7�F;H�?B�F;HIED7B;�

�ECKD?97P?ED;
-?JE web ; intranet��E=D?�K<<?9?E�T�H;IFEDI78?B;
:;BB7�FHEFH?7�F7=?D7���78?D7�:?�H;=?7�:?�KD7
F7HJ;9?F7J7�:;B�9ECKD;�

$D�J;CFE�H;7B;

I;HL?P?�;IJ;HD7B?PP7J?��JH7IFEHJ?�FK88B?9?

JH7IFEHJ?�<KD;8H?
�F7H9>;==?
�?=?;D;
KH87D7`�

)=D?�7P?;D:7�=;IJ?I9;�7KJEDEC7C;DJ;�B;�FHEFH?;
87D9>;�:7J?�

�;<?D?P?ED;�:;BB;�H;IFEDI78?B?JS�;
E8?;JJ?L?�7II;=D7J?�7?�<EHD?JEH?�:?�I;HL?P?
FK88B?9?�;�CED?JEH7==?E�:;=B? standard :?
I;HL?P?E�

.H?8KJ?

�FFB?97J?L?�L;HJ?97B?��F;H�*;HIED;�<?I?9>;�;�F;HIED;
=?KH?:?9>;���799;IIE�7 database �7C;H7�:?
�ECC;H9?E�$D:KIJH?7��HJ?=?7D7JE�;��=H?9EBJKH7�:?
�;H=7CE

';DI?B;

)F;H;�FK88B?9>;
�)F;H;�:;B�0;H:;�;
&&�**

�FFB?97J?L?�=H7<?9?�9>;�=;IJ?I9EDE�BE�IJ7JE�:?
7L7DP7C;DJE�:;BB;�EF;H;��$B�F?7DE�:;BB; ))�**� T
=;IJ?JE�9ED�KD�<E=B?E�;N9;B�

-;C;IJH7B;

I;HL?P?�9?C?J;H?7B? �FFB?97J?LE�L;HJ?97B;�9>;�=;IJ?I9;�B;�9ED9;II?ED?
9?C?J;H?7B? -;C;IJH7B;

)99KF7P?ED;�:?�IKEBE�FK88B?9E�;
FK88B?9?JS

�FFB?97J?L?�L;HJ?97B?��F;H�*;HIED;�<?I?9>;�;�F;HIED;
=?KH?:?9>;� ';DI?B;

�EDJH7JJ?��=7H; Database :?��99;II �
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Servizi/Banca dati Formato Periodicità di rilevazione

�LLE97JKH7 ;N9;B�I?7�F;H�B7�=;IJ?ED;�:;BB;�97KI;�7D9EH7�7F;HJ;
I?7�F;H�BE�IJEH?9E�:;BB;�97KI;�����7DD?� ';DI?B;

I;HL?P?�9KBJKH7B? 'KI;?��I?IJ;C7�'/-��7�B?L;BBE�H;=?ED7B;
�?8B?EJ;9>;���FFB?97J?L?�7�B?L;BBE�D7P?ED7B;��-�(� �

 :?B?P?7�H;I?:;DP?7B;�FK88B?97 �FFB?97J?LE�L;HJ?97B; $D�J;CFE�H;7B;

'E8?B?JS��3.&� �FFB?97J?LE�L;HJ?97B; $D�J;CFE�H;7B;

=;IJ?ED;�:;B�J;HH?JEH?E -?IJ;C7�$D<EHC7J?LE�";E=H7<?9E�$DJ;=H7JE�L?7 web $D�J;CFE�H;7B;

�EC; CEIJH7 J78;BB7 F;H B7 C7==?EH7DP7 :;? I;HL?P?87D9>;
:7J? 9>; 7B?C;DJ7DE ?B F?7DE :;BB7 performance I? KJ?B?PP7DE
7FFB?97J?L? =;IJ?ED7B? '7==?EB? E 7FFB?97J?L? L;HJ?97B? :? J?FE JH7�
:?P?ED7B;� ,?IKBJ7 7D9EH7 :?<<KIE B\KJ?B?PPE :? <E=B? ;N9;B F;H B7
=;IJ?ED; :;BB7 87D9>; :7J?� &7 F;H?E:?9?JS :;BB7 H?B;L7P?ED; T
9ECFH;I7�:7B�J;CFE�H;7B;�7BB7�F;H?E:?9?JS�I;C;IJH7B;�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE a ���&;��P?ED?�:?�'?=B?EH7�
C;DJE�:;B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance a ���
$B�F;H9EHIE�:?�C?=B?EH7C;DJE�H;7B?PP7JE�:7BB\7CC?D?IJH7P?ED;

L’assessment finalizzato alla progettazione di un
sistema informativo aziendale a supporto della
programmazione basato su soluzioni informatiche
più integrate nativamente
&\KBJ?C7 <7I; :;B FHE9;IIE :? ?DDEL7P?ED; >7 H?=K7H:7JE
B\7BB?D;7C;DJE JH7 ? FHE9;II? =;IJ?ED7B? :;BB\;DJ; 9ECKD7B; ;
? <BKII? ?D<EHC7J?L? 9>; 7B?C;DJ7DE J7B? FHE9;II?� )8?;JJ?LE :?
GK;IJ7 <7H; ;H7 GK;BBE :? 7HH?L7H; 7BB7 9ED:?L?I?ED; :? JKJJ; B;
87D9>; :7J? ?D KD KD?9E datawarehouse ?DJ;=H7JE D7J?L7C;D�
J;�
�EC; FH?C7 7P?ED; F;H EJJ?C?PP7H; ?B <788?IE=DE ?D<EHC7J?LE
D;9;II7H?E 7: 7B?C;DJ7H; ?B F?7DE :;BB7 performance

��������� :;B 9ECKD; :? �;H=7CE ?B =HKFFE JH7IL;HI7B; >7
:;9?IE :? FH;:?IFEHH; <E=B? ;N9;B 9>; 7D:H7DDE 7 IEIJ?JK?H; =B?
7JJK7B? <?B; ;N9;B ; *EM;H*E?DJ 9>; 9EIJ?JK?I9EDE ?B F?7DE :;BB7
performance ��������� 9>; L;HH7DDE 9EBBE97J? ?D KD7 reposi-

tory 799;II?8?B; �internet ; intranet� I?7 ?D B;JJKH7 9>; I9H?JJK�
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H7 :7B F;HIED7B; :;BB\;DJ; 9ECKD7B; I;9ED:E B; FHEFH?; C7J;�
H?; :? 9ECF;J;DP7� +K;IJE I?IJ;C7 :?L;DJ;HS B7 <EDJ; :? :7J?
:7 9K? 7JJ?D=;HS ?B software  B?�OEK IL?BKFF7JE D;BB\7C8?JE :;B
FHE=;JJE� &$-��
$B =HKFFE JH7IL;HI7B; ?DJ;D:;
 GK?D:?
 ?:;DJ?<?97H; ; C7FF7H;
=B? owner :;? <BKII? ?D<EHC7J?L? 9ED BE I9EFE :? ;B?C?D7H; B; :K�
FB?97P?ED?� ?B DKC;HE :;=B? owner :;? :7J? H?IKBJ7
 ?D<7JJ?
 IKF;�
H?EH; H?IF;JJE 7BB7 J?FEBE=?7 :? :7J? :?IFED?8?B?� $D KD7 <7I; IK9�
9;II?L7
 I? FH;L;:; :? KD?<?97H; =B? ?D:?97JEH? FH;I;DJ? D;B F?7�
DE :;BB7 *;H<EC7D9; 9ED GK;BB? FH;I;DJ? D;B * " �* "� 9EB
<?D; :? 7L;H; H;=EB; 9;HJ; F;H ?DJ;HFH;J7H; =B? ?D:?97JEJ? I?7 F;H
B7 C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7
I?7 F;H B7 C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance ?D:?L?�
:K7B;�
$D<?D;
 B7 9ED:?L?I?ED; :;BB; 87D9>; :7J? 7LL;HHS ?DD7DP?JKJJE
9ED:?L?:;D:E
 7 F7HJ?H; :7BB7 ]F;H?<;H?7^ :;BB\;DJ; B7 87D9>;
:7J? ?D CE:E :7 H;D:;HB; :?IFED?8?B? ; 799;II?8?B? 7? :?L;HI?
IE==;JJ? :;BB\;DJ;� $D I;=K?JE JH7C?J; B7 :?H;P?ED; =;D;H7B; L;H�
H7DDE FH;:?IFEIJ? :?L;HI? 9HKI9EJJ? :?H;P?ED7B? 9>; F;I97DE
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B; ?D<EHC7P?ED? ; B; KD?<EHC7DE F;H =7H7DJ?H; B\ECE=;D;?JS ;
B\7JJ;D:?8?B?JS�:;?�:7J?�FHE:EJJ?�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE a ���&;��P?ED?�:?�'?=B?EH7�
C;DJE�:;B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance

2.3 Gli effetti delle azioni di miglioramento sul
sistema di misurazione e valutazione della
performance organizzativa

$B 9ECFB;J7C;DJE :;BB; 7P?ED? :? C?=B?EH7C;DJE :7 F7HJ; :;B
9ECKD; :? �;H=7CE 9ED ?B IKFFEHJE :;=B? ;IF;HJ? >7 F;HC;I�
IE :? H?I9EDJH7H; KD ;<<;JJ?LE C?=B?EH7C;DJE ?D KD7 I;H?; :? 7C�
8?J?� �ED B\7FFHEL7P?ED; :;B F?7DE :;BB7 performance :7 F7HJ;
:;BB7 =?KDJ7 IK FHEFEIJ7 :;BB\)$0
 ?B CE:;BBE =;D;H7B; :? H7F�
FH;I;DJ7P?ED; :;BB7 F;H<EC7D9;
 EH7
 T IJ7JE :;<?D?JE ; H?IKBJ7
;II;H; 9>?7HE ; <79?BC;DJ; ?DJK?8?B; F;H ? 9?JJ7:?D? :;B 9ECKD;�
�ED ?B F?7DE :;BB7 performance ���������
 B\7CC?D?IJH7P?ED;
>7 FEJKJE 7LL?7H; ?B FH;I?:?E :? 7C8?J? :;BB7 performance FH;�
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9;:;DJ;C;DJ; DED C?IKH7J?� BE -J7JE :? -7BKJ; EH=7D?PP7J?L7

BE -J7JE :? -7BKJ; :;BB; ,;B7P?ED? ; =B? ?CF7JJ? 9>; FHE:K9;
D;BB\7C8?;DJ; IE9?7B;
 ;9EDEC?9E ; =;E=H7<?9E :? H?<;H?C;DJE�
+K;IJ? 7C8?J? :;BB7 performance IEDE FH;I?:?7J? C;:?7DJ;
B\?CF?;=E :? 7FFEI?J? ?D:?97JEH? 9>; C?IKH7DE B7 performance

7JJ;I7� �D9>; F;H GK7DJE H?=K7H:7 ? IE==;JJ? 9ED H;IFEDI7�
8?B?JS H;B7J?L; 7B FHE9;IIE �9?9BE :;BB7 performance� I? FEIIE�
DE EII;HL7H; 7B9KD? C?=B?EH7C;DJ?� ?B F?7DE :;BB7 performance

T IJ7JE ?DJ;=H7JE 9ED ?D:?97JEH? :? 9EDJ;IJE ;: T IJ7JE IF;9?�
<?97JE ?B B;=7C; BE=?9E JH7 ?D:?97JEH?
 E8?;JJ?L? ; target� $D 7=�
=?KDJ7
 ?B B?L;BBE :? JH7IF7H;DP7 :;B I?IJ;C7 H?IKBJ7 C?=B?EH7JE

7BC;DE F7HP?7BC;DJ;
 ?D GK7DJE B\7CC?D?IJH7P?ED;
 =H7P?; 7B
F?7DE :;BB7 *;H<EC7D9; ��������� H;D:; FK88B?9? ; L?I?8?B? ?
H?IKBJ7J? H7==?KDJ? D;BB\;HE=7P?ED; :;? FHEFH? I;HL?P? 7D9>; <7�
9;D:E 9ED<HEDJ? 9ED 7BJH; 7CC?D?IJH7P?ED? �benchmark�� $D<?D;
I? H;=?IJH7 KD 7KC;DJE :;BB\;IJ;DI?ED; :;BB7 C?IKH7P?ED; �?D�
:?97JEH?� :;BB7 performance BKD=E :?L;HI? 7C8?J?
 ?D F7HJ?9EB7H;
?CF7JJ?
�I;HL?P?�;�9EDJ;IJE�
&; IK99;II?L; :K; 7P?ED? :? C?=B?EH7C;DJE >7DDE FEIJE B; 87�
I? F;H ?B IKF;H7C;DJE :;BB7 <H7CC;DJ7P?ED; :;BB; 87I? :7J? =;�
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IJ?ED7B?� -? I;=D7B7 9>; :KH7DJ; ?B F;H?E:E ?D 9K? IEDE IJ7J;
FEHJ7J; 7L7DJ? B; 7P?ED? :? C?=B?EH7C;DJE ?B 9ECKD; :? �;H=7�
CE >7 EJJ;DKJE KD <?D7DP?7C;DJE :? ,;=?ED; &EC87H:?7 <?D7�
B?PP7JE 7 H?L;:;H;
 JH7 B; 7BJH; 7JJ?L?JS
 7D9>; ?B I?IJ;C7 ?D<EH�
C7J?LE 7 IKFFEHJE :;BB7 FHE=H7CC7P?ED; ; :? 7B9KD? I;HL?P?�
$DEBJH; B; 7JJ?L?JS FEHJ7J; 7L7DJ? F;H H?L;:;H; B\EH=7D?PP7P?ED;
?DJ;HD7 :;BB7 !KDP?ED; -?IJ;C? $D<EHC7J?L? H7FFH;I;DJ7DE 9;H�
J7C;DJ; B7 LEBEDJS :;BB\;DJ; :? ?DL;IJ?H; ?D GK;IJ7 :?H;P?ED;�
$B H?IKBJ7JE :ELH;88; ;II;H; F;H B\7CC?D?IJH7P?ED; 9ECKD7B;
:? �;H=7CE :? :?IFEHH; :? KD I?IJ;C7 =;IJ?ED7B; ?DJ;=H7JE
9ED ? I?IJ;C? =;IJ?ED7B? H;B7J?L? 7BB; :?L;HI; 7JJ?L?JS ; I;HL?P?�
&\?DJ;=H7P?ED; D7J?L7 :;BB; 87D9>; :7J? :;BB\;DJ; KD?J7C;DJ;
7BB\;LEBKP?ED; :;BB7 J;9DEBE=?7
 7 B?L;BBE hardware ; software

:ELH;88; 9EDI;DJ?H; 7BB\7CC?D?IJH7P?ED; 9ECKD7B; :? �;H=7�
CE B\?CC?II?ED; :?H;JJ7 :? :7J? I;CFH; F?X DKC;HEI? 7: KD B?�
L;BBE :? :;JJ7=B?E 9H;I9;DJ;
 B7 J;CF;IJ?L?JS :? 7==?EHD7C;D�
JE ; H;F;H?C;DJE :;? :7J? ; B7 :?IJH?8KP?ED; :;BB; H?IEHI; ?D<EH�
C7J?9>; F;H FEJ;H EF;H7H; ?CC;:?7J7C;DJ; ; ?DJ;H7JJ?L7C;D�
J;�IKBB;�87I;�:?�:7J?�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE a ���&;��P?ED?�:?�'?=B?EH7�
C;DJE�:;B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance

2.4 Leading practice & lesson learned

$ FKDJ? :? <EHP7 ;C;HI? D;BB\;IF;H?;DP7 :? C?=B?EH7C;DJE :;B
9ECKD;�:?��;H=7CE FEIIEDE�;II;H;�9EIV�7HJ?9EB7J?�

1. Prosecuzione del processo di rinnovamento
amministrativo intrapreso dall’amministrazione
/DE :;? FKDJ? :? <EHP7 I?7 F;H B\7JJK7P?ED; :;B F?7DE :;BB7 per-

formance ��������� I?7 F;H ?B FHE9;IIE :? H?FHE=;JJ7P?ED;
:;B I?IJ;C7 $D<EHC7J?LE 7P?;D:7B;
 T ?B <7JJE 9>; ?B 9ECKD;
:? �;H=7CE 788?7 :?CEIJH7JE :? LEB;H 9EDJ?DK7H; ?D GK;B FHE�
9;IIE :? H?DDEL7C;DJE 7CC?D?IJH7J?LE 9>; >7 ?D?P?7JE =?S FH?�
C7 :;BB7 9EIJHKP?ED; ; 7FFHEL7P?ED; :;B F?7DE :;BB7 perfor-

mance ���������� +K;IJE FHE9;IIE :? H?DDEL7C;DJE T 7BB7
87I; :;BB\;D<7I? :7J7 7B FHE9;IIE :? ?CFB;C;DJ7P?ED; :;B F?7�
DE :;BB7 performance ��������� ; :;B IKE fine tuning 7BB; ;I?�
=;DP; I?7 :;BB\;DJ; 9>; :;? 9?JJ7:?D? :? �;H=7CE� �B <?D; :? =7�



H7DJ?H; KD7 C?=B?EH; 7FFB?97P?ED; :;B F?7DE :;BB7 performance

��������� ; F;H =7H7DJ?H; ?B IKF;H7C;DJE :;BB7 <H7CC;DJ7�
P?ED; :;BB; 87I? :7J? =;IJ?ED7B? ?B FHE9;IIE :? H?DDEL7C;DJE >7
?DL;IJ?JE 7D9>; B\7JJK7B; EH=7D?PP7P?ED; :;? -?IJ;C? $D<EHC7�
J?L? :;B 9ECKD; C;JJ;D:E ?D F?;:? KD FHE9;IIE LEBJE 7BB7 H?FHE�
=;JJ7P?ED; :;BB\?DJ;HE I?IJ;C7 $D<EHC7J?LE 9ECKD7B; 9EB <?D; :?
=7H7DJ?H; KD C7==?EH; ;<<?9?;DP7 ;: ;<<?979?7 :;BB\7P?ED; 7C�
C?D?IJH7J?L7�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE a ���&;��P?ED?�:?�'?=B?EH7�
C;DJE�:;B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance a ���
Leading practice � lesson learned

2. Il clima organizzativo e il commitment della
dirigenza generale e dei dirigenti dell’ente
&7 FHEI;9KP?ED; :;B FHE9;IIE :? H?DDEL7C;DJE 7CC?D?IJH7J?�
LE :;B 9ECKD; :? �;H=7CE DED I7H;88; IJ7J7 FEII?8?B; I;D�
P7 ?B <EHJ; commitment :;BB7 :?H;P?ED; =;D;H7B; ; :;? :?H?=;DJ?
:;BB\;DJ;� $D F7HJ?9EB7H; :? JKJJ? ? :?H?=;DJ? :;BB\;DJ; F;H GK7D�
JE 9ED9;HD; B\?CFB;C;DJ7P?ED; :;B F?7DE :;BB7 performance ;
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:;? :?H?=;DJ? ; FEI?P?ED? EH=7D?PP7J?L; :;BB; IJHKJJKH; 9>; 7J�
JK7BC;DJ; =;IJ?I9EDE ? -?IJ;C? $D<EHC7J?L? :;B 9ECKD; :? �;H�
=7CE F;H ?B FHE9;IIE :? H?DDEL7C;DJE :;? -?IJ;C? $D<EHC7J?�
L? 9ECKD7B?� $D H?<;H?C;DJE 7 GK;IJ\KBJ?CE FKDJE
 ?B 9B?C7 EH=7�
D?PP7J?LE <7LEH;LEB; >7 F;HC;IIE :? FEJ;H 9EIJ?JK?H; KD =HKF�
FE JH7IL;HI7B; 9>; H?9ECFH;D:;II; B; GK7JJHE :?L;HI; IJHKJ�
JKH; EH=7D?PP7J?L; 9>; E==? =;IJ?I9EDE ? I?IJ;C? ?D<EHC7J?L?
:;BB\7CC?D?IJH7P?ED; 9ECKD7B; 9EB <?D; KBJ?CE :? H7P?ED7B?P�
P7HB;�;�799;DJH7HB;�D;BB7�:?H;P?ED;�=;D;H7B;�

Note
�� *?7DE :;BB; !KDP?ED?� �H;7 H?IEHI; <?D7DP?7H?;� �ECKD; :? �;H=7�
CE�

�� *?7DE :;BB; !KDP?ED?� �H;7 FEB?J?9>; :;B J;HH?JEH?E� �ECKD; :? �;H�
=7CE�

�� *?7DE :;BB; !KDP?ED?� �H;7 7<<7H? ?IJ?JKP?ED7B?� �ECKD; :? �;H=7�
CE�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE

3. Valutazione della performance,
redazione del piano 2012-2014 e della
relazione sulla performance

Introduzione

$D GK;IJE :E9KC;DJE I? ;L?:;DP?7 ?B H?IKBJ7JE :;B FHE9;IIE :?
C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance H;7B?PP7JE :7B
9ECKD; :? �;H=7CE :KH7DJ; ?B ����� $D F7HJ?9EB7H;
 I? H?9>?7�
C7DE B; 7JJ?L?JS ILEBJ; D;BB\7C8?JE :;B FHE=;JJE *)( perfor-

mance ; I? :;I9H?L; ?B 9?9BE 9ECFB;II?LE H;B7J?LE 7B FHE9;IIE
:? L7BKJ7P?ED; 9>; >7 FEHJ7JE 7D9>; 7BB7 H;:7P?ED; :;BB7 H;B7�
P?ED; IKBB7 performance ; 7BB7 :;<?D?P?ED; :;B F?7DE :? perfor-

mance ����������



';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE a ���07BKJ7P?ED;�:;BB7
performance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7 per-

formance

3.1 Processo di valutazione

$B 9ECKD; :? �;H=7CE >7 7JJK7JE ?B FHE9;IIE :? L7BKJ7P?ED;
9ED KD 9E?DLEB=?C;DJE F7HJ;9?F7JE :;B L;HJ?9; 7CC?D?IJH7J?LE
; :? JKJJ7 B7 :?H?=;DP7
 9EC; I7HS :;I9H?JJE ?D I;=K?JE� &7 F7H�
J;9?F7P?ED; :;B L;HJ?9; ; :;=B? EH=7D? FEB?J?9? DED T IJ7J7 IEBE
<EHC7B;
 C7 7D9>; :? IEIJ7DP7� $D<7JJ?
 IEDE IJ7J? 9ED:?L?I? ?
:E9KC;DJ? 9ED ?B I?D:79E ; B7 =?KDJ7
 ?BBKIJH7D:ED; C;JE:E ;:
?CFEIJ7P?ED; ?D H?KD?ED? ad hoc FH?C7 :;BB7 :?I9KII?ED; F;H
B\7FFHEL7P?ED;� (;B F7H7=H7<E IK99;II?LE I? :;I9H?L; D;B :;J�
J7=B?E�?B�HKEBE�:;?�:?L;HI?�7JJEH?�9E?DLEBJ?�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE a ���07BKJ7P?ED;�:;BB7
performance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7 per-

formance a ����*HE9;IIE�:?�L7BKJ7P?ED;

Fattore: ruolo degli organi di vertice politico-
amministrativo
"B? EH=7D? :? L;HJ?9; :;B 9ECKD; :? �;H=7CE >7DDE ILEBJE KD
HKEBE <ED:7C;DJ7B; F;H B\7:EP?ED; :? KD DKELE I?IJ;C7 :? C?�
IKH7P?ED; ; L7BKJ7P?ED; ; >7DDE 9ED<;HC7JE J7B; HKEBE 7D9>;
D;BB7�<7I;�:? performance��$D�F7HJ?9EB7H;�

Il direttore generale:
>7 F7HJ;9?F7JE 7B =HKFFE :? B7LEHE 9>; >7 ?D?P?7BC;DJ; :;�
<?D?JE ?B DKELE I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7
performance� (;B FHE9;IIE :? L7BKJ7P?ED; >7 F7HJ;9?F7JE
7? B7LEH? 9ED B\)$0 I;DP7 :?H?JJE :? LEJE
 C7 >7 9EDJH?8K?JE
<EHD;D:E ;B;C;DJ? KJ?B? 7BB\)$0 F;H B7 IJ;IKH7 :;? :E9KC;D�
J? :? L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7 ;: ?D:?�
L?:K7B;�
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Comitato di direzione:
T 9ECFEIJE :7 JKJJ? ? :?H?=;DJ? :;B 9ECKD; 9>; >7DDE F7H�
J;9?F7JE 7JJ?L7C;DJ; 7BB; 7JJ?L?JS :? JKJJE ?B 9?9BE :? =;IJ?ED;
:;BB7 performance� (;BB7 <7I; :? L7BKJ7P?ED; >7DDE <EHD?JE
7BB\)$0
 9?7I9KDE H?IF;JJE 7BB; FHEFH?; 7JJ?L?JS ?D<EHC7P?E�
D? 9?H97 ?B H7==?KD=?C;DJE E C;DE :;BB7 performance F;H ?
FHEFH? 7C8?J? :? 9ECF;J;DP7� $DEBJH;
 ?B 9EC?J7JE :? :?H;P?E�
D; >7 :?IFKJ7JE KD ?D9EDJHE FB;D7H?E 9ED B\)$0 F;H 9EC�
C;DJ7H; ?B H7==?KD=?C;DJE :;=B? E8?;JJ?L? B;=7J? 7BBE IJ7JE :?
I7BKJ;�:;B�9ECKD;�

sindaco:
?B I?D:79E T I;CFH; IJ7JE ?D<EHC7JE :;BB; 7JJ?L?JS ILEBJ;�
(;B FHE9;IIE :? L7BKJ7P?ED; >7 <7JJE KD :;9H;JE
 IK99;II?�
L7C;DJ; 7BB\7FFHEL7P?ED; ?D =?KDJ7 :;BB7 H;B7P?ED; :? per-

formance�

giunta:
&7 =?KDJ7 T IJ7J7 9E?DLEBJ7 D;B FHE9;IIE :? L7BKJ7P?ED;�
$D F7HJ?9EB7H; =B? 7II;IIEH? IEDE IJ7J? ?D<EHC7J? :;B C;JE:E
KJ?B?PP7JE ; :;? 9EDJ;DKJ? :;BB7 :E9KC;DJ7P?ED; :? L7BKJ7�
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P?ED;
 ?D9BKI7 B7 H;B7P?ED; :? performance� R IJ7J7 :7J7
7BB7 =?KDJ7 B7 FEII?8?B?JS :? H?<B;JJ;H; F;H KD7 GK?D:?9?D7 :?
=?EHD? IK GK7DJE ;IFEIJE :KH7DJ; B\?D9EDJHE 9ED B\)$0
 FH?�
C7 :? H?9>?;:;H; B\7FFHEL7P?ED; :;BB7 H;B7P?ED; :? perfor-

mance�

Consiglio comunale:
DED >7 7B9KD HKEBE D;B FHE9;IIE :? C?IKH7P?ED; ; L7BKJ7�
P?ED;�:;BB7 performance :;B�9ECKD;�

(ED L? T IJ7JE ?B 9E?DLEB=?C;DJE :? IE==;JJ? ;IJ;HD? ?D GK;IJ7
<7I;�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE a ���07BKJ7P?ED;�:;BB7
performance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7 per-

formance a ����*HE9;IIE�:?�L7BKJ7P?ED;

Fattore: ruolo dell’organismo indipendente di
valutazione (OIV)
&\)$0 9EIJ?JK?I9; ?D <7I; :? L7BKJ7P?ED; ?B IE==;JJE 9>; :;L;
IJ?CEB7H; B\7CC?D?IJH7P?ED; 7 ILEB=;H; KD FHE9;IIE :? L7BKJ7�
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P?ED; E8?;JJ?LE ; H7J?<?97H; B7 L7B?:?JS :;B FHE9;IIE ILEBJE C;�
:?7DJ; B7 L7B?:7P?ED; :;BB7 H;B7P?ED; IKBB7 performance� ,?IKB�
J7�?D�J7B�I;DIE�?CFEHJ7DJ;�9EDI?:;H7H;�

Ruolo formale:
B\)$0 >7 ?B 9ECF?JE :? <EHCKB7H; ; L7B?:7H; B7 C;JE:EBE=?7
:;<?D?J7 :7B 9ECKD; F;H B7 C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7
performance� $D <7I; :? L7BKJ7P?ED;
 >7 ?B 9ECF?JE :? H79�
9E=B?;H; B; ?D<EHC7P?ED? D;9;II7H?; F;H 9ECF?;H; B7 L7BK�
J7P?ED; ; :? H?<;H?H; 7=B? EH=7D? FEB?J?9? B\;I?JE :;BB7 IJ;II7�
$DEBJH; >7 ?B 9ECF?JE :? <EHCKB7H; ?D:?97P?ED? H;B7J?L; 7BB7
L7BKJ7P?ED; ?D:?L?:K7B;� +K;IJ7 7JJ?L?JS H;B7J?L7 7BB\7DDE
�����I?�T�9ED9BKI7�?B����7FH?B;�����

Funzione valutativa:
B\)$0 >7 I;DJ?JE ?B 9EC?J7JE :? :?H;P?ED;
 ? I?D=EB? :?H?=;DJ?
; ?B :?H;JJEH; =;D;H7B; F;H 7L;H; C7==?EH? ?D<EHC7P?ED? IK?
H?IKBJ7J? EJJ;DKJ? :7BB\;DJ; ; 9ECC;DJ7HB?� #7 :;<?D?JE B7 C;�
JE:EBE=?7 :? H7FFH;I;DJ7P?ED; :;BB7 L7BKJ7P?ED;
 9EDJH?8K?�
JE 7BB7 H;:7P?ED; :;BB7 :E9KC;DJ7P?ED;� $DEBJH; >7 ?BBKIJH7�
JE 7B I?D:79E ; 7BB7 =?KDJ7 C;JE:? ; H?IKBJ7J? :? performance
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EJJ;DKJ? ?D ?D9EDJH? :;<?D?J? ad hoc� $DEBJH; >7 H;:7JJE KD7
H;B7P?ED; IKB I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7
performance :;BB\7CC?D?IJH7P?ED; 9>; T FK88B?97J7 IKB I?�
JE :;B 9ECKD; D;BB7 I;P?ED; .H7IF7H;DP7
 L7BKJ7P?ED; ;
';H?JE�

Interazione istituzionale:
B\)$0 >7 ?BBKIJH7JE 7BB7 =?KDJ7 ; 7B I?D:79E ? C;JE:? ; ? H?�
IKBJ7J? EJJ;DKJ?� #7 :?I9KIIE 9ED B7 =?KDJ7 B7 H;B7P?ED; :?
performance FH?C7 :;BB\?D9EDJHE :;BB7 =?KDJ7 ?D 9K? T IJ7J7
7FFHEL7J7 B7 IJ;II7
 ?D CE:E J7B; :7 :7H; 7BB\EH=7DE FEB?�
J?9E�?B�J;CFE�F;H�<EHCKB7H;�9ECC;DJ?�;:�EII;HL7P?ED?�

Interazione organizzativa:
B\)$0 >7 ?DJ;H7=?JE I?7 9ED ?B 9EC?J7JE :? :?H;P?ED; 9>; 9ED
?B :?H;JJEH; =;D;H7B; ?D CE:E F7HJ;9?F7JE :KH7DJ; JKJJE ?B 9?�
9BE :? =;IJ?ED; :;BB7 performance� $D I;:; :? L7BKJ7P?ED;

9EC; =?S H?9EH:7JE
 >7 ?D9EDJH7JE ? :?H?=;DJ? ; EJJ;DKJE ?D�
<EHC7P?ED?�:7B�:?H;JJEH;�=;D;H7B;�
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&\?DJ;H7P?ED; JH7 B\)$0 ; B7 :?H?=;DP7 H7FFH;I;DJ7 I?9KH7C;DJ;
KD7 8KED7 FH7J?97 EH=7D?PP7J?L7 9>; >7 :7JE B7 FEII?8?B?JS
7BB\;DJ; :? L7BEH?PP7H; B; ;L?:;DP; ;C;HI; :7B 9ED<HEDJE 9ED
B\)$0 :KH7DJ; JKJJ; B; <7I? :;BB7 C?IKH7P?ED; ; L7BKJ7P?ED;
:;BB7 performance 7D9>; 7BBE I9EFE :? H?L;:;H; ;: ?DJ;=H7H;
B\?CFEIJ7P?ED;�:;B 9?9BE�:?�=;IJ?ED;�:;BB7 performance�
�? I;=K?JE I? H?FEHJ7 KD7 F7=?D7 JH7JJ7 :7BB7 H;B7P?ED; �H7FFEH�
JE��IKBB7 performance 7FFHEL7JE�?D�=?KDJ7�?B����C7==?E������
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Figura 1
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE a ���07BKJ7P?ED;�:;BB7
performance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7 per-

formance a ����*HE9;IIE�:?�L7BKJ7P?ED;

Fattore: fasi e tempi
(;BB\7D7B?PP7H; B7 I;GK;DP7 :? <7I? BE=?9>; ; J;CF? :? H;7�
B?PP7P?ED; :;B F;H9EHIE :? L7BKJ7P?ED; :;BB7 performance EH�
=7D?PP7J?L7
 =B? ;IF;HJ? FEIIEDE FH;D:;H; ?D 9EDI?:;H7P?ED;
B; I;=K;DJ? <7I?� *;H 9?7I9KD7 <7I; B\7D7B?I? :;L; FEHH; ?D
;L?:;DP7 B\EH?PPEDJ; J;CFEH7B; ?D 9K? ;II7 I? T ILEBJ7
D;BB\7CC?D?IJH7P?ED; ;: ?B B?L;BBE :? 9E;H;DP7 BE=?97 9ED B; <7I?
FH;9;:;DJ?�;�IK99;II?L;�

redazione del sistema di misurazione e valutazione della
performance:

B\;IF;HJE ?:;DJ?<?97 ?B F;H?E:E ?D 9K? B\7CC?D?IJH7P?ED; >7
9ECFB;J7JE�B7�IJ;IKH7�:;B�I?IJ;C7�

redazione del piano della performance 2011-13:
=;DD7?E�Y�C7HPE������

L’esperienza del comune di Bergamo



monitoraggio:
?B F?7DE :;BB7 performance T IJ7JE H;:7JJE ?D CE:E 9E;H;D�
J; 9ED ?B F?X 7CF?E I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED;
:;BB7 performance� $D F7HJ?9EB7H; IEDE IJ7J? ;<<;JJK7J? JH;
CEC;DJ? :? CED?JEH7==?E� 7 =?K=DE� 7 I;JJ;C8H; ; 7 DE�
L;C8H;������

valutazione intermedia:
$B 9ECKD; >7 ILEBJE KD7 L7BKJ7P?ED; ?DJ;HC;:?7 :;B B?L;BBE
:? performance EH=7D?PP7J?L7 H7==?KDJE 7 =?K=DE ���� 9>;
T IJ7J7 FK88B?97J7 IKB I?JE :;B 9ECKD;� � I;=K?JE :? GK;B�
B7 7JJ?L?JS :? L7BKJ7P?ED; IEDE IJ7J; :;<?D?J; 7P?ED? :? H;L?�
I?ED; :;B F?7DE �DKEL; I9>;:; :? KD\7H;7 IJH7J;=?97 ; :?
7B9KD? I;HL?P?� =?S E==;JJE :;B F;H9EHIE :? C?=B?EH7C;DJE
FEHJ7JE�7L7DJ?�D;BB\7C8?JE�:?�GK;IJE�FHE=;JJE�D;B������

programmazione 2012:
B7 FHE=H7CC7P?ED; ���� T 7LL;DKJ7 ?D CE:E 9E;H;DJ;
H?IF;JJE 7BB7 FHE=H7CC7P?ED; ���� 7D9>; I; I? I;=D7B7
KD H?J7H:E :? 7FFHEL7P?ED; :ELKJE 7B H?IF;JJE :;B F7JJE

L’esperienza del comune di Bergamo



:? IJ78?B?JS
 7BB\?DJHE:KP?ED; :;BB\$'/ �9>; >7DDE H?J7H:7JE
B\7FFHEL7P?ED;�:;B�8?B7D9?E�9>;�DED�T�7D9EH7�7LL;DKJ7��

rilevazione di fine anno:
$B 9ECKD; >7 FEHJ7JE 7L7DJ? B7 H?B;L7P?ED; :;? H?IKBJ7J? EJJ;�
DKJ? ?D CE:E I?IJ;C7J?9E ; D;B H?IF;JJE :? GK7DJE :;<?D?JE ?D
I;:;�:?�F?7D?<?97P?ED;�

valutazione della performance organizzativa:
&7 L7BKJ7P?ED; I? 9EBBE97 D;? FH?C?II?C? C;I? :;BB\7DDE� 0?
T KD7 <7I; :? L7BKJ7P?ED; ?DJ;HC;:?7 9>; T IJ7J7 <7JJ7 7
C7==?E�=?K=DE������

chiusura del bilancio pre-consuntivo 2011:
$B 9ECKD; >7 <7JJE ?B FH;9EDIKDJ?LE ����� $B 8?B7D9?E ; B7
FHE=H7CC7P?ED; 7D9EH9>U H799EH:7J? I;=KEDE F7II7==?
:?IJ?DJ?�

approvazione del bilancio preventivo 2012:
$B 8?B7D9?E ���� T 7D9EH7 ?D 9EHIE :? 7FFHEL7P?ED; ?D
GK7DJE H?J7H:7JE :7? L?D9EB? :;B F7JJE :? IJ78?B?JS
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:;BB\?DJHE:KP?ED; :;BB\$'/ ; :;BB; :?C?II?ED? :;B :?H;JJEH;
=;D;H7B;�

piano della performance 2012-2014:
$B F?7DE :;BB7 performance ��������� T IJ7JE 788EPP7JE
C7 DED 7FFHEL7JE ; IEDE IJ7J? J;DKJ? ?D 9EDI?:;H7P?ED;
=B? ;I?J? :;BB7 L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7
�����

valutazione della performance individuale:
B7 L7BKJ7P?ED; ?D:?L?:K7B; T IJ7J7 ;<<;JJK7J7
 B\)$0 >7 9ED�
9BKIE B; 7JJ?L?JS ?B �� 7FH?B; ; D;B C;I; :? C7==?E IEDE IJ7�
J;�7JJK7J;�B;�H?IKBJ7DP;�:?�J7B;�FHE9;IIE�

$B 9?9BE :? =;IJ?ED; :? performance ; ?B H799EH:E 9ED B7 L7BKJ7�
P?ED; ?D:?L?:K7B; IEDE IEIJ7DP?7BC;DJ; 9EEH:?D7J?� &; 7JJ?L?JS
L;D=EDE FEHJ7J; 7L7DJ? 9EC; FHE9;II? 9>; B\;DJ; >7 <7JJE FHE�
FH?�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE a ���07BKJ7P?ED;�:;BB7
performance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7 per-

formance

3.2 Il piano della performance 2012-2014

&7 IJHKJJKH7 ;: ? 9EDJ;DKJ? :;B F?7DE :;BB7 performance :? 9K? ?B
9ECKD; I? IJ7 :EJ7D:E F;H ?B F;H?E:E ��������� T ?D B?D;7 ED
?B F?7DE ���������� $D F7HJ?9EB7H;
 L?;D; C7DJ;DKJ7 B7 IJHKJJK�
H7 ; B\?D:?9; :;B F?7DE
 IEDE IJ7J; H?JE997J; 7B9KD; J;CF?IJ?9>;
:? FHE=;JJ? IJH7J;=?9? �FH;L7B;DJ;C;DJ; D;BB\7H;7 KH87D?PP7P?E�
D;� ; ?DJHE:EJJ; B; DKEL; I9>;:; <EHCKB7J; 7BB7 BK9; :;BB7 L7�
BKJ7P?ED; ?DJ;HC;:?7 9EC; 7JJ?L?JS :? C?=B?EH7C;DJE :? GK;IJE
FHE=;JJE�
&7 H;L?I?ED; 7BB; J;CF?IJ?9>; T 7LL;DKJ7 FH;L7B;DJ;C;DJ; F;H
CEJ?L? 9EDJ?D=;DJ? H;B7J?L? 7BB7 :?IFED?8?B?JS :? H?IEHI; �JH7I<;H?�
C;DJ? ; ?CF7JJE :;BB; L7H?7P?ED? ?D C7J;H?7 <?D7DP?7H?7 :;<?D?J;
7�B?L;BBE�D7P?ED7B;��



&\?DJ;=H7P?ED; :;BB; I9>;:; T 7LL;DKJ7 F;H ?DJ;=H7H; ?B :E�
9KC;DJE ; C7FF7H; 7JJ?L?JS ; FHE=;JJ? IJH7J;=?9? H?B;L7DJ? F;H
B\;DJ;�;�?�IKE? stakeholder�
&; FHEFEIJ; :? L7H?7P?ED; :;B F?7DE IEDE ;L?:;DP?7J; IKB I?JE
:;B 9ECKD;� �? I;=K?JE I? H?FEHJ7 KD ;I;CF?E :;BB; ?D<EHC7�
P?ED? H?FEHJ7J;
 9EC; I? DEJ7 I? H?FEHJ7 7D9>; ?B F7H;H; :;BB\)$0
?D�C;H?JE�7BB;�I9;BJ;�;<<;JJK7J;�
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Figura 2
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE a ���07BKJ7P?ED;�:;BB7
performance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7 per-

formance

3.3 La relazione sulla performance

&7 C;JE:EBE=?7 :? H;:7P?ED; :;BB7 H;B7P?ED; IKBB7 perfor-

mance T IJ7J7 :;<?D?J7 9ED ?B IKFFEHJE :;BB\)$0� $D F7HJ?9EB7H;
=H7D:; I<EHPE T IJ7JE <7JJE F;H H;D:;H; ?B :E9KC;DJE B;==?8?B;�
&7 I9;BJ7 <7JJ7 T IJ7J7 GK;BB7 :? H?FEHJ7H; IK KD <E=B?E �� 9?7�
I9KDE :;? � FHE=H7CC? IJH7J;=?9? 9>; B\;DJ; 7L;L7 ?:;DJ?<?97�
JE
 :;I9H?L;D:ED; ?D CE:E B;==?8?B; =B? ?D:?97JEH? :? H?IKBJ7JE�
�? <7JJE H?FEHJ7 JKJJ? =B? 7C8?J? :? C?IKH7P?ED; ?D <EHC7JE I9>;�
:7 9ED ;L?:;DP7 :;=B? ?D:?97JEH? ; KJ?B?PPE :;BB; ;CEJ?9EDI F;H
<79?B?J7H;�B7�B;JJKH7�:;BBE�IJ7JE�:;B�H?IKBJ7JE�



';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE a ���07BKJ7P?ED;�:;BB7
performance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7 per-

formance a ����&7�H;B7P?ED;�IKBB7 performance

Fattore: ambiti di valutazione
&7 H;B7P?ED; :;BB7 performance I;=K; BE I9>;C7 =?S 7:EJJ7JE
F;H ?B F?7DE :;BB7 performance� *;H 9?7I9KD 7C8?JE
 ?CF7JJ?

E8?;JJ?L? IJH7J;=?9?
 IJ7JE :? I7BKJ; ; I;HL?P? T H?FEHJ7JE ?B :;JJ7�
=B?E :;? H?IKBJ7J? 9EDI;=K?J? 7B �� :?9;C8H;� &7 :E9KC;DJ7P?E�
D; T 799;II?8?B; :7B I?JE :;B 9ECKD; ?D <EHC7JE I9>;:7 :? <7�
9?B; 9ECFH;DI?ED;� �BBE IJ7JE 7JJK7B; DED IEDE IJ7J; H;I; :?�
IFED?8?B?�?D<EHC7P?ED?�IKB benchmarking�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE a ���07BKJ7P?ED;�:;BB7
performance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7 per-

formance a ����&7�H;B7P?ED;�IKBB7 performance

Fattore: struttura della relazione
�EC; =?S ;L?:;DP?7JE BE I<EHPE <7JJE T IJ7JE GK;BBE :? H;D:;H;
B;==?8?B; ?B :E9KC;DJE <ED:;D:E ?D:?97P?ED? =;D;H7B? IK? I?D�
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=EB? 7C8?J? :? C?IKH7P?ED; ; H?FEHJ7D:E ?D CE:E I?DJ;J?9E ? H?�
IKBJ7J?�
&\?D:?9; 9ECFB;II?LE :;B :E9KC;DJE H?<B;JJ; ? C79HE 7C8?J?
?:;DJ?<?97J? D;B F?7DE� IJH7J;=?7
 I;HL?P?
 IJ7JE :? I7BKJ; ; ?CF7J�
J?� &7 <?=KH7 I;=K;DJ; H?FEHJ7 B\?D:?9; ; ? 9EBB;=7C;DJ? 7BB; I?D�
=EB;�I9>;:;�9>;�;L?:;DP?7DE�B7 performance EJJ;DKJ7�
$D F7HJ?9EB7H;
 B7 H;B7P?ED; I? FH;I;DJ7 9EC; KD :E9KC;DJE
ID;BBE� +K? ?D <?=KH7 � IEDE H?FEHJ7J? 7B9KD? 9ECC;DJ? GK7B?J7J?�
L?�H;B7J?L?�7BB;�7H;;�IJH7J;=?9>;�9>;�?B�9ECKD;�>7�?D:?L?:K7JE�
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Figura 3

$D 799ECF7=D7C;DJE 7BB7 :E9KC;DJ7P?ED; ?B 9ECKD; I? T 7D�
9>; :EJ7JE :? KD 9HKI9EJJE :? CED?JEH7==?E I;CFH; 799;II?8?�
B; :7=B? EH=7D? 9>; H?FEHJ7 D;B :;JJ7=B?E B; ?D:?97P?ED? F;H E=D?
7C8?JE :;B *:*� �? I;=K?JE I? H?FEHJ7 B\?D:?9; :;B :E9KC;DJE
:7�9K?�I?�FEIIEDE�9EDIKBJ7H;�?�:7J?�:?�:;JJ7=B?E�
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Figura 4

*;H 9?7I9KD 7C8?JE IEDE IJ7J? H?FEHJ7J? ? H?IKBJ7J? :;BB7 L7BKJ7�
P?ED;� �? I;=K?JE
 7 J?JEBE ;I;CFB?<?97J?LE
 I? H?FEHJ7 KD ;I;C�
F?E :? H7FFH;I;DJ7P?ED; =H7<?97 H;B7J?LE 7BBE IJ7JE :? I7BKJ;�
&7::EL; ?B 9ECKD; DED >7 H7==?KDJE ? H?IKBJ7J? 9>; I? T FH;<?I�
I7JE�D;�>7�:7JE�I?DJ;J?97�?D:?97P?ED;�:?�<?7D9E�7BB\;CEJ?9EDI�
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Figura 5
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE a ���07BKJ7P?ED;�:;BB7
performance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7 per-

formance a ����&7�H;B7P?ED;�IKBB7 performance

Fattore: valutazione degli obiettivi
.KJJ? =B? E8?;JJ?L? ?D:?97J? D;B *:* ��������� IEDE IJ7J? L7BKJ7J?�
�? I;=K?JE I? H?FEHJ7 KD ;I;CF?E :? KD 9EDIKDJ?LE H;7B?PP7JE
F;H B\7C8?JE I;HL?P? H;B7J?LE 7BB\7H;7 IJH7J;=?97 �;H=7CE ;<<?�
9?;DJ;�;�F7HJ;9?F7J7�
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Figura 6
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE a ���07BKJ7P?ED;�:;BB7
performance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7 per-

formance

3.4 Gli esiti della valutazione

*;H B\7DDE ���� B7 L7BKJ7P?ED; :;BB7 performance 788H799?7
JKJJ? =B? 7C8?J? ?:;DJ?<?97J? ?D I;:; :? :;<?D?P?ED; :;B I?IJ;C7 :?
C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance� &7 9>?7H;PP7
H7==?KDJ7 D;BB7 H7FFH;I;DJ7P?ED; :;BB7 performance T 8KED7
7D9>; =H7P?; 7BB\KIE :? KD7 IJHKJJKH7 KD?LE97 F;H JKJJ? =B? 7C8?J?
H7FFH;I;DJ7J? ?D 9K? I? :;I9H?LEDE 8H;L;C;DJ; ? H?IKBJ7J?
 I? H?�
FEHJ7DE�?�H?IKBJ7J?�;�B;�9H?J?9?JS�?DJ;HL;DKJ;�
*;H GK7DJE H?=K7H:7 B7 9E;H;DP7 JH7 I?IJ;C7 :? C?IKH7P?ED;
; L7BKJ7P?ED;
 F?7DE :;BB7 performance ; H;B7P?ED;
B\7BB?D;7C;DJE�T�;L?:;DJ;�



';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE a ���07BKJ7P?ED;�:;BB7
performance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7 per-

formance

3.5. Azioni di miglioramento e lesson learned

$B 9ECKD; :? �;H=7CE >7 7:EJJ7JE ?B F?7DE 9EC; IJHKC;DJE ?D�
J;HDE :? =EL;HDE :;BB\7JJ?L?JS :;BB\7CC?D?IJH7P?ED; 7D9EH7 FH?�
C7 9>; 9EC; L?D9EBE DEHC7J?LE� +K;IJE I? H?<B;JJ; D;BB7 I9;B�
J7 ;<<;JJK7J7 :? H?L;:;H; 7D9>; B\EH=7D?PP7P?ED; F;H 7BB?D;7H�
B7 7BB\?CFEIJ7P?ED; :7J7 D;BB7 =;IJ?ED; :;=B? 7C8?J? IJH7J;=?�
9? 9>; IEDE IJ7J? ?D:?L?:K7J?� "H7P?; 7BB7 F7HJ;9?F7P?ED; :;BB7
:?H?=;DP7 ; 7B 9ED<HEDJE 9ED B\)$0
 ?B 9?9BE :;BB7 performance

H7FFH;I;DJ7�KDE�IJHKC;DJE�:?�=K?:7�F;H�B\7CC?D?IJH7P?ED;�
�? I;=K?JE I? H?FEHJ7DE 7B9KD; FEII?8?B? 7P?ED? :? C?=B?EH7C;D�
JE�



Tabella 2

Tema.fattore Descrizione Possibili Azioni di miglioramento
����,KEBE�:;=B?
EH=7D?�:?�L;HJ?9;
FEB?J?9E
7CC?D?IJH7J?LE

&7�9ECFED;DJ;�FEB?J?97�ILEB=;�KD�HKEBE�:?
L7B?:7P?ED;�;�DED�;DJH7�D;B�C;H?JE�:;BB;�7JJ?L?JS�:?
C?IKH7P?ED;�;�L7BKJ7P?ED;�

�KC;DJ7H;�B7�9EDI7F;LEB;PP7�:;=B?�IJHKC;DJ?�:?
C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance F;H
C?=B?EH7H;�B7�F7HJ;9?F7P?ED;�:;=B? stakeholder

����,KEBE�:;BB\)$0 &\)$0 ILEB=;�KD�HKEBE�7JJ?LE�;�:?�9ED<HEDJE
9EIJHKJJ?LE�

����!7I?�;�J;CF?
$�J;CF?�:?�7FFHEL7P?ED;������IEDE�H?J7H:7J?�:7
<7JJEH?�9EDJ?D=;DJ?
�B7�<7I;�FH;F7H7JEH?7�F;HW�T�:?
<7JJE�?D�B?D;7�9ED�GK7DJE�F?7D?<?97JE

�� *?7DE�:;BB7
performance

���������

&;�CE:?<?9>;�?DJ;HL;DKJ;�IEDE�;<<;JJE�:?�<7JJEH?
;IJ;HD?�EFFKH;�<?D7B?PP7J;�7�CED?JEH7H;�7C8?J?�DED
FH;9;:;C;DJ;�C7FF7J?

-?�IK==;H?I9;�:?�9EDJ?DK7H;�?B�9ED<HEDJE�9ED )$0 F;H�B7
L7BKJ7P?ED;�:;BB;�CE:?<?9>;�:7�7FFEHJ7H;

�����C8?J?�:?
L7BKJ7P?ED; "B?�7C8?J?�C7FF7J?�IEDE�GK;BB?�:;<?D?J?�:7B -'0* -?�IK==;H?I9;�:?�?DJHE:KHH;�;B;C;DJ?�:? benchmark 9>;

L7DDE�EBJH;�?B benchmarking +9BK8

����-JHKJJKH7�:;BB7
H;B7P?ED; &7�H;B7P?ED;�T�I?DJ;J?97�;�:?�<79?B;�B;JJKH7

&\7:EP?ED;�:?�KD�I?IJ;C7�?D<EHC7J?LE�:?�IKFFEHJE�7B
-'0* 9EDJH?8K?H;88;�7�H;D:;H;�?B�:E9KC;DJE�F?X
?DJ;H;II7DJ;�9ED�:7J?�IK�JH;D:�IJEH?9?

����L7BKJ7P?ED;�:;=B?
E8?;JJ?L?

&7�L7BKJ7P?ED;�T�IJ7J7�FEHJ7J7�7L7DJ?�I;9ED:E�?B
C;JE:E�:;<?D?JE

 I?J?�:;BB7
L7BKJ7P?ED;

&7�L7BKJ7P?ED;�;L?:;DP?7�KD7�8KED7�97F79?JS
:;BB\;DJ;�:?�<7H�<HEDJ;�7=B?�E8?;JJ?L?�:;<?D?J?�;�KD
I;DIE�9H?J?9E�7F;HJE�7B�9ED<HEDJE
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE a ���07BKJ7P?ED;�:;BB7
performance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7 per-

formance a �����P?ED?�:?�C?=B?EH7C;DJE�; lesson learned

Ulteriori azioni di miglioramento del sistema di
misurazione e valuazione della performance
organizzativa

&; 7P?ED? :? C?=B?EH7C;DJE 9ED9EH:7J; 9ED B\7CC?D?IJH7P?ED;
IEDE�IJ7J;�=?S�:;I9H?JJ;�D;B�FH;9;:;DJ; report�
)H7 B\7CC?D?IJH7P?ED; IJ7 FHEI;=K;D:E D;BB7 H;7B?PP7P?ED;
:;B I?IJ;C7 ?D<EHC7J?LE F;H ?B IKFFEHJE :;B 9?9BE :? perfor-

mance� �?W
 I;DJ?JE ?B F7H;H; :;B :?H;JJEH; =;D;H7B; 9>; I? ?D�
I;:?;HS
 FEJH;88; FEHJ7H; 7D9>; 7 KD7 L7H?7P?ED; D;BB7 IJHKJ�
JKH7 EH=7D?PP7J?L7 ; 7BB7 :;<?D?P?ED; :? KDE staff KD?9E F;H ?B
=EL;HDE�:;?�I?IJ;C?�?D<EHC7J?L?�7P?;D:7B?�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE a ���07BKJ7P?ED;�:;BB7
performance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7 per-

formance a �����P?ED?�:?�C?=B?EH7C;DJE�; lesson learned

Leading practice e lesson learned
&\;IF;H?;DP7 :;B 9ECKD; :? �;H=7CE D;BB7 H;7B?PP7P?ED; :;B
I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance >7
;L?:;DP?7JE 7B9KD; FH7J?9>; JH7I<;H?8?B? 7D9>; 7? 9ECKD? :;BB;
H;=?ED? )8?;JJ?LE��EDL;H=;DP7�

1. Il clima organizzativo e il commitment della dirigenza
generale e dei dirigenti dell’ente
$B H?DDEL7C;DJE 7CC?D?IJH7J?LE :;B 9ECKD; :? �;H=7CE DED
I7H;88; IJ7JE FEII?8?B; I;DP7 ?B <EHJ; commitment :;BB7 :?H;�
P?ED; =;D;H7B; ; :;? :?H?=;DJ? :;BB\;DJ;� $D F7HJ?9EB7H; :? JKJJ? ?
:?H?=;DJ? :;BB\;DJ; 9>; F;H GK7DJE 9ED9;HD; B\?CFB;C;DJ7P?ED;
:;B F?7DE :;BB7 performance ; B7 :;<?D?P?ED; :;? C;JE:? :? L7�
BKJ7P?ED; >7DDE ILEBJE KD HKEBE 7JJ?LE ; F7HJ;9?F7JE� $D H?<;H?�
C;DJE 7 GK;IJ\KBJ?CE FKDJE
 ?B 9B?C7 EH=7D?PP7J?LE <7LEH;LEB;
>7 F;HC;IIE :? FEJ;H 9EIJ?JK?H; KD =HKFFE JH7IL;HI7B; 9>; H?�
9ECFH;D:;II; B; GK7JJHE :?L;HI; IJHKJJKH; EH=7D?PP7J?L; 9>;
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E==? =;IJ?I9EDE ? I?IJ;C? ?D<EHC7J?L? :;BB\7CC?D?IJH7P?ED; 9E�
CKD7B; 9EB <?D; KBJ?CE :? H7P?ED7B?PP7HB; ; 799;DJH7HB; D;BB7 :?�
H;P?ED;�=;D;H7B;�

2. Il confronto con l’OIV
&7 I9;BJ7 :? :EJ7HI? :? KD )$0 9ECF;J;DJ; <79?B?J7 ?B 9ED<HEDJE
; IKFFEHJ7 B\;DJ; D;BB\?D:?H?PPE :? I9;BJ; 7 <7LEH; :? KD C?=B?E�
H7C;DJE�9EIJ7DJ;�:;BB\7CC?D?IJH7P?ED;�

3. La scelta di investire sulla modalità di
rappresentazione della performance
$B 9ECKD; :? �;H=7CE >7 I9;BJE :? ?DL;IJ?H; DED IEBE D;BB7
H7FFH;I;DJ7P?ED; GK7DJ?J7J?L7 :;BB7 performance C7 7D9>;
B7LEH7H; IKBB7 GK7B?JS ; B7 <79?B?JS :? 9ECKD?97P?ED; :;BB7 IJ;I�
I7 F;H =B? IJ;A;>EB:;H ?DJ;HD? ;: ;IJ;HD?� +K;IJE T I?9KH7C;D�
J; KD ;B;C;DJE ?CFEHJ7DJ; 7D9>; F;H <79?B?J7H; B7 F7HJ;9?F7�
P?ED;�;IJ;HD7�
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Collegamenti

�B <?D; :? H;D:;H; F?X 7=;LEB; ?B F;H9EHIE :? 7FFHE<ED:?C;DJE
I? I;=D7B7DE :? I;=K?JE ? 9EDJ;DKJ? :;BB; 7BJH; I;P?ED? 9>;
9ECFED=EDE�?B�C7DK7B;�

_ &E IL?BKFFE :;B 9?9BE :;BB7 performance� FH?D9?F? ; 9H?J;H?

9>; FH;I;DJ7 ?B GK7:HE :;? FH?D9?F7B? ;B;C;DJ? IK? GK7B? T EF�
FEHJKDE 9>; E=D? 7CC?D?IJH7P?ED; H?<B;JJ7 F;H H7<<EHP7H; B7
FHEFH?7 97F79?JS :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB; perfor-

mance� &7 I;P?ED; 9ECFH;D:; B7 check list KJ?B?PP78?B; :7?
9ECKD? 9EC; IJHKC;DJE F;H KD\7KJE7D7B?I? :;BB; 97H7JJ;H?�
IJ?9>;�;�:;B�<KDP?ED7C;DJE�:;B�I?IJ;C7�

_ ?B H7FFEHJE IK? F;H9EHI? :? C?=B?EH7C;DJE D;? 9ECKD? :;BB;
H;=?ED? )8?;JJ?LE �EDL;H=;DP7
 9>; ?BBKIJH7 ?B F;H9EHIE :;B
B7LEHE :;BB; 7CC?D?IJH7P?ED? 9E?DLEBJ; ?D �7B78H?7
 �7CF7�
D?7
 *K=B?7 ; -?9?B?7 9ED B\7JJ?L?JS :? 7<<?7D97C;DJE
 FH;I;D�
J7D:ED; ? C?=B?EH7C;DJ? 9EDI;=K?J? D;BB\7JJK7P?ED; :;B 9?�



9BE :? =;IJ?ED; :;BB7 performance ;: ;L?:;DP?7D:E 7B9KD;
;IF;H?;DP;�F7HJ?9EB7HC;DJ;�I?=D?<?97J?L;�

_ ?B H7FFEHJE IKBB\ LEBKP?ED; ?D 9EHIE D;? 9ECKD? 97FEBKE=E
:? FHEL?D9?7
 9>; :;I9H?L; ?D EJJ?97 9ECF7H7J?L7 B\;I?JE
:;BB\;I7C; 9ECF?KJE IKB <?D?H; :;B ���� IK? I?J? web ; FHE�
FED;
 F;H KD7 I;B;P?ED; :? 9ECKD? 97FEBKE=E :? FHEL?D9?7

7FFHE<ED:?C;DJ? 9ED:EJJ? 7JJH7L;HIE 7D7B?I? :E9KC;DJ7B;
;:�?DJ;HL?IJ;�
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L’esperienza del comune di Novara

����D7B?I?�:;B�I?IJ;C7�:?�C?IKH7P?ED;�:;BB7 perfor-

mance EH=7D?PP7J?L7

����$DJHE:KP?ED;��$B�9ECKD;�:?�(EL7H7

����$DDEL7P?ED?�D;?�I?IJ;C?�:?�C?IKH7P?ED;�H;7B?PP7J;
D;=B?�KBJ?C?�7DD?

��� Review :;B�I?IJ;C7�:?�C?IKH7P?ED;�:;BB7 perfor-

mance EH=7D?PP7J?L7

��� Lesson learned ;�FKDJ?�:?�<EHP7�:;B�F;H9EHIE�H;7�
B?PP7JE

���&;��P?ED?�:?�'?=B?EH7C;DJE�:;B�I?IJ;C7�:?�C?IKH7�
P?ED;�;�L7BKJ7P?ED;�:;BB7 performance



����"B?�E8?;JJ?L?�:;BB;�7P?ED?�:?�C?=B?EH7C;DJE�FHEFEIJ;

����$B�F;H9EHIE�:?�C?=B?EH7C;DJE�H;7B?PP7JE�:7BB\7CC?�
D?IJH7P?ED;

����"B?�;<<;JJ?�:;BB;�7P?ED?�:?�C?=B?EH7C;DJE�IKB�I?IJ;C7
:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance EH=7�
D?PP7J?L7

��� Leading practice � lesson learned
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�(EL7H7

1. Analisi del sistema di misurazione della
performance organizzativa

Introduzione
&7 FH;I;DJ; I;P?ED; 9EDJ?;D; KD H7FFEHJE H;B7J?LE
7BB\;IF;H?;DP7 C7JKH7J7 :7B 9ECKD; :? (EL7H7 ?D J;C7 :? C?�
IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance� $ IK99;II?L? F7H7�
=H7<? FH;I;DJ7DE D;B :;JJ7=B?E B; 7D7B?I? ILEBJ; FH;IIE 9?7I9K�
D7 7CC?D?IJH7P?ED; D;BB\7C8?JE :;B *HE=;JJE 07BKJ7P?ED; :;B�
B; Performance ?D H;B7P?ED; 7B I?IJ;C7 :? C?IKH7P?ED; ; L7BK�
J7P?ED; :;BB7 performance EH=7D?PP7J?L7 ?D ;II;H; D;B �����
.7B? F7H7=H7<? :;I9H?LEDE ?DEBJH; B; 7P?ED? :? C?=B?EH7C;DJE FE�
IJ; ?D ;II;H; :7B 9ECKD; D;B F;H?E:E �������� 7B <?D; :? H7<�
<EHP7H; ?B 9?9BE :;BB7 performance
 B7 L7BKJ7P?ED; :;BB7 perfor-

mance
 B7 H;:7P?ED; :;B F?7DE ; :;BB7 H;B7P?ED; IKBB7 perfor-

mance�



*;H KD7 L?I?ED; :\?DI?;C; :;BB; ;IF;H?;DP; C7JKH7J; ?D JKJJ; ;
I;? B; 7CC?D?IJH7P?ED? F?BEJ7 FH;I; 7 H?<;H?C;DJE D;B *HE=;JJE
07BKJ7P?ED; :;BB; Performance T FEII?8?B; 9EDIKBJ7H; B7 I;�
P?ED;  IF;H?;DP; ; leading practice ?D 7B9KD; 7CC?D?IJH7P?E�
D? BE97B?� .7B; I;P?ED; FH;I;DJ7 ?D J;HC?D? 9ECF7H7J?L? ? H?IKB�
J7J? :;B F;H9EHIE :? 7D7B?I? 9ECF?KJE IKBB; I;? 7CC?D?IJH7P?ED?
F?BEJ7 D;B F;H?E:E �������� 9ED B\E8?;JJ?LE :? C;JJ;H; ?D ;L?�
:;DP7 B; leading practice :KH7DJ; B\;IF;H?;DP7 :? 7JJK7P?ED;
:;BB; ?DDEL7P?ED? ?D J;C7 :? performance management ?DJHE�
:EJJ;�:7B�:;9H;JE�B;=?IB7J?LE�D���������

1.1 Il comune di Novara

�ECKD;
 97FEBKE=E :? FHEL?D9?7
 :? ��� AC� 9ED �������
78?J7DJ? �:? 9K? ����� ?CC?=H7J?
 ������ EL;H �� ; KD 7D:7�
C;DJE :;CE=H7<?9E �������� B;==;HC;DJ; ?D 97BE�
 ������
<7C?=B?; ���� CEDEDK9B;7H?� ; ������ ?CFH;I; �:7JE FHEL?D�
9?7B;��
&\7CC?D?IJH7P?ED; I? JHEL7 7 <?D; B;=?IB7JKH7 ; B; ;B;P?ED? I?
J;HH7DDE 7 C7==?E� $B I?D:79E
 7B IKE I;9ED:E C7D:7JE
 I? T
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:?C;IIE ?D E997I?ED; :;BB; ;B;P?ED? H;=?ED7B? �T 7JJK7BC;DJ;
7II;IIEH; H;=?ED7B;�� $D GK;IJE KBJ?CE 7DDE ?B 9ECKD; T
H;JJE :7B L?9; I?D:79E
 C;DJH; B\7JJK7B; 7II;IIEH;
7BB\EH=7D?PP7P?ED; ; F;HIED7B; T ?B 97D:?:7JE I?D:79E F;H B7
9E7B?P?ED;�KI9;DJ;��9;DJHE:;IJH7�9ED�I?D:79E�:;BB7�&;=7��
�� 7II;IIEH7J? �?D <KJKHE I7H7DDE ��
 � 7H;; <KDP?ED7B?
 � IE�
9?;JS 7 F7HJ;9?F7P?ED; 9ECKD7B;
 �� :?H?=;DJ? �:? 9K? � 7 9ED�
JH7JJE :? :?H?JJE FH?L7JE�
 ��� :?F;D:;DJ?� /D :?H;JJEH; =;D;H7B;

DEC?D7JE D;B ����
 ; KD I;=H;J7H?E =;D;H7B;
 =?S 7II;IIEH;
7B F;HIED7B;
 9>; EF;H7DE ?D I?D;H=?7 ; 9>; ?DI?;C; 7B I?D:7�
9E 9EIJ?JK?I9EDE B7 :?H;P?ED; IJH7J;=?97 ?D97H?97J7 :? 7II?9KH7�
H;�B\?DJ;=H7P?ED;�JH7�?D:?H?PP?�FEB?J?9?�;�=;IJ?ED;�EF;H7J?L7�
(;B ���� B; IF;I; 9EHH;DJ? IEDE IJ7J; F7H? 7 ���
� C?B?ED? :?
;KHE 9EDJHE ? ��
� :;B ���� ����
� 7 FH;PP? ������ �D9>; F;H
?B ���� T 7II?9KH7JE ?B H?IF;JJE :;B F7JJE :? IJ78?B?JS
 C7 IEDE
:?<<KI; <EHJ? FH;E99KF7P?ED? F;H ?B 8?B7D9?E ���� JH7 7::;JJ? ;
7CC?D?IJH7JEH?�9EDEI9?JEH?�:;BB;�GK;IJ?ED?�:?�8?B7D9?E�
&7 governance 7BB7H=7J7 �IE9?;JS ; FEHJ7JEH? :? ?DJ;H;II? :? H?�
<;H?C;DJE :;BB; FEB?J?9>; 9ECKD7B?� I;C8H7 ;II;H; ;I;H9?J7J7
?D�CE:E�?D<EHC7B;�;�9ED�H7FFEHJ?�:?H;JJ?�
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�: ;99;P?ED; :;B 8?B7D9?E ; :;B H;B7J?LE * "
 DED 9? I? 7LL7B;
:? IJHKC;DJ? <EHC7B?PP7J? :? FHE=H7CC7P?ED; ; 9EDJHEBBE 9>;
;IFB?9?J?DE ?B H7FFEHJE I?IJ;C7J?9E JH7 E8?;JJ?L?H?IKBJ7J? IJH7J;=?�
9?�;:�EF;H7J?L?�
$B 9EDJHEBBE :? =;IJ?ED; I? B?C?J7 7: ;<<;JJK7H; 9EDJHEBB?
7CC?D?IJH7J?LE�9EDJ78?B?
 L;H?<?97 B\7JJK7P?ED; :;B 8?B7D9?E ; I?
7LL7B;�:?�:K;�EF;H7JEH?�:?�9K?�KD7�FEI?P?ED;�EH=7D?PP7J?L7�
$B * " ?D:?L?:K7
 F;H BE97B? :? H;IFEDI78?B?JS
 B; 7JJ?L?JS
 B;
7P?ED? ; B; H?IEHI; <?D7DP?7H?; ; KC7D;� $D:?97 ?DEBJH;
 I;FFKH
?D CE:E :?IECE=;D;E
 F;H �� �;DJH? :? H;IFEDI78?B?JS IK ��

? F7H7C;JH?FHE:EJJ? 7JJ;I?� (ED IEDE C7? ?D:?97J; D;B * " C?�
IKH;�E�?D:?97JEH?�:? ?CF7JJE�
&\7CC?D?IJH7P?ED; :?IFED; :? KD 9EDIEB?:7JE I?IJ;C7 :? L7BK�
J7P?ED; ; FH;C?7DJ; B7 FHE:KJJ?L?JS :;B F;HIED7B; �:?H?=;DJ? ;
EF;H7JEH? :;B 9ECF7HJE� H?I7B;DJ; 7B ��������� 9>; >7 B; IK;
EH?=?D? C;JE:EBE=?9>; D;BB7 F7HJ;9?F7P?ED; 7B FHE=;JJE ! *�
�<?D;�7DD?�����
&7 9EDJ?DK7 ; FHE=H;II?L7 H?:KP?ED; :;BB; H?IEHI; :?IFED?8?B?
D;=B? KBJ?C? 7DD? ; B7 C7D97DP7 :? FHEIF;JJ?L; ?D I;DIE 9EDJH7�
H?E
 T 9EDI?:;H7J7 ?B CEJ?LE FH?D9?F7B; 9>; <7 H?J;D;H; B7 C?IK�
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H7P?ED; :;BB7 performance EH=7D?PP7J?L7 KD\7JJ?L?JS GK7I? ?DK�
J?B; ; DED FH?EH?J7H?7 H?IF;JJE 7BB7 D;9;II?JS :? JHEL7H; H?IEHI;
F;H 7II?9KH7H; B7 IEFH7LL?L;DP7 :? I;HL?P? 9ECKD7B? ; B7 H;7�
B?PP7P?ED; :? ?DJ;HL;DJ?� H?IEHI; 9>; F;HW
 ?D E=D? 97IE
 H?9>?;�
:EDE
 F;H ;II;H; 7BC;DE ?D F7HJ; H;9KF;H7J;
 KD 7FF7H7JE 97�
F79;
 ;<<?9?;DJ;
 DED 8KHE9H7J?PP7JE ; IJH7J;=?;FEB?J?9>; ;<<?�
979?�
&E IL?BKFFE :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB;
performance T F;HJ7DJE B;=7JE 7BB; :;9?I?ED? 9>; I7H7DDE FH;�
I; :7BB7 DKEL7 7CC?D?IJH7P?ED; 9>; KI9?HS :7BB; ;B;P?ED? ;
:ELHS ;II;H; KD ;B;C;DJE ?D:?IF;DI78?B; :;BB7 FH;L;:?8?B;
H?EH=7D?PP7P?ED;�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�(EL7H7 a ����D7B?I?�:;B�I?IJ;C7�:?
C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7

1.2 Innovazioni nei sistemi di misurazione
realizzate negli ultimi anni

� F7HJ; B7 9EDJ78?B?JS ;9EDEC?97 ; ?B 9EDJHEBBE ?DJ;HDE :;BB7
IF;I7
 DED T IJ7JE IL?BKFF7JE KD I?IJ;C7 :? C?IKH7P?ED;
:;BB7 performance EH=7D?PP7J?L7 :;B 9ECKD;
 7D9>; I; 9? IE�
DE 7B9KD? I;HL?P? 9>; ;<<;JJK7DE H?B;L7P?ED? :;BB7 :EC7D:7 ;
:;BB\E<<;HJ7�7II?9KH7J7�
�B9KD? I;HL?P? IEDE IJ7J? 9;HJ?<?97J? $-) �FEB?P?7 CKD?9?F7B;� 7B�
JH?�9EDJ?DK7DE�7:�;II;HBE��7I?B?�(?:E
�/,*
��?8B?EJ;9>;�
.H; IEDE B; ;IF;H?;DP; ?DDEL7J?L; F?X I?=D?<?97J?L; FEHJ7J;
7L7DJ? :7BB\7CC?D?IJH7P?ED; D;=B? KBJ?C? 7DD?� �DP?JKJJE ?B FHE�
=;JJE F;H B7 L7BKJ7P?ED; :;BB; 97F79?JS ?D:?L?:K7B? ?D <KDP?ED;
:;B C?=B?EH7C;DJE :;BB7 FHE:KJJ?L?JS ; B\;<<?9?;DP7 =BE87B;
:;BB\;DJ; ; :;BB; 9ECF;J;DP; :;=B? EF;H7JEH?� $D I;9ED:E BKE�
=E ?B 8?B7D9?E :? C7D:7JE ��������� ;: ?B 8?B7D9?E IE9?7B;
����� $D<?D; $B FHE=;JJE ]�7HJ;BB7 /D?97^
 FH;C?7JE D;B ����



:7B �?F7HJ?C;DJE :;BB7 !KDP?ED; *K88B?97 � �!*
 H?=K7H:7DJ;
B7 =;IJ?ED; :?H;JJ7 :;BB7 H?I9EII?ED; :;BB; ;DJH7J; 9ECKD7B?
�$�$
.�,-/�;�B7CF7:;�LEJ?L;��

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�(EL7H7 a ����D7B?I?�:;B�I?IJ;C7�:?
C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7 a ����$DDEL7P?ED?�D;?�I?IJ;�
C?�:?�C?IKH7P?ED;�H;7B?PP7J;�D;=B?�KBJ?C?�7DD?

I sistemi informativi
$B I?IJ;C7 ?D<EHC7J?LE :;B 9ECKD; :? (EL7H7 :?IFED; :? KD7
87I; :7J? Oracle 9ECKD; IK 9K? EF;H7DE ? :?L;HI? 7FFB?97J?L?
; IK 9K? I? 7FH; ?B FEHJ7B; :;? F7=7C;DJ? ; :;BB; ;DJH7J; ��7H�
J;BB7 /D?97�� -EDE ?D 9EHIE :K; FHE=;JJ?
 ?B FH?CE 9ED9;HD;
B\7IIE9?7P?ED; :;? :7J? FHEL;D?;DJ? :7BB; :?L;HI; 87D9>; :7�
J? 7BB7 97HJE=H7<?7 ; H;B7J?L7 =;IJ?ED; :;B ]�;HJ?<?97JE :? �;�
IJ?D7P?ED; /H87D?IJ?97^
 ?B I;9ED:E H?=K7H:7 BE IL?BKFFE :;BB7
]�7HJ;BB7 /D?97^� &7 9EDJ78?B?JS =;D;H7B; :?IFED; :? KD CE:K�
BE F;H ?B 9EDJHEBBE :? =;IJ?ED; DED IL?BKFF7JE� &; FH?D9?F7B? 9H?J?�

L’esperienza del comune di Novara



9?JS :;B I?IJ;C7 H?=K7H:7DE B7 I?9KH;PP7
 B7 I;JJEH?7B?PP7P?ED;
;�B\?DJ;=H7P?ED;�:;?�:7J?�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�(EL7H7 a ����D7B?I?�:;B�I?IJ;C7�:?
C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7 a ����$DDEL7P?ED?�D;?�I?IJ;�
C?�:?�C?IKH7P?ED;�H;7B?PP7J;�D;=B?�KBJ?C?�7DD?

Il sistema di misurazione e valutazione della
performance individuale
$D 7JJ;I7 :;B DKELE I?IJ;C7
 ?D <7I; ;B78EH7J?L7
 B\7JJK7B; C;�
JE:EBE=?7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 FHE:KJJ?L?JS
 E
performance ?D:?L?:K7B;
 T ?CCKJ7JE ;: ?D KIE EHC7? :7 7DD?
;:�T�:?L;HI7�F;H�?�:?F;D:;DJ?�;�F;H�?�:?H?=;DJ?�
$B F;HIED7B; :?F;D:;DJ; L?;D; L7BKJ7JE :7B FHEFH?E H;IFEDI7�
8?B; JH7C?J; I9>;:; :? L7BKJ7P?ED; :;BB; FH;IJ7P?ED? �7FFEHJE
7=B? E8?;JJ?L? :? =HKFFE
 9ECFEHJ7C;DJ? ; 7D:7C;DJ? H?IF;JJE
7BB\7DDE�FH;9;:;DJ;��
$ :?H?=;DJ? IEDE L7BKJ7J? :7B ($0 �:?H;JJEH; =;D;H7B;
 I;=H;J7H?E
=;D;H7B;
 ;IF;HJE ;IJ;HDE�
 F;H GK7DJE H?=K7H:7 ?B H7==?KD=?�
C;DJE :;=B? E8?;JJ?L? IJH7J;=?9? ?D:?L?:K7J? D;B * "
 :7BB7 :?H;�
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P?ED; IJH7J;=?97 �I?D:79E
 :?H;JJEH; =;D;H7B;
 I;=H;J7H?E =;�
D;H7B;� F;H GK7DJE H?=K7H:7 ?B 9B?C7 EH=7D?PP7J?LE ; ?B 8KED
7D:7C;DJE :;B I;HL?P?E
 :7BB\7II;IIEH;? F;H GK7DJE H?=K7H:7
B;�97F79?JS�C7D7=;H?7B?�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�(EL7H7 a ����D7B?I?�:;B�I?IJ;C7�:?
C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7

1.3 Review del sistema di misurazione della
performance organizzativa

�? I;=K?JE I? H?7IIKC; 8H;L;C;DJ; B\;I?JE :;BB\7D7B?I? ILEBJ7�
$D H;B7P?ED; 7BB; 9ED:?P?ED? 78?B?J7DJ? T FEII?8?B; 7<<;HC7H; 9>;
;II; IEDE IK<<?9?;DJ;C;DJ; FH;I?:?7J; F;H GK7DJE H?=K7H:7
B\?:;DJ?<?97P?ED; :;BB7 leadership :;BB\EH=7D?PP7P?ED; ; B7 =;�
IJ?ED; :;B F;HIED7B;
 C;DJH; 7FF7?EDE 97H;DJ? F;H GK7DJE H?�
=K7H:7 ?B I?IJ;C7 :? FHE=H7CC7P?ED; ; 9EDJHEBBE ;:
 ?D F7H�
J?9EB7H;
 B7 L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7 ;:
?B 9EDJHEBBE IJH7J;=?9E� $B I?IJ;C7 :? C?IKH7P?ED; :;BB7 perfor-
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mance EH=7D?PP7J?L7
 <7JJE I7BLE B7 =;IJ?ED; :;B 8?B7D9?E ; B7
9EDJ78?B?JS =;D;H7B;
 T ?D =H7D F7HJ; :7 9EIJHK?H;� $D<?D; =B? ?D�
:?97JEH? :?IFED?8?B? :? C?IKH7P?ED; :;BB7 performance EH=7D?P�
P7J?L7�IEDE�FE9>?�;�DED�I?IJ;C7J?9?�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�(EL7H7 a ����D7B?I?�:;B�I?IJ;C7�:?
C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7 a ��� Review :;B�I?IJ;C7
:?�C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7

Le condizioni abilitanti
)8?;JJ?LE :? GK;IJ7 I;P?ED; T GK;BBE :? FH;I;DJ7H; =B? ;B;C;DJ?
78?B?J7DJ? ?B FHE9;IIE :? ?DDEL7P?ED; :;B I?IJ;C7 :? C?IKH7P?E�
D; ; L7BKJ7P?ED; :;BB7 performance 9>; 9EDJH7::?IJ?D=KEDE ?B
9ECKD; :? (EL7H7� $D F7HJ?9EB7H;
 I? 7D7B?PP7DE B; H;IFEDI7�
8?B?JS ; B7 governance
 ?B I?IJ;C7 :? FHE=H7CC7P?ED; ; 9ED�
JHEBBE�;�B7�=;IJ?ED;�:;BB;�H?IEHI;�KC7D;�
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Le responsabilità e la governance
&\7JJK7B; EH=7D?PP7P?ED; :;BB; H;IFEDI78?B?JS T ;IFB?9?J7J7 ?D
KD 7JJE :;B ���� 9>; IJ78?B?I9; B7 C79HEIJHKJJKH7 EH=7D?PP7J?�
L7 :;? I;HL?P? 9ECKD7B?� *HE878?BC;DJ; KDE :;? FH?C? 7JJ? :;B�
B7 DKEL7 =?KDJ7 9EDI?IJ;HS ?D KD 7==?EHD7C;DJEH;L?I?ED; :?
GK;IJ7 EH=7D?PP7P?ED; 9>;
 :\7BJH7 F7HJ;
 9EDJ;CFB7L7 B7 9E�
IJ?JKP?ED; :? KD7 >EB:?D= 9ECKD7B; :? governance :;BB7 H;J;
:;BB; IE9?;JS :\?DJ;HL;DJE 9ECKD7B; B7 9K? EF;H7J?L?JS T IJ7�
J7 ?CF;:?J7 ?D GK7DJE B7 IK7 9EIJ?JKP?ED; T IJ7J7 IK99;II?L7�
C;DJ;�L?;J7J7�:7BB7�B;==;�
+K7DJE 7BB7 I?JK7P?ED; ;I?IJ;DJ; I? FEIIEDE ;L?:;DP?7H; 7B9K�
D? ;B;C;DJ?� $ IE==;JJ? 9>?7C7J? 7: ;IFH?C;H; KD7 leadership

D;BB\EH=7D?PP7P?ED; IEDE :? <7JJE ?:;DJ?<?97J? ?D 7FFEI?J? :E9K�
C;DJ?� BE IJ7JKJE ; B7 :;B?8;H7 :;BB7 C79HEIJHKJJKH7 EH=7D?PP7�
J?L7 :;? I;HL?P? 9ECKD7B? �:?H;P?ED; IJH7J;=?97
 :?H;P?ED; EF;�
H7J?L7
 7H;; <KDP?ED7B?
 I;HL?P?
 KD?JS EH=7D?PP7J?L;�� &7 :?H;�
P?ED; IJH7J;=?97
 <EHC7J7 :7B I?D:79E
 :7B :?H;JJEH; =;D;H7B;
; :7B I;=H;J7H?E =;D;H7B;
 7II?9KH7 B\?DJ;=H7P?ED; JH7 ?D:?H?PP?
FEB?J?9? ; 7JJ?L?JS =;IJ?ED7B;� &7 :;B?8;H7 :;BB7 C79HEIJHKJJKH7
 ?B
H;=EB7C;DJE :;? I;HL?P? ; ?B * " ?:;DJ?<?97DE B; H;IFEDI78?B?�
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JS� �D9>; B; H;IFEDI78?B?JS H;B7J?L; 7: 7JJ?L?JS :? FHE=;JJE IEDE
;IFB?9?J7J;� *;H GK7DJE H?=K7H:7 IF;9?<?9>; 7JJ?L?JS E IJH7EH:?�
D7H?;
 7 LEBJ; I? H?B;L7DE IELH7FFEI?P?ED? E :?<<?9EBJS 7 ?D:?L?�
:K7H;�B;�H;IFEDI78?B?JS�
$B FHE=H7CC7 :? C7D:7JE :;B I?D:79E ����������� FH;L;:;
:;=B? ?D:?H?PP? IJH7J;=?9?� .7B? ?D:?H?PP? L;D=EDE H?FH;I? ; 7==?EH�
D7J? F;H?E:?97C;DJ; �7DDK7BC;DJ;� D;BB\7C8?JE :;BB7 ,**�
$DEBJH;
 KD7 F7HJ; :? J7B? ?D:?H?PP? L;D=EDE JH7:EJJ? ?D FHE=;JJ? ;:
?D E8?;JJ?L? =;IJ?ED7B? D;BB\7C8?JE :;B * "� $B F?7DE :;BB7 per-

formance ?D <7I; :? IJK:?E :ELH;88; 9EDJ;D;H; ?B F?7DE :;=B?
E8?;JJ?L?� $B 9ECKD; :? (EL7H7 :?IFED; :? =K?:; 7? I;HL?P? 9>;
IEDE FK88B?97J; IKB -?JE :;B 9ECKD; 9>; ?:;DJ?<?97DE B; CE�
:7B?JS 9ED B; GK7B? L?;D; ;HE=7JE ?B I;HL?P?E ; 9>? D; T H;IFED�
I78?B; I;DP7 F;HW FHELL;:;H; standard :? GK7B?JS ; :? 799;I�
I?8?B?JS 7? I;HL?P? ; FHE9;:KH; ?D 97IE :? ?D<H7P?ED;� "B? E8?;JJ?L?
IEDE :? =HKFFE� �BB\?DJ;HDE L?;D; L7BKJ7JE ?B 9EDJH?8KJE :? E=D?
I?D=EBE�:?F;D:;DJ;�
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Il sistema di controllo e programmazione
�EC; =?S ;L?:;DP?7JE� $B F?7DE :;BB7 performance T ?D <7I;
:? ;B78EH7P?ED; IKBB7 87I; :;B * " ; 9ECFH;D:;HS ?B F?7DE
:;=B? E8?;JJ?L? C;DJH; D;? :E9KC;DJ? 7:EJJ7J? 7 I;=K?JE :;B ��
&=I� ������� 4&;==? ?B J;IJE ?D H;J; 5 DED L? IEDE 799;DD?
7? 9EDJ;DKJ? ; 7? J;CF? :;BB7 H;B7P?ED; IKBB7 performance� &7
FHE=;JJK7B?JS H;B7J?L7 7BB\7JJK7P?ED; :;BB7 H?<EHC7 I7HS ?D;L?J7�
8?BC;DJ;�7==?EHD7J7�E�H?L?IJ7�:7BB7�DKEL7�=?KDJ7�
�JJK7BC;DJ; B7 performance L?;D; 9EDI?:;H7J7 IEBE :7B FKDJE
:? L?IJ7 <?D7DP?7H?E
 F;HJ7DJE =B? ?D:?97JEH? KJ?B?PP7J? IEDE GK;BB?
<?D7DP?7H? �7 9EDIKDJ?LE� ; :? 7JJK7P?ED; :;? FHE=H7CC? FH;�
L?IJ? D;B * "� &7 :?H;P?ED; IJH7J;=?97 799;:; :?H;JJ7C;DJ;
7B I?IJ;C7 ?D<EHC7J?LE <?D7DP?7H?E ; D; L;H?<?97 7B 8?IE=DE
B\7JJK7P?ED;� -EB?J7C;DJ; 7 I;JJ;C8H; L?;D; <7JJ7 KD\7D7B?I? <?�
D7DP?7H?7 :;JJ7=B?7J7 :;BB7 I?JK7P?ED; �F?X :? ��� LE9? 7D7B?P�
P7J;
 IJ7D:7H:?PP7J; ; F7H7C;JH?PP7J;�
 FH;B?C?D7H; 7BB7 FH;:?�
IFEI?P?ED; :;B 8?B7D9?E :;BB\;I;H9?P?E IK99;II?LE� (ED ;I?IJ;
KD7�FHE9;:KH7�:?�=;IJ?ED;�:;=B?�;L;DJ?�7LL;HI?�
&\)$0 T ;DJH7JE ?D <KDP?ED; ?B � 7FH?B; ����� $B C;C8HE ;IJ;HDE
DEC?D7JE D;BB\)$0 T BE IJ;IIE 9>; FH;9;:;DJ;C;DJ; <79;L7
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F7HJ; :;B DK9B;E :? L7BKJ7P?ED;� *;HJ7DJE B\)$0 >7 B7 IJ;II7
9ECFEI?P?ED; :;B FH;9;:;DJ; ($0 9ED KDE IL?BKFFE :? 9EC�
F;J;DP;� $D F7HJ?9EB7H; B\)$0 L7B?:7 B7 H;B7P?ED; IKBB7 perfor-

mance
 C7 DED L7BKJ7 ?B �" ; I;=H;J7H?E =;D;H7B;
 ; 7JJ;IJ7
B\7IIEBL?C;DJE :;=B? E88B?=>? :? ?DJ;=H?JS ; JH7IF7H;DP7� $B H;�
=EB7C;DJE FH;L;:;D:E B7 FH;I;DP7 :? :K; C;C8H? ?DJ;HD? IK
JH;
 :? <7JJE
 7II;=D7 7BB7 B?D;7 :? H;IFEDI78?B?JS ?DJ;HD7 JKJJE
?B FHE9;IIE :? :;<?D?P?ED; ; 7JJK7P?ED; :;B FHE9;IIE :? L7BKJ7�
P?ED;�  I?IJEDE :K; IJHKJJKH; :? 9K? B\)$0 FKW 7LL7B;HI?� KD7
IJHKJJKH7 J;9D?97 F;HC7D;DJ; F;H B7 C?IKH7P?ED; :;BB7 perfor-

mance ?DI;H?J7 FH;IIE ?B I;HL?P?E EH=7D?PP7P?ED; =;IJ?ED; H?�
IEHI; KC7D; Y KD?JS EH=7D?PP7P?ED; ; L7BKJ7P?ED; :;B 9ECK�
D; ; ?B 9EDJHEBBE :? =;IJ?ED; 9EBBE97JE FH;IIE ?B I;HL?P?E 8?B7D�
9?E�
*;H GK7DJE 9ED9;HD; ?B FHE9;IIE :? :;<?D?P?ED; :;? 9EDJ;DKJ?
:;=B? E8?;JJ?L? :;BB\7CC?D?IJH7P?ED;
 ? :?H?=;DJ? 9ED9EH:7DE :?
DEHC7 9ED =B? 7II;IIEH? :? H?<;H?C;DJE ? 9EDJ;DKJ? :;BB7 ,** ;
?D I;=K?JE FHEFED=EDE ? 9EDJ;DKJ? EF;H7J?L? :;=B? E8?;JJ?L? FH;�
L?IJ? :7B * "� *;H GK7DJE H?=K7H:7 ?DL;9; =B? E8?;JJ?L? IJH7J;�
=?9? ; =B? E8?;JJ?L? JH7IL;HI7B?
 ;II? L;D=EDE :;<?D?J? ; FH;I?:?7�
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J? :7BB7 :?H;P?ED; IJH7J;=?97� $B 9E?DLEB=?C;DJE ; ?B B?L;BBE :;BBE
IJ;IIE IEDE :?L;HI? :7 I;JJEH; ; I;JJEH;� $B 9E?DLEB=?C;DJE :?
stakeholder ?D <7I; :? FHE=H7CC7P?ED; H?IKBJ7 ;II;H; B?C?J7JE�

La gestione delle risorse umane e il capitale
organizzativo
$B JEJ7B; :;? F;HIED7B; T F7II7JE :7 ��� ������ 7 ��� ������
���
��� ; DED L? IEDE IJ7J; D;B <H7JJ;CFE ;IJ;HD7B?PP7P?ED?� $
:?H?=;DJ? IEDE F7II7J? :7 �� ������ 7 �� ������ ����
��� 9EC�
FH;I? :K; :?H?=;DJ? 7 9EDJH7JJE :? :?H?JJE FH?L7JE
 ;I9BKI? :?H;JJE�
H;�; I;=H;J7H?E�=;D;H7B;�
&\7CC?D?IJH7P?ED; I? T :EJ7J7 :? KD F?7DE :? <EHC7P?ED;
 C7
DED I? JH7JJ7 :? KD7 <EHC7P?ED; 9EDJ?DK7J?L7� &7 IF;I7 :? <EH�
C7P?ED; FH;L?IJ7 F;H ?B ���� T :? ������ ;KHE
 F7H? 7B ���
:;BB7 IF;I7 ���� ; 9?H97 BE �
��� :;BB7 IF;I7 :;B F;HIED7B;�
&\7CC?D?IJH7P?ED; :?IFED; :? KD I?IJ;C7 :? H?B;L7P?ED; :;BB;
FH;I;DP;
 :? KD 9E:?9; ;J?9E FK88B?97JE IKBB\intranet ; :? KD
9E:?9; :?I9?FB?D7H;� *;H B7 C7==?EH7DP7 :;? HKEB? T FH;L?IJE KD
FHE<?BE ? 9K? 9EDJ;DKJ? IEDE C;DP?ED7J? D;B 9EDJH7JJE� (;B :E�
9KC;DJE :? L7BKJ7P?ED; :;? ,?I9>? IEDE ?D:?97J; B; C7DI?ED?
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; B; FHE9;:KH; F;H 7B9KD; 7JJ?L?JS B7LEH7J?L;� .KJJ7L?7
 D;BB7
L7BKJ7P?ED; :;BB7 performance ?D:?L?:K7B; IEDE 9EDI?:;H7J? ?
9ECFEHJ7C;DJ? ; B; 7P?ED? FHEFEIJ; F;H ?B C?=B?EH7C;DJE :;BB;
FH;IJ7P?ED?�
&7 L7BKJ7P?ED; :;=B? E8?;JJ?L? :;? :?H?=;DJ? I;9ED:E ?B FH;9;�
:;DJ; EH:?D7C;DJE H?=K7H:7 B7 L7BKJ7P?ED; :;=B? E8?;JJ?L? IJH7�
J;=?9? 9>; L?;D; <7JJ7 :7B ($0
 B7 L7BKJ7P?ED; :;B 9B?C7 EH=7�
D?PP7J?L7 ; :;B 8KED 7D:7C;DJE :;B I;HL?P?E
 9>; L?;D; <7J�
J7 :7BB7 :?H;P?ED; IJH7J;=?97
 ; B7 L7BKJ7P?ED; :;BB7 97F79?JS
C7D7=;H?7B; 7 9KH7 :;BB\7II;IIEH; :? H?<;H?C;DJE E 7II;IIEH?
GK7D:E I? JH7JJ7 :? E8?;JJ?L? JH7IL;HI7B?� &; I9>;:; :? L7BKJ7P?E�
D; H?=K7H:7DE 7D9>; ? 9ECFEHJ7C;DJ? EH=7D?PP7J?L? ; I? 9>?K�
:EDE 9ED KD7 H;B7P?ED; ; KD =?K:?P?E H?I;HL7JE ?D 8KIJ7 9>?KI7
F;H ?B :?H?=;DJ;� *;H GK7DJE H?=K7H:7 ?DL;9; ?B H7==?KD=?C;DJE
:;=B? E8?;JJ?L? I? JH7JJ7 :? KD7 H;B7P?ED; 7 9KH7 :;B :?H?=;DJ;
 ?B
9K?�=?K:?P?E�:7�F7HJ;�:;B�($0�DED�L?;D;�H;IE�FK88B?9E�
&7 L7BKJ7P?ED; :;BB7 performance ?D:?L?:K7B; :;B F;HIED7B;
DED :?H?=;DJ; �E8?;JJ?L? I;9ED:E L;99>?E EH:?D7C;DJE� 7LL?;�
D; IK E8?;JJ?L? :? =HKFFE ; DED ?D:?L?:K7B?� �BB\?DJ;HDE :;BB7 L7�
BKJ7P?ED; :;BB7 performance :? =HKFFE L?;D; <7JJ7 KD7 L7BKJ7�

L’esperienza del comune di Novara



P?ED; :;BB\7FFEHJE :? E=D? F;HIED7� *;H ? :?H?=;DJ? F;HW ?B H?IKB�
J7JE :;BB7 performance :? =HKFFE ?D9?:; IEBE ?D:?H;JJ7C;DJ;
IKBB7�L7BKJ7P?ED;�:;?�9ECFEHJ7C;DJ?�:;=B?�IJ;II?�
&7 C;JE:EBE=?7 :? L7BKJ7P?ED; L?;D; FK88B?97J7 IKBB\intranet�
*;H ? :?H?=;DJ? DED T FH;L?IJE KD 9EBBEGK?E JH7 L7BKJ7JE ; L7BK�
J7JEH;
 C;DJH; ?B H;=EB7C;DJE FH;L;:; B7 :?I9KII?ED; JH7 L7BK�
J7JE ; L7BKJ7JEH; F;H GK7DJE H?=K7H:7 ? :?F;D:;DJ?� *;H B; FHE�
=H;II?ED? EH?PPEDJ7B; L;D=EDE FH;I; ?D 9EDI?:;H7P?ED; B; L7�
BKJ7P?ED? D;? JH; 7DD? FH;9;:;DJ?� �JJK7BC;DJ; ?B FHE9;IIE :?
L7BKJ7P?ED; L?;D; 9EDI?:;H7JE KD 7:;CF?C;DJE H?JK7B; ; DED
L?;D;�GK7I?�F?X�<7JJE�
$B I?IJ;C7 :? L7BKJ7P?ED; T IJ7JE IF;IIE H?L?IJE D;B 9EHIE :;=B?
7DD?
 C7DJ?;D; :\78?JK:?D; B\?CF?7DJE C;JE:EBE=?9E 9ECFB;I�
I?LE C;DJH; ? 97C8?7C;DJ? H?=K7H:7DE F?KJJEIJE ? F;I?� �7B
���� DED 9\T IJ7J7 7B9KD7 H;L?I?ED; ?D GK7DJE B;=7JE 7B H?DDE�
LE�:;B�9EDJH7JJE�?DJ;=H7J?LE�:;9;DJH7JE�
R 9EDL?DP?ED; 9ED:?L?I7 :;BB7 :?H;P?ED; IJH7J;=?97 B\;I?=;DP7
:? KD <EHJ; ?DL;IJ?C;DJE F;H BE IL?BKFFE :? KD7 :?H?=;DP7 9EC�
F;J;DJ;�;�97F79;�:?�=;IJ?ED;�C7D7=;H?7B;�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�(EL7H7 a ����D7B?I?�:;B�I?IJ;C7�:?
C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7 a ��� Review :;B�I?IJ;C7
:?�C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7

Il sistema di misurazione
$B I;9ED:E F7H7=H7<E T LEBJE 7BB\7D7B?I? :;B I?IJ;C7 :? C?�
IKH7P?ED;� (;BB7 <7JJ?IF;9?; I? :;I9H?L; ?B CE:;BBE :? H7FFH;�
I;DJ7P?ED; :;BB; 7JJ?L?JS ILEBJ; ; :;? H?IKBJ7J? :? 9ECF;J;DP7
:;BB\EH=7D?PP7P?ED;� $DEBJH;
 I? FH;I;DJ7 B7 C;JE:EBE=?7 7:EJ�
J7J7 7? <?D? :;BB7 C?IKH7P?ED; :;BB7 performance EH=7D?PP7J?L7
;�?D:?L?:K7B;�

Gli ambiti di misurazione e valutazione
!7JJ7 I7BL7 B7 9EDJ78?B?JS =;D;H7B;
 IEDE ;L?:;DJ?
B\?D7:;=K7J;PP7 ; ?B B?L;BBE ?D?P?7B; :? IJK:?EFHE=;JJ7P?ED; ?D
9K? I? JHEL7 GK;IJE <7JJEH; 97H7JJ;H?PP7JE :7BB\7II;DP7 :? KD
I?IJ;C7 ?DJ;=H7JE :? C?IKH; :;=B? output ;
 IEFH7JJKJJE
 :;=B?
outcome� �B9KD? I;HL?P?
 7 H?9>?;IJ7
 IEDE ?D =H7:E :? <EHD?H;
H?B;L7P?ED?�9ED9;HD;DJ?�?�]FHE:EJJ?^�H;7B?PP7J?�D;BB\7DDE�
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Metodologie di misurazione e valutazione
$B * " FH;L;:; F;H 7B9KD? I;HL?P?7JJ?L?JS B7 H?B;L7P?ED; :? F7�
H7C;JH?FHE:EJJ?
 C7 C7D97 KD7 C;JE:EBE=?7 :? H?B;L7P?ED;
9ECKD;�;�=;D;H7B;�:;BB\;DJ;�

Il processo, i soggetti e le responsabilità del sistema
'7D97 KD7 FHE9;:KH7 ; KD7 C;JE:EBE=?7 9ED:?L?I7 9>; FED�
=7DE ?D 97FE 7BB7 <KDP?ED; 9EDJHEBBE :? =;IJ?ED; B7 H;IFEDI7�
8?B?JS :? IL?BKFF7H; ?B I?IJ;C7
 DED FEJ;D:EI? H?J;D;H; ?B I?IJ;�
C7 :? L7BKJ7P?ED; <?D7B?PP7JE 7 FH;C?7H; B7 FHE:KJJ?L?JS
 9>;
:\7BJH7 F7HJ; DED 9E?DLEB=; ?B 9EDJHEBBE :? =;IJ?ED;
 KD I?IJ;C7
:?�C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7�

Gli elementi del sistema
(;BB7 9EDJ78?B?JS =;D;H7B; IEDE H?B;L7J? :7J? <?D7DP?7H? 7HJ?9EB7J?
F;H D7JKH7 :;BB; FEIJ; 9EDJ78?B?
 ?D =H7:E :? ;IFH?C;H; 7D9>;
KD7 9EDJ78?B?JS ;9EDEC?97 �7CCEHJ7C;DJ?
 ;99��
 ; F;H BE97B?
:?�H;IFEDI78?B?JS�
&7 =;IJ?ED; :;B F;HIED7B; I? 87I7 IK KD I?IJ;C7 ?D<EHC7J?LE
H;B7J?LE 7BB; FH;I;DP; ; 7? 97H?9>? :? B7LEHE F;H B?D;7 :? 7JJ?L?JS�
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Il livello d’informatizzazione del sistema
*KH C7D97D:E :? KD I?IJ;C7 ?D<EHC7J?9E ?DJ;=H7JE
 IEDE FH;�
I;DJ? 7FFB?97J?L? �9EDJ78?B?JS =;D;H7B;
 97HJ;BB7 KD?97 JH?8KJ? 9E�
CKD7B?
 =;IJ?ED; H;9B7C?
 97HJ;BB7 IE9?7B;
 ;J9�� ; IJHKC;DJ?
9ECKD?97J?L? �intranet
 I?JE
 FEIJ7 9;HJ?<?97J7� :? 8KED B?L;BBE
; :7 9K? FHE878?BC;DJ; T FEII?8?B; F7HJ?H; F;H IL?BKFF7H; ?B
I?IJ;C7 :? C?IKH7P?ED; :;BB7 performance 7BC;DE D;? IKE?
7IF;JJ?�<ED:7C;DJ7B?�

Il livello di trasparenza del sistema
$B J;C7 DED I;C8H7 ;II;H; IJ7JE <?DEH7 7<<HEDJ7JE JH7DD; 9>;
F;H =B? 7:;CF?C;DJ? :? B;==; �I;P?ED; I?JE� ]JH7IF7H;DP7
 L7�
BKJ7P?ED; ; C;H?JE^ 9ED 9KHH?9KB7 ; 9ECF;DI? 7 :?H?=;DJ? ; 7
FEI?P?ED?�EH=7D?PP7J?L;�;�:7J?�C;DI?B?�IKBB\7II;DJ;?ICE��
(;B H;=EB7C;DJE 7FFHEL7JE :? 7:;=K7C;DJE 7? FH?D9?F? :;B ��
&=I ������� 4&;==? ?B J;IJE ?D H;J; 5 T FH;L?IJE 9>; B\)$0
]7II?9KH? B7 L?I?8?B?JS :;BB7 H;B7P?ED; IKBB7 performance
 :7D:E
C7D:7JE 7B I;HL?P?E ?D<EHC7J?9E :? <7H; B7 FK88B?97P?ED; IKB I?�
JE web ?IJ?JKP?ED7B;^�

L’esperienza del comune di Novara

http://www.funzionepubblica.gov.it/media/155296/testo_del_decreto_150_del_27ottobre09.pdf


';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�(EL7H7 a ����D7B?I?�:;B�I?IJ;C7�:?
C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7 a ��� Review :;B�I?IJ;C7
:?�C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7

Gli indicatori
$D GK;IJ7 I;P?ED; I? :;I9H?LEDE =B? ?D:?97JEH? ?D KIE D;B 9ECK�
D; :? (EL7H7
 H7FFH;I;DJ7D:ED; ?B =H7:E :? ;IJ;DI?ED; :;B�
B7 C?IKH7P?ED;
 ?B J?FE :? ?D:?97JEH? :? 9EDJ;IJE
 :? ?CF7JJE ; :?
IJ7JE :? I7BKJ; KJ?B?PP7JE� $DEBJH; I? H7FFH;I;DJ7DE =B? ?D:?97JEH?
7:EJJ7J? F;H 7B9KD? I;HL?P? E<<;HJ? :7B 9ECKD;� &\7D7B?I? T IJ7�
J7 ILEBJ7 7IIKC;D:E 7 H?<;H?C;DJE KD ;B;D9E :? ?D:?97JEH? :;�
<?D?JE F;H 9?7I9KDE :;=B? 7C8?J? :? C?IKH7P?ED; FHEFEIJ?� .7B;
;B;D9E T 9EDJ;DKJE D;BB7 check list 7 IKFFEHJE :;BB7 review

:;?�I?IJ;C?�:?�C?IKH7P?ED;�:;BB7 performance�

Estensione della misurazione
!7JJ? I7BL? =B? ?D:?97JEH? :? 8?B7D9?E ; 7B9KD; ;IF;H?;DP; I;J�
JEH?7B?
 B7 H?B;L7P?ED; ; B\;B78EH7P?ED; I?IJ;C7J?97 :\?D:?97JEH?
:? H?IKBJ7JE �output ; outcome� IEDE 7=B? 7B8EH? ; DED I;C8H7
9>;�I?7�9EDI?:;H7J7�KD�FHE8B;C7�E�KD7�FH?EH?JS�
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Anagrafica, contesto e fattori di complessità
R IJ7JE FEII?8?B; H?B;L7H; IEBE 7B9KD? L7BEH? :;BB; L7H?78?B? F?X
9ECKD? �FEFEB7P?ED; ; FE9E F?X� H;B7J?L? 7BB; 7P?ED? 7CC?D?�
IJH7J?L; ; 7BB; 9ED:?P?ED? :? 9EDJ;IJE� $D =;D;H7B; I? T H?B;L7�
JE 9EC; GK;IJ? :7J? DED I?7DE H?J;DKJ? :? :?H;JJE ?DJ;H;II; F;H
B\7CC?D?IJH7P?ED;�

Gli impatti
(ED 9? IEDE ?D:?97JEH? :\?CF7JJE
 7D9>; I; ?D 7B9KD? I;JJEH?
��C8?;DJ;
 I;HL?P? IE9?7B?
 ;J9�� IEDE H?B;L7J? :7J? 9>; FEJH;8�
8;HE ;II;H; 9EHH;B7J? 7 FEB?J?9>; 9ECKD7B? F;H L7BKJ7HD; B\?C�
F7JJE�

I servizi comunali offerti
$ :7J? H?B;L7J? F;H ? I;HL?P? ?D:?97J? D;BB7 check list IEDE IJ7J? <EH�
D?J? ad hoc� $D<7JJ?
 F;H JKJJ? GK;IJ? I;HL?P? ? H;IFEDI78?B? DED :?�
IFED=EDE :? KD7 I?IJ;C7J?97 H;FEHJ?IJ?97 7DDK7B;
 ; J7DJEC;�
DE ?D<H7DDK7B;
 :? CED?JEH7==?E ; L7BKJ7P?ED; :;BB\7D:7C;DJE
:;BB;�7JJ?L?JS�
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,?IF;JJE 7=B? ?D:?97JEH? 9ED9;HD;DJ? ? 9?DGK; I;HL?P? ?D:?L?:K7J?

DED 9\T KD KIE I?IJ;C7J?9E F;H B7 FHE=H7CC7P?ED; DU :? GK;B�
B?�?D:?97J?�D;BB7 check list DU�:?�7BJH?�

Lo stato di salute dell’ente comunale
$B I?IJ;C7 :? C?IKH7P?ED; :;BB\7CC?D?IJH7P?ED; 9EDI;DJ; :? H?�
B;L7H; CEBJ? ?D:?97JEH? ?:ED;? 7 L7BKJ7H; BE IJ7JE :? I7BKJ; ;9E�
DEC?9E <?D7DP?7H?7 ;: EH=7D?PP7J?L7 7D9>; I; GK;IJE B\7C8?JE
]IJ7JE :? I7BKJ; :;BB\;DJ;^ DED H?IKBJ7 E==;JJE :? I?IJ;C7J?9>;
H?B;L7P?ED?
 <7JJE I7BLE BE IJ7JE :? ]I7BKJ; ;9EDEC?97^ B;=7JE
FH?D9?F7BC;DJ; 7B CED?JEH7==?E :;B H?IF;JJE :;B F7JJE :? IJ7�
8?B?JS� $B J7IIE :? 7II;DJ;?ICE H;=?IJH7JE D;B ���� T IJ7JE :;B
�
����
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�(EL7H7 a ����D7B?I?�:;B�I?IJ;C7�:?
C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7

1.4 Lesson learned e punti di forza del
percorso realizzato

Strumenti, metodologie e competenze
�K; IEDE B; 9EDI?:;H7P?ED? :? <ED:E FHEFEIJ; 7 I;=K?JE :;B
B7LEHE ILEBJE :? EII;HL7P?ED; ; :? IJK:?E :;BB7 ]D7L;^ 9ECK�
D7B;�

_ &7 FH?C7
 9ED9;HD; B\?:;7 :? performance :;B 9ECKD; 9>; ?
IKE?�7CC?D?IJH7JEH?�;�:?H?=;DJ?�;IFH?CEDE�

_ &7 I;9ED:7
 T 9EC; GK;IJ? B7 C?IKH7DE ; I; >7DDE L;H7�
C;DJ; ?DJ;H;II; 7 IL?BKFF7H; KD I?IJ;C7 :? C?IKH7P?ED; H7�
P?ED7B; ; I?IJ;C7J?97 ?D <KDP?ED; :;BB7 L7BKJ7P?ED; :;BB; FE�
B?J?9>; 9ECKD7B? ; :;? :?L;HI? FEII?8?B? ]:;IJ?D7J7H? ; 8;D;<?�
9?7H?^�:;BB;�:;9?I?ED?�IKBB;�FEB?J?9>;�IJ;II;�

�BB7 :EC7D:7� ]�EC; H7FFH;I;DJ;H;88; I?DJ;J?97C;DJ; B7
performance ���� :;B 9ECKD;�^
 B7 H?IFEIJ7 C?=B?EH; H?9;LKJ7



T IJ7J7� ]&; ;DJH7J; ; B; IF;I; FH;L?IJ; IEDE IJ7J; ?D =H7D:?I�
I?C7 F7HJ; H;7B?PP7J;
 ? H?IKBJ7J? I?DJ;J?PP7J? D;B 9EDJE 9EDIKD�
J?LE :;=B? KBJ?C? ;I;H9?P? :?CEIJH7DE B; 9EI; <7JJ; D;B FKH DED
<79?B;�H?IF;JJE�:;B�F7JJE�:?�IJ78?B?JS^�
&\7D7B?I? FED; :? <HEDJ; 7: KD\7CC?D?IJH7P?ED; 9>; I;C8H7
C;:?7C;DJ; <KDP?ED7H; 8;D;
 7II?9KH7H; B7 9EDJ?DK?JS :;?
I;HL?P? 9ECKD7B? ;II;DP?7B?
 7FFB?97H; B; B;==?
 DED 7L;H; FHE�
8B;C? :\?DJ;=H?JS
 9ED IF?H?JE :? 9EBB78EH7P?ED; ?DJ;HD7 JH7 ? IKE?
EF;H7JEH? ; 9>;
 7 <HEDJ; :? KD7 C?IKH7P?ED; FEB?J?97 GK7B?J7�
J?L7 7KJEH;<;H;DP?7B; :;BB7 FHEFH?7 performance �L;:7I? 8?B7D�
9?E :? C7D:7JE �����
 H?J?;D;
 7D9>; F;H B7 I97HI?JS :? H?IEHI;
7 :?IFEI?P?ED;
 DED FH?EH?J7H?E ; FE9E KJ?B; BE IL?BKFFE :? KD I?�
IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance EH=7�
D?PP7J?L7�
+K;IJ\KBJ?CE I;C8H7 B\7IF;JJE DE:7B; ; ?DJ;H;II7DJ; :;B 97IE
7CC?D?IJH7P?ED; F?BEJ7 :? (EL7H7� �?ET B7 C;II7 7 <KE9E :;B
CE:E 9ED 9K? GK;IJE FHE8B;C7 :;BB7 L7BKJ7P?ED; ; :;BB7 JH7�
IF7H;DP7 :;BB7 performance L?;D; H;IE ;IFB?9?JE E C;DE ?D
<7I; :? <?D; ; :\?D?P?E B;=?IB7JKH7 �7JJ;==?7C;DJE 7JJ;D:?IJ7 E
7DJ?9?F7JEH; :;B management ; :;=B? 7CC?D?IJH7JEH?� ; FEI�
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I7 ;II;H; 7<<HEDJ7JE 9ED KD ?DJ;HL;DJE 9>; FEHJ? ? L7H? 7JJEH?
9ECKD7B? ?DJ;H;II7J??DJ;H;II78?B? 7 KD7 H?EH=7D?PP7P?ED;
:;BB\7FF7H7JE 9ECKD7B; 9ED KD7 C7==?EH <?:K9?7 D;BB7 L7BKJ7�
P?ED; :;BB7 performance EH=7D?PP7J?L7 GK7B; 87I; :;? FEII?�
8?B?�C?=B?EH7C;DJ?�
$ FH?D9?F7B? FHE8B;C? 9>; :ELH7DDE ;II;H; 7<<HEDJ7J? 9ED B7
H?EH=7D?PP7P?ED; H?=K7H:7DE
 ?D<7JJ?
 ?B H7FFEHJE 7FFHEFH?7JE ;
IJH?D=;DJ; JH7 IJH7J;=?; ; FEB?J?9>; :\?DJ;HL;DJE ; EF;H7J?L?JS
=;IJ?ED7B;
�H7FFEHJE�9>;�?CFB?97�

_ 9>?7H;PP7 :? HKEB? D;BB\7CC?D?IJH7P?ED; ; L7BKJ7P?ED; :;? H?�
IKBJ7J?�

_ C?=B?EH�9EEH:?D7C;DJE�
_ IKF;H7C;DJE�:?�I;JJEH?7B?IC?�;�IELH7FFEI?P?ED?�
_ :;B;=>;�7II;IIEH?B?�9>;�<7LEH?I97DE�?B�B7LEHE�:?�IGK7:H7�
_ :?H?=;DP7�9ECF;J;DJ;�;�:?H;JJ7C;DJ;�H;IFEDI78?B?PP7J7�
_ EF;H7JEH?�CEJ?L7J?�

&7 C?IKH7P?ED; ; B7 L7BKJ7P?ED; :;BB; performance :ELHS ?D<?�
D; ;II;H; BE IJHKC;DJE FH?D9?F7B; F;H B7 governance :;=B? 7J�
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JEH? ; :;=B? stakeholder 9ED 9K? ?B 9ECKD; ?DJ;H7=?I9; F;H H;7�
B?PP7H;�?�FHEFH?�E8?;JJ?L?�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�(EL7H7 a ����D7B?I?�:;B�I?IJ;C7�:?
C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7 a ��� Lesson learned ;
FKDJ?�:?�<EHP7�:;B�F;H9EHIE�H;7B?PP7JE

Processo di sviluppo del sistema di misurazione e
valutazione delle performance
$B FHE9;IIE :? IL?BKFFE :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?E�
D; :;BB7 performance
 7 F7HJ?H; :7B 9?9BE :? =;IJ?ED; :;BB7 per-

formance :;B 9ECKD; ; :7B H;B7J?LE F?7DE :;BB7 performance

:ELHS�?DL;IJ?H;�:?H;JJ7C;DJ;�JKJJ?�?�I;=K;DJ?�F7II7==?�BE=?9?�

�� ?DJ;H;II; ; 7JJ;DP?ED; :;=B? �CC?D?IJH7JEH? ; :;B ma-

nagement I?7 F;H KD I?IJ;C7 ;<<?979; :? C?IKH7P?ED;
; :? L7BKJ7P?ED; :;BB; performance
 I?7 F;H
B\7JJH?8KP?ED; 9>?7H7 :;BB; H;IFEDI78?B?JS F;H H?IKBJ7J?

I?7 F;H KD )$0 ;IFB?9?J7C;DJ; ?D:?F;D:;DJ; ; =7H7DJ;
:;BB\?CF7HP?7B?JS�:;BB7�L7BKJ7P?ED;�
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�� IL?BKFFE ; I?IJ;C7J?PP7P?ED; :;BB; C?IKH7P?ED? 87I;
:;BB7 performance EH=7D?PP7J?L7 :;? FH?D9?F7B? I;HL?P?
?DJ;HL;DJ? ?D H799EH:E 9ED ?B 8?B7D9?E ; H;B7J?L7 9ECKD?�
97P?ED;��JH7IF7H;DP7�; accountability��

�� IL?BKFFE :? KD I?IJ;C7 ?D<EHC7J?LE ?DJ;=H7JE E ?DJ;=H7�
8?B; <KDP?ED7B; 7BB; C?IKH7P?ED? ; 7BB7 L7BKJ7P?ED; :;B�
B7 performance EH=7D?PP7J?L7 ; :;B F?7DE :;BB7 perfor-

mance�
�� KJ?B?PPE I?IJ;C7J?9E :? CE:;BB? ; IJHKC;DJ? :? L7BKJ7P?E�

D; �L7H?78?B? ?D:?F;D:;DJ? ; L7H?78?B? :?F;D:;DJ?
 ?D:?97�
JEH?�:? outcome
�7D:7C;DJ?�7�9ED<HEDJE��

�� ;L?:;DP?7P?ED; ; ?DJ;=H7P?ED; :;BB; B?D;; IJH7J;=?9>;

9ED�FH?EH?JS�;�E8?;JJ?L?�EF;H7J?L?�

�� H;L?I?ED; :;BB; FEB?J?9>; FK88B?9>; 9ECKD7B? ?D 7JJE ;
C7FF; IJH7J;=?9>; :? C?=B?EH7C;DJE :;? FHE9;II? :;�
9?I?ED7B?�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�(EL7H7

2. Le Azioni di Miglioramento del sistema
di misurazione e valutazione
della performance

2.1 Gli obiettivi delle azioni di miglioramento
proposte

&7 review :;? I?IJ;C? :? C?IKH7P?ED; ; L7BKJ7P?ED; ; :;B 9?9BE
:;BB7 performance H;7B?PP7J7 D;B 9EHIE :;BB7 FH?C7L;H7 :;B
���� 7L;L7 C;IIE ?D BK9; 9EC; ?B 9ECKD; :? (EL7H7 :;I�
I; KD7 H7FFH;I;DJ7P?ED; :;BB7 FHEFH?7 performance F?X F;H ?D
J;HC?D? :? 7:;CF?C;DJE :? KD7 FH;I9H?P?ED; 9>; :? KD7 H;7�
B; LEBEDJS :? C?IKH7H; ; L7BKJ7H;� !?BE 9ED:KJJEH; :;? FHE9;II?
:? C?IKH7P?ED; ?D ;II;H; ?B 8?B7D9?E ; B\7<<;HC7P?ED; 9>; KD7
8KED7 =;IJ?ED; :;H?L7II; :7 KD 9EHH;JJE 8?B7D9?7C;DJE JH7 B;
;DJH7J; ; B; IF;I; FH;L?IJ; ; H?IKBJ7J? :? 9EDJE 9EDIKDJ?LE 97�
F79? :? :?CEIJH7H; ?D I?DJ;I? 9>;
 D;=B? KBJ?C? ;I;H9?P?
 B; 9EI;



;H7DE IJ7J; <7JJ; H?KI9;D:E 7 H?IF;JJ7H;
 FKH 9ED CEBJ; :?<<?9EB�
JS
�B;�9ED:?P?ED?�FEIJ;�:7B�F7JJE�:?�IJ78?B?JS�
&E IL?BKFFE :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7
performance DED ;H7 H?J;DKJE KD 7IF;JJE FH?EH?J7H?E IKB GK7B;
?DL;IJ?H; IEFH7JJKJJE 7 97KI7 :;BB7 9EDJ?DK7 ; FH;II7DJ; H?:K�
P?ED; EF;H7J7 :7BBE -J7JE :;BB; H?IEHI; 7 :?IFEI?P?ED; ; :7BB7
9EDI;=K;DJ; ?CFEII?8?B?JS :? H;F;H?H; 7:;=K7J; FHE<;II?ED7B?�
JS�;�:?�:;:?97H;�J;CFE:?H?=;DJ;�7�J7B;�7JJ?L?JS�
.KJJ7L?7
 ?B 97C8?E :? =?KDJ7 7LL;DKJE 7 I;=K?JE :;BB; ;B;P?ED?
:;BB7 FH?C7L;H7 ����
 9ED=?KDJ7C;DJ; 7BB\7HH?LE :? KD DKELE
:?H;JJEH; =;D;H7B;
 >7DDE :;B?D;7JE KD\EFFEHJKD?JS F;H B\7LL?E
:? KD B7LEHE :? H?:;<?D?P?ED; :;B 9ED9;JJE :? performance :;B
9ECKD; :? (EL7H7� (KEL; 7P?ED? :? C?=B?EH7C;DJE IEDE IJ7J;
?:;DJ?<?97J; FHEFH?E 9ED BE I9EFE :? IKFFEHJ7H;
B\7CC?D?IJH7P?ED; D;BB7 :;<?D?P?ED; :;BB; 9ED:?P?ED? �?DJ;H;I�
I;
 IJHKC;DJ? ; 9ECF;J;DP;� D;9;II7H?; F;H C?IKH7H; ; L7�
BKJ7H; B7 performance EH=7D?PP7J?L7 ?D <KDP?ED; :;BB7 :;<?�
D?P?ED; :? H;IFEDI78?B?JS ; FH?EH?JS
 :;B CED?JEH7==?E
:;BB\7JJK7P?ED; :;BB; :;9?I?ED? FH;I; ; :;BB7 C;II7 7BB\EH:?D;
:;B�=?EHDE�:;BB;�:;9?I?ED?�:7�FH;D:;H;�
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�ED GK;IJE E8?;JJ?LE IEDE IJ7J; ?D:?L?:K7J; JH; 7P?ED? :? C?�
=B?EH7C;DJE�

_ B7 :;<?D?P?ED; :;B DKELE F?7DE :;BB7 performance ?D <KDP?E�
D; :;B FHE=H7CC7 :? C7D:7JE :;BB7 DKEL7 7CC?D?IJH7P?E�
D;�

_ B7 H;L?I?ED; ; B7 H?EH=7D?PP7P?ED; :;BB7 IJHKJJKH7
 ?L? 9ECFH;�
IE�:;B�HKEBE�:;BB\)$0�

_ B7 H;L?I?ED; ; ?B 9ECFB;J7C;DJE :;B :E9KC;DJE IKB I?IJ;C7
:? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance 9ED BE IL?�
BKFFE :;BB7 F7HJ; :;B I?JE H;B7J?LE 7BB7 JH7IF7H;DP7 :;BB7 per-

formance IJ;II7 ?D KD7 FHEIF;JJ?L7 :? C7==?EH; account-

ability�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�(EL7H7 a ���&;��P?ED?�:?�'?=B?EH7�
C;DJE�:;B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance

2.2 Il percorso di miglioramento realizzato
dall’amministrazione

&7 J78;BB7 H?FEHJ7 B; <7I? FH?D9?F7B? ; ? J;CF? :;BB; 7P?ED? :? C?�
=B?EH7C;DJE ?:;DJ?<?97J; :7BB\7CC?D?IJH7P?ED;� ,?IF;JJE 7 9?7�
I9KD7 7P?ED; :? C?=B?EH7C;DJE
 L?;D;
 GK?D:?
 :;I9H?JJE GK7D�
JE T IJ7JE ILEBJE :7BB\7CC?D?IJH7P?ED; ?D 9EBB78EH7P?ED; 9ED
B\;IF;HJE�

Tabella 1 - Le azioni di miglioramento

Azioni Progressi Inizio fine Stato
&\7<<?7D97C;DJE�7BB\7P?ED;
C7D7=;H?7B;�:;B�:?H;JJEH;
=;D;H7B;

$D9EDJH?�9ED�=B?�7::;JJ?�7B 9EDJHEBBE�:?�=;IJ?ED; ;�9ED�?�:?H?=;DJ?�F;H�B7
9ED:?L?I?ED;�:;B -'0* ;�:;BB7�FHEFEIJ7�:? F?7DE�:;BB7 performance

����

��
����

��
���� �ECFB;J7J7

&E�IL?BKFFE�:;B F?7DE�:;BB7
performance

$:;DJ?<?97P?ED;�:;BB\7B8;HE�:;BB7 performance �E8?;JJ?L?�IJH7J;=?9?

FHE:EJJ?I;HL?P?
�?D:?97JEH?
�H;IFEDI78?B?JS�

��
����

��
����

�ECFB;J7J7
�:E9KC;DJE�?D
8EPP7�

,;L?I?ED;�:;BB\EH=7D?PP7P?ED; !KDP?ED?�:? governance :;BB;�FEB?J?9>;�FK88B?9>;�;�:;BB;�H;J?�:;=B?�7JJEH?
;�<KDP?ED?�:?�=;IJ?ED;�:;?�I;HL?P?

��
����

��
���� (ED�9ECFB;J7J7

.H7IF7H;DP7 -L?BKFFE�I?JE�;�*K88B?97P?ED; B?D;;�:?�C7D:7JE ��
����

��
���� �ECFB;J7J7

�LL?E�7JJ?L?JS�:;BB\)$0 -F;H?C;DJ7P?ED;�;�IL?BKFFE�HKEBE )$0 9ED�H?<;H?C;DJE�7BB7
performance EH=7D?PP7J?L7

��
����

��
���� �ECFB;J7J7

&7 H?EH=7D?PP7P?ED; :;B 9ECKD;
 FH;L?IJ7 C7 DED 7D9EH7
:;B?8;H7J7 :7BB7 DKEL7 =?KDJ7
 >7 ?D F7HJ; B?C?J7JE ?B B?L;BBE



:? 9ECFB;J7C;DJE :;BB; 7P?ED? :? C?=B?EH7C;DJE� $D GK;IJ7
<7I; :? JH7DI?P?ED; ; 9EDI?:;H7D:E ? J;CF? 7 :?IFEI?P?ED;

B\7CC?D?IJH7P?ED; >7 FH;<;H?JE :7H; 7CF?E IF7P?E 7BB\7P?ED; :?
C?=B?EH7C;DJE H;B7J?L7 7BB7 :;<?D?P?ED; :;B DKELE F?7DE :;B�
B7 performance ?D <KDP?ED; :;B FHE=H7CC7 :? C7D:7JE :;B�
B7 DKEL7 7CC?D?IJH7P?ED;� .7B; 7P?ED; :\7BJHED:; H7FFH;I;D�
J7 KD7 FH?EH?JS :;B 9ECKD; ?D GK;IJ7 <7I;
 :7B CEC;DJE 9>;
H?IKBJ7 D;9;II7H?E ?DJ;HL;D?H; DED IEBJ7DJE D;BB7 I9;BJ7 :;BB;
97H7JJ;H?IJ?9>; :;B :E9KC;DJE C7 7D9>; D;BB7 :;<?D?P?ED; :?
KD DKELE 7II;JJE :? =EL;HDE :;BB7 IJ;II7 performance EH=7�
D?PP7J?L7�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�(EL7H7 a ���&;��P?ED?�:?�'?=B?EH7�
C;DJE�:;B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance a ���
$B�F;H9EHIE�:?�C?=B?EH7C;DJE�H;7B?PP7JE�:7BB\7CC?D?IJH7P?ED;

L’affiancamento dell’azione manageriale e lo sviluppo
del piano della performance
"B? IJ;F I;=K?J? :7BB\7CC?D?IJH7P?ED; D;BB\7JJK7P?ED; :;B F;H�
9EHIE :? C?=B?EH7C;DJE ?D 9EBB78EH7P?ED; 9ED =B? ;IF;HJ? >7D�
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DE H?=K7H:7JE 7DP?JKJJE B7 9ED:?L?I?ED; 9ED 7CC?D?IJH7JEH? ;
management :;BB\?CFEHJ7DP7 ; :;B HKEBE :;BB7 C?IKH7P?ED; ;
:;BB7 L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7
 9EC; IJHK�
C;DJE F;H ;L?:;DP?7H; ; 7<<HEDJ7H; I?IJ;C7J?97C;DJ; B; 9H?�
J?9?JS ; B; FH?EH?JS :\?DJ;HL;DJE
 ; F;H ?DJ;=H7H; B; 7JJ?L?JS ; B7
L7BKJ7P?ED; :;BB; performance :? ;DJ; 9ED GK;BB; ?D:?L?:K7B?�
�ED�GK;IJE�E8?;JJ?LE�IEDE�IJ7J;�;<<;JJK7J;�:?L;HI;�?D?P?7J?L;�
$B :?H;JJEH; =;D;H7B; >7 EH=7D?PP7JE KD ]Brainstorming 9ED ?
:?H?=;DJ?^ D;B C;I; :? DEL;C8H; ����
 :?H;JJE 7 C;JJ;H; 7 <KE�
9E ?B CE:;BBE :? EH=7D?PP7P?ED; F;H FHE=;JJ? 9>; :ELHS 97H7J�
J;H?PP7H; ?B 9ECKD; :? (EL7H7 7 F7HJ?H; :7B FHEII?CE 7DDE ;
GK?D:?�7D9>;�?B�I?IJ;C7�:?�L7BKJ7P?ED;�:;BB7 performance�
-EDE IJ7J? H;7B?PP7J? :?L;HI? ?D9EDJH? 9ED ?B :?H;JJEH; =;D;H7B; ;
B\7II;IIEH; 7BB\EH=7D?PP7P?ED; ; 7B 8?B7D9?E :;=B? ;IF;HJ? �!*
F;H B7 9ED:?L?I?ED; ; B7 FHE=H7CC7P?ED; :;BB; 7P?ED? :? C?�
=B?EH7C;DJE�
-?D:79E ; =?KDJ7 >7DDE ILEBJE :K; ?D9EDJH?
 7 EJJE8H; ; DE�
L;C8H; ?D 9K?
 7 <HEDJ; :? KD7 B;JJKH7 :;B DKELE 9EDJ;IJE EF;�
H7J?LE :;? 9ECKD? FHEFEIJ7 :7BB\;IF;HJE
 T IJ7JE :?I9KIIE BE
IJ7JE :;B I?IJ;C7 :? performance management D;B 9ECKD;
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:? (EL7H7 ;: ;L?:;DP?7J? ? FEII?8?B? F7II? :7 9ECF?;H; F;H B7
C;II7 7 FKDJE :? KD I?IJ;C7 ;<<?979; :? C?IKH7P?ED; ; L7BK�
J7P?ED;�:;BB7 performance :;B�9ECKD;�
&7 :?H?=;DP7 T IJ7J7 H?KD?J7 D;B C;I; :? :?9;C8H; ����
D;BB\7C8?JE :? KD ?D9EDJHE 9>; >7 L?IJE B7 F7HJ;9?F7P?ED; :;B
I?D:79E ; :;B DKELE I;=H;J7H?E =;D;H7B; :;B 9ECKD; �?D 7HH?�
LE 7 =;DD7?E �����
 EBJH;9>U :? �� :?H?=;DJ? IK ��� (;BB\7C8?JE
:? GK;IJE KBJ?CE ?D9EDJHE IEDE IJ7J; 9ED:?L?I; ; :?I9KII; 9ED
? :?H?=;DJ? B; FH?EH?JS IJH7J;=?9>; :;B 9ECKD; :7 <EHC7B?PP7H;
D;B F?7DE :;BB7 performance ���� ; B; 97H7JJ;H?IJ?9>; :;B I?�
IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance EH=7�
D?PP7J?L7 ?D 9EHIE :? ;B78EH7P?ED; IKB GK7B; T IJ7JE 9>?;IJE 7?
:?H?=;DJ? :? <EHD?H; KD BEHE feedback� $DEBJH;
 T IJ7JE ;I7C?D7JE
KD GK7:HE :;BB7 performance :;? L7H? I;JJEH? H7FFH;I;DJ7J? :7?
:?H?=;DJ?�FH;I;DJ?�
$D F7H7BB;BE
 T FHEI;=K?J7 B\;B78EH7P?ED; :;B I?IJ;C7 :? C?IK�
H7P?ED; ; L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7� $B F?7�
DE :;BB7 performance :ELH;88; ;II;H; FK88B?97JE ;DJHE C7H�
PE�����
�7�I;=K?JE�:;BB\7FFHEL7P?ED;�:;B�8?B7D9?E������
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�(EL7H7 a ���&;��P?ED?�:?�'?=B?EH7�
C;DJE�:;B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance a ���
$B�F;H9EHIE�:?�C?=B?EH7C;DJE�H;7B?PP7JE�:7BB\7CC?D?IJH7P?ED;

La creazione di un gruppo di lavoro sui temi della
performance del comune di Novara e la revisione
dell’organizzazione
�B <?D; :? 9H;7H; KD CEC;DJE :? 9EEH:?D7C;DJE EF;H7J?LE F;H
BE IL?BKFFE :;B 9?9BE :? =;IJ?ED; :;BB7 performance ; :;B I?IJ;�
C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; T IJ7JE 9EIJ?JK?JE KD =HKFFE
:? B7LEHE� $B =HKFFE :? B7LEHE 9H;7JE >7 ?D9BKIE :K; FEI?P?E�
D? EH=7D?PP7J?L;� KD7 *) :;B I;JJEH; F;HIED7B; 9>; I;=K; :7
J;CFE ?B J;C7 :;BB7 L7BKJ7P?ED; :;BB7 performance ?D:?L?:K7�
B; ; :K; *) :;B I;JJEH; 8?B7D9?E 9>; I? E99KF7DE 7B CEC;D�
JE :;B 9EDJHEBBE :? =;IJ?ED; ; 9>; D;BB\7C8?JE :;B =HKFFE I;�
=KEDE :?H;JJ7C;DJ; ? J;C? :;BB7 performance EH=7D?PP7J?L7� $B
=HKFFE :? B7LEHE T IEJJE B7 :?H;JJ7 H;IFEDI78?B?JS :;B :?H;JJEH;
=;D;H7B;�
$B 9ECKD; :? (EL7H7 >7 FH;L?IJE KD7 H?EH=7D?PP7P?ED;
:;BB\7CC?D?IJH7P?ED; D;B ���� 9ED B\E8?;JJ?LE :? ?DJHE:KHH; B7
=;IJ?ED;�F;H�FHE=;JJ?�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�(EL7H7 a ���&;��P?ED?�:?�'?=B?EH7�
C;DJE�:;B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance

2.3 Gli effetti delle azioni di miglioramento sul
sistema di misurazione e valutazione della
performance organizzativa

&; 7P?ED? :? C?=B?EH7C;DJE IEDE IJ7J; :;<?D?J; FH;D:;D:E
7 H?<;H?C;DJE B\;I?JE :;BB7 review ILEBJ7 IKB I?IJ;C7 :? C?�
IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7
:;BB\7CC?D?IJH7P?ED; D;B 9EHIE :;BB7 FH?C7L;H7 :;B �����
&\7D7B?I? ILEBJ7 7L;L7 C;IIE ?D ;L?:;DP7 9EC; ?B I?IJ;C7 FH;�
I;DJ7II; :?L;HI? ;B;C;DJ? :? 9H?J?9?JS H?9ED:K9?8?B? 7: 7B9KD? <7J�
JEH?�;:�?D�F7HJ?9EB7H;�

_ 7B HKEBE ILEBJE :7? leader :;BB\EH=7D?PP7P?ED;
 GK7B? ?B :?H;J�
JEH; =;D;H7B;
 7II;IIEH; 7BB\EH=7D?PP7P?ED;
 8?B7D9?E ; F;H�
IED7B;�

_ 7BB\7H9>?J;JJKH7 9ECFB;II?L7 :;B I?IJ;C7 :? 9EDJHEBBE ; FHE�
=H7CC7P?ED;�



_ 7BB; 97H7JJ;H?IJ?9>; :;B FHE9;IIE :? C?IKH7P?ED; ; L7BKJ7P?E�
D;
 ?D F7HJ?9EB7H; 9ED H?<;H?C;DJE 7B HKEBE ILEBJE :7? :?H?=;DJ?
;
�FEJ;DP?7BC;DJ;
�:7BB\)$0�

_ 7B B?L;BBE :? JH7IF7H;DP7 :;B I?IJ;C7
 B;=7JE ?D F7HJ?9EB7H; 7B�
BE�IL?BKFFE�:;B�I?JE�

*;H GK7DJE H?=K7H:7 B7 leadership 7BB\?DJ;HDE
:;BB\7CC?D?IJH7P?ED; I? I;=D7B7 ?B HKEBE FHEFKBI?LE :;B DKELE
:?H;JJEH; =;D;H7B; 9>; >7 F;HC;IIE :? 7LL?7H; ?B FHE=H7CC7
:? IL?BKFFE :;B I?IJ;C7 :? =EL;HD7DJ; :;BB7 performance :;B
9ECKD; ; :? ?DJ;=H7P?ED; JH7 =B? ?D:?H?PP? FEB?J?9? ; B\7JJ?L?JS =;�
IJ?ED7B;� &7 :;<?D?P?ED; :;BB\7B8;HE :;BB7 performance 7 F7HJ?�
H; :7BB; B?D;; :? ?D:?H?PPE FEB?J?9E ;IFH;II; D;B FHE=H7CC7 :?
C7D:7JE :;B I?D:79E ����������� >7 F;HC;IIE :? C;JJ;H; ?D
;L?:;DP7 B7 D;9;II?JS :? ?:;DJ?<?97H; B; H;IFEDI78?B?JS ; :? KD7
C7==?EH; 9ED:?L?I?ED; JH7 7II;IIEH? ; :?H?=;DJ? :;=B? E8?;JJ?L?
IJH7J;=?9? ; :;BB; FH?EH?JS :7 JH7:KHH; ?D E8?;JJ?L? EF;H7J?L? :7
;IFB?9?J7H;�D;B * "*�)�
+K7DJE 7BB\7H9>?J;JJKH7 9ECFB;II?L7 :;B I?IJ;C7 :? 9EDJHEBBE ;
FHE=H7CC7P?ED;
 I? I;=D7B7 9EC;
 EBJH; 7BB7 H?:;<?D?P?ED; :;B�
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B7 C?II?ED; ; :;BB7 L?I?ED; :;B 9ECKD; :? (EL7H7
 ?B B7LEHE
7LL?7JE :ELH;88; F;HC;JJ;H;
 F7HJ;D:E :7BB7 L7BKJ7P?ED; :;?
I;HL?P??DJ;HL;DJ? ; :;BB; FEB?J?9>; ?D 7JJE 9EDI;=K;DJ? 7B * "
����
 :? ;L?:;DP?7H; =B? ?D:?97JEH? 7JJ? 7 ?D:?L?:K7H; =B? 7IF;JJ?
;II;DP?7B? :;? FHE=H7CC? :7 F;HI;=K?H;� ,;IJ7 :7 :;9?:;H; B7
D;9;II?JSEFFEHJKD?JS E C;DE :? FHE9;:;H; 7: KD7 spending

and incoming review I?IJ;C7J?97 9ED KD7 DKEL7 F;H?C;JH7�
P?ED; :;? I;HL?P? ; :;=B? ?DJ;HL;DJ? 9ECKD7B? 9>; H;D:7 :?IFE�
D?8?B; H?IEHI; F;H ?DL;IJ?C;DJ? =;D;H7JEH? 7 BEHE LEBJ7 :? DKEL;
H?IEHI;�
+K7DJE 7B FHE9;IIE
 ;: ?D F7HJ?9EB7H; 7B 9E?DLEB=?C;DJE :;=B?
stakeholder D;BB7 :;<?D?P?ED; :;=B? E8?;JJ?L? ; D;BB7 L7B?:7P?ED;
:;=B? ?D:?97JEH?
 I? FH;L;:; KD BEHE C7==?EH; ?DJ;H;II7C;DJE
D;BB7 :;<?D?P?ED; :;BB; FH?EH?JS :7 ;IFB?9?J7H; D;BB7 ,*** "
7JJH7L;HIE B7 H;7B?PP7P?ED; :;B 8?B7D9?E F7HJ;9?F7JE ����� R
FH;L?IJ7
 7 GK;IJE <?D;
 B7 ;B78EH7P?ED; ; B7 C;II7 7 :?IFE�
I?P?ED; :;BB7 H;B7P?ED; IKBB7 performance 9>; L7:7 EBJH; KD
I;CFB?9; H;D:?9EDJE :;BB; 9EI; <7JJ; ; DED <7JJ; ; 9>; C;J�
J7 D;BB; 9ED:?P?ED? :? 9ED:?L?:;H; KD7 H?<B;II?ED; IK? H?IKBJ7J?
EJJ;DKJ? ; IKBB; 9H?J?9?JS H?I9EDJH7J; D;B F;H?E:E 7D7B?PP7JE� .7�
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B; H;B7P?ED; I7HS KJ?B?PP7J7 F;H B\7==?EHD7C;DJE 7DDK7B; :;=B?
7JJ?�:?�FHE=H7CC7P?ED;�
-? IEJJEB?D;7DE 7 GK;IJE FHEFEI?JE 7B9KD; :;8EB;PP; =?S I;�
=D7B7J; ?D FH;9;:;DP7 ; ?HH?IEBJ;� ?B 97H7JJ;H; ]FE9E^ ?D:?F;D�
:;DJ; :;BB[)$0 �9ECFEIJE :7 I;=H;J7H?E "�B;
 :?H;JJEH; "�B;

9>; BE FH;I?;:;
 ; KD ;IF;HJE ;IJ;HDE�
 BE I97HIE 9E?DLEB�
=?C;DJE :;BB\)$0 D;BB7 FH;:?IFEI?P?ED; :;BB7 C;JE:EBE=?7 :?
C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance :;B 9ECKD;

B\7II;DP7 :? KD7 FHE9;:KH7 :? =;IJ?ED; :;=B? ;L;DJ? 7LL;HI?

B\7II;DP7 :;BB7 :;<?D?P?ED; :? I9;D7H? ; 7D7B?I? :;B 9EDJ;IJE :7
9EDI?:;H7H;�D;BB7�FHE=H7CC7P?ED;�:;BB;�FH?EH?JS�:;B�9ECKD;�
-;CFH; ?D H;B7P?ED; 7B FHE9;IIE :? C?IKH7P?ED; ; L7BKJ7P?ED;
:;BB7 performance
 I? IEJJEB?D;7 9>; T ?D 9EHIE :? ;B78EH7P?E�
D; ?B :E9KC;DJE H;B7J?LE 7B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7�
P?ED; :;BB7 performance :;B 9ECKD; :? (EL7H7� $B DKELE -'�
0* :;B?D;7JE ?DJHE:K9; B7 C?IKH7P?ED; ; B7 L7BKJ7P?ED; :;B�
B7 performance EH=7D?PP7J?L7
 ;IFB?9?J7 ?B 9EBB;=7C;DJE JH7 B7
L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7 ; :;BB7 perfor-

mance ?D:?L?:K7B;
 FH;L;:; B\?:;DJ?<?97P?ED; :;=B? ?D:?97JEH? :?
outcome
 EBJH; 7 GK;BB? :? output
 ;: ;IFB?9?J7 ?B 9EBB;=7C;DJE
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JH7 ?D:?97JEH? ;: E8?;JJ?L? ; H?IEHI;� &\;B78EH7P?ED; :;B I?IJ;C7
T 7 9KH7 :;B 9?J7JE =HKFFE :? B7LEHE 9EIJ?JK?JE 7BB7 :?H;JJ7 :?�
F;D:;DP7�:;B�:?H;JJEH;�=;D;H7B;�
$B J;C7 :;BB7 JH7IF7H;DP7 :;B I?IJ;C7 DED T IJ7JE ?DJ;H;II7JE
:7 =H7D:? 97C8?7C;DJ? H?IF;JJE 7BB7 I?JK7P?ED; H?B;L7J7 7:
7FH?B; ����� -? I;=D7B7 IEBJ7DJE B7 FK88B?97P?ED; IKB I?JE :;B
FHE=H7CC7 :? C7D:7JE :;B I?D:79E ������������ .KJJ7L?7
 BE
-'0* ?D 9EHIE :? ;B78EH7P?ED; FH;L;:; B7 FK88B?97P?ED; IKB
I?JE :;BBE IJ;IIE -'0*
 :;B F?7DE :;BB7 performance �9EC;
* "*�)��;�:;BB7 H;B7P?ED;�IKBB7 performance�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�(EL7H7 a ���&;��P?ED?�:?�'?=B?EH7�
C;DJE�:;B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance

2.4 Leading practice & Lesson learned

$ FH?D9?F7B? ?DI;=D7C;DJ? :;H?L7DJ? :7BB\;IF;H?;DP7 :;B 9ECKD;
:? (EL7H7 FEIIEDE ;II;H; 9EIV H?9ED:EJJ? 7=B? ;B;C;DJ? I? I;�
=K?JE�;L?:;DP?7J?�
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&\?DJHE:KP?ED; ]D;B ; F;H^ ?B FHE9;IIE :;9?I?ED7B;
:;BB\7CC?D?IJH7P?ED; :;BB7 C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7
performance I? <ED:7 ?DD7DP?JKJJE IKBB7 9EDI7F;LEB;PP7 :;BB7
IK7 D;9;II?JSKJ?B?JS ; GK?D:? IK KD <EHJ; commitment I?7 :;=B?
7CC?D?IJH7JEH? I?7 :;B management L;HIE J7B; F;H9EHIE� $B
commitment :;BB7 FEB?J?97 �7CC?D?IJH7JEH? ; 9?JJ7:?D?� ; :;B
management ��"
 -" ; :?H?=;DJ?� T FH;B?C?D7H; ; 9ED:?P?ED;
F;H9>U B7 C?IKH7P?ED; ; B7 L7BKJ7P?ED; :;BB7 performance

:;B I;HL?P?E 9ECKD7B; DED I?7 H?JK7B; E <?D; 7 I; IJ;II7�
.7B; commitment :? IEB?JE :?F;D:; FH?D9?F7BC;DJ;
 ; I? 87I7

IK? L7BEH? FHE<;II?ED7B? ; :;B I;HL?P?E FK88B?9E L?IIKJ?
D;BB\7CC?D?IJH7P?ED;
 9ED:?L?I? :7 management
 �CC?D?IJH7�
JEH? ; EF;H7JEH?
 ;IFB?9?J7J? ; L;H?<?97J? 9ED ?D:?97JEH? ?D =H7:E :?
;L?:;DP?7H; B7 H;B7P?ED; ; B7 9E;H;DP7 JH7 IJH7J;=?; ; =;IJ?ED;
EF;H7J?L7�
&; 9?H9EIJ7DP;
 B; 97H7JJ;H?IJ?9>; ; B; IF;9?<?9?JS :;B 9EDJ;IJE
BE97B; ; :;BB7 leadership :? E=D? 7CC?D?IJH7P?ED; ?CFB?97DE
B7 D;9;II?JS
 ; ?DI?;C; B7 97F79?JS
 :? ?D:?L?:K7H; B7; B;L7;
?D =H7:E :? FHECKEL;H; ?B F;H9EHIE F?X 7:7JJE ; F?X ;<<?979;
7: 7II?9KH7H; BE IL?BKFFE :;B I?IJ;C7 :? =;IJ?ED; :;BB7 per-
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formance� (;B 97IE :? (EL7H7 I? T JH7JJ7JE ; I? JH7JJ7 :? F;H�
I;=K?H; 9ED F7P?;DP7 B7 9ED:?L?I?ED; :;B :?I;=DE JH7 :?H;P?E�
D; FEB?J?97 ; :?H;P?ED; C7D7=;H?7B; :;BB7 C;II7 7 FKDJE :?
KD\7=;D:7 7CC?D?IJH7J?L7 ?D =H7:E :? 7<<HEDJ7H; F;H J;CFE ?
FH?D9?F7B?�FHE8B;C?�:;B�9ECKD;�
� GK;IJE <?D; I;C8H7 I?7 IJ7JE KJ?B; <7H I?IJ;C7J?97C;DJ;
FH;D:;H; 7JJE 7=B? 7JJEH? :;BB7 FEB?J?97 ; :;B management 9E�
CKD7B; :;? J;CF? JHEFFE :?B7J7J? F;H 7IIKC;H; B; :;9?I?ED? H;�
B7J?L; 7 E8?;JJ?L? IJH7J;=?9? ; FH?EH?JS
 9?ET :? 9EC; B\7=;D:7
:;BB\7CC?D?IJH7P?ED; ; B7 =;IJ?ED; :;B J;CFE 7CC?D?IJH7J?LE
; :;BB; :;9?I?ED? I?7DE 7 JKJJ\E==? :;JJ7J; :7BB; ;C;H=;DP; ;
:7BB; I97:;DP; ?CFEIJ; :7BB\;IJ;HDE �J;CF? FH;L?IJ? :7BB7 B;=�
=; F;H B\7FFHEL7P?ED; :;B 8?B7D9?E
?D FH?CE BKE=E
 C7 7D9>;
9?9BE FEB?J?9E :? C7D:7JE
 ;C;H=;DP; BE97B?
 ?DJ;H;II? IF;9?<?9?
:? lobby
 ;99��� �?W
 ELL?7C;DJ;
 ILKEJ7 ?B 9?9BE :;BB7 perfor-

mance
 B7I9?7 :7 F7HJ; E ?D F;DEC8H7 B; IJH7J;=?; ; H;D:; ;<�
<;JJ?L7C;DJ; FE9E KJ?B; B7 C?IKH7P?ED; ; B7 L7BKJ7P?ED; :;BB7
performance
 =?S :? F;H IU DED CEBJE 9EDI?:;H7J7
 ?D <KDP?ED;
7BB7�;L?:;DP?7P?ED;�:?�FH?EH?JS�;�:?�H;IFEDI78?B?JS�
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Collegamenti

�B <?D; :? H;D:;H; F?X 7=;LEB; ?B F;H9EHIE :? 7FFHE<ED:?C;DJE
I? I;=D7B7DE :? I;=K?JE ? 9EDJ;DKJ? :;BB; 7BJH; I;P?ED? 9>;
9ECFED=EDE�?B�C7DK7B;�

_ &E IL?BKFFE :;B 9?9BE :;BB7 performance� FH?D9?F? ; 9H?J;H?

9>; FH;I;DJ7 ?B GK7:HE :;? FH?D9?F7B? ;B;C;DJ? IK? GK7B? T EF�
FEHJKDE 9>; E=D? 7CC?D?IJH7P?ED; H?<B;JJ7 F;H H7<<EHP7H; B7
FHEFH?7 97F79?JS :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB; perfor-

mance� &7 I;P?ED; 9ECFH;D:; B7 check list KJ?B?PP78?B; :7?
9ECKD? 9EC; IJHKC;DJE F;H KD\7KJE7D7B?I? :;BB; 97H7JJ;H?�
IJ?9>;�;�:;B�<KDP?ED7C;DJE�:;B�I?IJ;C7�

_ ?B H7FFEHJE IK? F;H9EHI? :? C?=B?EH7C;DJE D;? 9ECKD? :;BB;
H;=?ED? )8?;JJ?LE �EDL;H=;DP7
 9>; ?BBKIJH7 ?B F;H9EHIE :;B
B7LEHE :;BB; 7CC?D?IJH7P?ED? 9E?DLEBJ; ?D �7B78H?7
 �7CF7�
D?7
 *K=B?7 ; -?9?B?7 9ED B\7JJ?L?JS :? 7<<?7D97C;DJE
 FH;I;D�
J7D:ED; ? C?=B?EH7C;DJ? 9EDI;=K?J? D;BB\7JJK7P?ED; :;B 9?�



9BE :? =;IJ?ED; :;BB7 performance ;: ;L?:;DP?7D:E 7B9KD;
;IF;H?;DP;�F7HJ?9EB7HC;DJ;�I?=D?<?97J?L;�

_ ?B H7FFEHJE IKBB\ LEBKP?ED; ?D 9EHIE D;? 9ECKD? 97FEBKE=E
:? FHEL?D9?7
 9>; :;I9H?L; ?D EJJ?97 9ECF7H7J?L7 B\;I?JE
:;BB\;I7C; 9ECF?KJE IKB <?D?H; :;B ���� IK? I?J? web ; FHE�
FED;
 F;H KD7 I;B;P?ED; :? 9ECKD? 97FEBKE=E :? FHEL?D9?7

7FFHE<ED:?C;DJ? 9ED:EJJ? 7JJH7L;HIE 7D7B?I? :E9KC;DJ7B;
;:�?DJ;HL?IJ;�
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L’esperienza del comune di Reggio Emilia

����D7B?I?�:;B�I?IJ;C7�:?�C?IKH7P?ED;�:;BB7 perfor-

mance EH=7D?PP7J?L7

����$DJHE:KP?ED;��$B�9ECKD;�:?�,;==?E� C?B?7

����$DDEL7P?ED?�D;?�I?IJ;C?�:?�C?IKH7P?ED;�H;7B?PP7J;
D;=B?�KBJ?C?�7DD?

��� Review :;B�I?IJ;C7�:?�C?IKH7P?ED;�:;BB7 perfor-

mance EH=7D?PP7J?L7

��� Lesson learned ;�FKDJ?�:?�<EHP7�:;B�F;H9EHIE�H;7�
B?PP7JE

���&;��P?ED?�:?�'?=B?EH7C;DJE�:;B�I?IJ;C7�:?�C?IKH7�
P?ED;�;�L7BKJ7P?ED;�:;BB7 performance



����"B?�E8?;JJ?L?�:;BB;�7P?ED?�:?�C?=B?EH7C;DJE�FHEFEIJ;

����$B�F;H9EHIE�:?�C?=B?EH7C;DJE�H;7B?PP7JE�:7BB\7CC?�
D?IJH7P?ED;

����"B?�;<<;JJ?�:;BB;�7P?ED?�:?�C?=B?EH7C;DJE�IKB�I?IJ;C7
:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance EH=7�
D?PP7J?L7

��� Leading practice � lesson learned

���07BKJ7P?ED;�:;BB7 performance
�H;:7P?ED;�:;B
F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7 perfor-

mance

$DJHE:KP?ED;

����$B�*HE9;IIE�:?�L7BKJ7P?ED;
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����$B�F?7DE�:;BB7 performance ���������

����&7�H;B7P?ED;�IKBB7 performance

����"B?� I?J?�:;BB7�L7BKJ7P?ED;

�����P?ED?�:?�C?=B?EH7C;DJE�; lesson learned
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7

1. Analisi del sistema di misurazione della
performance organizzativa

Introduzione
&7 FH;I;DJ; I;P?ED; 9EDJ?;D; KD H7FFEHJE H;B7J?LE
7BB\;IF;H?;DP7 C7JKH7J7 :7B 9ECKD; :? ,;==?E  C?B?7 ?D J;C7
:? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance� $ IK99;II?L?
F7H7=H7<? FH;I;DJ7DE D;B :;JJ7=B?E B; 7D7B?I? ILEBJ; FH;IIE
9?7I9KD7 7CC?D?IJH7P?ED; D;BB\7C8?JE :;B *HE=;JJE 07BKJ7P?E�
D; :;BB; Performance ?D H;B7P?ED; 7B I?IJ;C7 :? C?IKH7P?ED;
; L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7 ?D ;II;H; D;B
����� .7B? F7H7=H7<? :;I9H?LEDE ?DEBJH; B; 7P?ED? :? C?=B?EH7�
C;DJE FEIJ; ?D ;II;H; :7B 9ECKD; D;B F;H?E:E �������� 7B
<?D; :? H7<<EHP7H; ?B 9?9BE :;BB7 performance
 B7 L7BKJ7P?ED; :;B�
B7 performance
 B7 H;:7P?ED; :;B F?7DE ; :;BB7 H;B7P?ED; IKBB7
performance�



*;H KD7 L?I?ED; :\?DI?;C; :;BB; ;IF;H?;DP; C7JKH7J; ?D JKJJ; ;
I;? B; 7CC?D?IJH7P?ED? F?BEJ7 FH;I; 7 H?<;H?C;DJE D;B *HE=;JJE
07BKJ7P?ED; :;BB; Performance T FEII?8?B; 9EDIKBJ7H; B7 I;�
P?ED;  IF;H?;DP; ; leading practice ?D 7B9KD; 7CC?D?IJH7P?E�
D? BE97B?� .7B; I;P?ED; FH;I;DJ7 ?D J;HC?D? 9ECF7H7J?L? ? H?IKB�
J7J? :;B F;H9EHIE :? 7D7B?I? 9ECF?KJE IKBB; I;? 7CC?D?IJH7P?ED?
F?BEJ7 D;B F;H?E:E �������� 9ED B\E8?;JJ?LE :? C;JJ;H; ?D ;L?�
:;DP7 B; leading practice :KH7DJ; B\;IF;H?;DP7 :? 7JJK7P?ED;
:;BB; ?DDEL7P?ED? ?D J;C7 :? performance management ?DJHE�
:EJJ;�:7B�:;9H;JE�B;=?IB7J?LE�D���������

1.1 Il comune di Reggio Emilia

,;==?E  C?B?7 T KDE :;? 9ECKD? 97FEBKE=E :;BB\ C?B?7 ,EC7�
=D7 I?JK7JE BKD=E B7 0?7  C?B?7� ,;==?E  C?B?7 T 7D9>; :;JJ7
]�?JJS :;B .H?9EBEH;^ FE?9>U B7 87D:?;H7 ?J7B?7D7 D79GK; ?D GK;�
IJ7 9?JJS ?B � =;DD7?E ����� �? I;=K?JE I? H?FEHJ7 8H;L;C;DJ;
KD\overview :;BB\;DJ; :;I9H?L;D:ED; ?B 9EDJ;IJE IE9?E�;9EDE�
C?9E�;�B\7JJK7B;�7II;JJE�?IJ?JKP?ED7B;�;:�EH=7D?PP7J?LE�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7 a ����D7B?I?�:;B�I?IJ;�
C7�:?�C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7 a ����$DJHE:KP?ED;��$B
9ECKD;�:?�,;==?E� C?B?7

Il contesto socio-economico
-? JH7JJ7 :? KD 9ECKD; 9ED FEFEB7P?ED; ?D 9H;I9?J7
 7D9>;
=H7P?; 7? <BKII? C?=H7JEH? :7BB\?DJ;HDE
 FH;L7B;DJ;C;DJ; :7 7B�
9KD; H;=?ED? :;B -K: $J7B?7
 ; :7 :?L;HI; PED; :;B DEH:��<H?97

;IJ  KHEF7 ;: �I?7� &7 FEFEB7P?ED; :;B 9ECKD; 7B ���� T :?
�������4�5 78?J7DJ?� "B? IJH7D?;H? H;I?:;DJ? IEDE 9?H97 ������4�5
;�H7FFH;I;DJ7DE�B\�
���:;BB7�FEFEB7P?ED;�
$B 9ECKD; T BE97JE IK KD J;HH?JEH?E F?KJJEIJE L7IJE ; I? ;IJ;D:;
IK KD7 IKF;H<?9?; :? 9?H97 ��� %CG ; >7 KD7 :;DI?JS 78?J7J?L7
:? ���
�� 78?J7DJ? F;H A?BEC;JHE GK7:H7JE� -KB J;HH?JEH?E FHEL?D�
9?7B; EF;H7DE 9?H97 ������ 4�5 ?CFH;I;
 :? 9K? EBJH; ������4�5
7HJ?=?7D;� (;B J;HH?JEH?E 9ECKD7B; L? T KD <EHJ; :?IJH;JJE C;9�
97D?9E ; KD7 I?=D?<?97J?L7 FH;I;DP7 :? ?CFH;I; 9EEF;H7J?L;
?D :?L;HI? I;JJEH?� &\7=H?9EBJKH7 :7 I;CFH; >7 H7FFH;I;DJ7JE
KD I;JJEH; :? DEJ;LEB; H?B;L7DP7 F;H B\;9EDEC?7 9ECKD7B; ;
FHEL?D9?7B;
 IEFH7JJKJJE ?D 97CFE IK?D?9EBE �!?;H7 D7P?ED7B;
:;B -K?DE�
 B7JJ?;HE�97I;7H?E �*7HC?=?7DE ,;==?7DE�
 ;DEBE=?�
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9E �&7C8HKI9E ,;==?7DE� ; EHJE<HKJJ?9EBE� (;BB\7C8?JE :;B J;H�
H?JEH?E 9ECKD7B; I? JHEL7DE 7D9>; ?D:KIJH?; :? KD7 9;HJ7 H?B;�
L7DP7 D7P?ED7B; ;: ?DJ;HD7P?ED7B;
 GK7B? '7N '7H7 �<7I>?ED�

!;HH7H?D? �7B?C;DJ7H;�
 -C;= �;B;JJHE:EC;IJ?9?�
 ; &EC87H:?D?
�I;JJEH; C;997D?9E�� $DEBJH; IEDE :?<<KI; ?CFH;I; :? J?FE 9EE�
F;H7J?LE
 7D9>\;II; CEBJE ?CFEHJ7DJ? 7 B?L;BBE H;=?ED7B; ; D7�
P?ED7B; 9EC; 7: ;I;CF?E �EEFI;B?EI �I;HL?P? 7BB7 F;HIED7� ;
/D?;9E��;:?B?P?7
�9EIJHKP?ED?
�<;HHEL?7H?E��

Assetto istituzionale ed organizzativo
�7B FKDJE :? L?IJ7 ?IJ?JKP?ED7B;
 ?B 9ECKD; :? ,;==?E  C?B?7 T
H;JJE :7 KD7 C7==?EH7DP7 :? 9;DJHEI?D?IJH7 ;B;JJ7 D;B ����� &7
=?KDJ7 T 9ECFEIJ7 :7B I?D:79E
 �EJJ� "H7P?7DE �;BH?E
 7B IKE
I;9ED:E C7D:7JE
 :7B L?9;I?D:79E !?BEC;D7 �; -9?I9?E
 ;
:7 KD:?9? 7II;IIEH?� $B 9EDI?=B?E 9ECKD7B; T 9ECFEIJE :7 ��
9EDI?=B?;H?��&;�FHEII?C;�;B;P?ED?�I?�J;HH7DDE�7�C7==?E������
&\;DJ; T :EJ7JE :? KD7 :?H;P?ED; =;D;H7B;
 :?H;JJ7 :7B �EJJ�
'7KHE �ED7H;JJ?
 �� :?H?=;DJ? 9ECKD7B?
 :? 9K? �� :EDD;
 ����
:?F;D:;DJ? :? ;JS C;:?7 �� 7DD?� �BB7 :?H;P?ED; =;D;H7B; 7<�
<;H?I9EDE I;JJ; IJHKJJKH; :\7H;7 �-;HL?P?E &;=7B;
 I;HL?P?E �<�

L’esperienza del comune di Reggio Emilia



<7H? $IJ?JKP?ED7B?
 I;HL?P?E !?D7DP?7H?E
 I;HL?P?E FHE=H7CC7P?E�
D; ; 9EDJHEBBE
 I;HL?P?E =;IJ?ED; ; -L?BKFFE :;B F;HIED7B; ;
:;BB\EH=7D?PP7P?ED;
 I;HL?P?E =;IJ?ED; ; -L?BKFFE :;BB; .;9DE�
BE=?; ; :;? -?IJ;C? $D<EHC7J?L?
 I;HL?P?E 9ECKD?97P?ED; ,;B7�
P?ED?� IJ;HD;�;�'7HA;J?D=��
�ECFB;J7 B7 :?H;P?ED; =;D;H7B; B\�BJ7 *HE<;II?ED7B?JS -KFFEH�
JE�)H=7D?�$IJ?JKP?ED7B?�
&;�7BJH;�7H;;�EH=7D?PP7J?L;�:;B�9ECKD;�IEDE�

_ �H;7�*?7D?<?97P?ED;�IJH7J;=?97�
_ �H;7�I;HL?P?�7BB7��?JJS�
_ �H;7�I;HL?P?�7BB7�*;HIED7�
_ �H;7�$D=;=D;H?7�;�=;IJ?ED;�:;BB;�$D<H7IJHKJJKH;

� 9?7I9KD7 :? GK;IJ; 7H;; <7DDE 97FE KD?JS :? FHE=;JJE ; I;H�
L?P?� &\7H;7 *?7D?<?97P?ED; IJH7J;=?97 T :EJ7J7 7D9>; :? IJHKJJK�
H; :? policy F;H =EL;HD7H; ? FHE=;JJ? IJH7J;=?9? ; :? C7D:7JE ;
7BB\7H;7 I;HL?P? 7BB7 *;HIED7
 <7 97FE 7D9>; B\$IJ?JKP?ED; (?:? ;
-9KEB;�
*;H�EH7�DED�T�IJ7JE�?IJ?JK?JE�B\)$0�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7 a ����D7B?I?�:;B�I?IJ;�
C7�:?�C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7

1.2 Innovazioni nei sistemi di misurazione
realizzate negli ultimi anni

$B 9ECKD; :? ,;==?E  C?B?7 I? 9EDJH7::?IJ?D=K; F;H KD7 <EHJ;
F7HJ;9?F7P?ED; :7 F7HJ; :? JKJJ7 B\EH=7D?PP7P?ED; 7 ?DDEL7HI?
9EIJ7DJ;C;DJ; F;H EJJ;D;H; H?IKBJ7J? C?=B?EH?� $D GK;IJ\EJJ?97

>7 ?DJH7FH;IE FHE9;II? :? ?DDEL7P?ED; ?DJ;HD? IJ?CEB7J? :7 <78�
8?IE=D? :? ;<<?9?;DP7 EF;H7J?L7 ;: ;<<?979?7 :;BB\7P?ED; FK88B?�
97 ; 8;D ?DD;IJ7J? D;BB; EFFEHJKD?JS :? H?DDEL7C;DJE 9>; :;�
H?L7DE :7BB\7JJK7P?ED; :? DKEL; DEHC7J?L; D7P?ED7B?� $D F7HJ?�
9EB7H;
 D;B 9EHIE :;B ���� I? T 7JJ?L7JE F;H H?IF;JJ7H; ? J;HC?D?
; H;9;F?H; D;B FHEFH?E EH:?D7C;DJE B; :?IFEI?P?ED? :;B ��&=I�
������� 4&;==? ?B J;IJE ?D H;J; 5 7FFB?978?B? 7=B? ;DJ? BE97B?� $D
F7HJ?9EB7H;
 >7 :;<?D?JE ?D CE:E 9>?7HE ?B I?IJ;C7 :? C?IKH7�
P?ED; ; L7BKJ7P?ED; :;BB7 performance
 ?:;DJ?<?97D:E ?D CE:E
9>?7HE ;: KD?LE9E 7D9>; ?B 9?9BE :? performance
 ?B H799EH:E
JH7 ? :?L;HI? :E9KC;DJ? :? FHE=H7CC7P?ED; ; B7 H;B7P?ED; JH7
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I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance ; L7�
BKJ7P?ED;�:;B�F;HIED7B;�
-? T :EJ7JE :? KD I?IJ;C7 ?D<EHC7J?LE
 9>; I;FFKH 9ED B?C?J?
:;H?L7DJ? :7BB7 <H7CC;DJ7P?ED; :? 7B9KD; 87I? :7J? 7B?C;DJ7D�
J?
 7JJH7L;HIE I?IJ;C? :? datawarehousing 9EDI;DJ; :? FHE:KH�
H; ?D<EHC7P?ED? ; report KJ?B? 7B IKFFEHJE :;9?I?ED7B; ; 7BB7 H;D�
:?9EDJ7P?ED;�L;HIE�B\;IJ;HDE�
$D GK;IJ7 I;P?ED; :;B report I? FH;I;DJ7DE ?B I?IJ;C7 :? C?�
IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance :? 9K? I? T :EJ7JE
?B 9ECKD; :? ,;==?E  C?B?7
 ?B I?IJ;C7 :? L7BKJ7P?ED; :;B F;H�
IED7B; ?D:?L?:K7B; 7: ;IIE 9EBB;=7JE
 ; ?B I?IJ;C7 ?D<EHC7J?LE
9>;�B?�IKFFEHJ7�
$B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance :;B
9ECKD;
 7JJH7L;HIE B\7HJ?9EB7P?ED; D;BB; <7I? :? F?7D?<?97P?ED;

FHE=H7CC7P?ED;
 H;D:?9EDJ7P?ED; ; L7BKJ7P?ED;
 ?DJ;=H7 ? :E�
9KC;DJ? :? FHE=H7CC7P?ED; 7: ;II; 9EBB;=7J;
 ?:;DJ?<?97 ? H;�
IFEDI78?B? :? J7B? 7JJ?L?JS
 B; H?IEHI; 7BBE97J; ; =B? ?D:?97JEH?
 ;
:;<?D?I9;�?B�H799EH:E�9ED�?B�I?IJ;C7�:?�L7BKJ7P?ED;�?D:?L?:K7B;�
&7 <?=KH7 :;I9H?L; ?B 9?9BE :? =;IJ?ED; :;BB7 performance :;<?�
D?JE :7B 9ECKD; :? ,;==?E  C?B?7� �EC; I? ;L?D9;
 ?B 9?9BE :;B�
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B7 performance T IJHKJJKH7JE ?D CE:E J7B; :7 B;=7H; KD?LE97�
C;DJ; FHE=H7CC?
 E8?;JJ?L? IJH7J;=?9? ;: 7P?ED? IJH7J;=?9>; 7
FHE:EJJ? ; I;HL?P?� -EDE :;<?D?J? ?D:?97JEH? :? H?IKBJ7JE F;H ? FHE�
=H7CC?
 =B? E8?;JJ?L? ; B; 7P?ED?� &; H?IEHI; 7BBE97J; 7 9?7I9KD
FHE=H7CC7 IEDE :;<?D?J; F7HJ;D:E :7B H7==HKFF7C;DJE :;B�
B; H?IEHI; 7JJH?8K?J; 7 9?7I9KD FHE=;JJEFHE:EJJE ?D 9K? ;IIE I?
7HJ?9EB7� �JJH7L;HIE ?B H799EH:E JH7 ?B I?IJ;C7 :? C?IKH7P?ED; ;
L7BKJ7P?ED; :;BB7 performance ; ?B I?IJ;C7 :? L7BKJ7P?ED; :;B
F;HIED7B; ; GK;BBE :? FH;C?7B?JS
 IEDE 7JJH?8K?J? 7=B? E8?;JJ?L?
IJH7J;=?9? �9EDJ;DKJ? D;? FHE=H7CC?
 E8?;JJ?L? ;: 7P?ED? IJH7J;�
=?9>;��;�7=B?�E8?;JJ?L?�=;IJ?ED7B?�;�FH?EH?J7H?�H;B7J?L?�7?�I;HL?P?�
$B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance ;
?B 9?9BE :;BB7 performance T :? <7JJE IJ7JE FHE=;JJ7JE 7 F7HJ?H;
:7B ���� ; <?D7B?PP7JE D;B 9EHIE :;B ����� $D F7HJ?9EB7H;
 D;B
���� ?B 9ECKD; >7 FK88B?97JE B7 H;D:?9EDJ7P?ED;4�5 :;BB7 per-

formance :? ;DJ; 7HJ?9EB7J7 F;H FEB?J?9>; Y 9>; 9EHH?IFED:EDE
7=B? 7JJK7B? FHE=H7CC? IJH7J;=?9?
 FK88B?97D:E KD :E9KC;DJE
?D 9K? >7 H;IE DEJE
 7JJH7L;HIE B7 :;<?D?P?ED; :? 7B9KD? ?D:?97�
JEH? I?DJ;J?9?
 ?B =H7:E :? H7==?KD=?C;DJE :;=B? E8?;JJ?L? 9>; I?
;H7 FH;<?II7JE D;B 9EHIE :;B ����� )99EHH;
 ?D<7JJ?
 IEJJEB?D;7�
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H; 9ED F7HJ?9EB7H; ?DJ;H;II; ; 7JJ;DP?ED; ?B <7JJE 9>; ?B 9ECKD;
:? ,;==?E  C?B?7 T IJ7JE ?B FH?CE 9ECKD; 7: 7L;H :;9?IE :?
7:EJJ7H; F;H ?B 8?B7D9?E ?B CE:;BBE :? ,;D:?9EDJE �?L?9KC
 IJK�
:?7JE :7BB; big four :;BB7 H;L?I?ED;� $B ,;D:?9EDJE �?L?9KC Y
?IF?H7JE 7BB; best practice ?DJ;HD7P?ED7B? ; ?D F7HJ?9EB7H; 7B 8?�
B7D9?E :;B 9ECKD; :? 1;BB?D=JED �(KEL7 3;B7D:7� Y F;HI;=K;
E8?;JJ?L? :? C7II?C7 I;CFB?<?97P?ED; ; C7II?C7 9ECFH;DI?8?�
B?JS�:7�F7HJ;�:;?�9?JJ7:?D?�
(;B 9EHIE :;B ���� T IJ7JE <EHC7B?PP7JE ?B 9?9BE :? =;IJ?ED; :;B�
B7 performance 9>; 9ED9H;J?PP7 B7 LEBEDJS :;BB\;DJ; :? :EJ7HI?
KDE IJHKC;DJE C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance

;<<?979;�7?�<?D?�:;9?I?ED7B?�;�:? accountability�
$B 9ECKD; DED >7 7D9EH7 <EHC7B?PP7JE ?B I?IJ;C7 :? C?IKH7P?E�
D; ; L7BKJ7P?ED; :;BB7 performance ?D KD :E9KC;DJE <EHC7B;

C7 IJ7 9EDJ?DK7D:E D;BB\?DDEL7P?ED; :;B 9?9BE :? performance�
$D F7HJ?9EB7H;
 F;H 7B9KD? I;HL?P?
 JH7 9K? L;H:; FK88B?9E ; F7H�
9>?
 I9KEB;
 CE8?B?JS ; I;HL?P? IE9?7B?
 T IJ7J7 FEHJ7J7 7L7D�
J? KD\7D7B?I? F;H :;<?D?H; ?D:?97JEH? ?D =H7:E :? CED?JEH7H; :?�
L;HI; :?C;DI?ED? GK7B? ;<<?9?;DP7
 GK7DJ?JS
 799;II?8?B?JS ;99

C;DJH; F;H 7BJH? I;HL?P? =B? ?D:?97JEH? IEDE FH;L7B;DJ;C;DJ; :?
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GK7DJ?JS� /D7 LEBJ7 :;<?D?J? =B? ?D:?97JEH? T :? FH?EH?J7H?7 ?CFEH�
J7DP7 F;H B\;DJ; ?:;DJ?<?97H; B; <EDJ? ?D<EHC7J?L; 7B?C;DJ7DJ? ;
?B H799EH:E 9ED ?B I?IJ;C7 ?D<EHC7J?LE 7P?;D:7B;� &\E8?;JJ?LE T
GK;BBE :? 7JJK7H; KD EII;HL7JEH?E :;BB; ]FEB?J?9>;^ �FHE=H7C�
C? IJH7J;=?9?� FH?EH?J7H?; F;H ?B 9ECKD; :? ,;==?E  C?B?7 9ED ?B
IKFFEHJE :? KD 9HKI9EJJE :?H;P?ED7B; F;H FEJ;H FH;D:;H; :;�
9?I?ED? 7 IKFFEHJE :;BB7 <EHCKB7P?ED;
 =;IJ?ED; ; L7BKJ7P?ED;
:;BB; IJ;II;� $B FHEII?CE F7H7=H7<E :;I9H?L; 7B9KD; 97H7JJ;H?�
IJ?9>;�:;B�I?IJ;C7�?D<EHC7J?LE�:;B 9ECKD;�:?�,;==?E� C?B?7�
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Figura 1 - Il ciclo di gestione della performance del comune di Reggio Emilia
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7 a ����D7B?I?�:;B�I?IJ;�
C7�:?�C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7 a �����D7B?I?�:;B�I?�
IJ;C7�:?�C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7

Il sistema informativo
$B 9ECKD; :? ,;==?E  C?B?7
 FH;I;DJ7 KD I?IJ;C7 ?D<EHC7J?LE
7P?;D:7B; I?C?B; 7 GK;BBE :? CEBJ? 7BJH? ;DJ? BE97B? ?J7B?7D?
 FE?9>U
T 97H7JJ;H?PP7JE :7 KD7 9;HJ7 <H7CC;DJ7P?ED; :;BB; 87I? :7J?
7 IKFFEHJE :;? FHE9;II? EH=7D?PP7J?L?� *;H <7H <HEDJ; 7? <788?�
IE=D? ?D<EHC7J?L? ?DJ;HD? ;: ;IJ;HD? B\;DJ; H?9EHH; 7 :?L;HI? I?�
IJ;C? :? datawarehousing 9>; IEFF;H?I9EDE 7B =H7:E :? ?DJ;�
=H7P?ED; :;BBE IJ;IIE 9ED H?IKBJ7J? 8KED? ?D J;HC?D? :? ;<<?979?7
:;B I?IJ;C7 ?D<EHC7J?LE ; :? 97F79?JS :? FHE:KHH; B; ?D<EHC7�
P?ED? D;9;II7H?;
 C7 9ED ED;H? :? C7DKJ;DP?ED; ; =;IJ?ED;
9>;�D;�H?:K9EDE�?D�F7HJ;�B\;<<?9?;DP7�
&7 L?I?ED; IJH7J;=?97 :;B I?IJ;C7 ?D<EHC7J?LE 7P?;D:7B; DED T
;IFB?9?J7J7 ?D KD :E9KC;DJE 7 IU
 GK7B; KD F?7DE e-govern-

ment :;BB\;DJ;� $D E=D? 97IE
 =B? E8?;JJ?L? :? C?=B?EH7C;DJE
 IL?�
BKFFE ; =;IJ?ED; :;B I?IJ;C7 ?D<EHC7J?LE 7P?;D:7B; IEDE :;�
9B?D7J? D;B F?7DE  I;9KJ?L? :? =;IJ?ED;� &7 <KDP?ED; I?IJ;C? ?D�
<EHC7J?L? T =;IJ?J7 ?DJ;HD7C;DJ;
 7JJH7L;HIE ?B �;DJHE  B78E�
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H7P?ED; �7J? �� �� 9>; I? E99KF7 :;BB7 =;IJ?ED; :;B I?IJ;C7
?D<EHC7J?LE ;
 ?DEBJH;
 E<<H; KD FH;P?EIE IKFFEHJE :? H799EH:E
JH7 <788?IE=D? EH=7D?PP7J?L?
 I?IJ;C7 ?D<EHC7J?LE ; J;9DEBE=?;
?D<EHC7J?9>;� $D F7HJ?9EB7H;
 ?B F;HIED7B; I? FH;E99KF7 :? H79�
9EH:7H; B; ;I?=;DP; EH=7D?PP7J?L; :? 9?7I9KD I?D=EBE I;HL?P?E
9ED ?B I?IJ;C7 ?D<EHC7J?LE 7P?;D:7B; ; ? L?D9EB? J;9DEBE=?9?� $D
F7HJ?9EB7H; ? FHE=;JJ? :? H;L?I?ED; ; IL?BKFFE :;B I?IJ;C7 ?D<EH�
C7J?LE
 I?7DE ;II? <?D7B?PP7J? 7 H?L;:;H; I?IJ;C? =;IJ?ED7B? E 7:
7JJK7H; I;HL?P? on-line
 IEDE IL?BKFF7J? 9ED KD7 BE=?97 :? 9ED�
9;HJ7P?ED; JH7 ?B I?D=EBE I;HL?P?E ; ?B � � ?D CE:E J7B; :7 ?:;D�
J?<?97H; IEBKP?ED? ?D<EHC7J?9>; 9>; C;=B?E H?IFED:EDE 7BB; ;I?�
=;DP; EH=7D?PP7J?L;� &7 <KDP?ED; I?IJ;C? ?D<EHC7J?L?
 ?DEBJH;

;HE=7 9EHI? :? <EHC7P?ED; 7? :?H?=;DJ? ; <KDP?ED7H? :;B 9ECKD;
:? ,;==?E  C?B?7 FH?D9?F7BC;DJ; ?D H?<;H?C;DJE 7BB\?DJHE:KP?ED;
:? DKEL? 7FFB?97J?L?�  II7 I? E99KF7
 ?DEBJH;
 :;BB7 C7DKJ;D�
P?ED; ; :;BBE IL?BKFFE :;B FEHJ7B; ?IJ?JKP?ED7B; :;B 9ECKD; :?
,;==?E  C?B?7
 9>; L?;D; 7==?EHD7JE F;H?E:?97C;DJ; :7? H;<;�
H;DJ? ?D:?L?:K7J? FH;IIE B; :?L;HI; IJHKJJKH; ; I;HL?P?
 9ED ?D<EH�
C7P?ED? IKBB; 7JJ?L?JS ;: ? I;HL?P? ILEBJ? ; 9ED :E9KC;DJ? H;B7J?L?
7BB\7CC?D?IJH7P?ED;�
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$B I;HL?P?E =;IJ?I9; ?B budget 9ECFB;II?LE F;H ? I?IJ;C? ?D<EH�
C7J?L? :;BB\;DJ;� $B budget T IJ7JE F7HJ?9EB7HC;DJ; 9EBF?JE :7?
J7=B? :? 8?B7D9?E :ELKJ? 7D9>; 7BB; DKEL; ; F?X IJH?D=;DJ? DEHC;
:;B *7JJE :? -J78?B?JS $DJ;HDE� �7B ���� 7B ���� L? T IJ7JE KD
J7=B?E :? 9?H97 ?B ��� :;BB; H?IEHI; ?D 9EDJE 97F?J7B; F;H ?DL;IJ?�
C;DJ? ?D I?IJ;C? ?D<EHC7J?L?� +K;IJE >7 ?CFEIJE BE IB?JJ7C;D�
JE J;CFEH7B; :? 7B9KD? ?DL;IJ?C;DJ? J;9DEBE=?9? ; B7 H?DKD9?7 7
FHE=;JJ? ?DDEL7J?L? 9>; >7DDE H?F;H9KII?ED; 7D9>; IKBB; DEH�
C7B?�7JJ?L?JS�:;BB\;DJ;�
$B F7H7=H7<E $B B?L;BBE :? ?D<EHC7J?PP7P?ED; :;B I?IJ;C7 :;I9H?L;
D;B :;JJ7=B?E ?B B?L;BBE :? ?D<EHC7J?PP7P?ED; :? 7JJ?L?JS ; I;HL?P?
:;B 9ECKD; :? ,;==?E  C?B?7
 ?D GK;IJ7 I;P?ED; I? LKEB; H7F�
FH;I;DJ7H; C;=B?E ?B I?IJ;C7 ?D<EHC7J?LE 7 IKFFEHJE :;B I?IJ;�
C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance�
$B I?IJ;C7 ?D<EHC7J?LE 7 IKFFEHJE :;B I?IJ;C7 :? C?IKH7P?ED;
; L7BKJ7P?ED; :;BB7 performance T 7B?C;DJ7JE 7JJH7L;HIE 7B9K�
D? I?IJ;C? ?D<EHC7J?L? =;IJ?ED7B? ;
 ?D F7HJ?9EB7H; CE:E
 =B? 7F�
FB?97J?L? :;B I?IJ;C7 9EDJ78?B; ; :? 9EDJHEBBE �9EDJ78?B?JS <?D7D�
P?7H?7
 ;9EDEC?9E�F7JH?CED?7B; ;: 7D7B?J?97� ; B\7FFB?97J?LE :;B
* "
�;�:7�<BKII?�?D<EHC7J?L?�FHEL;D?;DJ?�:7?�I;HL?P?�
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"B? 7FFB?97J?L? :;B I?IJ;C7 9EDJ78?B; ; GK;BB? :;B * " IEDE <EH�
D?J? :7BBE IJ;IIE vendor 9>; D; =7H7DJ?I9; B\?DJ;HEF;H78?B?JS�
&\7FFB?97J?LE :;B * " T 9ED:?L?IE JH7 JKJJ? ? I;HL?P? ;: T 9>?;IJE
7? :?H?=;DJ? :? <EHD?H; :7J? ; ?D<EHC7P?ED? D;9;II7H?; F;H B7 FHE�
=H7CC7P?ED; ; B7 H;D:?9EDJ7P?ED;� �EC; I? T =?S 799;DD7JE

B7 FHE:KP?ED; :? report :? I?DJ;I?
 ?D9BKI? GK;BB? :? C?IKH7P?ED;
:;BB7 performance
 7LL?;D; 7JJH7L;HIE ?B H?9EHIE 7 dataware-

housing
 ?DJ;=H7P?ED; :? 87D9>; :7J? E C?=H7P?ED; :? <BKII? ?D�
<EHC7J?L?�
*;H GK7DJE 9ED9;HD; ?B I?IJ;C7 ?D<EHC7J?LE 7 IKFFEHJE :;B I?�
IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance ?B 9E�
CKD; >7 H7==?KDJE KD 8KED =H7:E :? 9ED:?L?I?ED; :;? :7J?
 ?D�
<7JJ?
 B; ?D<EHC7P?ED? 9ED9;HD;DJ? =B? E8?;JJ?L? 7II;=D7J? ; 7B B?�
L;BBE :? H7==?KD=?C;DJE :;=B? IJ;II? DED9>U 7BB; performance

:;BB\7CC?D?IJH7P?ED; 9EDJ;DKJ? D;B * "
 ;: ?D F7HJ?9EB7H; =B?
E8?;JJ?L? 7D9>; :? D7JKH7 IJH7J;=?97
 IEDE :?<<KI; 7BB\?DJ;HDE
C;:?7DJ; KD7 intranet� $B ,;D:?9EDJE �?L?9KC L?;D; :?<<KIE
7D9>; 7BB\;IJ;HDE
 JH7C?J; ?B I?JE ?IJ?JKP?ED7B;
 IEB7C;DJ; D;B�
B7 IK7 L;HI?ED; <?D7B; ?D <EHC7JE F:<� &\;LEBKP?ED; :;B I?IJ;�
C7 ?D<EHC7J?LE F;H <7H; <HEDJ; 7 DKEL; ;I?=;DP; :;BB\;DJ;
 7
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97KI7 :;BB7 <H7CC;DJ7P?ED; :;BB; 87I? :7J? 7B?C;DJ7DJ? ; :;?
L?D9EB? ;9EDEC?9? FEIJ? 7B I;HL?P?E
 FEJH;88; ;II;H; ED;HEIE
7D9>; :7B FKDJE :? L?IJ7 EH=7D?PP7J?LE ; H7FFH;I;DJ7H; KD B?�
C?J;�7BBE�IL?BKFFE�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7 a ����D7B?I?�:;B�I?IJ;�
C7�:?�C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7 a �����D7B?I?�:;B�I?�
IJ;C7�:?�C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7

Il sistema di misurazione e valutazione della
performance individuale
$B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance ?D�
:?L?:K7B; :;B 9ECKD; :? ,;==?E  C?B?7 T <EHJ;C;DJ; 7BB?D;7�
JE 7B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance�
&7 9EDJ?DK?JS T :7J7 I?7 7 B?L;BBE L;HJ?97B;
 EL; B; B?D;; IJH7J;�
=?9>; ; ? FHE=H7CC? IEDE JH7:EJJ; ?D E8?;JJ?L? :7? :?H?=;DJ?
 I?7
EH?PPEDJ7BC;DJ; IKBB7 87I; :;BB\EH=7D?PP7P?ED; :;BB; 7JJ?L?JS
�FHE=;JJ?FHE:EJJ?� ; ?D H?IF;JJE :;BB7 IJHKJJKH7 EH=7D?PP7J?L7� -?
JH7JJ7 :? KD7 9EDJ?DK?JS IEIJ7DP?7B; ?D 9K? ?B HKEBE :;B * " T
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9;DJH7B; ?D GK7DJE =7H7DJ?I9; B7 9EHH?IFED:;DP7 JH7 E8?;JJ?L?
<?II7J?
�H?IKBJ7J?�H7==?KDJ?�;�H?IEHI;�KC7D;�9E?DLEBJ;�
(;B * " IEDE :?IJ?DJ? ? FHE=;JJ? ; FHE:EJJ? IJH7J;=?9? :7 GK;BB?
=;IJ?ED7B? 9>; 7II;=D7DE FKDJ;==? :?L;HI? ?D I;:; :? L7BKJ7�
P?ED;� $ FHE=;JJ? IJH7J;=?9? IEDE GK;BB? :? FH?EH?J7H?7 ?CFEHJ7DP7
7D9>; F;H ?B C7D:7JE :;B I?D:79E� $B I?IJ;C7 :? L7BKJ7P?ED;
:;BB7 :?H?=;DP7 I? 87I7 IKBB7 97F79?JS :;B F;HIED7B; :?H?=;D�
P?7B; :? 9EDJH?8K?H; 7B H7==?KD=?C;DJE :;=B? E8?;JJ?L? :;BB\;DJ;
; :;BB7 FHEFH?7 IJHKJJKH7 EH=7D?PP7J?L7� IKBB7 97F79?JS :? =;�
IJ?H; ?D J;HC?D? :? IL?BKFFE FHE<;II?ED7B; ? FHEFH? 9EBB78EH7JEH?
; :;BB7 97F79?JS :? L7BKJ7HB?� IKBB7 IF;9?<?9?JS ; L7B;DP7 :;BB;
9ECF;J;DP; FHE<;II?ED7B? ; C7D7=;H?7B? ?D:?L?:K7B? :?CEIJH7�
J;� &7 L7BKJ7P?ED; :;? 9ECFEHJ7C;DJ? IK? :?H?=;DJ? I? 7HJ?9EB7
IK JH; :?H;JJH?9? 7 I;9ED:7 :;BB; 9ECF;J;DP; H?9>?;IJ; 7? :?�
H?=;DJ;� empowerment B7LEH7JEH?
 B7LEHE :? =HKFFE ; H?IF;JJE
:;? J;CF?� $DEBJH; B; I9>;:; :? L7BKJ7P?ED; IEDE 7HJ?9EB7J; I;�
9ED:E KD7 B?IJ7 :? 9ECF;J;DP; C7D7=;H?7B? ; :? 9ECF;J;DP;
J;9D?9>; :?<<;H;DP?7J; F;H HKEBE� $B I?IJ;C7 :? L7BKJ7P?ED; :;?
:?H?=;DJ? I? 87I7 IK KD7 C;JE:EBE=?7 I9H?JJ7
 9ED:?L?I7 ; JH7�
IF7H;DJ;�
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�7 H;=EB7C;DJE4�5
 B7 L7BKJ7P?ED; :;L; 7LL;D?H; ;DJHE ?B C;�
I; :? 7FH?B; :;BB\7DDE IK99;II?LE� $D H;7BJS
 :7JE 9>; B; ?D�
<EHC7P?ED? F;H B7 L7BKJ7P?ED; FHEL;D=EDE :7B 9EDIKDJ?LE :?
* "
 :? 9EDI;=K;DP7 B7 J;CF?IJ?97 T :;JJ7J7
:7BB\7FFHEL7P?ED; :;BBE IJ;IIE 9>; FKW 7D9>; ;II;H; IK99;I�
I?L7 7BB\?D:?97P?ED; ?DI;H?J7 D;B H;=EB7C;DJE� $B I?IJ;C7 DED
L?;D; H;L?I?ED7JE 7DDK7BC;DJ;
 C7 I;=K; BE IL?BKFFE ; B; H;�
L?I?ED? :;BB\EH=7D?PP7P?ED;� &7 L7BKJ7P?ED; :;BB7 performance

?D:?L?:K7B; :;B F;HIED7B; :? 9ECF7HJE H?B;L7 I?7 B\7FFEHJE FHE�
<;II?ED7B; 7? H?IKBJ7J? 7DDK7B? :;BB7 IJHKJJKH7 :? 7FF7HJ;D;DP7
I?7 9ECFEHJ7C;DJ? EH=7D?PP7J?L? :;B L7BKJ7JE� &7 L7BKJ7P?ED;
:;? FHE9;II? ; :;BB; 9ECF;J;DP; FH;L?IJ; :7B FHE<?BE FHE<;I�
I?ED7B; :? H?<;H?C;DJE
 F;HC;JJ; :? IJ?B7H; KD ]FHE<?BE ?D:?L?:K7�
B;^ 9ED B; 7H;; :? <EHP7 ; :? C?=B?EH7C;DJE� +K;IJE 9EDI;DJ?HS
:? :;<?D?H; B; IK99;II?L; 7P?ED? =;IJ?ED7B? ; :? IL?BKFFE �7P?ED?
<EHC7J?L;
�CE8?B?JS�;99����
�7 H;=EB7C;DJE4�5
 ?B I?IJ;C7 FH;C?7DJ; :;L; ;II;H; 7BB?D;7�
JE 9ED B; I9;BJ; :? <ED:E :;BB\EH=7D?PP7P?ED; ; 9ED ? H?IKBJ7J?
:;BB\7CC?D?IJH7P?ED;� $B I?IJ;C7 :? L7BKJ7P?ED; :;B F;HIED7B;
:? 9ECF7HJE I? 87I7
 9EC; GK;BBE F;H B7 :?H?=;DP7
 IK KD7 C;�
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JE:EBE=?7 I9H?JJ7
 9ED:?L?I7 ; JH7IF7H;DJ;� $B F;HIED7B; FHEFE�
D; 7B :?H?=;DJ; KD7 FHEFH?7 7KJEL7BKJ7P?ED; :;BB; 9ECF;J;DP;
J;9D?9>; ; B7 :?I9KJ; :KH7DJ; ?B 9EBBEGK?E 9ED ?B :?H?=;DJ; :? H?�
<;H?C;DJE� &7 J;CF?IJ?97 ; ? FHE9;II? :? H;L?I?ED; I;=KEDE B;
EII;HL7P?ED? :;B?D;7J; F;H ?B I?IJ;C7 :? L7BKJ7P?ED; :;BB7 :?�
H?=;DP7� &7 I9>;:7 :? L7BKJ7P?ED;
 KD7 LEBJ7 9>?KI7
 T L?I?8?�
B; :7 9?7I9KD :?F;D:;DJ; 7JJH7L;HIE B7 intranet :;B 9ECKD;� $B
I?IJ;C7 FH;C?7DJ; T 87I7JE IKB H7==?KD=?C;DJE :;=B? E8?;JJ?�
L? :? performance :;BB\;DJ;
 IKB H7==?KD=?C;DJE 7B ���� :;=B?
E8?;JJ?L? :? IJHKJJKH7 ; IKBB7 L7BKJ7P?ED; :;? :?H?=;DJ? 9>;
 7JJH7�
L;HIE 9H?J;H? :7 BEHE :;<?D?J?
 FEIIEDE FH;C?7H; <?DE 7B ��� :;B
F;HIED7B;�
�7 IEJJEB?D;7H; ?B <7JJE 9>; B7 L7BKJ7P?ED; :;BB; 9ECF;J;DP;
FKW 7=?H; IKB FH;C?E 7DDK7B;
 C7 7D9>; IKBB7 H?:KP?ED; :;BBE
IJ?F;D:?E :;BB7 F;HIED7 Y H;B7J?L7C;DJ; 7BB\?D:;DD?JS
 ?D 97IE
:? L7BKJ7P?ED; IEJJE KD7 IE=B?7 C?D?C7� -? H?C7D:7 7B F7H7�
=H7<E &7 =;IJ?ED; :;BB; H?IEHI; KC7D; ; ?B 97F?J7B; EH=7D?PP7�
J?LE F;H C7==?EH? :;JJ7=B? IKB I?IJ;C7 :? =;IJ?ED; ; L7BEH?PP7�
P?ED;�:;BB;�H?IEHI;�KC7D;�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7 a ����D7B?I?�:;B�I?IJ;�
C7�:?�C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7

1.3 Review del sistema di misurazione della
performance organizzativa

Le condizioni abilitanti
)8?;JJ?LE :? GK;IJ7 I;P?ED; T GK;BBE :? FH;I;DJ7H; =B? ;B;C;DJ?
78?B?J7DJ? ?B FHE9;IIE :? ?DDEL7P?ED; :;B I?IJ;C7 :? C?IKH7P?E�
D; ; L7BKJ7P?ED; :;BB7 performance 9>; 9EDJH7::?IJ?D=KEDE ?B
9ECKD; :? ,;==?E  C?B?7� $D F7HJ?9EB7H;
 I? 7D7B?PP7DE B; H;�
IFEDI78?B?JS ; B7 governance
 ?B I?IJ;C7 :? FHE=H7CC7P?ED; ;
9EDJHEBBE�;�B7�=;IJ?ED;�:;BB;�H?IEHI;�KC7D;�
';JE:EBE=?97C;DJ; B\7D7B?I? :;BB; 9ED:?P?ED? 78?B?J7DJ? I? T 87�
I7J7 IK KD C?N :? 7D7B?I? :;? :E9KC;DJ? ;: ?DJ;HL?IJ; 9ED
7JJEH? 9>?7L;� $D F7HJ?9EB7H;
 T IJ7JE 7D7B?PP7JE ?B H;=EB7C;D�
JE4�5 IKBB\EH:?D7C;DJE =;D;H7B; :;=B? K<<?9? ; :;? I;HL?P? ;
B\EH=7D?=H7CC7 :;B 9ECKD; :? ,;==?E  C?B?7� $B H;=EB7C;DJE

H;9;DJ;C;DJ; CE:?<?97JE ; 7FFHEL7JE :7BB7 =?KDJ7 9ECKD7B;

I? 7HJ?9EB7 ?D GK7JJHE I;P?ED? 9>; 9EFHEDE 7 L7H? B?L;BB? ; 9ED



:?L;HIE =H7:E :? 7FFHE<ED:?C;DJE B; :?L;HI; 7H;; :? 7P?ED;
7CC?D?IJH7J?L7�:;BB\;DJ;�
"B? 7BJH? :E9KC;DJ? 7D7B?PP7J? IEDE B; B?D;; FHE=H7CC7J?9>; :?
C7D:7JE
 B7 ,**
 ?B * " ; ? :E9KC;DJ? 7DDK7B? :? ,;D:?9ED�
J7P?ED; FH;:?IFEIJ? :7B 9ECKD;� &7 ,**
 :7B ����
 T IJHKJ�
JKH7J7 ?D FEB?J?9>; :? ?DJ;HL;DJE :? 7CF?E H;IF?HE 7HJ?9EB7J; ?D
E8?;JJ?L? IJH7J;=?9? 7L;DJ? 97H7JJ;H; FH?EH?J7H?E 9>; 7 BEHE LEBJ7
IEDE 7HJ?9EB7J? F;H 7P?ED? ;: ?DJ;HL;DJ?� &; 7P?ED? 7 BEHE LEBJ7
IEDE 7HJ?9EB7J; F;H FHE:EJJ? E FHE=;JJ? ; JHEL7DE 9EBBE97P?ED;
7BB\?DJ;HDE :;B * "� $ FHE:EJJ? FEIIEDE 7L;H; :?<<;H;DJ? B?L;BB? :?
IJH7J;=?9?JS ; :? ?CFEHJ7DP7 F;H B\;DJ; 7D9>; 7? <?D? :;BB7 L7�
BKJ7P?ED; :;B F;HIED7B; :?H?=;DJ; ; :;B F;HIED7B; :?F;D:;D�
J;� I? 7HJ?9EB7DE ?D<7JJ? ?D =;IJ?ED7B? ; IJH7J;=?9?� $ :E9KC;DJ? :?
H;D:?9EDJ7P?ED; CEIJH7DE ?B =H7:E :? H7==?KD=?C;DJE :;? FHE�
=H7CC?
 7P?ED? ; FHE:EJJ? E FHE=;JJ? ?D H;B7P?ED; 7D9>; 7BB; H?�
IEHI;�KJ?B?PP7J;�:7BB\;DJ;���<H� <?=KH7 ��
)BJH; 7BB\7D7B?I? :;? :E9KC;DJ?
 IEDE IJ7J; ;<<;JJK7J; ?DJ;HL?IJ;
9ED ?B :?H;JJEH; =;D;H7B; ; 7: 7B9KD? :?H?=;DJ? :;BB\;DJ;
 JH7
9K? B7 :?H?=;DJ; :;B I;HL?P?E FHE=H7CC7P?ED; ; 9EDJHEBBE Y
:EJJ�II7 �;D;:;JJ?
 ; B7 :?H?=;DJ; :;B I;HL?P?E =;IJ?ED; ; -L?�
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BKFFE :;B F;HIED7B; ; :;BB\EH=7D?PP7P?ED; Y :EJJ�II7 "?K887�
D?
 9>; >7DDE <EHD?JE KD7 L?I?ED; F?X 7CF?7 ; 9ECFB;J7 :;B
GK7:HE :;BB; 9ED:?P?ED? 78?B?J7DJ? ?B I?IJ;C7 :? C?IKH7P?ED; ;
L7BKJ7P?ED; :;BB7 performance H?IF;JJE 7BB; ?D<EHC7P?ED? H;F;�
H?J;�;:�7D7B?PP7J;�D;?�:E9KC;DJ?�:;BB\;DJ;�

Le responsabilità e la governance
/D7 9ED:?P?ED; 78?B?J7DJ; ?B I?IJ;C7 :? C?IKH7P?ED; ; L7�
BKJ7P?ED; :;BB7 performance T IJH;JJ7C;DJ; B;=7J7
7BB\?:;DJ?<?97P?ED; :;=B? 7JJEH? 9>?7L; 9>; D;BB\;DJ; F7HJ;9?F7�
DE
 F?X E C;DE 7JJ?L7C;DJ;
 7BB7 H;:7P?ED; :;? :E9KC;DJ?
H;B7J?L? ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 perfor-

mance
 7BB\;<<;JJ?LE KJ?B?PPE :;BBE IJ;IIE 7BB\?DJ;HDE :;BB\;DJ; ;
7BB7�BEHE�:?<<KI?ED;�7BB\;IJ;HDE�
&7 B?D;7 :? H;IFEDI78?B?JS :;B 9ECKD; :? ,;==?E  C?B?7 T :;�
<?D?J7 ?D CE:E 9>?7HE ; FH;9?IE� -EDE ?:;DJ?<?97J; B; 7H;; :?
?DJ;HL;DJE :;B 9ECKD; ; B; H;IFEDI78?B?JS :? 9?7I9KD :?H?=;D�
J; :? B?D;7 7D9>; 7JJH7L;HIE B7 H7FFH;I;DJ7P?ED; =H7<?97 F;H
C;PPE :;BB\EH=7D?=H7CC7 :;BB7 IJHKJJKH7 7CC?D?IJH7J?L7� $DEB�
JH;
 B7 9EBB;=?7B?JS :;BB7 B?D;7 :? H;IFEDI78?B?JS T =7H7DJ?J7 =H7�
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P?; 7BB7 9ED<;H;DP7 :;? :?H?=;DJ?� &; <KDP?ED? :? GK;IJE EH=7DE
9EBB;=?7B; IEDE I?7 :? J?FE 9EDIKBJ?LE I?7 FHEFEI?J?LE ?D H;B7P?E�
D; 7BB\7II;JJE EH=7D?PP7J?LE :;B B7LEHE ;
 F?X ?D =;D;H7B;
 7BB;
FHE8B;C7J?9>;�:?�97H7JJ;H;�JH7IL;HI7B;�:;BB\;DJ;�
&; H;IFEDI78?B?JS D;BB\;DJ; IEDE FH;I;DJ? D;B =?S 9?J7JE H;=EB7�
C;DJE IKBB\EH:?D7C;DJE =;D;H7B; :;=B? K<<?9? ; :;? I;HL?P?
 9E�
IV 9EC; D;BB\EH=7D?=H7CC7 :;BB\;DJ;
 9>; ?:;DJ?<?97DE F;H 9?7�
I9KD HKEBE
 :?H;JJEH; =;D;H7B;
 :?H;JJEH? :\7H;7
 :?H?=;DJ? ; FE�
I?P?ED? EH=7D?PP7J?L; 9>?7H; 9ECF;J;DP; ; H;IFEDI78?B?JS� �:
;II?
 ?B F?7DE =;D;H7B; :? -L?BKFFE 7JJH?8K?I9; E8?;JJ?L? :? H?IKB�
J7JE :7 H7==?KD=;H; :? 97H7JJ;H; IJH7J;=?9E
 C;DJH; ?B * " 7J�
JH?8K?I9; BEHE E8?;JJ?L? :? H?IKBJ7JE :? 97H7JJ;H; =;IJ?ED7B; KD?J7�
C;DJ;�7BB;�H?IEHI;�F;H�H7==?KD=;H;�J7B?�E8?;JJ?L?�
�D9EH7 KD7 LEBJ7 ?B H;=EB7C;DJE IKBB\EH:?D7C;DJE =;D;H7B;
:;=B? K<<?9? ; :;? I;HL?P? ?:;DJ?<?97 ?B HKEBE ; B; H;IFEDI78?B?JS
F;H ? :?H?=;DJ? :? KD?JS :? FHE=;JJE ; ?B HKEBE ; B; H;IFEDI78?B?JS
:;? :?H?=;DJ? F;H B; 7JJ?L?JS 9EDJ?DK7J?L; :;BB\;DJ;� -? IEJJEB?D;7
?B <7JJE 9>; ?B 9ECKD; :? ,;==?E  C?B?7 >7 ILEBJE 7D9>;
KD\7D7B?I? 7FFHE<ED:?J7 F;H :;J;HC?D7H; GK7B? I?7DE B; 9ECF;�
J;DP; C7D7=;H?7B? ; J;9D?9>; D;9;II7H?; F;H H?9EFH?H; IF;9?�
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<?9? ?D97H?9>? 7BB\?DJ;HDE :;BB\;DJ;� )BJH; 7 9?W
 E=D? 7DDE L?;D;
ILEBJ7 KD7 L7BKJ7P?ED; :;B :?H?=;DJ; F;H L;H?<?97H;
B\7:;=K7J;PP7 :;BB; 9ECF;J;DP; D;9;II7H?; 7 H?9EFH?H; GK;BB7
:;J;HC?D7J7 FEI?P?ED; ?D9?:;D:E
 JH7 B\7BJHE
 7D9>;
IKBB\?D:;DD?JS :? FEI?P?ED; 7? <?D? :;B I?IJ;C7 FH;C?7DJ; ; H;�
JH?8KJ?LE�:;BB\;DJ;�
/D\7BJH7 9ED:?P?ED; 78?B?J7DJ; ?B I?IJ;C7 :? C?IKH7P?ED; ; L7�
BKJ7P?ED; :;BB7 performance FH;I;DJ; D;B 9ECKD; :? ,;==?E
 C?B?7 T BE IJH;JJE H799EH:E JH7 :E9KC;DJ? :? FHE=H7CC7P?ED;
; :;<?D?P?ED;
 7==?EHD7C;DJE ;: ;<<;JJ?L7 9EDEI9;DP7 :;=B?
E8?;JJ?L? IJH7J;=?9? :;BB\;DJ;� (;B 9ECKD; :? ,;==?E  C?B?7 ;I?�
IJEDE :?L;HI? :E9KC;DJ? 9>; 7IIEBLEDE 7 GK;IJE E8?;JJ?LE� ?B
F?7DE =;D;H7B; :? -L?BKFFE 9>; :;<?D?I9; =B? E8?;JJ?L? IJH7J;=?9?
9>; B\7CC?D?IJH7P?ED; ; ? IKE? EH=7D?IC? F7HJ;9?F7J? I? FH;<?=�
=EDE :? H7==?KD=;H; D;B 9EHIE :;B C7D:7JE� B7 ,** 9>; ?D:?�
L?:K7
 9ED KD EH?PPEDJ; J;CFEH7B; :? JH; 7DD?
 ? FHE=H7CC? ;
FHE=;JJ? 7II;=D7J? 7? I;HL?P?� ?B * "
 7FFHEL7JE 7DDK7BC;DJ;
:7BB7 =?KDJ7 9ECKD7B;
 9>; 9EDJ?;D; =B? E8?;JJ?L? =;IJ?ED7B? ;
B; H?IEHI; 7II;=D7J; 7? I;HL?P?� +K;IJ? :E9KC;DJ? IEDE
 :? <7J�
JE
�BE�IJHKC;DJE�:?�B7LEHE�:;?�:?H?=;DJ?�
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$B 9ECKD; :? ,;==?E  C?B?7
 7D9>; ?D EJJ;CF;H7DP7 :;=B? E8�
8B?=>? :? B;==;
 >7 FH;:?IFEIJE ; FK88B?97JE IKB FHEFH?E I?JE
?IJ?JKP?ED7B; B; 97HJ; :;? I;HL?P? :;? I;=K;DJ? I;HL?P?� I;HL?P?
:;CE=H7<?9?
 F?I9?D; 9ECKD7B?
 CKI;? 9?L?9?
 H?IJEH7P?ED; I9E�
B7IJ?97 ; I;HL?P? F;H F;HIED; :?L;HI7C;DJ; 78?B?� �7 KD\7D7B?I?
:;BB; 97HJ; :;? I;HL?P? FK88B?97J;
 I? 9EDIJ7J7 9>; H?IKBJ7DE ;I�
I;H; 7==?EHD7J; 7B C;I; :? C7==?E :;B ����� -? H?9EH:7 9>;
9ED B7 97HJ7 :;? I;HL?P? ?B 9ECKD; ?D<EHC7 ?B 9?JJ7:?DE IK? I;HL?�
P? E<<;HJ?
 IKBB; CE:7B?JS :? EH=7D?PP7P?ED; ;: ;HE=7P?ED; :;?
I;HL?P?
 IK=B? standard :? GK7B?JS 9>; B\7CC?D?IJH7P?ED; =7H7D�
J?I9; 7B 9?JJ7:?DE ?D H;B7P?ED; 7B I;HL?P?E ?D E==;JJE ; IKBB; FEI�
I?8?B?JS ; CE:7B?JS :? H;9B7CE D;B 97IE ?D 9K? DED I?7DE H?IF;J�
J7J? =B? ?CF;=D? 7IIKDJ? D;BB7 97HJ7� &\E8?;JJ?LE FH?C7H?E :;BB7
97HJ7 :;? I;HL?P? T ?D<7JJ? GK;BBE :? C;JJ;H; ?B 9?JJ7:?DE D;BB;
9ED:?P?ED? :? FEJ;H L7BKJ7H; ; 9EDJHEBB7H; :?H;JJ7C;DJ; B\7JJ?L?JS
; B7 GK7B?JS :;B I;HL?P?E ;HE=7JE� T KD ?CFEHJ7DJ; IJHKC;DJE :?
JH7IF7H;DP7
 JKJ;B7 ; 7I9EBJE :;B 9?JJ7:?DE
 IEFH7JJKJJE I;
 9E�
C; D;B 97IE :;BB; 97HJ; :? ,;==?E  C?B?7 IEDE ?D:?97J? ?D:?97�
JEH? :? ;<<?9?;DP7
 GK7DJ?JS ; ?D 7B9KD? 97I? custode satisfaction

;�GK7B?JS�
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$DEBJH;
 9EC; =?S 9?J7JE
 KD ;B;C;DJE <EHJ;C;DJ; 78?B?J7DJ; ?B
I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance F;H ?B
9ECKD; :? ,;==?E  C?B?7 T H7FFH;I;DJ7JE :7B H799EH:E I?IJ;�
C7J?9E JH7 ?B FHE9;IIE :? FHE=H7CC7P?ED; ; ?B FHE9;IIE :? L7�
BKJ7P?ED; :;BB; FEI?P?ED? :?H?=;DP?7B?� $B H?IKBJ7JE :;BB7 =;IJ?ED;
9EIJ?JK?I9; KDE :;=B? ;B;C;DJ? H?B;L7DJ? F;H B7 L7BKJ7P?ED; :;BB7
FH;IJ7P?ED; :?H?=;DP?7B;
 :? GK;BB7 :;BB; FEI?P?ED? EH=7D?PP7J?�
L; ; :? GK;BB7 :? JKJJ? ? <KDP?ED7H? ; :?F;D:;DJ? FK88B?9?� $D F7H�
J?9EB7H;
 I? H?9>?7C7 ?B <7JJE 9>; ? FHE=;JJ? IJH7J;=?9? ; B; FH?EH?JS
:? C7D:7JE >7DDE KD F;IE :?L;HIE D;BB7 L7BKJ7P?ED; :;B F;H�
IED7B; 9ED <KDP?ED; :?H?=;DP?7B; ; F;HIED7B; :?F;D:;DJ;� B7
L7BKJ7P?ED; :;BB; 9ECF;J;DP; J;9D?9>; H?IF;JJE 7B HKEBE L?;D;
<7JJ7 IEBE IKBB; 7BJ; F;HIED7B?JS
 C;DJH; F;H ?B F;HIED7B; ? FH;�
C? IEDE 7==7D9?7J? 7B H7==?KD=?C;DJE :;=B? E8?;JJ?L? F;HIED7B?
; B7 L7BKJ7P?ED; T 7==7D9?7J7 7BBE IL?BKFFE :;BB; 9ECF;J;D�
P;� &\?D:;DD?JS :? FH;IJ7P?ED;
 ELL;HE KD7 :;BB; :K; LE9? 9>;
9ECFED=EDE ?B I7B7H?E 799;IIEH?E :;B �?H?=;DJ;
 L?;D; F7H7�
C;JH7J7 7=B? ;<<;JJ?L? H?IKBJ7J? H7==?KDJ?
 ;IFH;II? 9EC; L7BEH;
F;H9;DJK7B; ?D H7FFEHJE 7=B? E8?;JJ?L? 7II;=D7J? 7: ?D?P?E 7DDE
JH7C?J;�?B * "�
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&7 L7BKJ7P?ED; :;BB\7:;=K7J;PP7 ; :;B B?L;BBE :? IL?BKFFE :;B
<7JJEH; T I?9KH7C;DJ; FEI?J?L7� ?B 9ECKD; :? ,;==?E  C?B?7
FH;I;DJ7 :?L;HI? <7JJEH? 78?B?J7DJ?
 JH7 9K? B; F;HIED;
 C7 7D9>;
? FHE9;II? F7HJ;9?F7J?L? ; B\?DJ;=H7P?ED; JH7 IJHKC;DJ? EH=7D?P�
P7J?L? ; IJH7J;=?9?� $D F7HJ?9EB7H;
 IEDE 8;D IF;9?<?97J? ; :;<?D?J?
? HKEB? ; B; H;IFEDI78?B?JS 9>; 9?7I9KD IE==;JJE ; ?B 9EDJH?8KJE
7 BEHE H?9>?;IJE 7B <?D; :? H7==?KD=;H; =B? E8?;JJ?L? IJH7J;=?9? ;
=;IJ?ED7B? ;IFH;II? D;? :E9KC;DJ? FH;:?IFEIJ? :7B 9ECKD; :?
,;==?E  C?B?7� *;H 9EDJHE
 I? ;L?:;DP?7 9>; B\;DJ; <7 C;DE H?�
9EHIE 7BBE IJHKC;DJE 97HJ7 :;? I;HL?P? F;H 9ECKD?97H; 9ED =B?
stakeholder ;IJ;HD?�

Il sistema di controllo e programmazione
/D 7BJHE <7JJEH; 78?B?J7DJ; ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7�
P?ED; :;BB7 performance T B;=7JE 7B =H7:E :? IE<?IJ?97P?ED;
:;B I?IJ;C7 :? FHE=H7CC7P?ED; ; 9EDJHEBBE :;BB\;DJ; JH7IF7�
H;DJ; ; ?B IKE 9EBB;=7C;DJE 9ED KD 7:;=K7JE I?IJ;C7 ?D<EH�
C7J?LE
 ?D =H7:E :? <EHD?H; KD7 H;D:?9EDJ7P?ED; I?IJ;C7J?97
:;? H?IKBJ7J? ; :? ?D:?L?:K7H; J;CF;IJ?L7C;DJ; ? C?=B?EH7C;DJ?
; ? 97C8?7C;DJ? :7 7FFEHJ7H; 7BB\EH=7D?PP7P?ED;� $DEBJH;
 I? T
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L7BKJ7JE $B =H7:E :? ?D:?F;D:;DP7 :;B I?IJ;C7 :? C?IKH7P?ED;
; L7BKJ7P?ED; :;BB7 performance
 9EC; KBJ;H?EH; :;J;HC?D7J;
:?�KD�8KED�I?IJ;C7�
&\?DJ;=H7P?ED; :;B I?IJ;C7 :? FHE=H7CC7P?ED; ; 9EDJHEBBE :;B
9ECKD; :? ,;==?E  C?B?7 H7FFH;I;DJ7 KD7 97H7JJ;H?IJ?97 ?C�
FEHJ7DJ; :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 per-

formance� $D F7HJ?9EB7H;
 ?B H?9EHIE ?D CE:E ?DJ;=H7JE :7 F7HJ;
:;BB\;DJ; :;=B? ?D:?97JEH? 9EDJ;DKJ? D;B I?IJ;C7 :? C?IKH7P?ED;
:;BB7 performance F;H IKFFEHJ7H; B; 7JJ?L?JS :? 9EDJHEBBE :?
=;IJ?ED; ; FHE=H7CC7P?ED; :;=B? E8?;JJ?L? IJH7J;=?9? ; :;=B?
E8?;JJ?L? EF;H7J?L?� (;B 97IE :;B 9ECKD; :? ,;==?E  C?B?7
 ?D�
<7JJ?
 ?B 9EDJHEBBE :? =;IJ?ED; ; ?B 9EDJHEBBE IJH7J;=?9E KJ?B?PP7DE
?D:?97JEH? :? ;<<?9?;DP7
 ;<<?979?7
 <?D7DP?7H?� +K;IJ? ?D:?97JEH?
IEDE :;<?D?J? ?D H?<;H?C;DJE 7BB; 7JJ?L?JS FH;I;DJ? D;? :E9KC;DJ?
IJH7J;=?9? ; =;IJ?ED7B? :;B 9ECKD; :? ,;==?E  C?B?7 GK7B? B7
,** ; ?B * " F;H IKFFEHJ7H; I?7 B; 7JJ?L?JS :? 9EDJHEBBE 9>; 7?
<?D? :? FHE=H7CC7P?ED; :;=B? E8?;JJ?L? IJH7J;=?9? ; EF;H7J?L?� $
report :;B 9EDJHEBBE :? =;IJ?ED; IEDE IEJJEFEIJ? 7BB\7JJ;DP?ED;
:;BB\EH=7DE FEB?J?9E�7CC?D?IJH7J?LE F;H?E:?97C;DJ;� $D F7HJ?�
9EB7H;
 I;C;IJH7BC;DJ; IEDE 9ED:?L?I? ? report H;B7J?L? 7BBE IJ7�
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JE :\7L7DP7C;DJE :;=B? E8?;JJ?L? IJH7J;=?9? ; GK7:H?C;IJH7B�
C;DJ; B; ?D<EHC7P?ED? 9>; H?=K7H:7DE =B? E8?;JJ?L? :? 97H7JJ;H;
=;IJ?ED7B;� .7B? H7FFEHJ? IEDE ?DEBJH; IEJJEFEIJ? 7BB\EH=7DE
FEB?J?9E�7CC?D?IJH7J?LE ; H;I? FK88B?9? ;DJHE ?B C;I; :? =?K=DE
:;BB\7DDE IK99;II?LE ?D CE:E J7B; :7 ;II;H; KJ?B?PP7J? F;H
B\7==?EHD7C;DJE :;? :E9KC;DJ? :? FHE=H7CC7P?ED; :;BB\;DJ;�
.KJJ? ? :E9KC;DJ? :? H;D:?9EDJ7P?ED;4�5 IEDE H;I? FK88B?9? ; :?�
IFED?8?B? 7BB7 9?JJ7:?D7DP7 IKB FEHJ7B; ?IJ?JKP?ED7B; :;B 9ECKD;
:? ,;==?E  C?B?7 ;DJHE B7 <?D; :;B C;I; :? =?K=DE :;BB\7DDE
IK99;II?LE 7BB7 9>?KIKH7 :;BB\;I;H9?P?E :? H?<;H?C;DJE ?D <EHC7�
JE�F:<�
$B F?7DE :;BB7 performance DED T 7D9EH7 IJ7JE <EHC7BC;DJ;
7:EJJ7JE
 C7 B\7JJK7B; IJHKJJKH7P?ED; :;B I?IJ;C7 :? FHE=H7C�
C7P?ED; :;B 9ECKD; :? ,;==?E  C?B?7 I? 9ED<?=KH7 IEIJ7D�
P?7BC;DJ; 9EC; B\7B8;HE :;BB; performance 9EIV 9EC; :;<?D?JE
D;BB7 :;B?8;H7 �?0$. ������� 4&;==? ?B J;IJE ?D H;J; 5� &7 <?�
=KH7 <7 8;D DEJ7H; B; H;B7P?ED? ;I?IJ;DJ? JH7 JKJJ? ? :E9KC;DJ? :?
FHE=H7CC7P?ED;
 9ECFH;IE ?B budget :;BB\;DJ;� 0;D=EDE :;�
<?D?J? 7 L7H?E B?L;BBE
 I?7 IJH7J;=?9E 9>; =;IJ?ED7B;
 =B? E8?;JJ?�
L? 9>; B\EH=7D?PP7P?ED; I? T FH;<?II7J7 :? H7==?KD=;H;
 =B? ?D�
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:?97JEH? F;H C?IKH7H; ? H?IKBJ7J? H7==?KDJ? ; ? target�E8?;JJ?LE
:7 H7==?KD=;H;� -EDE ?D:?L?:K7J? 7D9>; CEBJ;FB?9? ?D:?97JEH?
:? outcome 9>; 9EFHEDE B; :?L;HI; 7H;; :? ?DJ;HL;DJE
:;BB\7CC?D?IJH7P?ED;�9ECKD7B;�
� =7H7DP?7 :;BB\?DJ;=H?JS =;IJ?ED7B; ?B 9ECKD; >7 :;<?D?JE KD7
I;H?; :? ?IF;P?ED? ;: audit ?DJ;HD? 7 97H7JJ;H; F;H?E:?9E� $D F7H�
J?9EB7H;
 B7 9ECC?II?ED; :? internal audit
 9>; >7 7D9>; <KD�
P?ED? ?IF;JJ?L;
 >7 B; I;=K;DJ? <?D7B?JS� 7JJ?L?JS :? audit :? FHE�
9;IIE
 GK7B? B7 L7BKJ7P?ED; :;BB\7:;=K7J;PP7
 :;BB7 H;=EB7H?JS

:;BB\7<<?:78?B?JS ; :;BB7 <KDP?ED7B?JS :;? FHE9;II?
 :;BB; FHE9;�
:KH; ; :;? C;JE:? ?D H7FFEHJE 7=B? E8?;JJ?L? IJ78?B?J? :7BB\;DJ;�
7JJ?L?JS :? audit :? H;=EB7H?JS ; 9ED<EHC?JS :;? FHE9;II? 7BB7 B;�
=?IB7P?ED;�L?=;DJ;�;�7?�H;=EB7C;DJ?�9ECKD7B?�
$B 9ECKD;
 >7 ?DEBJH; IJ?FKB7JE KD F7JJE IKBB7 GK7B?JS :;? I;HL?P?
9ED ? 9?JJ7:?D?
 ;: ?D9EHFEH7 7BB\?DJ;HDE :;BB; H?B;L7P?ED? :? GK7�
B?JS :;? I;HL?P? 7D9>; B\7D7B?I? :? ;HHEH?
 H;9B7C? ; I;=D7B7P?ED?
9>; 7D7B?PP7 7II;=D7D:E BEHE :?L;HI; 9B7II? :? ]H?I9>?E^� �?W
>7 :7JE L?J7 7 KD 9?9BE 9EDJ?DKE :? 7P?ED? IJHKJJKH7J; <ED:7J;
IKBB\7I9EBJE�;�IKBB\EH?;DJ7C;DJE�7B�9?JJ7:?DE�
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$B H7FFEHJE JH7 I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 per-

formance ; EH=7D? FEB?J?9E�7CC?D?IJH7J?LE :;BB\;DJ; H7FFH;�
I;DJ7 KD 7BJHE ;B;C;DJE 78?B?J7DJ; ?B <KDP?ED7C;DJE :;BBE IJ;I�
IE� $D F7HJ?9EB7H; I? T L;H?<?97JE B7 H;=EB7H?JS ; B\;<<;JJ?LE HKE�
BE ILEBJE :7=B? EH=7D? D;BB\7C8?JE :;BB7 =;IJ?ED; :;B I?IJ;C7
:? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance� &\7D7B?I? >7
;L?:;DP?7JE 9>; ?B 9EDI?=B?E 9ECKD7B; 7FFHEL7 ? :E9KC;DJ? :?
FHE=H7CC7P?ED; ;DJHE B; I97:;DP; :;<?D?J; F;H B;==; ;: ?C�
F?;=7 =B? IJHKC;DJ? :? FHE=H7CC7P?ED; ; 9EDJHEBBE F;H L;H?<?�
97H; B\7D:7C;DJE :;BB\7CC?D?IJH7P?ED;� $DEBJH;
 B; B?D;; FHE�
=H7CC7J?9>; :? C7D:7JE
 7FFHEL7J; :7B 9EDI?=B?E 9ECKD7B;
7BB\?D?P?E :;B C7D:7JE 7CC?D?IJH7J?LE
 :;B?D;7DE ? FHE=H7CC?
; FHE=;JJ? 9EDJ;DKJ? D;B FHE=H7CC7 ;B;JJEH7B; :;B I?D:79E 9ED
KD EH?PPEDJ; J;CFEH7B; :? � 7DD?
 IKBB7 87I; :;? GK7B? I? IL?�
BKFF7DE ? :E9KC;DJ? <79;DJ? F7HJ; :;B I?IJ;C7 ?DJ;=H7JE :? F?7�
D?<?97P?ED;�
$B HKEBE 9>; ?B :?H;JJEH; =;D;H7B; H?9EFH; T CEBJE L7IJE ; =E�
L;HD7 :?L;HI; <KDP?ED? IJH7J;=?9>; F;H B\;DJ;� �? 9EDI;=K;DP7
FKW :7H; KD F7HJ?9EB7H; ?CFKBIE 7BB\EH=7D?PP7P?ED; ; 7BB; ?D�
DEL7P?ED?�9>;�;II7�FEHJ7�7L7DJ?�
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$ :?H?=;DJ? ; <KDP?ED7H? :;B 9ECKD; :? ,;==?E  C?B?7 H;9;F?�
I9EDE =B? ?D:?H?PP? <EHCKB7J? :7B I?D:79E ; :7BB7 =?KDJ7
 FHEFE�
D;D:E ?B 9EDJ;DKJE EF;H7J?LE :;=B? E8?;JJ?L? :;BB7 FHE=H7CC7�
P?ED; ; ILEB=EDE B; 7JJ?L?JS :? 9EEH:?D7C;DJE ; =;IJ?ED; D;�
9;II7H?; 7 H7==?KD=;H; =B? E8?;JJ?L? :;<?D?J? ; 9EBB78EH7DE 9ED
=B?�EH=7D?�:? staff D;B�CED?JEH7==?E�:;=B?�E8?;JJ?L?�7II;=D7J?�
$B HKEBE :;? FEHJ7JEH? :? ?DJ;H;II; D;B FHE9;IIE :? :;<?D?P?ED;
:;BB; FH?EH?JS D;BB7 H;D:?9EDJ7P?ED; F;H?E:?97 :;B B?L;BBE :? H;7�
B?PP7P?ED; :;=B? E8?;JJ?L? :;BB\7CC?D?IJH7P?ED; T 7D9EH7 ?D KD7
<7I; :? FH?CE IL?BKFFE� ?B 9ECKD; >7 7FFHEL7JE D;B 9EHIE :;B
���� B7 :?H;JJ?L74��5 ]�JJ?L7P?ED; ; =;IJ?ED; :;? FHE9;II? F7H�
J;9?F7J?L? :;B 9ECKD; :? ,;==?E  C?B?7^ 9>; :;<?D?I9; =B? ?C�
F;=D?
 ? HKEB? ; B; H;IFEDI78?B?JS :;? L7H? FEHJ7JEH? :? ?DJ;H;II;
:7BB7 <7I; ?D?P?7B; :? 7JJ?L7P?ED; 7 GK;BB7 9ED9BKI?L7 :? H;D:?�
9EDJ7P?ED;�;�CED?JEH7==?E�:;?�FHE9;II?�F7HJ;9?F7J?L?�
&\)$0
 9EC; T =?S IJ7JE :;JJE
 DED T IJ7JE 7D9EH7 DEC?D7JE�
.KJJ7L?7
 ?B H;=EB7C;DJE IKBB\EH:?D7C;DJE =;D;H7B; :;=B? K<<?9?
; :;? I;HL?P? D; :;<?D?I9; B7 9ECFEI?P?ED;
 ?B <KDP?ED7C;DJE ;
B;�9ECF;J;DP;�
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-KBB7 87I; :? GK;IJ; ?D:?97P?ED?
 I? FKW 7<<;HC7H; 9>; ?B =H7:E
:? ?DJ;=H7P?ED; :;B I?IJ;C7 :? FHE=H7CC7P?ED; ; 9EDJHEBBE ; ?B
8KED <KDP?ED7C;DJE :;=B? EH=7D? 7CC?D?IJH7J?L? ; FEB?J?9? >7D�
DE KD ?CF7JJE FEI?J?LE IKB I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?E�
D; :;BB7 performance ; 9EBBE97DE 7: KDE IJ7:?E CEBJE 7L7D�
P7JE�B\;IF;H?;DP7�:;B 9ECKD;�:?�,;==?E� C?B?7�

La gestione delle risorse umane e il capitale
organizzativo
$B J;HPE <7JJEH; 78?B?J7DJ; ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?E�
D; :;BB7 performance T H7FFH;I;DJ7JE :7BB7 =;IJ?ED; :;B F;H�
IED7B;
 ?D F7HJ?9EB7H; B\E8?;JJ?LE T GK;BBE :? FH;I;DJ7H; I; ?B 9E�
CKD; I? T :EJ7JE :? KD GK7:HE I?IJ;C7J?9E :? H?<;H?C;DJE F;H
B7 =;IJ?ED; :;B F;HIED7B; I;9ED:E 9H?J;H? :? ;J?9?JS ; :? H;=EB7�
H?JS IJ78?B;D:E ? H;GK?I?J? 9KBJKH7B? ; FHE<;II?ED7B?
 ; ?B I?IJ;C7
:?�L7BKJ7P?ED;�:;B�F;HIED7B;�
&7 L7BKJ7P?ED; T IJ7J7 <7JJ7 :?<<;H;DP?7D:E ?B F;HIED7B; 9ED
GK7B?<?97 :?H?=;DP?7B; ; B; FEI?P?ED? EH=7D?PP7J?L; :7B F;HIED7�
B; :?F;D:;DJ;� �EC; =?S 799;DD7JE
 ?B I?IJ;C7 :? L7BKJ7P?ED;
:;BB7 :?H?=;DP7 I? 87I7 IKBB7 97F79?JS :;B F;HIED7B; :?H?=;D�
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P?7B; :? 9EDJH?8K?H; 7B H7==?KD=?C;DJE :;=B? E8?;JJ?L? :;BB\;DJ;
; :;BB7 FHEFH?7 IJHKJJKH7 EH=7D?PP7J?L7� IKBB7 97F79?JS :? =;�
IJ?H; ?D J;HC?D? :? IL?BKFFE FHE<;II?ED7B; ? FHEFH? 9EBB78EH7JE�
H? ; :;BB7 97F79?JS :? L7BKJ7HB?� IKBB7 IF;9?<?9?JS ; L7B;DP7 :;B�
B; 9ECF;J;DP; FHE<;II?ED7B? ; C7D7=;H?7B? ?D:?L?:K7B? :?CE�
IJH7J;� &7 L7BKJ7P?ED; :;BB7 performance ?D:?L?:K7B; :;B F;H�
IED7B; :? 9ECF7HJE H?B;L7 I?7 B\7FFEHJE FHE<;II?ED7B; 7? H?IKB�
J7J? 7DDK7B? :;BB\7H;7 :? 7FF7HJ;D;DP7 I?7 9ECFEHJ7C;DJ? EH�
=7D?PP7J?L? :;B L7BKJ7JE� &7 L7BKJ7P?ED; :;? FHE9;II? ; :;BB;
9ECF;J;DP; FH;L?IJ; :7B FHE<?BE FHE<;II?ED7B; :? H?<;H?C;DJE

F;HC;JJ; :? IJ?B7H; KD ]FHE<?BE ?D:?L?:K7B;^ 9ED B; 7H;; :? <EHP7
; :? C?=B?EH7C;DJE� +K;IJE 9EDI;DJ?HS :? :;<?D?H; B; IK99;I�
I?L; 7P?ED? =;IJ?ED7B? ; :? IL?BKFFE �7P?ED? <EHC7J?L;
 CE8?B?JS
;99���� �7 H;=EB7C;DJE ?B I?IJ;C7 FH;C?7DJ; :;L; ;II;H; 7B�
B?D;7JE 9ED B; I9;BJ; :? <ED:E :;BB\EH=7D?PP7P?ED; ; 9ED ? H?�
IKBJ7J? :;BB\7CC?D?IJH7P?ED;� $B I?IJ;C7 :? L7BKJ7P?ED; :;B F;H�
IED7B; :? 9ECF7HJE I? 87I7
 9EC; GK;BBE F;H B7 :?H?=;DP7
 IK
KD7 C;JE:EBE=?7 I9H?JJ7
 9ED:?L?I7 ; JH7IF7H;DJ;� &7 J;CF?IJ?�
97 ; ? FHE9;II? :? H;L?I?ED; I;=KEDE B; EII;HL7P?ED? :;B?D;7J;
F;H�?B�I?IJ;C7�:?�L7BKJ7P?ED;�:;BB7�:?H?=;DP7�
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$B 9ECKD; :? ,;==?E  C?B?7 ?DL;IJ; CEBJE D;BB7 <EHC7P?ED;
H;B7J?L7 B\7==?EHD7C;DJE
 B7 GK7B?<?97P?ED; ; ?B H?�EH?;DJ7C;DJE
FHE<;II?ED7B;� &7 <EHC7P?ED; T =;IJ?J7 :?H;JJ7C;DJ; :7B I;H�
L?P?E =;IJ?ED; ; -L?BKFFE :;BB; H?IEHI; KC7D; ;: EH=7D?PP7�
P?ED; ;
 :? 9ED9;HJE 9ED B; :?L;HI; IJHKJJKH;
 :;<?D?I9; ? F;H�
9EHI? D;9;II7H?� $ FHE=H7CC? :? <EHC7P?ED; IEDE :;9B?D7J? ?D
:K; :E9KC;DJ?� ?B F?7DE :? !EHC7P?ED; JH?;DD7B; ; ?B F?7DE :?
<EHC7P?ED; 7DDK7B;
 9>; 9EDJ;D=EDE <EHC7P?ED; :? ?D=H;IIE

7==?EHD7C;DJE FHE<;II?ED7B; ; <EHC7P?ED; B;=7J? 7 FHE9;II?
H?EH=7D?PP7J?L?� $B FKDJE :? F7HJ;DP7 F;H B7 :;<?D?P?ED; :;? <78�
8?IE=D? IEDE B; H;B7P?ED? IK? FHE<?B? FHE<;II?ED7B? ; ?B 9ED<HEDJE
9ED ? :?H?=;DJ?� +K;IJE FHE9;IIE 9EDI;DJ; :? :;9B?D7H; =B? 7C�
8?J? IK 9K? <7H; <EHC7P?ED; ; ?B 9EC; <7HBE 7 I;9ED:7 :;B J?FE
:?�<EHC7P?ED;�J7H7J7�IKBB7�L?J7�FHE<;II?ED7B;�:;B�B7LEH7JEH;�
$B H799EH:E JH7 I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 per-

formance ; L7BKJ7P?ED; :;B F;HIED7B; ; B7 9ECF7HJ;9?F7P?E�
D; :;? :?H?=;DJ? D;BB7 :;<?D?P?ED; :;? F?7D? :? <EHC7P?ED; H7F�
FH;I;DJ7DE ;B;C;DJ? ?CFEHJ7DJ? F;H 9H;7H; KD 7C8?;DJ; EH=7�
D?PP7J?LE IJ?CEB7DJ;� � 9ED9BKI?ED; :;BB\7D7B?I? :? GK;IJ? 9H?�
J;H? FEII?7CE I?9KH7C;DJ; 7<<;HC7H; 9>; ? I?IJ;C? :? L7BKJ7�
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P?ED; :;BB7 :?H?=;DP7 ; :;B F;HIED7B; ?D KIE D;B 9ECKD; :?
,;==?E  C?B?7 I? FEI?P?ED7DE 7: KD B?L;BBE CEBJE 7L7DP7JE�
&\;IF;H?;DP7 I;=K?J7 :?CEIJH7 F?;D7 ;<<?979?7 :;? I?IJ;C? :?
L7BKJ7P?ED; :;B F;HIED7B; 9EIV 9EC; :;<?D?J? ; IJHKJJKH7J?
D;BB\;IF;H?;DP7�H;==?7D7�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7 a ����D7B?I?�:;B�I?IJ;�
C7�:?�C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7 a ��� Review :;B�I?�
IJ;C7�:?�C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7

Il sistema di misurazione
$D GK;IJE F7H7=H7<E I? :;I9H?L; ?B CE:;BBE :? H7FFH;I;DJ7P?ED;
:;BB; 7JJ?L?JS ILEBJ; ; :;? H?IKBJ7J? :? 9ECF;J;DP7
:;BB\EH=7D?PP7P?ED;� $DEBJH;
 I? FH;I;DJ7 B7 C;JE:EBE=?7 7:EJ�
J7J7 7? <?D? :;BB7 C?IKH7P?ED; :;BB7 performance EH=7D?PP7J?L7
;�?D:?L?:K7B;�
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Gli ambiti di misurazione e valutazione
$B 9ECKD; :? ,;==?E  C?B?7 >7 :;<?D?JE KDE I9>;C7 BE=?9E
:? ?DJ;=H7P?ED; :;? :E9KC;DJ? :? FHE=H7CC7P?ED; IKBB7 87I;
:;B GK7B; 9EIJHK?H; ?B I?IJ;C7 :? H7FFH;I;DJ7P?ED; :;BB7 per-

formance� &7 <?=KH7 IEFH7 9?J7J7 ; :;I9H?JJ7 CEIJH7 J7B; I9>;�
C7 BE=?9E ?D KIE D;B 9ECKD; :? ,;==?E  C?B?7� .7B; CE:;BBE
I? 9ED<?=KH7
 :? <7JJE
 9EC; ?B 9?9BE :;BB7 performance :;B 9E�
CKD; :? ,;==?E  C?B?7� &\?CF?7DJE T IJHKJJKH7JE ?D CE:E J7B;
:7 B;=7H; KD?LE97C;DJ; FHE=H7CC?
 E8?;JJ?L? IJH7J;=?9? ; 7P?E�
D? 7 FHE:EJJ? ; I;HL?P?� -EDE :;<?D?J? ?D:?97JEH? :? H?IKBJ7JE F;H ?
FHE=H7CC?
 =B? E8?;JJ?L? ; B; 7P?ED?� $B 9ECKD; >7 ;IFB?9?J7JE =B?
E8?;JJ?L? IJH7J;=?9? ; B; 7P?ED? :;9B?D7D:ED; B; H;IFEDI78?B?JS ;
:;H?L7 B; H?IEHI; :?IFED?8?B? :7BB7 9EDJ78?B?JS 7D7B?J?97
 7HJ?9EB7�
J7 ?D 9;DJH? :? 9EIJE
 9>; 9EHH?IFED:EDE ?D 7B9KD? 97I? 7? FHE�
:EJJ?
 :;<?D?J? IKBB7 87I; :;BB7 IJHKJJKH7 EH=7D?PP7J?L7� $ �;DJH?
:? �EIJE
 :;<?D?J? IKBB7 87I; :;BB7 IJHKJJKH7 EH=7D?PP7J?L7
 FEI�
IEDE DED 9EHH?IFED:;H; 9ED ? FHE:EJJ?� ?D<7JJ? F;H 7B9KD? I;HL?�
P?
 9EC; GK;BB? 7BB7 F;HIED7
 IEDE F?X 7==H;=7J? E F?X 7HJ?9E�
B7J?�
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$B 9ECKD; :? ,;==?E  C?B?7 >7 ?:;DJ?<?97JE JKJJ; B; 7JJ?L?JS ;
I;HL?P? �:?IJ?D=K;D:E JH7 7JJ?L?JSFHE:EJJ? =;IJ?ED7B? ; 7JJ?L?JS
FHE:EJJ? IJH7J;=?9?� 7JJH?8K;D:ED; B; H;IFEDI78?B?JS� �JJH7L;HIE
?B * "
 >7 ?:;DJ?<?97JE KD7 I;H?; :? ?D:?97JEH? 9>; H?=K7H:7DE B7
:?C;DI?ED; :;BB\KJ;DP7
 B; H?IEHI; :?IFED?8?B? ;: 7B9KD? ?D:?97�
JEH? FH;L7B;DJ;C;DJ; :? GK7DJ?JS ;: ;<<?9?;DP7 Y ?DJ;I7 9EC;
9EIJ? E J;CF?� �7 IEJJEB?D;7H; ?B <7JJE 9>; DED I;CFH; ? :7J?
7 :?IFEI?P?ED; :;BB\;DJ; E 9>; I? FEIIEDE H?97L7H; :7B I?IJ;�
C7 :? FHE=H7CC7P?ED; ; 9EDJHEBBE ?D KIE D;B 9ECKD; I?7DE :?
;B;L7J7 GK7B?JS� *;H GK7DJE H?=K7H:7 ?B H7FFEHJE 9ED B; F7HJ;9?�
F7J; ; ? I;HL?P? 9>; 7: ;II; IEDE 7<<?:7J;
 ?B 9ECKD; :;<?D?I9;
F?7D? :? H7P?ED7B?PP7P?ED; ; B?D;; :? ?D:?H?PPE� (;BB; B?D;; :? ?D�
:?H?PPE IEDE ?D:?97J? ?D:?97JEH? 9>; DED :;LEDE ;II;H; D;9;I�
I7H?7C;DJ; H7==?KDJ?
 C7 IK 9K? B; F7HJ;9?F7J; :;LEDE <EHD?H;
?D:?97P?ED? F;H?E:?9>;� (ED I;CFH; IEDE ?:;DJ?<?97J? =B? stan-

dard 7<<?:7J; 7BB; F7HJ;9?F7J; E 7BB; 9ED9;II?ED7H?; :? I;HL?P?
FK88B?9?�
*;H GK7DJE H?=K7H:7 =B? IJ7J? :? I7BKJ; B7 I?JK7P?ED; 7FF7H; L7�
H?;=7J7 ?D GK7DJE ?B 9ECKD; :? ,;==?E  C?B?7 >7 ?:;DJ?<?97JE
BE -J7JE :? -7BKJ; <?D7DP?7H?7 ;IFB?9?J7D:EBE FH;L7B;DJ;C;DJ;
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7JJH7L;HIE KD :E9KC;DJE :;DEC?D7JE *7DEH7C7 !?D7DP?7�
H?E4��5� ,?IF;JJE 7 9?W >7 :;<?D?JE E8?;JJ?L?
 H?IEHI; ; <EHD?I9;
KD H;D:?9EDJE :;JJ7=B?7JE IKBBE IJ7JE :? H7==?KD=?C;DJE :;=B?
?D:?97JEH?� "B? ?D:?97JEH? FHEFEIJ? IEDE GK;BB? J?F?9? :;BB7 9ED�
J78?B?JS <?D7DP?7H?7� *;H GK7DJE H?=K7H:7 BE -J7JE :? I7BKJ; EH�
=7D?PP7J?L7 ?B 9ECKD; :? ,;==?E  C?B?7 DED >7 ;IFB?9?J7C;D�
J; ?D:?L?:K7JE KD7 I9>;:7 IKBBE IJ7JE :? I7BKJ; EH=7D?PP7J?L7

C7 7BB\?DJ;HDE :;BB7 ,** T IJ7JE :;<?D?JE KD E8?;JJ?LE 9>; FED;
B\7JJ;DP?ED; IKBBE IL?BKFFE :;BB; 9ECF;J;DP; ; >7 ?D:?L?:K7JE
:?L;HI? ?D:?97JEH? F;H CED?JEH7H; ?B H7==?KD=?C;DJE :;=B? E8?;J�
J?L?� �?I9EHIE 7D7BE=E FKW ;II;H; <7JJE F;H BE -J7JE :? -7BKJ;
:;BB; ,;B7P?ED? :EL; ?B 9ECKD; >7 ;IFB?9?J7JE 7B9KD? :;? FEHJ7�
JEH? :? ?DJ;H;II;
 9EC; B; IE9?;JS F7HJ;9?F7J;
 C7 DED >7 ?D�
:?L?:K7JE ?D:?97JEH? FKDJK7B? IKBBE IJ7JE :;BB; H;B7P?ED? 7 I?IJ;�
C7� $D F7HJ?9EB7H; ;I?IJEDE ?D<EHC7P?ED? C7 DED IEDE H7FFH;�
I;DJ7J;�7�B?L;BBE�:?�;DJ;�
*;H GK7DJE H?=K7H:7 =B? ?CF7JJ? FHE:EJJ? :7BB\7CC?D?IJH7P?ED;
?B 9ECKD; >7 ?:;DJ?<?97JE B; 7H;; :? ?CF7JJE ; 7B9KD? ?D:?97JE�
H? F;H 9?7I9KD7 :? ;II;� .KJJ7L?7 B\7CC?D?IJH7P?ED; DED KJ?B?P�
P7 ?D:?97JEH? proxy :? H?<;H?C;DJE ; DED ;IFB?9?J7 B; H;B7P?ED?
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?DJ;H�?IJ?JKP?ED7B? 9>; ?D<BK;DP7DE J7B? ?CF7JJ?� $B 9ED<HEDJE 9ED
7BJH; 7CC?D?IJH7P?ED? DED T F?;D7C;DJ; :;<?D?JE� ?B 9ECKD; :?
,;==?E  C?B?7 DED >7 ?:;DJ?<?97JE 7BJH; 7CC?D?IJH7P?ED? 9ED B;
GK7B? ILEB=;H; KD 7P?ED; I?IJ;C7J?97 E I;B;JJ?L7 :? 9ED<HEDJE�
JKJJ7L?7 79GK?IJ7 KD7 I;H?; :? :7J? :7 'ED?JEH �?JJS F;H H7FFH;�
I;DJ7H; B7 FHEFH?7 I?JK7P?ED; ; performance ?D H;B7P?ED; 7BB7
C;:?7 D7P?ED7B; E H?IF;JJE 7BB; 7CC?D?IJH7P?ED? B?C?JHE<; 7<<;�
H;DJ?�7B�879?DE�:;BB\ C?B?7�,EC7=D7�
&7 L7BKJ7P?ED; 9ECFB;II?L7 :? GK;IJE <7JJEH; 7FF7H; FEI?J?L7�
$B I?IJ;C7 D;B IKE 9ECFB;IIE I? CEIJH7 8;D IJHKJJKH7JE ; 9E�
FH; ?D CE:E ;I7KIJ?LE ? :?L;HI? 7C8?J? :? C?IKH7P?ED; ; L7BK�
J7P?ED; :;BB7 performance� �? IEDE 7B9KD; 7H;; 9>; ?B 9ECK�
D; :? ,;==?E  C?B?7 :ELH;88; FH;I?:?7H; 9ED KD7 C7==?EH;
7JJ;DP?ED;� .7B? 7H;; I? H?<;H?I9EDE 7BBE IJ7JE :? I7BKJ; EH=7D?P�
P7J?LE ; 7BBE -J7JE :? -7BKJ; :;BB; ,;B7P?ED?
 7BB7 performance

:;BB; 7P?;D:; F7HJ;9?F7J; ; 9ED9;II?ED7H?; :? I;HL?P? FK88B?9?
;�7B�9ED<HEDJE�9ED�7BJH?�;DJ?�
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Metodologie di misurazione e valutazione
/D 8KED I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 perfor-

mance T 97H7JJ;H?PP7JE :7BB7 FH;I;DP7 :? ?D:?97JEH? ?D =H7:E :?
H7FFH;I;DJ7H; =B? 7C8?J? :? C?IKH7P?ED; ?D:?L?:K7J?� B7 IJH7J;�
=?7
 ? I;HL?P? ;HE=7J? :7BB\;DJ; E :7 7P?;D:; F7HJ;9?F7J; E 9ED�
9;II?ED7H?; :? I;HL?P?
 BE IJ7JE :? I7BKJ; :;BB\;DJ; ;: ?D F7HJ?9E�
B7H; BE IJ7JE :? I7BKJ; <?D7DP?7H?7
 EH=7D?PP7J?L7 ; :;BB; H;B7P?E�
D?
 =B? ?CF7JJ? FHE:EJJ? :7BB\7P?ED; 7CC?D?IJH7J?L7 ; B7 FH;I;DP7
:? ?D:?97JEH? 9>; FEII7DE ;II;H; KJ?B?PP7J? F;H <7H; 7JJ?L?JS :?
benchmarking JH7�7CC?D?IJH7P?ED?�JH7�BEHE�9ED<HEDJ78?B?�
$B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance :;B
9ECKD; :? ,;==?E  C?B?7
 :;<?D?I9; C;:?7DJ; B7 I;B;P?ED; :?
EFFEHJKD? ?D:?97JEH?
 KD B?L;BBE :? 7JJK7P?ED; :;=B? E8?;JJ?L? IJH7�
J;=?9? :;BB\7CC?D?IJH7P?ED;� *;H E=D? E8?;JJ?LE IJH7J;=?9E ?B I?�
IJ;C7 C?IKH7 JH7C?J; EFFEHJKD? ?D:?97JEH?
 B; H?IEHI;
 ? H?IKBJ7J?
; =B? ?CF7JJ? 9>; :;H?L;H7DDE :7BB7 H;7B?PP7P?ED; :;BB\E8?;JJ?LE
IJH7J;=?9E� (;BB7 <7JJ?IF;9?;
 ?B I?IJ;C7 :? C?IKH7P?ED; :;BB7
performance :;B 9ECKD; :? ,;==?E  C?B?7 T 7HJ?9EB7JE ?D FHE�
=H7CC?
 7 9K? 9EHH?IFED:EDE E8?;JJ?L? ;: 7P?ED? IJH7J;=?9>;�
*;H 9?7I9KDE :? ;II? IEDE ?:;DJ?<?97J? ?D:?97JEH? 9ED 9K? IEDE

L’esperienza del comune di Reggio Emilia



C?IKH7J? ? H?IKBJ7J? ; =B? ?CF7JJ?� "B? ?D:?97JEH? ?D:?L?:K7J? ; C?IK�
H7J? DED IEDE IEBE :? D7JKH7 <?D7DP?7H?7
 C7 C?IKH7DE 7D9>;
B\;<<?979?7�:;BB;�7P?ED?�?DJH7FH;I;�;�B\;<<?9?;DP7�
"B? ?D:?97JEH? 9>; I? H?<;H?I9EDE 7: 7JJ?L?JS ; I;HL?P? DED I;CFH;
9EDI;DJEDE KD7 C?IKH7P?ED; :;BB\;<<?9?;DP7 ; :;? B?L;BB? :? ;<�
<?979?7 ; customer satisfaction� $B * " 9EDJ?;D; FH;L7B;DJ;�
C;DJ; ?D:?97JEH? :? GK7DJ?JS ; ?D F7HJ; :? ;<<?9?;DP7� *;H GK7DJE
9ED9;HD; B\7H;7 :;? I;HL?P? 7BB7 F;HIED7 IEDE FH;I;DJ? ; CE�
D?JEH7J? 7D9>; 7B9KD? ?D:?97JEH? :? customer satisfaction� *;H
7B9KD; 7H;; :? I;HL?P?E
 GK7B? B7 9KBJKH7
 IFEHJ
 8?8B?EJ;97
 IE�
9?7B;
 L;H:; ; CE8?B?JS
 EF;H; FK88B?9>;
 IEDE ?D 9EHIE :? :;�
<?D?P?ED; IF;9?<?9>; 87JJ;H?; :? ?D:?97JEH? LEBJ? 7BB7 C?IKH7P?E�
D; FKDJK7B; ; I?IJ;C7J?97 :;BB; IK::;JJ; 7H;;� $ 9H?J;H? GK7B?
B\799;II?8?B?JS
 B7 J;CF;IJ?L?JS
 B7 JH7IF7H;DP7 ; B\;<<?979?7 :;?
I;HL?P? ;HE=7J? :7B 9ECKD; DED IEDE FKDJK7BC;DJ; CED?JEH7J?
DU IEDE ;IFB?9?J7J? ?D 7FFEI?J? :E9KC;DJ?� .KJJ7L?7
 7JJH7L;HIE
KD I;HL?P?E 9>?7C7JE �?JO.H79A T FEII?8?B; C7FF7H; ?D EJJ?97
GK7DJ?J7J?L7 7B9KD? I;HL?P? 7JJH7L;HIE B\?:;DJ?<?97P?ED; :? ?D:?97�
JEH? GK7DJ?J7J?L? IKB J;HH?JEH?E� *;H ? I;HL?P? ;HE=7J? :7 F7HJ;9?F7�
J; E ?D 9ED9;II?ED; B\7CC?D?IJH7P?ED; DED H?B;L7 :?H;JJ7C;DJ;
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B; 9ED:?P?ED? :? ;HE=7P?ED; ?D J;HC?D? :? 799;II?8?B?JS
 J;CF;�
IJ?L?JS
 JH7IF7H;DP7 ;: ;<<?979?7� $D 7B9KD? 97I?
 H?9;L; F;HW ?D�
<EHC7P?ED?�IK=B? standard :?�I;HL?P?E�:7�GK;IJ?�IE==;JJ?�J;HP?�
*;H GK7DJE H?=K7H:7 BE IJ7JE :? I7BKJ; <?D7DP?7H?7 :;BB\;DJ; ;I�
IE T C?IKH7JE C;:?7DJ; ?D:?97JEH? :? I?DJ;I? 9>; I? H?<;H?I9EDE
7BB\;GK?B?8H?E ;9EDEC?9E
 7BB; ;DJH7J;
 7BB; IF;I;
 7BB7 9EDI?�
IJ;DP7 :;B F7JH?CED?E
 7B B?L;BBE :? ?D:;8?J7C;DJE� .KJJ; GK;�
IJ; ?D<EHC7P?ED?
 9EC; FH;9;:;DJ;C;DJ; 7<<;HC7JE
 I? JHEL7�
DE�D;B�:E9KC;DJE�*7DEH7C7�<?D7DP?7H?E�:;BB\;DJ;�
*;H GK7DJE H?=K7H:7 BE IJ7JE :? I7BKJ; EH=7D?PP7J?L7
 ?B 9ECK�
D; :? ,;==?E  C?B?7 H?B;L7 7B9KD? ?D:?97JEH? :? I?DJ;I? 9>; I? H?�
<;H?I9EDE 7B CE:;BBE EH=7D?PP7J?LE ; =;IJ?ED7B;
 7B B?L;BBE GK7�
B?J7J?LE ; GK7DJ?J7J?LE :;BB; H?IEHI; KC7D;
 7BB7 <EHC7P?ED;
 7B
8;D;II;H; EH=7D?PP7J?LE
 7BB; F7H? EFFEHJKD?JS ; 7BBE IJ7JE :;?
I?IJ;C? ?D<EHC7J?L?� .KJJ7L?7 GK;IJ? ?D:?97JEH? DED I? 9EBBE97DE
7BB\?DJ;HDE :? KD KD?9E :E9KC;DJE :? I?DJ;I? C7 IEDE H7FFH;�
I;DJ7J? D;? :?L;HI? :E9KC;DJ? :? FHE=H7CC7P?ED;
 =;IJ?ED; ;
L7BKJ7P?ED; :;B F;HIED7B;� &E -J7JE :? -7BKJ; :;BB; ,;B7P?ED?

;: ?D F7HJ?9EB7H; B7 FH;I;DP7 :? ?D:?97JEH? :? I?DJ;I? 9>; H7F�
FH;I;DJ7DE B7 GK7B?JS :;BB; H;B7P?ED? 9ED ? FEHJ7JEH? :? ?DJ;H;I�
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I; :;BB\;DJ; �KJ;DJ?
 ?CFH;I;
 7IIE9?7P?ED?
 7P?;D:; 9EDJHEBB7�
J;
 partner ?IJ?JKP?ED7B?� ; IE==;JJ? 9E?DLEBJ? D;? FHE9;II? :? ;HE�
=7P?ED; :? 8;D? ; I;HL?P?
 T KD\7H;7 IEBE F7HP?7BC;DJ; FH;I?�
:?7J7 :7BB\;DJ;� $D<7JJ?
 I;88;D; DED 9? I?7 KD :E9KC;DJE ?D
9K? GK;IJ; ?D<EHC7P?ED? I?7DE H?B;L7J; ?D CE:E I?IJ;C?9E
 ;I?�
IJEDE 9ECKDGK; :?L;HI; H?B;L7P?ED? 9>; 97JJKH7DE ?D:?97JEH?
:?�GK;IJE�J?FE�F;H�7B9KD;�97J;=EH?;�:?�FEHJ7JEH?�:?�?DJ;H;II;�
*;H GK7DJE H?=K7H:7 B7 C?IKH7P?ED; :;=B? ?CF7JJ?
 ?B 9ECKD;
:? ,;==?E  C?B?7 >7 ?D:?L?:K7JE :?L;HI; C?IKH; 7JJH7L;HIE 9K?
CED?JEH7 B\?CF7JJE :;BB7 FHEFH?7 7P?ED; 7CC?D?IJH7J?L7� $B 9ED�
<HEDJE :? GK;IJ? ?D:?97JEH? L?;D; <7JJE 9ED ? :7J? H?<;H?8?B? 7BB\7DDE
FH;9;:;DJ;� $DEBJH;
 ?B 9ECKD; :? ,;==?E  C?B?7 D;? IKE? :E9K�
C;DJ? H?B;L7 7B9KD; ?CFEHJ7DJ? 9ED:?P?ED? :? 9EDJ;IJE 9>; IE�
DE H7FFH;I;DJ7J?L; :;BB; :?D7C?9>; 7C8?;DJ7B? ;: ?DJ;H?IJ?JK�
P?ED7B? IK=B? ?CF7JJ? :;BB\7P?ED; 7CC?D?IJH7J?L7� .H7 :? ;II; I?
FEIIEDE H?9EH:7H; :7J? :? 9EDJ;IJE :;CE=H7<?9E
 B7 I?JK7P?ED;
;9EDEC?97
 ; :7J? H;B7J?L? 7B 9EDJ;IJE IE9?7B;� (ED H7FFH;I;D�
J7 F;HW KD7 FH?EH?JS 7JJK7B; :;BB\;DJ; B7 :;<?D?P?ED; :? ?D:?97JEH?
H;B7J?L? 7 7JJ?L?JS
 I;HL?P?
 :?C;DI?ED? :? I7BKJ; ; ?CF7JJ?
 9ED ?
GK7B?�;<<;JJK7H;�7JJ?L?JS�:?�9ED<HEDJE�9ED�7BJH;�7CC?D?IJH7P?ED?�
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Il processo, i soggetti e le responsabilità del sistema
$D GK;IJE F7H7=H7<E I? :;I9H?L; 9EC; 7LL?;D; ?B FHE9;IIE
:? =;IJ?ED; :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7
performance ; 9EC; IEDE :?IJH?8K?J; JH7 ? IE==;JJ?
:;BB\7CC?D?IJH7P?ED; B; H;IFEDI78?B?JS H;B7J?L; 7BB7 H?B;L7P?E�
D;
 7BB\7==?EHD7C;DJE
 7BB\7D7B?I? ; 7BB\audit :;? FHE9;II? :? H?�
B;L7P?ED;�:?�:7J?�;�?D:?97JEH?�
� ,;==?E  C?B?7 ?B I?IJ;C7 T BE=?97C;DJ; IJHKJJKH7JE F;H <7H
9EHH?IFED:;H; FHE=H7CC? 9ED E8?;JJ?L?
 7P?ED? ; FHE:EJJ?� "B?
?D:?97JEH? IEDE I?IJ;C?9? ; LEBJ? 7 C?IKH7H; =B? ?CF7JJ? :;? FHE�
=H7CC?� "B? ?D:?97JEH? :? D7JKH7 <?D7DP?7H?7
 B;=7J? 7BB; H?IEHI;
9EBB;=7J;
 H7FFH;I;DJ7DE B\7==H;=7P?ED; :;? :7J? 9>; H?<B;JJE�
DE B7 87I; :;B I?IJ;C7
 ELL;HE ? FHE:EJJ?� $DEBJH; ?B I?IJ;C7 L?;�
D; KJ?B?PP7JE FKDJK7BC;DJ; F;H ;B78EH7H; =B? E8?;JJ?L? IJH7J;=?�
9? :;B 9ECKD; :? ,;==?E  C?B?7� .KJJ7L?7
 B7 :;<?D?P?ED; :;�
=B? E8?;JJ?L? IJH7J;=?9? T IEBJ7DJE F7HP?7BC;DJ; ?DJ;=H7J7 9ED B7
FH;:?IFEI?P?ED; :7 F7HJ; :;=B? K<<?9? :;B 9ECKD; :? I?CKB7P?E�
D? ; L7BKJ7P?ED? :? <7JJ?8?B?JS� (;BB7 <7JJ?IF;9?; IEBJ7DJE F;H =B?
E8?;JJ?L? IJH7J;=?9? H?<;H?8?B? 7BB7 CE8?B?JS ; 7? I;HL?P? IE9?7B? IEDE
FH;:?IFEIJ; 7FFEI?J; L7BKJ7P?ED; :? <7JJ?8?B?JS :;? FHE=;JJ? 9>;
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I? LEHH;88;HE 7JJK7H;� �BJH7 97H7JJ;H?IJ?97 :;B I?IJ;C7 :? C?IK�
H7P?ED; L?=;DJ; D;B 9ECKD; :? ,;==?E  C?B?7 T GK;BB7 F;H 9K?

7BB\?DJ;HDE :;B I?IJ;C7 IJ;IIE
 =B? E8?;JJ?L? IEDE KD?LE97C;DJ;
9EBB;=7J? 7 FHE:EJJ? �IJH7J;=?9? ; =;IJ?ED7B?� ; F;H 9?7I9KD FHE�
=H7CC7 IEDE ?D:?97J; B; H?IEHI; 7BBE97J; ;: KJ?B?PP7J;� $D GK;�
IJE CE:E T =7H7DJ?J7 B7 JH7:KP?ED; ?D J;HC?D? GK7DJ?J7J?L? :;=B?
E8?;JJ?L? :? =;IJ?ED; :;<?D?J? ; ?B BEHE 9EBB;=7C;DJE 7B GK7:HE
:? H?IEHI; :;<?D?J; :7B I?IJ;C7 9EDJ78?B;� $DEBJH; I? IEJJEB?D;7
?B <7JJE 9>; ?B I?IJ;C7 ?D KIE D;B 9ECKD; :? ,;==?E  C?B?7 ?D�
J;=H7 ?B GK7:HE :;=B? E8?;JJ?L? :;<?D?JE 9ED ?D:?97JEH? H;B7J?L? 7B�
B; 9ED:?P?ED? :? 9EDJ;IJE 7C8?;DJ7B; ?D 9K? I? 9EBBE97 B\7JJ?L?JS
:;BB\7CC?D?IJH7P?ED; ; IF;9?<?97 ?B B;=7C; BE=?9E ;I?IJ;DJ; JH7
?D:?97JEH?�I;B;P?ED7J?
�E8?;JJ?L?�; target :;<?D?J?�
-EDE FE? ;B;D97J? 7B9KD? 9H?J;H? 9>; I? H?<;H?I9EDE 7BB; H?B;L7P?E�
D? 9>; ?B I?IJ;C7 ;<<;JJK7� $D F7HJ?9EB7H; ?B I?IJ;C7 :? C?IKH7�
P?ED; ; L7BKJ7P?ED; :;BB7 performance ?D KIE D;B 9ECKD; :?
,;==?E  C?B?7 H?B;L7 7BC;DE KD7 LEBJ7 7BB\7DDE ?B L7BEH; :;�
=B? ?D:?97JEH? 9EDJ;DKJ? D;BB7 ,** ; H?B;L7 7BC;DE GK7:H?C;�
IJH7BC;DJ; ?B L7BEH; :;=B? ?D:?97JEH? 9EDJ;DKJ? D;B * "� $D B?�
D;7 :? FH?D9?F?E B; H?B;L7P?ED? :;B I?IJ;C7 :;B 9ECKD; :? ,;=�
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=?E  C?B?7 9E?D9?:EDE 9ED B; <7I? :? 7II;IJ7C;DJE :;B 8?B7D9?E�
&\?DJ;=H7P?ED; :;BB; H?B;L7P?ED? F;H?E:?9>; 9ED ? :7J? ; B; ?D<EH�
C7P?ED? :;H?L7DJ? :7B I?IJ;C7 9EDJ78?B; L?;D; F;H?E:?97C;D�
J; <7JJ7 7B 9ECKD; :? ,;==?E  C?B?7� /D 7BJHE J?FE :? ?DJ;H7�
P?ED; 9>; L?;D; 97B9EB7JE :7B I?IJ;C7 <7 H?<;H?C;DJE 7BB\7D7B?I?
:;=B? I9EIJ7C;DJ?� $B I?IJ;C7 H;==?7DE H?B;L7
 ?D<7JJ?
 B; ?DJ;H7�
P?ED? JH7 ? :?L;HI? ?D:?97JEH? :? B?L;BBE IJH7J;=?9E ;: ;L?:;DP?7
FEII?8?B? 97KI; :;BBE I9EIJ7C;DJE H?IF;JJE 7? L7BEH? E8?;JJ?LE�
&\?DJHE:KP?ED; :;B I?IJ;C7 :? 7D7B?I? :;=B? I9EIJ7C;DJ? T 7L�
L;DKJ7 D;B 9EHIE :;B ���� F;H 9K? DED IEDE IJ7J? 7D9EH7 H;�
:7JJ? :E9KC;DJ? 9>; 9EDJ;D=EDE GK;IJ; ?D:?97P?ED?� .KJJ7L?7

F;H GK7DJE H?=K7H:7 =B? ?D:?97JEH? :;? FHE:EJJ? :;<?D?J? D;B * "
B7 H?B;L7P?ED; :;BBE I9EIJ7C;DJE T :7 I;CFH; FH;L?IJ7 ;: T
I;CFH; IJ7J7 ;<<;JJK7J7� )99EHH; IEJJEB?D;7H; 9>;
 7D9>; I;
B\7D7B?I? :;=B? I9EIJ7C;DJ? F;H =B? E8?;JJ?L? IJH7J;=?9? T IJ7J7 :7
FE9E ?DJHE:EJJ7
 T KD7 JH7:?P?ED; :;B 9ECKD; KJ?B?PP7H; :7J? ;
=B? ?D:?97JEH? ?D <7I; :? L7BKJ7P?ED; :;B B?L;BBE :? H7==?KD=?C;D�
JE :;=B? E8?;JJ?L? FHE=H7CC7J?� $D F7HJ?9EB7H;
 GK;IJ; ?D<EHC7�
P?ED? IEDE ?CF?;=7J; :7B 9ECKD; :? ,;==?E  C?B?7 F;H :;<?D?�
H; ?B B?L;BBE :? performance EH=7D?PP7J?L7 H7==?KDJE H?IF;JJE 7B
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target ?D:?L?:K7JE� &\7==?EHD7C;DJE :;B I?IJ;C7 7LL?;D; F;�
H?E:?97C;DJ; I?7 F;H GK7DJE H?=K7H:7 B7 IK7 IJHKJJKH7 9>; F;H
GK7DJE H?=K7H:7 ? IKE? 9EDJ;DKJ?� �: ;I;CF?E
 D;B 9EHIE :;B
���� IEDE IJ7J? 7==?KDJ? CEBJ? ?D:?97JEH? F;H C?IKH7H; ? FHE=;JJ?
; E8?;JJ?L? IJH7J;=?9?
 9>; IEDE FE? IJ7J? CE:?<?97J? F;H9>U DED
I;CFH;�C?IKH78?B?�
/D 7BJHE ;B;C;DJE :? 7D7B?I? T ?B H7FFEHJE JH7 I?IJ;C7 :? C?IK�
H7P?ED; ; L7BKJ7P?ED; :;BB7 performance ; 7JJEH? E FEHJ7JEH? :?
?DJ;H;II;�9>;�BE�KJ?B?PP7DE�
$ IE==;JJ? ; =B? EH=7D? 7D7B?PP7J? IEDE ?B 9EDI?=B?E 9ECKD7B;
 ?B
I?D:79E ; B7 =?KDJ7 9ECKD7B;
 ?B :?H;JJEH; =;D;H7B;
 =B? K<<?9?
:? IKFFEHJE ; :? staff
 ? :?H?=;DJ? :;B 9ECKD; ; ? FEHJ7JEH? :?
?DJ;H;II;� $D F7HJ?9EB7H; ?B 9EDI?=B?E 9ECKD7B; :? ,;==?E  C?�
B?7 DED KJ?B?PP7 ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7
performance 7? <?D? :;BB7 FH;:?IFEI?P?ED; ; :;BB\;I;H9?P?E :;B�
B; <KDP?ED? :? ?D:?H?PPE ; CED?JEH7==?E :;B F?7DE :;BB7 perfor-

mance
 ?D GK7DJE DED 7D9EH7 <EHC7BC;DJ; 7:EJJ7JE� (ED ;I�
I;D:E 7D9EH7 IJ7JE DEC?D7JE B\)$0 DED T L7BKJ78?B; ?B H7FFEH�
JE JH7 GK;IJE EH=7DE ; ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED;
:;BB7 performance� .KJJ7L?7
 ?B I?D:79E ; B7 =?KDJ7 FH;D:EDE B;
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FHEFH?; :;9?I?ED? IKBB7 87I; :;BB; ?D<EHC7P?ED? 9EDJ;DKJ; D;B
I?IJ;C7 7JJK7BC;DJ; ?D L?=EH; D;B 9ECKD; :? ,;==?E  C?B?7�
"B? K<<?9? :? staff ILEB=EDE B\7JJ?L?JS :? 7B?C;DJ7P?ED; ; C7DK�
J;DP?ED; :;B I?IJ;C7 9EEH:?D7J? :7B I;=H;J7H?E =;D;H7B;
 =;�
IJ?I9EDE B7 9ECFED;DJ; ?D<EHC7J?97 :;B I?IJ;C7 ; FH;:?IFED�
=EDE report :? I?DJ;I? F;H B7 C?IKH7P?ED; ; B7 L7BKJ7P?ED; :;B�
B; performance
 :;BB; IK; 7HJ?9EB7P?ED? EH=7D?PP7J?L;
 :;? H;�
IFEDI78?B? :? KD?JS EH=7D?PP7J?L7 ; :;? :?F;D:;DJ?� �7 KD FKD�
JE :? L?IJ7 <EHC7B; ? :?H?=;DJ? ; <KDP?ED7H? 9ED FEI?P?ED; :? H;�
IFEDI78?B?JS ?CF?;=7DE ?B I?IJ;C7 D;BB\7C8?JE :;? FHEFH? FHE�
9;II? :;9?I?ED7B?
 L;H?<?97DE B7 9E;H;DP7 JH7 =B? ?D:?97JEH? I;B;�
P?ED7J? F;H C?IKH7H; B7 performance ; B; 7JJ?L?JS ;<<;JJ?L7C;D�
J; ILEBJ;
 IK==;H?I9EDE ?DJ;=H7P?ED? ; C?=B?EH7C;DJ? H?IF;JJE
7=B? ?D:?97JEH? I;B;P?ED7J? ; H?<;H?I9EDE :? ;L;DJK7B? 7DEC7B?;
:;H?L7DJ? :7B FHE9;IIE :? H?B;L7P?ED;� �7 KD FKDJE :? L?IJ7 IE�
IJ7DP?7B; DED T L7BKJ78?B; I; B7 IJHKJJKH7 BE F;H9;F?I97 ?D J7B
I;DIE� $D E=D? 97IE
 ? :?H?=;DJ? <EHD?I9EDE feedback IKB I?IJ;�
C7 7B I;HL?P?E FHE=H7CC7P?ED; ; <EHCKB7DE FHEFEIJ; :? C?�
=B?EH7C;DJE�E�:?�?DJ;=H7P?ED;�:;B�I?IJ;C7�?D�;II;H;�
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&7 H;B7P?ED; 9ED =B? stakeholder ;IJ;HD? T B?C?J7J7
 CEBJ? :E�
9KC;DJ? IEDE 799;II?8?B? :7B I?JE ?D <EHC7JE F:< C7 DED IEDE
H?9ED:K9?8?B? 7 KD I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7
performance KD?J7H?E�;�7B�F?7DE�:;BB7 performance�

Le componenti del sistema
)8?;JJ?LE :? GK;IJ7 I;P?ED; T GK;BBE :? FH;I;DJ7H; =B? ;B;C;DJ?
9>; 9ECFED=EDE ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;B�
B7 performance
 9ED F7HJ?9EB7H; H?<;H?C;DJE 7BB; ?D<EHC7P?ED?
9EDJ78?B?
 H?9B7II?<?97J; I;9ED:E :?L;HI? 9H?J;H?
 ;: ?D<EHC7P?ED?
;NJH79EDJ78?B? F;H :;I9H?L;H; ?B =H7:E :? ;I7KIJ?L?JS :;BBE IJ;I�
IE�D;BB7�H7FFH;I;DJ7P?ED;�:;BB7 performance�
�EC; =?S 799;DD7JE
 ?B I?IJ;C7 L?=;DJ; 7 ,;==?E  C?B?7 FH;�
I;DJ7 KD 9EBB;=7C;DJE B?D;7H; ; F?;DE 9ED ?B I?IJ;C7 9EDJ7�
8?B;� ?B 9EBB;=7C;DJE L?;D; <7JJE 7 F7HJ?H; :7B * "� $DEBJH; JKJ�
J? ? :7J? :? =;IJ?ED; :;B F;HIED7B; IEDE CED?JEH7J? ?D KD\KD?97
7P?ED; =7H7DJ;D:E
 :? <7JJE
 B7 H?B;L7P?ED; :? :7J? ; FHE9;:KH;
H;B7J?L? 7BB7 =;IJ?ED; :;B F;HIED7B; I?7 :? J?FE ;9EDEC?9E ; <?�
D7DP?7H?E 9>; 7 H?=K7H:E :? 7JJ?L?JS 9EC; FH;I;DP;
 7II;DP;

7JJH?8KP?ED;�7�9;DJHE�:?�H;IFEDI78?B?JS�
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&7 9EDJ78?B?JS 7D7B?J?97 H?IKBJ7 8;D; IL?BKFF7J7 D;B 9ECKD; :?
,;==?E  C?B?7
 ?D F7HJ?9EB7H; 7 9?7I9KD FHE:EJJE �I;HL?P?E� 9EH�
H?IFED:; KD 9;DJHE :? 9EIJE 9>; T H7FFH;I;DJ7J?LE :;BB7 IJHKJ�
JKH7 :? H?<;H?C;DJE� *;H B7 9ECFH;DI?ED; :? GK;IJE 9H?J;H?E I?
<799?7 H?<;H?C;DJE 7BBE I9>;C7 BE=?9E H7FFH;I;DJ7JE D;BB7 <?=K�
H7� $B I?IJ;C7 9EDJ78?B; KJ?B?PP7JE :7B 9ECKD; 9EDI;DJ; :? H;=?�
IJH7H; EBJH; 7BB; ?D<EHC7P?ED? :? D7JKH7 <?D7DP?7H?7 7D9>; GK;BB;
:? D7JKH7 ;9EDEC?9E�F7JH?CED?7B; 9>; L7DDE 7: 7B?C;DJ7H; ?B
I?IJ;C7 :;BB7 9EDJ78?B?JS 7D7B?J?97� �: ?DJ;=H7P?ED; :? JKJJE 9?W
D;B I?IJ;C7 IEDE H?B;L7J? :7J? 9EDJ78?B? F;H 7H;; :? ?CF7JJE I;�
9ED:E ?B C;997D?ICE :? :;H?L7P?ED; 8H?J7DD?97 :;BB7 spending

review�
$DEBJH;
 ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 perfor-

mance :;B 9ECKD; :? ,;==?E  C?B?7 7:EJJ7 FHE9;:KH; ?DJ;�
=H7J; :? 7D7B?I? GK7DJ?J7J?L7 ; GK7B?J7J?L7 :;? I;HL?P? ;HE=7J?
:7 7B9KD; 7HJ?9EB7P?ED? EH=7D?PP7J?L; :;BB\7CC?D?IJH7P?ED; ?D
GK7DJE JKJJ; B; ?D<EHC7P?ED? L;D=EDE :7B * "� $DEBJH;
 H?B;L7
?D CE:E ?DJ;=H7JE standard B7 customer satisfaction ; =B? ?D�
:?97JEH? :? CE8?B?JS 7C8?;DJ7B;
 IKBB7 87I; :? DEHC7J?L; ;KHE�
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F;;� -K :? ;II? L?;D; ILEBJ7 7D9>; 7JJ?L?JS :? 9ED<HEDJE 9ED 7B�
JH;�7CC?D?IJH7P?ED?�
&E I9>;C7 BE=?9E :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED;
:;BB7 performance T IJHKJJKH7JE ?D CE:E J7B; 9>; ? :7J? ; B;
?D<EHC7P?ED? <EHD?J; :7B I?IJ;C7 9ED<BK?I97DE D;B F?7DE :;BB7
performance ; D;BB7 H;B7P?ED; IKBB7 performance� $B F?7DE :;B�
B7 performance <EHC7BC;DJ; DED H?IKBJ7 7D9EH7 7:EJJ7JE
 7J�
JK7BC;DJ; B; ?D<EHC7P?ED? :? H;D:?9EDJ7P?ED; IEDE H7FFH;I;D�
J7J; D;B ,;D:?9EDJE �?L?9KC� $B I?IJ;C7 BE=?9E :;<?D?JE :7B 9E�
CKD; T 7HJ?9EB7JE ?D CE:E J7B; :7 ?DJ;=H7H; B7 :E9KC;DJ7P?E�
D; =?S FH;I;DJ; D;BB\;DJ;
 =7H7DJ;D:E ?B 9EBB;=7C;DJE JH7 ,**
; * "� &7 ,** ?D:?L?:K7 ? FHE=H7CC?
 =B? E8?;JJ?L? ; B; 7P?ED?

9>; IEDE :;9B?D7J; ?D FHE:EJJ?� &; I9>;:; 9>; 9EDJ;D=EDE B7
:;I9H?P?ED;
 =B? E8?;JJ?L? ; =B? ?D:?97JEH? :;? FHE:EJJ? IEDE H79�
9EBJ?�D;B * "�
(;B 9ECFB;IIE I? FKW 9ECKDGK; 7<<;HC7H; 9>; ?B I?IJ;C7 :?
C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance T 8;D; IJHKJJK�
H7JE IEFH7JJKJJE F;H GK7DJE H?=K7H:7 ?B 9EBB;=7C;DJE JH7 I?IJ;�
C7 9EDJ78?B? :? 9EDJ78?B?JS <?D7DP?7H?7
 :? 9EDJ78?B?JS ;9EDEC?�
9E�Y�F7JH?CED?7B;�;�:?�9EDJ78?B?JS�7D7B?J?97�
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Il livello di informatizzazione del sistema
$D GK;IJE F7H7=H7<E I? H?FH;D:; GK7DJE =?S :;I9H?JJE D;B F7H7�
=H7<E $B I?IJ;C7 ?D<EHC7J?LE ; I? :;I9H?L; ?B =H7:E :? ?D<EHC7�
J?PP7P?ED; :;B 9ECKD; :? ,;==?E  C?B?7 ;L?:;DP?7D:E BE IJ7JE
:? e-government ; ?B =H7:E :? :?<<KI?ED; :;? I?IJ;C? ?D<EHC7J?L?
=;IJ?ED7B?�
$ I;HL?P? 9>; B\7CC?D?IJH7P?ED; 9ECKD7B; :? ,;==?E  C?B?7
H;D:; :?IFED?8?B? on-line IEDE
 JH7 =B? 7BJH?
 B7 FEII?8?B?JS :?
FH;B?;LE CE:KB?IJ?97 F;H 7LL?E FH7J?97 �;I� 87D:? ; 9ED9EHI?�

B\7LL?E FH7J?9>; H;B7J?L; 7I?B?I9KEB;
 B\7LL?E FH7J?9>; F;H B?9;D�
P;
 9ED9;II?ED?
 7KJEH?PP7P?ED? ;:?B?P?;
 ? 87D:? F;H B7 F7HJ;�
9?F7P?ED; 7 9ED9EHI?
 B7 9EDIKBJ7P?ED; 97HJE=H7<?;
 H?B?;L? <E�
JE=H7<?9?
 FB7D?C;JH?;
 ? F7=7C;DJ? $�$
 ?B <EHKC :? :?I9KII?E�
D; 9ED F7HJ;9?F7P?ED; :;? 9?JJ7:?D? IK L?J7 7CC?D?IJH7J?L7
 B7
FHECEP?ED; :? 8;D? ; I;HL?P? :;B J;HH?JEH?E
 B\?DL?E ;B;JJHED?9E :?
<BKII?�?D<EHC7J?L?�7:�7BJH?�;DJ?
$B 9ECKD; :? ,;==?E  C?B?7 >7 FHELL;:KJE 7: ?D<EHC7J?PP7H; ?
I;=K;DJ? I;HL?P?� 7D7=H7<;
 )F;H; *K88B?9>;
 9EDJ78?B?JS ;9E�
DEC?97
 FHEJE9EBBE ?D<EHC7J?9E
 9EDJHEBBE :? =;IJ?ED;
 7CC?D?�
IJH7P?ED; :;B F;HIED7B; ; H?B;L7P?ED; FH;I;DP;
 =;IJ?ED; F7�
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JH?CED?7B;
 -$. �I?IJ;C7 ?D<EHC7J?LE J;HH?JEH?7B;�
 =;IJ?ED; :;�
B?8;H;
 FEB?P?7 CKD?9?F7B;
 9ECC;H9?E
 I;HL?P? IE9?7B?
 I9KEB; ;
<7HC79?;�
�EC; =?S 799;DD7JE
 ?B =H7:E :? ?DJ;=H7P?ED; D7J?LE :;B I?�
IJ;C7 T B?C?J7JE
 C7 7JJH7L;HIE ?B H?9EHIE 7B datawarehousing

B\;DJ; T ?D =H7:E :? <7H; <HEDJ; 7? FHEFH? <788?IE=D? ?D<EHC7J?L?�
&E IJ7JE :? ?DJ;=H7P?ED; :;B I?IJ;C7 ?D<EHC7J?LE 7P?;D:7B; H?�
<B;JJ; 7D9>; ?B =H7:E :? e-government :;B 9ECKD;� $D<7JJ?
 ?B 9E�
CKD; E<<H; I;HL?P? on-line JH7DI7JJ?L? IK 7B9KD; 7H;; :? I;HL?P?
7BB; ?CFH;I; ; 7BB7 F;HIED7 9>; IEDE 8;D 9EF;HJ; :7 7FFB?97�
J?L? =;IJ?ED7B?� -7H;88; 7KIF?978?B; 9>; B; IJH7J;=?; :? e-gov-

ernment L;D?II;HE C7==?EHC;DJ; ;IFB?9?J7J; IEFH7JJKJJE D;?
9ED<HEDJ?�:;?�9?JJ7:?D?�

Il livello di trasparenza del sistema
/D KBJ?CE ;B;C;DJE :? 7D7B?I? :;B I?IJ;C7 :? C?IKH7P?ED; ; L7�
BKJ7P?ED; :;BB7 performance T B;=7JE 7B =H7:E :? JH7IF7H;DP7
:;BBE�IJ;IIE�D;?�9ED<HEDJ?�:;=B? stakeholder ;IJ;HD?�
$D =;D;H7B;
 ?B 9ECKD; :? ,;==?E  C?B?7 H;D:; :?IFED?8?B? IKB
FHEFH?E I?JE ?D<EHC7P?ED? H;B7J?L; 7BB\7II;JJE ?IJ?JKP?ED7B; ;: EH�
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=7D?PP7J?LE
 7? 9ECFED;DJ? :;=B? EH=7D? FEB?J?9? ; 7? :?H?=;DJ?
; H;IFEDI78?B? :? KD?JS EH=7D?PP7J?L7� -? JH7JJ7 :? ?D<EHC7P?ED?
F;H BE F?X IJ7J?9>;� $D<7JJ?
 ? 9?JJ7:?D? ; =B? 7BJH? FEHJ7JEH? :? ?D�
J;H;II; :;BB\7CC?D?IJH7P?ED; DED FEIIEDE 799;:;H; ?D CE:E
?DJ;H7JJ?LE 7B I?JE web :;BB\7CC?D?IJH7P?ED; ; H;D:;H; FK88B?�
9? ? FHEFH? F7H;H? ?D H;B7P?ED; 7BB; 7JJ?L?JS ;: 7? I;HL?P? EJJ;DKJ?
FEIJ7D:EB? IKB I?JE :;BB\7CC?D?IJH7P?ED;
 JKJJ7L?7 GK;IJ7 FH;�
HE=7J?L7 T =7H7DJ?J7 J;B;<ED?97C;DJ; JH7C?J; ?B call center :;B
9ECKD;�
$B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance T
IEBE F7HP?7BC;DJ; 799;II?8?B; 7? 9?JJ7:?D? ; 7=B? 7BJH? FEHJ7JEH?
:? ?DJ;H;II; :;BB\7CC?D?IJH7P?ED; 9>; FEIIEDE EJJ;D;H; ?D<EH�
C7P?ED? :?L;HI; :7? :E9KC;DJ? :? FHE=H7CC7P?ED; ; :? 8?�
B7D9?E
 C7 DED ?D KD\EJJ?97 ?DJ;=H7J7 ; :? F?7DE :;BB7 perfor-

mance� .H7 B\7BJHE I? H?9EH:7 9>; IEDE <EHD?J; ?D<EHC7P?ED? KB�
J;H?EH? ; :? 7FFHE<ED:?C;DJE H?IF;JJE 7 GK;BB; 9EDJ;DKJ; D;? re-

port :? H;D:?9EDJ7P?ED; �I? <799?7 H?<;H?C;DJE 7B report :? H;D:?�
9EDJ7P?ED; F;H B\7DDE ���� 7 GK;BBE 9>; T ?D FHE9?DJE :? KI9?�
H; F;H ?B ������ $B ,;D:?9EDJE �?L?9KC 9EDJ?;D; ?D:?97P?ED? 7=�
=?KDJ?L;�F;H�?�9?JJ7:?D?�H?IF;JJE�7?�:E9KC;DJ?�=?S�FH;I;DJ?�
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$B 9ECKD; :? ,;==?E  C?B?7 H;D:; FK88B?9? ; L?I?8?B? B; 97H7JJ;�
H?IJ?9>;
 =B? standard ; ? H?IKBJ7J? H7==?KDJ? D;BB\;HE=7P?ED; IEB�
J7DJE :? 7B9KD? I;HL?P? F;H ? GK7B? ;I?IJEDE =?S report ?D 9K? I?
:S ;L?:;DP7 :;BB; 97H7JJ;H?IJ?9>;
 :;=B? standard ; :;? H?IKBJ7J?
H7==?KDJ?�D;BB\;HE=7P?ED;�:;?�FHEFH?�I;HL?P?�
R CEBJE 7FFH;PP78?B; BE I<EHPE :;B 9ECKD; :? ,;==?E  C?B?7
:? H?7IIKC;H; B; ?D<EHC7P?ED? FHE:EJJ; :7B I?IJ;C7 9EDJ78?B;
?D CE:E :7 H;D:;H; 9>?7H7 B7 9EHH;B7P?ED; <H7 IF;I; IEIJ;DK�
J; ; H?IKBJ7J? FHE:EJJ?� &\7CC?D?IJH7P?ED; 9ECKD?97 ?B B?L;BBE :?
H?IEHI; ?CF?;=7JE D;BB; FHEFH?; 7JJ?L?JS ; 9ECKD?97 B7 9ECFE�
I?P?ED; :;BB; ;DJH7J; 9>?7H;D:ED; B\EH?=?D; ; B7 :?I9H;P?ED7B?JS�
$B =H7:E :? JH7IF7H;DP7 T 8KEDE
 C7 B\799;II?8?B?JS :;BB; ?D<EH�
C7P?ED? ; B7 BEHE D7L?=78?B?JS H?IKBJ7 ;II;H; ?D F7HJ; B?C?J7J7
; ?D F7HJ; H7FFH;I;DJ7J7 I;9ED:E 97DED? EH=7D?PP7J?L? ; :?
9ECKD?97P?ED; DED I;CFH; 9ECFH;DI?8?B? :7=B? stakeholder

;IJ;HD?�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7 a ����D7B?I?�:;B�I?IJ;�
C7�:?�C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7 a ��� Review :;B�I?�
IJ;C7�:?�C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7

Gli indicatori
$D GK;IJ7 I;P?ED; I? :;I9H?LEDE =B? ?D:?97JEH? ?D KIE D;B 9ECK�
D; :? ,;==?E  C?B?7
 H7FFH;I;DJ7D:ED; ?B =H7:E :? ;IJ;DI?ED;
:;BB7 C?IKH7P?ED;
 ?B J?FE :? ?D:?97JEH? :? 9EDJ;IJE
 :? ?CF7JJE ;
:? IJ7JE :? I7BKJ; KJ?B?PP7J?� $DEBJH; I? H7FFH;I;DJ7DE =B? ?D:?97�
JEH?�7:EJJ7J?�F;H�7B9KD?�I;HL?P?�E<<;HJ?�:7B�9ECKD;�

Estensione della misurazione
$B 9ECKD; :? ,;==?E  C?B?7 FEII?;:; 7: E==? KDE IF;9?<?9E
I?IJ;C7 :? C?IKH7P?ED; 9>; 9EFH; ?D C7D?;H7 ;IJ;I7 =H7D
F7HJ; :;=B? 7C8?J? :? C?IKH7P?ED; 9EDI?:;H7J? 7? <?D? :;BB7 FH;�
I;DJ; 7D7B?I?� �?W H?=K7H:7 7DP?JKJJE B; 7H;; IJH7J;=?9>; ?D
9K? B\7CC?D?IJH7P?ED; T ?CF;=D7J7� &\7CC?D?IJH7P?ED; :?IFE�
D; ?DEBJH; :? KDE IF;9?<?9E I?IJ;C7 :? C?IKH7P?ED; :;? I;HL?P?�
-? FH;9?I7 9>; CEBJ? :;? I?IJ;C? :? C?IKH7P?ED; ; :;? H;B7J?L?
?D:?97JEH? IEDE 7D9>; 9EDJ;DKJ? D;B * "
 ?D E=D? 97IE ? I?D=EB?
I;HL?P? :?IFED=EDE
 ?D CE:E F?X E C;DE 7HJ?9EB7JE
 :? set :? ?D�
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:?97JEH? IK :?L;HI; 7H;; :? performance �JH7 9K? GK7DJ?JS
 ;<<?�
9?;DP7
 ;<<?979?7
 9EIJ?
 customer satisfaction�� $D<?D; ?B 9ECK�
D; :? ,;==?E  C?B?7 :?IFED; 7: E==? :? KDE IF;9?<?9E I?IJ;C7
:? C?IKH7P?ED; :;BB; 7H;; :? ?CF7JJE� � F7HJ; GK7B9>; H7H7 ;9�
9;P?ED; ?B <7JJEH; T 8;D IL?BKFF7JE ?D JKJJ; B; IK; F7HJ? ; 9EC�
FED;DJ?� (ED 9? IEDE :7 I;=D7B7H; F7HJ?9EB7H? E ?CFEHJ7DJ? 97�
H;DP;�?D�J7B�I;DIE�

Anagrafica, contesto e fattori di complessità
�? I;=K?JE I? :;I9H?LEDE 7B9KD? ?D:?97JEH? :? 9EDJ;IJE ; :? <7JJE�
H? :? 9ECFB;II?JS H?B;L7J? :7B 9ECKD; :? ,;==?E  C?B?7� &7 B?IJ7
DED T ;I7KIJ?L7
 F;H9>U D;BB\7C8?JE :;BB7 governance J;HH?JE�
H?7B;
 :?L;HI? ?D:?97JEH? IEDE H?B;L7J? :7 7BJH; 7CC?D?IJH7P?ED? E
IE==;JJ? J;HP?� /D ;I;CF?E :? 9?W H?=K7H:7 =B? ?D:?97JEH? IKB J;I�
IKJE ;9EDEC?9E :;B J;HH?JEH?E 9>; IEDE H799EBJ? :7BB7 �7C;H7
:?��ECC;H9?E
�$D:KIJH?7
��HJ?=?7D7JE�;��=H?9EBJKH7�
"B? ?D:?97JEH? ; B; ?D<EHC7P?ED? H;B7J?L; 7B 9EDJ;IJE H?B;L7J? :7B
9ECKD;�<7DDE�H?<;H?C;DJE�7?�I;=K;DJ?�7C8?J?�
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_ 7CC?D?IJH7P?ED; ����� IEDE :?IFED?8?B? =B? ?D:?97JEH? H?9>?;�
IJ? ; FEIIEDE ;II;H; H;F;H?J? D;B 8?B7D9?E ; D;? dataware-

housing�
_ FEFEB7P?ED; ����� 9? IEDE 7B9KD? ?D:?97JEH? 9>; IEDE CED?�
JEH7J? :7B 9ECKD;� -? JH7JJ7 :? ?D:?97JEH? FH;:?IFEIJ? F;H <?D?
?DJ;HD?�;�F;H�B7�JH7IC?II?ED;�7�IE==;JJ?�J;HP?��;I��$IJ7J��

_ 7B9KD?�?D:?97JEH?�H;B7J?L?�7:�7C8?;DJ;�;�I;HL?P?�
_ I?JK7P?ED; ;9EDEC?97 ; C;H97JE :;B B7LEHE� 7B9KD? ?D:?97�
JEH? FH;I? :7BB; H?B;L7P?ED? :;BB7 �7C;H7 :? �ECC;H9?E
 $D�
:KIJH?7
��HJ?=?7D7JE�;��=H?9EBJKH7�:?�,;==?E� C?B?7�

Gli impatti
$D H;B7P?ED; 7=B? ?CF7JJ?
 9?ET 7=B? ;<<;JJ? <?D7B? 9>; B\7P?ED;
:;BB\7CC?D?IJH7P?ED; FHE:K9; IKB FHEFH?E J;HH?JEH?E
 I? T L;H?�
<?97JE I; B\7CC?D?IJH7P?ED; CED?JEH? B; 7H;; :? ?CF7JJE ?D:?L?�
:K7J; C;:?7DJ; ?D:?97JEH? GK7DJ?J7J?L? :? 9K? >7 :?IFED?8?B; KD
L7BEH;�7==?EHD7JE�
&\7D7B?I? :;B B?L;BBE :? :?IFED?8?B?JS :? ?D:?97JEH? >7 FH;IE ?D 9ED�
I?:;H7P?ED; :?L;HI; 7H;; :? ?CF7JJE ;L?:;DP?7D:E B7 I;=K;DJ;
I?JK7P?ED;�
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_ EH:?D; FK88B?9E� IEDE FH;I;DJ? ; CED?JEH7J? ?D:?97JEH? :? ?C�
F7JJE�

_ FEFEB7P?ED; ; welfare� IEDE FH;I;DJ? ; CED?JEH7J? ?D:?97JEH?
:?�?CF7JJE�

_ 7C8?;DJ;��IEDE�FH;I;DJ?�;�CED?JEH7J?�?D:?97JEH?�:?�?CF7JJE�
_ IL?BKFFE ;9EDEC?9E� GK;IJ? ?D:?97JEH? DED IEDE CED?JEH7J?
:?H;JJ7C;DJ; :7B 9ECKD; :? ,;==?E  C?B?7 C7 :7BB7 �7C;�
H7 :? �ECC;H9?E $D:KIJH?7 �HJ?=?7D7JE ; �=H?9EBJKH7 :? ,;=�
=?E� C?B?7�

_ 9KBJKH7 ; J;CFE B?8;HE� 7JJK7BC;DJ; IEDE FH;L?IJ? ?D:?97JEH?
:?�?CF7JJE�

_ FEFEB7P?ED; ; welfare� IEDE FH;I;DJ? ; CED?JEH7J? D;B * "
?D:?97JEH?�:?�?CF7JJE�

&7 L7BKJ7P?ED; :;BB\7:;=K7J;PP7 ; :;B B?L;BBE :? IL?BKFFE :;B
<7JJEH; 7FF7H; IK<<?9?;DJ;� (ED :? JKJJ; B; 7H;; :? ?CF7JJE
:;BB\�P?ED; 7CC?D?IJH7J?L7 ?D:?L?:K7J; D;BB7 check list ?B 9ECK�
D; :? ,;==?E  C?B?7 >7 IL?BKFF7JE ?D:?97JEH? :? ?CF7JJE� )9�
9EHH; H7CC;DJ7H; 9>; ;I?IJEDE 7BJH; 7H;; :? ?CF7JJE
 GK? DED
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H?FEHJ7J;
 F;H B; GK7B? ?B 9ECKD; T :EJ7JE :? H?99>; 87JJ;H?; :?
?D:?97JEH?�

I servizi comunali offerti
$D GK;IJE F7H7=H7<E
 :EFE 7L;H; IF;9?<?97JE ?B CE:;BBE :? =;�
IJ?ED; 9ED ?B GK7B; ?B I;HL?P?E T ;HE=7JE D;BB\7CC?D?IJH7P?ED;

I? :;I9H?LEDE =B? ?D:?97JEH? 7JJH7L;HIE 9K? L?;D; C?IKH7J7 B7
performance� &\7D7B?I? >7 F;HC;IIE :? C;JJ;H; ?D BK9; IK GK7�
B? :?C;DI?ED? ?B I?IJ;C7 :? C?IKH7P?ED; I? 9ED9;DJH7
 H?IF;J�
JE 7BB7 I;B;P?ED; :? I;HL?P? FHEFEIJ7� 0?;D; ?DEBJH; L;H?<?97JE
B\KJ?B?PPE :? KD ;B;D9E FKDJK7B; :? ?D:?97JEH? F;H 9ECFH;D:;H;
I; IKII?IJ7DE 9ED:?P?ED? :? 9ECF7H78?B?JS :;BB; performance

H;B7J?L; 7? I;HL?P?� $ I;HL?P? FHEFEIJ? IEDE IJ7J? I;B;P?ED7J? J;�
D;D:E 9EDJE :;BB7 BEHE H?B;L7DP7 F;H ?B 9?JJ7:?DE ; F;H B7 BEHE
9;DJH7B?JS H?IF;JJE 7? FHE9;II? :? H?<EHC7 :;B I?IJ;C7 :? <?D7D�
P?7C;DJE�:;=B?�;DJ?�BE97B?��<;:;H7B?ICE�<?I97B;��

Asilo nido.
"B? 7I?B? D?:E D;B 9ECKD; :? ,;==?E  C?B?7 IEDE =;IJ?J? JH7�
C?J;�$IJ?JKP?ED;��$B�9ECKD;�H?B;L7�DKC;HEI?�?D:?97JEH?�

L’esperienza del comune di Reggio Emilia



Assistenza domiciliare e servizi per gli anziani.
$B I;HL?P?E T =;IJ?JE :7BB7 F7HJ;9?F7J7 !7HC79?; 9ECKD7B?
,?KD?J; �!�,� -�F��� .H7 =B? 7BJH? ?B 9ECKD; CED?JEH7 =B? ?D�
:?97JEH?�?D:?L?:K7J?�

Vigilanza (polizia municipale).
&\7D7B?I? :? GK;IJE I;HL?P?E <7 FH?D9?F7BC;DJ; H?<;H?C;DJE
7BB; 7JJ?L?JS :;B �EHFE :? FEB?P?7 CKD?9?F7B; :? ,;==?E  C?�
B?7� "B? ?D:?97JEH? IEDE F;H?E:?97C;DJ; C7FF7J?
:7BB\7CC?D?IJH7P?ED;�

Servizio di igiene urbana.
(;B 9ECKD; :? ,;==?E  C?B?7 ?B I;HL?P?E :? ?=?;D; KH87D7
T IJ7JE ;IJ;HD7B?PP7JE 7BB7 F7HJ;9?F7J7 $, ( -�F��� 9>; I?
E99KF7 7D9>; :;BB7 H?I9EII?ED; :;BB7 .7H?<<7 :? $=?;D; �C�
8?;DJ7B; �.$�� F;HJ7DJE I? T :;9?IE :? <EHD?H; ?D:?97JEH? H;B7�
J?L? 7BB\?DJ;HDE I;HL?P?E :? ?=?;D; 7C8?;DJ7B; ; ?D F7HJ?9EB7H;
?D:?97JEH?�9>;�H?=K7H:7DE�B\;<<?979?7�:;B�I;HL?P?E�

$B 9ECKD; I? T :EJ7JE :? KD set :? ?D:?97JEH? :?I9H;JE
 7D9>; I;
DED F;H JKJJ? ? I;HL?P? H?B;L7 B; GK7JJHE 7H;; :? performance ?D:?�
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L?:K7J; Y ;<<?9?;DP7
 ;<<?979?7
 customer ; GK7B?JS� $D E=D? 97�
IE B7 I?JK7P?ED; H7FFH;I;DJ7J7 T ?D 9EDJ?DK7 ;LEBKP?ED;
 9E�
C;�:;I9H?JJE�D;B�FH;I;DJ; report�

Lo stato di salute dell’ente comunale
&\KBJ?CE <7JJEH; FH;IE ?D 9EDI?:;H7P?ED; D;BB\7D7B?I? T BE IJ7JE
:? I7BKJ; :;BB\7CC?D?IJH7P?ED;� $D F7HJ?9EB7H; IEDE CED?JEH7J?
=B? IJ7J? :? I7BKJ; <?D7DP?7H?7
 EH=7D?PP7J?L7 ; :;BB; H;B7P?ED?� $B
I?IJ;C7 :? C?IKH7P?ED; :;B 9ECKD; :? ,;==?E  C?B?7 9EDI;D�
J; :? CED?JEH7H; ?D CE:E ;IJ;IE BE IJ7JE :? I7BKJ; <?D7DP?7H?7 ;
BE IJ7JE :? I7BKJ; EH=7D?PP7J?L7 C;DJH; H?IKBJ7DE ;II;H; C;DE
:?IFED?8?B? ?D:?97JEH? F;H B7 C?IKH7P?ED; :;BBE -J7JE :? -7BKJ;
:;BB;�,;B7P?ED?�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7 a ����D7B?I?�:;B�I?IJ;�
C7�:?�C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7

1.4 Lesson learned e punti di forza del
percorso realizzato

Strumenti, metodologie e competenze

1. L’integrazione nativa tra fasi del sistema di
misurazione e valutazione della performance e i
documenti di programmazione, che danno origine al
ciclo integrato della performance
$B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance :;B
9ECKD; :? ,;==?E  C?B?7 I? 87I7 IK KDE I9>;C7 9>?7HE ; B?�
D;7H; :? H;B7P?ED? JH7 FHE=H7CC?
 E8?;JJ?L?
 7P?ED? IJH7J;=?9>; ;
FHE:EJJ?I;HL?P?� � 9?7I9KD FHE=H7CC7 9EHH?IFED:EDE E8?;JJ?�
L?
 7P?ED? ; FHE:EJJ?FHE=;JJ? =;IJ?ED7B? ; IJH7J;=?9?� +K;IJ7 H;�
B7P?ED; KD?LE97 ; ?B 9EBB;=7C;DJE :?H;JJE JH7 FHE:EJJ?FHE=;JJ?
9ED ?B * " ; ?B 9EDJHEBBE :? =;IJ?ED; 9EDI;DJ; :? H7FFH;I;D�
J7H; ?D CE:E 7BJH;JJ7DJE I;CFB?9; ; B?D;7H; B; H?IEHI; 7BBE97J;
7 B?L;BBE I;C?�7==H;=7JE �7P?ED? IJH7J;=?9>;� ; 7 B?L;BBE :? FHE�



=H7CC7� &; H?IEHI; 7BBE97J; 7 9?7I9KD FHE=H7CC7 IEDE :;�
<?D?J; F7HJ;D:E :7B H7==HKFF7C;DJE :;BB; H?IEHI; 7JJH?8K?J; 7
9?7I9KD FHE=;JJEFHE:EJJE ?D 9K? ;IIE I? 7HJ?9EB7� $ :E9KC;DJ?
:? FHE=H7CC7P?ED; 9>; <7DDE F7HJ; :;B 9?9BE ?DJ;=H7JE :;BB7
performance IEDE B; B?D;; FHE=H7CC7J?9>; :? C7D:7JE 9>;
9EDJ;D=EDE =B? E8?;JJ?L? IJH7J;=?9? F;H ?B GK?DGK;DD?E :? H?<;H?�
C;DJE� B7 ,** 9>; ;IFB?9?J7
 ?D KD EH?PPEDJ; J;CFEH7B; :? JH;
7DD?
 B; B?D;; :? C7D:7JE ?D:?L?:K7D:E B; H?IEHI; D;9;II7H?; 7B
H7==?KD=?C;DJE :;=B? E8?;JJ?L? FH;<?II7J?� ?B 8?B7D9?E FBKH?;DD7B;
; GK;BBE FH;L?I?ED7B; 9>; 9EDJ;D=EDE B; FH;L?I?ED? :?  DJH7�
J7 ; :? -F;I7 H;B7J?L; 7B JH?;DD?E ; 7DDE :? H?<;H?C;DJE� ?B * "
9>; EBJH; 7=B? ;B;C;DJ? <?D7DP?7H? 9EDJ?;D; I?7 =B? E8?;JJ?L? :?
=;IJ?ED;
 I?7 B\?D:?L?:K7P?ED; :;=B? IJHKC;DJ? ; :;BB; :EJ7P?E�
D? EH=7D?9>; KJ?B?PP7J; F;H B7 H;7B?PP7P?ED; :? ;II?� $B GK7:HE
T 9ECFB;JE 9ED ?B 9EDIKDJ?LE :;BB7 ,** ; :;B * " 9>; H;D�
:?9EDJ7DE B\7JJ?L?JS ILEBJ7 ; L;H?<?97DE ?B H7==?KD=?C;DJE :;=B?
E8?;JJ?L? :;<?D?J? ex ante ?D I;:; :? FHE=H7CC7P?ED;� $B H799EH�
:E JH7 JKJJ? ? :E9KC;DJ? GK? :;B?D;7J? F;HC;JJ; :7 KD B7JE :? :;�
<?D?H; E8?;JJ?L? IJH7J;=?9? I?7 9>; H?IFED:7DE 7? 8?IE=D? ;<<;JJ?L?
:;BB7 9EBB;JJ?L?JS ; :;BB\7C8?;DJ; :? H?<;H?C;DJE I?7 9>; I?7DE ?D
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B?D;7 9ED =B? E8?;JJ?L? FEB?J?9?
 :7BB\7BJHE F;HC;JJ; 9>; J7B? E8?;J�
J?L? L;D=7DE IL?BKFF7J? ; J;DKJ? IEJJE 9EDJHEBBE =H7P?; 7BB7 BEHE
7HJ?9EB7P?ED;�?D�7P?ED?�;�FHE:EJJ?�E�FHE=;JJ?�

2. Una relazione chiara e lineare tra sistema di
misurazione e valutazione della performance e sistema
di valutazione del personale
$B H799EH:E JH7 ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7
performance ; ?B I?IJ;C7 :? L7BKJ7P?ED; :;B F;HIED7B; ; GK;B�
BE :? FH;C?7B?JS T DEJ;LEB;� .7B; H799EH:E T :7JE I?7 7 B?L;BBE
L;HJ?97B;
 EL; B; B?D;; IJH7J;=?9>; ; ? FHE=H7CC? IEDE JH7:EJJ?
?D E8?;JJ?L? :7? :?H?=;DJ?
 I?7 EH?PPEDJ7BC;DJ; IKBB7 87I;
:;BB\EH=7D?PP7P?ED; :;BB; 7JJ?L?JS �FHE=;JJ?FHE:EJJ?� ?D H?IF;JJE
:;BB7 IJHKJJKH7 EH=7D?PP7J?L7� $B * " T BE IJHKC;DJE =H7P?;
7B GK7B; ? :K; I?IJ;C? >7DDE KD FKDJE :? 9EDJ7JJE ?D GK7DJE
=7H7DJ?I9; B7 9EHH?IFED:;DP7 JH7 E8?;JJ?L? <?II7J?
 H?IKBJ7J? H7=�
=?KDJ? ; H?IEHI; KC7D; 9E?DLEBJ;� "H7P?; 7 GK;IJE I?IJ;C7 7
9?7I9KD IE==;JJE EF;H7DJ; D;BB\;DJ; IEDE 9>?7H7C;DJ; ;IFB?�
9?J7J? =B? E8?;JJ?L? :7 H7==?KD=;H; ; B; H;IFEDI78?B?JS 9K? =B?
9ECF;JEDE� $DEBJH;
 ?B I?IJ;C7 FH;C?7DJ; ;II;D:E 87I7JE 7D�
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9>; IKB H7==?KD=?C;DJE :;=B? E8?;JJ?L? :? performance

:;BB\;DJ; ; IKB H7==?KD=?C;DJE 7B ���� :;=B? E8?;JJ?L? :? IJHKJ�
JKH7
 =7H7DJ?I9; DED IEBE ?B H799EH:E 9ED ?B I?IJ;C7 :? L7BKJ7�
P?ED; ?D:?L?:K7B;
 C7 =7H7DJ?I9; KBJ;H?EHC;DJ; ?B H799EH:E JH7
?�JH;�I?IJ;C?�9EIV�:;B?D;7J?�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7 a ����D7B?I?�:;B�I?IJ;�
C7�:?�C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7 a ��� Lesson learned

;�FKDJ?�:?�<EHP7�:;B�F;H9EHIE�H;7B?PP7JE

Il processo di sviluppo del sistema di misurazione e
valutazione della performance
$B FHE9;IIE :? IL?BKFFE :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7�
P?ED; :;BB7 performance I? T 7JJK7JE =H7P?; 7 :?L;HI? ;B;C;DJ?

:;I9H?JJ?�?D�I;=K?JE
�9>;�D;�>7DDE�<79?B?J7JE�B\?DJHE:KP?ED;�

1. La struttura organizzativa
&; 7H;; EH=7D?PP7J?L; :? FH?EH?J7H?E H?<;H?C;DJE :;B I?IJ;C7 :?
C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance
 GK7B? ?B I;HL?P?E
FHE=H7CC7P?ED; ; 9EDJHEBBE
 ?B I;HL?P?E =;IJ?ED; ; -L?BKFFE
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:;B F;HIED7B; ; :;BB\EH=7D?PP7P?ED;
 ?B I;HL?P?E =;IJ?ED; ; -L?�
BKFFE :;BB; .;9DEBE=?; ; :;? -?IJ;C? $D<EHC7J?L?
 IEDE JKJJ; H?�
9ED:K9?8?B? 7BB7 :?H;P?ED; =;D;H7B;� &\?DJ;=H7P?ED; EH=7D?PP7�
J?L7 T KD ;B;C;DJE 9>; <79?B?J7 B7 9ED:?L?I?ED; :? ?D<EHC7P?ED?
; B7 9ED:?L?I?ED; :? E8?;JJ?L? JH7 ? :?L;HI? IE==;JJ? 9>; ?D ;I�
I7 L? EF;H7DE� +K;IJE >7 9EDI;DJ?JE :? :;<?D?H; ?B 9?9BE :;B�
B7 performance ; 9EBB;=7H; ?D CE:E I?IJ;C7J?97C;DJ; ?DJ;�
=H7JE ?B I?IJ;C7 :? L7BKJ7P?ED; :;B F;HIED7B;� +K;IJ7 7HJ?9EB7�
P?ED; EH=7D?PP7J?L7 :;B 9ECKD; :? ,;==?E  C?B?7
 ?DI?;C; 7:
KD ;B;C;DJE ]IE<J^ B;=7JE 7BB; F;HIED; 9>; ?D ;II7 L? EF;H7�
DE ; 7B FH7=C7J?ICE ; H;7B?ICE 9>; B; 9EDJH7::?IJ?D=K; FEHJ7
B\EH=7D?PP7P?ED;�JKJJ7�7:�7=?H;�9ED�FHE<?JJE�;:�;<<?979?7�

2. ll pragmatismo e il commitment delle persone che in
esso operano
$B commitment :;BB; F;HIED; 9>; EF;H7DE D;BB\;DJ; >7 9EDJH?�
8K?JE 7 FEHI? E8?;JJ?L? I;CFH; I<?:7DJ? :;<?D;D:E F;H B; 7H;;
IJH7J;=?9>; 7D9>; 7B9KD? ?D:?97JEH? :? ?CF7JJE� $D 7B9KD; 7H;;
I;HL?P?E IEDE IJ7J? :;<?D?J? set :? ?D:?97JEH? :? GK7B?JS CEBJE :;J�
J7=B?7J?
 7D9>; ?D 97IE :? 9ECFH;I;DP7 :? F?X IE==;JJ? 9E?DLEBJ?
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D;BB\;HE=7P?ED; :? J7B? I;HL?P? �I? L;:7 ?B 97IE :;? I;HL?P? -E9?7B?
; :;? I;HL?P?  :K97J?L?�� �?W >7 FEIJE B; 87I? F;H B7 :;<?D?P?E�
D; IEIJ7DP?7B; :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB;
performance ; ?B IKE 9EBB;=7C;DJE 9ED ?B I?IJ;C7 :? L7BKJ7P?E�
D;�:;B�F;HIED7B;�

Note
�� $-.�.
�����

�� �<H� DEJ7��

���7C;H7 :? �ECC;H9?E
 $D:KIJH?7
 �HJ?=?7D7JE ; �=H?9EBJKH7 :? ,;=�
=?E� C?B?7

�� �<H� DEJ7��

�� ,;D:?9EDJ7P?ED;�7DDK7B;�����
�9ECKD;�:?�,;==?E� C?B?7

�� H;=EB7C;DJE IKBB\EH:?D7C;DJE =;D;H7B; :;=B? K<<?9? ; :;? I;HL?P?�
�FFHEL7JE 9ED :;B?8;H7P?ED; :;BB7 =?KDJ7 9ECKD7B; D� ��������
:;B����������

�� �<H� DEJ7��

�� �<H� DEJ7��
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�� �<H� DEJ7��

��� -?�9EDIKBJ?�?B�I?JE � >JJF�MMM�F7HJ;9?F7P?ED;�9ECKD;�H;�?J 

��� �<H� DEJ7��
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7

2. Le Azioni di Miglioramento del sistema
di misurazione e valutazione della
performance

2.1 Gli obiettivi delle azioni di miglioramento
proposte

�B CEC;DJE :;BBE ILEB=?C;DJE :;BB7 review :;? I?IJ;C? :? C?�
IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7
 D;B�
B7 FH?C7L;H7 :;B ����
 ?B 9ECKD; :? ,;==?E  C?B?7 FEII;:;L7
KD7 IJHKJJKH7 EH=7D?PP7J?L7 ?D 9K? B; 7H;; :? FH?EH?J7H?E H?<;H?�
C;DJE :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 perfor-

mance
 GK7B? ?B I;HL?P?E FHE=H7CC7P?ED; ; 9EDJHEBBE
 ?B I;HL?�
P?E =;IJ?ED; ; -L?BKFFE :;B F;HIED7B; ; :;BB\EH=7D?PP7P?ED;
 ?B
I;HL?P?E =;IJ?ED; ; -L?BKFFE :;BB; .;9DEBE=?; ; :;? -?IJ;C? $D�
<EHC7J?L?
 IEDE JKJJ; 9EBBE97J; IEIJ7DP?7BC;DJ; ?D staff 7BB7 :?�
H;P?ED; =;D;H7B;� &\?DJ;=H7P?ED; EH=7D?PP7J?L7 T KD ;B;C;DJE



9>; <79?B?J7 B7 9ED:?L?I?ED; :? ?D<EHC7P?ED? ; B7 9ED:?L?I?ED; :?
E8?;JJ?L? JH7 ? :?L;HI? IE==;JJ? 9>; ?D ;II7 L? EF;H7DE� +K;IJ7
9ED:?P?ED; EH=7D?PP7J?L7 >7 9EDI;DJ?JE 7BB\7CC?D?IJH7P?ED;
:? :;<?D?H; ?B 9?9BE :;BB7 performance ; 9EBB;=7H; 7: ;IIE
?D CE:E ?DJ;=H7JE ?B I?IJ;C7 :? L7BKJ7P?ED; :;B F;HIED7B;�
&\7HJ?9EB7P?ED; EH=7D?PP7J?L7 :;B 9ECKD; :? ,;==?E  C?B?7
 ?D�
I?;C; 7: KD ;B;C;DJE ]IE<J^ B;=7JE 7BB; F;HIED; 9>; ?D ;II7
L? EF;H7DE ; 7B FH7=C7J?ICE ; H;7B?ICE 9>; B; 9EDJH7::?�
IJ?D=K; 9EIJ?JK?I9EDE ;B;C;DJ? :? <EHP7 9>; >7DDE 9EDJH?8K?�
JE D;B J;CFE 7 =7H7DJ?H;
 :; <79JE
 KD 9EEH:?D7C;DJE ;<<?979;
:;BB\7P?ED;�9ECKD7B;�
-J7DJ? GK;IJ; FH;C;II;
 B; 7P?ED? :? C?=B?EH7C;DJE FHEFEIJ;
:7B 9ECKD; :? ,;==?E  C?B?7 >7DDE H?=K7H:7JE 7DP?JKJJE B7
<EHCKB7P?ED; :? KD :E9KC;DJE :? I?DJ;I? 9>; ?BBKIJH? ?B I?IJ;C7
:? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance D;B IKE 9EC�
FB;IIE� $D I;9ED:E BKE=E T IJ7JE L7BKJ7JE EFFEHJKDE ?B H7<<?D7�
C;DJE :;=B? ?D:?97JEH? ?D KIE
 JH7C?J; 7P?ED? :? audit ; B7 9H;7�
P?ED; :? 7B9KD; I9>;:; 9EDIEB?:7J; 7 9ECFB;J7C;DJE :;B F?7�
DE :;BB7 performance� $D<?D; B7 J;HP7 7P?ED; :? C?=B?EH7C;DJE
T IJ7J7 :;<?D?J7 9ED B\E8?;JJ?LE :? ILEB=;H; KD assessment :;?
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<788?IE=D? ?D<EHC7J?L? 7 IKFFEHJE :;B I?IJ;C7 :? C?IKH7P?ED;
;�L7BKJ7P?ED;�:;BB7 performance ;�:;BB7�JH7IF7H;DP7�
$D:?L?:K7J; B; JH; 7P?ED? :? C?=B?EH7C;DJE B\7CC?D?IJH7P?ED;

9ED ?B IKFFEHJE :;=B? ;IF;HJ?
 >7 :;<?D?JE 7BJH;JJ7DJ? F;H9EHI? :?
?DJ;HL;DJE 9?7I9KDE 9ED FHEFH? E8?;JJ?L?� )8?;JJ?LE :7BB7 FH?C7
7P?ED; :? C?=B?EH7C;DJE T GK;BBE :? JH7IFEHH; ?D CE:E <EHC7B;
?D KD :E9KC;DJE ?B I?IJ;C7 =?S 7:EJJ7JE ; =?S ?D KIE :7B 9E�
CKD; :? ,;==?E  C?B?7� &7 <EHC7B?PP7P?ED; ?D KD :E9KC;DJE
K<<?9?7B; F;HC;JJ; :? =7H7DJ?H; C7==?EH? B?L;BB? :? JH7IF7H;DP7 ;
H;D:?9EDJ7P?ED; :;BB\7P?ED; 7CC?D?IJH7J?L7 D;? 9ED<HEDJ? :? 9?J�
J7:?D? ; FEHJ7JEH? :? ?DJ;H;II; H?B;L7DJ?� &7 I;9ED:7 7P?ED; :?
C?=B?EH7C;DJE C?H7 ?DL;9; 7 ?DJ;=H7H; ?B I?IJ;C7 :? C?IKH7P?E�
D; ; L7BKJ7P?ED; :;BB7 performance
 H7<<?D7D:E ; 9EDIEB?:7D�
:E ?D:?97JEH? =?S ;I?IJ;DJ? 9ED B\E8?;JJ?LE KBJ;H?EH; :? F;H<;P?E�
D7H; =B? ;B;C;DJ? 9>; 9ECFED=EDE ?B F?7DE :;BB7 performance

; 9H;7D:E :;BB; 7FFEI?J; I9>;:; F;H GK;? I;HL?P? H?J;DKJ? H?B;�
L7DJ? :7BB\;DJ; 9ECKD7B; IJ;IIE� &; I9>;:; I;HL?P?E 9EIJHK?�
J; 9EDJ;D=EDE KD7 I;B;P?ED; :? ?D:?97JEH? H?9B7II?<?97J? BKD=E
GK7JJHE :?C;DI?ED? :;BB7 performance� GK7DJ?JS
 GK7B?JS
 ;<<?�
9?;DP7�;:�;<<?979?7�
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�7 KBJ?CE
 B\assessment :;? <788?IE=D? ?D<EHC7J?L? T LEBJE 7B
IKFFEHJE :;B 9ECKD; :? ,;==?E  C?B?7 D;BB\7D7B?I? :;B <788?IE�
=DE ?D<EHC7J?LE ; D;BB7 9EDJ;IJK7B; :;<?D?P?ED; :;B FHE9;IIE
:7 7JJK7H; F;H KD7 C?=B?EH; H7FFH;I;DJ7P?ED; :;BB; ?D<EHC7�
P?ED? D;9;II7H?; �;I� ?:;DJ?<?97P?ED; :;? :7J?
 :;<?D?P?ED; :;B
<EHC7JE ; FHEFEIJ7 :? 7H9>?J;JJKH7 9ECFB;II?L7 :;B I?IJ;C7 ?D�
<EHC7J?LE�:7�7JJK7H;��

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7 a ��&;��P?ED?�:?�'?�
=B?EH7C;DJE�:;B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance

2.2 Il percorso di miglioramento realizzato
dall’amministrazione

&7 J78;BB7 � H?FEHJ7 B; <7I? FH?D9?F7B? ; ? J;CF? :;BB; 7P?ED? :? C?�
=B?EH7C;DJE ?:;DJ?<?97J; :7BB\7CC?D?IJH7P?ED;� ,?IF;JJE 7 9?7�
I9KD7 7P?ED; :? C?=B?EH7C;DJE
 L?;D;
 GK?D:?
 :;I9H?JJE GK7D�
JE T IJ7JE ILEBJE :7BB\7CC?D?IJH7P?ED; ?D 9EBB78EH7P?ED; 9ED
B\;IF;HJE�
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Tabella 2 - Le azioni di miglioramento

Azioni Progressi Inizio Fine Stato
&7�<EHCKB7P?ED;�:?�KD�:E9KC;DJE�:?�I?DJ;I?
9>;�?BBKIJH?�?B�I?IJ;C7�:?�C?IKH7P?ED;�;
L7BKJ7P?ED;�:;BB; performance D;B�IKE
9ECFB;IIE

&\�D7B?I?
�H;L?I?ED;�;:�?DJ;=H7P?ED;�:;B�:E9KC;DJE�:? -'0*
H;:7JJE�?D�8EPP7�:7?�H;<;H;DJ?�:;B�9ECKD;

��
����

��
���� �ED9BKI7

$B�H7<<?D7C;DJE�:;=B?�?D:?97JEH?
�JH7C?J;�7P?ED?
:? audit ;�B7�9H;7P?ED;�:?�7B9KD;�I9>;:;
9EDIEB?:7J;�7�9ECFB;J7C;DJE�:;B�F?7DE�:;BB;
performance

-EDE�IJ7J;�H;7B?PP7J;����I9>;:;�I;HL?P?�9>;�F7HJEDE�:7
:E9KC;DJ?�=?S�FH;I;DJ?�D;BB\;DJ;�;�?DJ;=H7DE�=B?�?D:?97JEH?
�FH;L7B;DJ;C;DJ;�:?�GK7DJ?JS��9ED�?D:?97JEH?�:?�;<<?9?;DP7

;<<?979?7�; custode satisfaction

��
����

��
���� �ED9BKI7

&\assessment :;?�<788?IE=D?�?D<EHC7J?L?�7
IKFFEHJE�:;B I?IJ;C7�:?�C?IKH7P?ED;�;
L7BKJ7P?ED;�:;BB7 performance ;�:;BB7
JH7IF7H;DP7

&\7JJ?L?JS�I7HS�9ED9BKI7�9ED�KD�KBJ?CE�?D9EDJHE�F;H�?B�C;I;�:?
:?9;C8H;�;�<?D7B?PP7JE�7�9ECFB;J7H;�B\assessment :;?�I?IJ;C?
?D<EHC7J?L?�

��
����

&��
���� �ED9BKI7

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7 a ��&;��P?ED?�:?�'?�
=B?EH7C;DJE�:;B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance

a ����$B�F;H9EHIE�:?�C?=B?EH7C;DJE�H;7B?PP7JE�:7BB\7CC?D?IJH7P?ED;

La formulazione di un documento di sintesi che
illustri il sistema di misurazione e valutazione delle
performance nel suo complesso
$B F?7DE :;BB7 performance :;B 9ECKD; :? ,;==?E  C?B?7 ; ?B
:E9KC;DJE H;B7J?LE 7B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED;
:;BB7 performance IEDE IJ7J? 7FFHEL7J? :7BB7 =?KDJ7 9ECKD7B;
?D :7J7 �� C7==?E ���� �$��� ��� � *�"� ������ $B I?IJ;C7 :?
C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance F;HI;=K; ?B <?�
D; :? L;H?<?97H; ?B 9EDI;=K?C;DJE :;=B? E8?;JJ?L?
 ?D<EHC7H; ;
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=K?:7H; ? FHE9;II? :;9?I?ED7B?
 =;IJ?H; ?D C7D?;H7 F?X ;<<?97�
9; I?7 B; H?IEHI; 9>; ? FHE9;II? EH=7D?PP7J?L?
 EJJ?C?PP7D:E
; FHECKEL;D:E IJHKC;DJ? :? ?DJ;H7P?ED; ; :?7BE=E 7BB\?DJ;HDE
:;BB\7CC?D?IJH7P?ED;� $B I?IJ;C7 T IJHKJJKH7JE ?D CE:E J7B; :7
7II?9KH7H; I;CFB?<?97P?ED; ; JH7IF7H;DP7 :;? :E9KC;DJ? :?
FHE=H7CC7P?ED;
 9EDD;II?ED; JH7 E8?;JJ?L? IJH7J;=?9? ; =;IJ?E�
D7B?� &\7:EP?ED; :;B F?7DE :;BB7 performance ; :;B :E9KC;DJE
H;B7J?LE 7B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 perfor-

mance IEDE 7BB7 87I; :;B C?=B?EH7C;DJE :;BB7 GK7B?JS :;B I;H�
L?P?E FK88B?9E E<<;HJE :7B 9ECKD; :? ,;==?E  C?B?7
 :;BB7 L7�
BEH?PP7P?ED; :;BB; 9ECF;J;DP; FHE<;II?ED7B?
 :;BB7 H;IFEDI7�
8?B?JS F;H H?IKBJ7J?
 :;BB\?DJ;=H?JS ; :;BB7 JH7IF7H;DP7 :;BB\7P?ED;
7CC?D?IJH7J?L7�
-? IEJJEB?D;7 ?B <7JJE 9>;
 D;B 9EHIE :;B ����
 ?B 9ECKD; :?
,;==?E  C?B?7 >7 F;H<;P?ED7JE B; CE:7B?JS :? ;B78EH7P?ED; :;?
:E9KC;DJ? :? FHE=H7CC7P?ED; I?7 7DDK7B; 9>; FBKH?;DD7B;
7B <?D; :? H799EH:7H; B7 F?7D?<?97P?ED; IJH7J;=?97 9ED B7 FHE�
=H7CC7P?ED; EF;H7J?L7� $D F7HJ?9EB7H;
 B7 ,** F;H ?B JH?;DD?E
��������� T IJ7J7 ;B78EH7J7 F;H E=D? FHE=H7CC7 �L?L;H; KD7
L?J7 I;H;D7� 7L;H; KD7 8KED7 9KBJKH7 ; KD7 8KED7 ;:K97P?E�
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D;� L?L;H; ?D KD7 9?JJS 9>; =K7H:7 7B <KJKHE� L?L;H; ?D KD 7C�
8?;DJ; I7DE
 EH:?D7JE ; <KDP?ED7B;� IFEIJ7HI? C;=B?E ; 8;D;�
I;=K;D:E KD CE:;BBE :;<?D?JE4�5 ; :? <79?B; 9ECFH;DI?ED; F;H
?�9?JJ7:?D?�;�=B? stakeholder H?B;L7DJ?�:;BB\;DJ;�

�� 7D7B?I? :;BBE I9;D7H?E D7P?ED7B;
 H;=?ED7B; ; BE97B;

:;BB7 governance ;�:;BB7�F?7D?<?97P?ED;�?DJ;=H7J7�

�� 7D7B?I?�:;BB\?CF7JJE ;�:;BB;�9H?J?9?JS�IKB�J;HH?JEH?E�
�� H?<B;II?ED? 7 F7HJ?H; :7? :7J? :? CED?JEH7==?E ; L7BKJ7�

P?ED;�H;B7J?L;�7BB; performance :;=B?�7DD?�FH;9;:;DJ?�
�� E8?;JJ?L? IJH7J;=?9? 9ED9H;J? :7 F;HI;=K?H; F;H ?B JH?;DD?E

��������� F;H E=D? FHE=H7CC7� *;H E=D? E8?;JJ?LE T
IJ7JE :;<?D?JE KD I?IJ;C7 :? ?D:?97JEH? ?D =H7:E :? C?IK�
H7H;�?B�H;7B;�H7==?KD=?C;DJE�

�� 7P?ED? ; FHE=;JJ? :7 H;7B?PP7H; D;B JH?;DD?E ;L?:;DP?7D�
:E BE IJ7JE :? 7L7DP7C;DJE H?IF;JJE 7=B? ;I;H9?P? FH;�
9;:;DJ?�

$B * "4�5
 ?DL;9;
 I? ?DGK7:H7 D;B FHE9;IIE :? F?7D?<?97P?ED;
; JH7:KP?ED; :;? FHE=H7CC? FH;L?IJ? D;BB7 ,**
 ?D E8?;JJ?L? ;
H?IKBJ7J?�7JJ;I?�:;<?D;D:E�?D�F7HJ?9EB7H;�
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_ ? 9;DJH? :? H;IFEDI78?B?JS
 :7 ?DJ;D:;HI? 9EC; 7C8?J? EH=7�
D?PP7J?L? ; =;IJ?ED7B?
 7BB7 9K? :?H;P?ED; ; H;IFEDI78?B?JS IE�
DE FH;FEIJ? ? H;IFEDI78?B? DEC?D7J? :7B I?D:79E ; 7 9K? IE�
DE 7II;=D7J? <EHC7BC;DJ; B; H;IFEDI78?B?JS D;BB7 =;IJ?ED;
:;BB; :EJ7P?ED? <?D7DP?7H?;
 KC7D;
 IJHKC;DJ7B?
 9ECFH;I7
B7 H;IFEDI78?B?JS :;BB; ;DJH7J; H?<;H?8?B? 7BB; H?IF;JJ?L; 7JJ?L?�
JS ; B7 9ECF;J;DP7 D;BB\7JJ?L7P?ED; :;BB; FHE9;:KH; F;H B7
H;7B?PP7P?ED; :;BB; 7JJ?L?JS FHE=H7CC7J;� B; :EJ7P?ED? <?D7D�
P?7H?; ; IJHKC;DJ7B? F;H E=D? 9;DJHE :? H;IFEDI78?B?JS :7 ?C�
F?;=7H; F;H B\;IFB;J7C;DJE :;BB; 7JJ?L?JS ; ?B F;HI;=K?C;DJE
:;=B?�E8?;JJ?L?�=;IJ?ED7B?�FH;L?IJ?�D;B F?7DE�:;=B?�E8?;JJ?L?�

_ ? FHE:EJJ? ; FHE=;JJ? :7 H;7B?PP7H; D;B ���� ; F;H 9?7I9KDE :?
;II? B; 7JJ?L?JS
 =B? ?DJ;HL;DJ? ; B; <7I? FHE=;JJK7B? :?H;JJ? 7BB7
H;7B?PP7P?ED; :;=B? E8?;JJ?L? =;IJ?ED7B? :;<?D?J? 7 B?L;BBE FH;�
L?I?ED7B;
 B; H?IEHI; <?D7DP?7H?; D;9;II7H?; F;H B7 BEHE H;7�
B?PP7P?ED;
 DED9>U =B? ?D:?97JEH? GK7B?J7J?L?
 GK7DJ?J7J?L? ; :?
;<<?9?;DP7 ?D =H7:E :? C?IKH7H; ?B H7==?KD=?C;DJE :;? H?IKBJ7�
J? FH;L?IJ?� B\7II;=D7P?ED; :;BB; H?IEHI; KC7D; F;H 9?7I9KD
FHE:EJJEFHE=;JJE� B\7HJ?9EB7P?ED; :;? FHE:EJJ? ; FHE=;JJ? F;H
E=D?�FHE=H7CC7�9EC;�;L?:;DP?7JE�D;BB7 ,**�
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$B * " H?IKBJ7 ;II;H; :;<?D?JE 9ED<EHC;C;DJ; 7? :E9KC;DJ?
9EDJ78?B? 7FFHEL7J? :7B 9EDI?=B?E 9ECKD7B; �8?B7D9?E 7DDK7B;

*BKH?;DD7B; ; ,**� ; H?IKBJ7 F;H<;JJ7C;DJ; 7BB?D;7JE 9ED ? FHE�
=;JJ?�FH;L?IJ?�D;BB\;B;D9E�7DDK7B;�:;?�B7LEH?�FK88B?9?�
$B F?7DE :;BB7 performance T IJ7JE ?:;DJ?<?97JE GK7B; B;=7C;
JH7 FHE=H7CC?
 E8?;JJ?L? IJH7J;=?9? FH;L?IJ? :7BB7 ,** ; E8?;JJ?L?
=;IJ?ED7B?�;�H?IEHI;�FH;L?IJ;�:7B * "�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7 a ��&;��P?ED?�:?�'?�
=B?EH7C;DJE�:;B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance

a ����$B�F;H9EHIE�:?�C?=B?EH7C;DJE�H;7B?PP7JE�:7BB\7CC?D?IJH7P?ED;

Il raffinamento degli indicatori, tramite azioni di audit
e la creazione di alcune schede consolidate a
completamento del piano della performance
$B 9ECFB;J7C;DJE :;BB7 I;9ED:7 7P?ED; :? C?=B?EH7C;DJE :7
F7HJ; :;B 9ECKD; :? ,;==?E  C?B?7 9ED ?B IKFFEHJE :;=B?
;IF;HJ? >7 FHE:EJJE 9EC; output �� I9>;:; H;B7J?L; 7 I;HL?P?
9EDI?:;H7J? H?B;L7DJ? :7 F7HJ; :;BB\;DJ; 9ECKD7B;� &; �� I9>;�
:;�I;HL?P?E�FHE:EJJ;�IEDE�:?�I;=K?JE�;B;D97J;�
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_ I;HL?P? F;H B7 :EC?9?B?7H?JS� GK;IJ7 I9>;:7 H7FFH;I;DJ7
B\?DI?;C; :;? I;HL?P? E<<;HJ? :7B 9ECKD; ?D C7J;H?7 :? 7II?�
IJ;DP7 IE9?7B; �7II?IJ;DP7 :EC?9?B?7H;
 9;DJH? :?KHD?
 F7IJ? 7
:EC?9?B?E
 7<<?:7C;DJE C?DEH?B;`�� �B9KD? :? GK;IJ? I;HL?P?
IEDE ;HE=7J? :?H;JJ7C;DJ; :7B 9ECKD; �7<<?:7C;DJE C?DEH?�
B;�
�C;DJH;�7BJH?�IEDE�=;IJ?IJ?�:7�IE9?;JS�F7HJ;9?F7J;�

_ I;HL?P? F;H B7 H;I?:;DP?7B?JS� H?9ECFH;D:EDE ? H?9EL;H? ?D 97�
I; FHEJ;JJ;
 B; IJHKJJKH; H;I?:;DP?7B? 7II?IJ;DP?7B?
 ?B JH7IFEHJE
:?�7DP?7D?
�;�:?�:?I78?B?�

_ 9EDJH7IJE 7BB7 C7H=?D7B?JS ; 7BB\;I9BKI?ED; IE9?7B;� B7 I9>;�
:7 H7FFH;I;DJ7 ?B I;HL?P? :? 7?KJE ; IKFFEHJE 7BB; :EDD; E=�
=;JJE�:?�L?EB;DP;�E�C7BJH7JJ7C;DJ?�

_ ;:?B?P?7 H;I?:;DP?7B; ; IE9?7B;� GK;IJ7 I9>;:7 H799EDJ7 =B?
I<EHP? :;B 9ECKD; F;H B7 H?GK7B?<?97P?ED; :;=B? 7BBE==? FK8�
8B?9?
 <7LEH?H; B\?D9EDJHE JH7 B7 :EC7D:7 ; B\E<<;HJ7 :? ?DGK?B?D?
; FHEFH?;J7H?
 :7H; 9EDJH?8KJ? 7 <7C?=B?; ?D :?<<?9EBJS D;B F7�
=7C;DJE�:;BB\7<<?JJE�

_ 8?8B?EJ;9>;� GK;IJ7 I9>;:; H7FFH;I;DJ7 B7 performance :;B
I?IJ;C7�8?8B?EJ;97H?E�9ECKD7B;�
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_ ?IJ?JKP?ED; ; D?:? :\?D<7DP?7� H7FFH;I;DJ7 B7 performance :?
7I?B? D?:E
 I9KEB; :;BB\?D<7DP?7 ; I;HL?P? ?DJ;=H7J?L? =;IJ?J? :7B
9ECKD;�:?�,;==?E� C?B?7�

_ $�. Y .KH?ICE Y !?;H; ; �ED=H;II?� &7 I9>;:7 H?9ECFH;D:;
?B I;HL?P?E :? $D<EHC7P?ED; ; �99E=B?;DP7 .KH?IJ?97 ; B7 FHE�
CEP?ED; :;BB7 9?JJS :? ,;==?E  C?B?7 DED9>U ? I;HL?P? 7<<;�
H;DJ?�7�C7D?<;IJ7P?ED?�<?;H?IJ?9>;�;�9ED=H;IIK7B?�

_ L;H:; FK88B?9E� B7 I9>;:7 H7FFH;I;DJ7 B7 performance :;B
I;HL?P?E :? C7DKJ;DP?ED; EH:?D7H?7 ; IJH7EH:?D7H?7 :;B L;H:;
FK88B?9E�9ECKD7B;�

_ CE8?B?JS ; JH7IFEHJ?� B7 I9>;:7 H?9ECFH;D:; I?7 ?B C?=B?EH7�
C;DJE :;BB7 CE8?B?JS FH?L7J7 I?7 B7 =;IJ?ED; :;B JH7IFEHJE
FK88B?9E�9ECKD7B;�

_ I;HL?P? :? ?D<EHC7P?ED;� B7 I9>;:7 H;D:?9EDJ7 B\7JJ?L?JS :;B
I;HL?P?E :? ?D<EHC7P?ED; :? front office
 ?D F7HJ?9EB7H; /HF�
9ECKD;�$D<EHC7
�?B�I?JE internet ;�?B�97D7B;�J;B;<ED?9E�

_ I;HL?P? <KD;8H?� B7 I9>;:7 H;D:?9EDJ7 B\7JJ?L?JS :;? I;HL?P? <K�
D;8H?�;�9?C?J;H?7B?�:;B�9ECKD;�

_ I;HL?P? 79GK?IJ?� B7 I9>;:7 H;D:?9EDJ7 B\7JJ?L?JS :;B I;HL?P?E
79GK?IJ?�
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_ F;HIED7B;� B7 I9>;:7 H;D:?9EDJ7 B\7JJ?L?JS :;BB7 =;IJ?ED; :;B
F;HIED7B;�9ECKD7B;�

_ J;9DEBE=?;� B7 I9>;:7 H;D:?9EDJ7 B\7JJ?L?JS :;BB7 =;IJ?ED;
:;BB; ?D<H7IJHKJJKH; ?D<EHC7J?9>; :;B 9ECKD; :? ,;==?E  C?�
B?7�

_ 9;DJHE IJEH?9E� B7 I9>;:7 H7FFH;I;DJ7 B7 performance :7
F7HJ; :;B 9ECKD; :? ,;==?E  C?B?7 D;BB7 =;IJ?ED; ; L7BE�
H?PP7P?ED; 9KBJKH7B; ;: ;9EDEC?97 :;B 9;DJHE IJEH?9E :;BB7
9?JJS�

_ I;HL?P?E 7D7=H7<;� B7 I9>;:7 H7FFH;I;DJ7 B7 performance

:;B�I;HL?P?E�7D7=H7<;�;�9;HJ?<?97P?ED?�
_ -/�*� B7 I9>;:7 H;D:?9EDJ7 B\7JJ?L?JS :;BBE -FEHJ;BBE /D?9E
:;BB;��JJ?L?JS�*HE:KJJ?L;�:;B 9ECKD;�:?�,;==?E� C?B?7�

&; I9>;:; :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance

:;B 9ECKD; :? ,;==?E  C?B?7 IEDE IJ7J; FH;:?IFEIJ; ?D CE:E
:7 H7FFH;I;DJ7H; B7 performance :;? I;HL?P? I9;BJ? ; H?J;DKJ? H?�
B;L7DJ? :7BB\;DJ; BKD=E GK7JJHE :?C;DI?ED? :;BB7 performance�
GK7DJ?JS
 GK7B?JS
 ;<<?9?;DP7 ;: ;<<?979?7� "B? ?D:?97JEH? :? GK7D�
J?JS >7DDE B\E8?;JJ?LE :? :;I9H?L;H; ; H799EDJ7H; B7 GK7DJ?JS :?
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7JJ?L?JS ILEBJ; :7 KD :;J;HC?D7JE I;HL?P?E� �7BB7 :;<?D?P?ED; :;B
L7BEH; target F;H =B? ?D:?97JEH? :? GK7DJ?JS :?I9;D:EDE
 FE?
 ?
L7BEH? target :;=B? ?D:?97JEH? :? GK7B?JS
 ;<<?9?;DP7 ;: ;<<?9?;D�
P7� *;H GK7B?JS :;BB\EH=7D?PP7P?ED; I? =K7H:7 7: KD7 :?C;D�
I?ED; ?DJ;HD7 7BB\7P?;D:7 ; B;=7J7 7BB7 97F79?JS :? EH=7D?PP7H;
B7 =;IJ?ED; :;? FHE9;II? FHE:KJJ?L? ; :? ;HE=7P?ED; :;? I;HL?P?
D;B CE:E C?=B?EH;
 ?D 9ED:?P?ED? :? F?;D7 I?9KH;PP7 ; L7BEH?P�
P7D:E H?IEHI;
 9ECF;J;DP; ; HKEB?� "B? ?D:?97JEH? :? ;<<?9?;DP7
H7FFH;I;DJ7DE B7 97F79?JS :? C7II?C?PP7H; ?B H7FFEHJE JH7 <7J�
JEH? FHE:KJJ?L? ?CF?;=7J? D;BB\7JJ?L?JS ; H?IKBJ7J? EJJ;DKJ?
 7 F7H?JS
:? 7BJH; 9ED:?P?ED?� "B? ?D:?97JEH? :? ;<<?979?7 H7FFH;I;DJ7DE B7
97F79?JS :;BB\7P?;D:7 :? IE::?I<7H; ? 8?IE=D? :;BB7 9EBB;JJ?L?JS 7
9K? T 9>?7C7J7 7 <7H <HEDJ; 7JJH7L;HIE B7 IK7 7JJ?L?JS 97H7JJ;H?�
IJ?97�
&; I9>;:; IEDE IJ7J; 9EHH;:7J; :7 KD7 I;H?; :? ?D:?97JEH? IF;�
9?<?9?
 97H7JJ;H?IJ?9? ; 97H7JJ;H?PP7DJ? ? I?D=EB? I;HL?P? H?J;DKJ? H?B;�
L7DJ? :7BB\;DJ; 9ECKD7B;� �B9KD? ?D:?97JEH? ?DI;H?J? D;BB; I9>;�
:; IEFH7 ?D:?L?:K7J; IEDE =?S KJ?B?PP7J? :7B 9ECKD; :? ,;==?E
 C?B?7
 7BJH? ?D:?97JEH? IEDE ?DL;9; IJ7J? IJK:?7J? ; 9EIJHK?J? ad

hoc 9ED�?B�IKFFEHJE�:7�F7HJ;�:;=B?�;IF;HJ?�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7 a ��&;��P?ED?�:?�'?�
=B?EH7C;DJE�:;B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance

a ����$B�F;H9EHIE�:?�C?=B?EH7C;DJE�H;7B?PP7JE�:7BB\7CC?D?IJH7P?ED;

L’assessment dei fabbisogni informativi a supporto
del sistema di misurazione e valutazione della
performance e della trasparenza
$B 9ECKD; :? ,;==?E  C?B?7
 FH;I;DJ7 KD I?IJ;C7 ?D<EHC7J?LE
7P?;D:7B; I?C?B; 7 GK;BBE :? CEBJ? 7BJH? ;DJ? BE97B? ?J7B?7D?
 FE?9>U
T 97H7JJ;H?PP7JE :7 KD7 9;HJ7 <H7CC;DJ7P?ED; :;BB; 87I? :7J?
7 IKFFEHJE :;? FHE9;II? EH=7D?PP7J?L?� *;H <7H <HEDJ; 7? <788?�
IE=D? ?D<EHC7J?L? ?DJ;HD? ;: ;IJ;HD? B\;DJ; H?9EHH; 7 :?L;HI? I?�
IJ;C? :? �7J7 M7H;>EKI?D= 9>; IEFF;H?I9EDE 7B =H7:E :? ?DJ;�
=H7P?ED; :;BBE IJ;IIE 9ED H?IKBJ7J? 8KED? ?D J;HC?D? :? ;<<?979?7
:;B I?IJ;C7 ?D<EHC7J?LE ; :? 97F79?JS :? FHE:KHH; B; ?D<EHC7�
P?ED? D;9;II7H?;
 C7 9ED ED;H? :? C7DKJ;DP?ED; ; =;IJ?ED;
9>;�D;�H?:K9EDE�?D�F7HJ;�B\;<<?9?;DP7�
&7 <KDP?ED; I?IJ;C? ?D<EHC7J?L? T =;IJ?J7 ?DJ;HD7C;DJ;
 7JJH7�
L;HIE ?B �;DJHE  B78EH7P?ED; �7J? �� ��
 ?DGK7:H7JE FH;IIE
B7 :?H;P?ED; =;D;H7B; :;BB\;DJ;
 9>; I? E99KF7 :;BB7 =;IJ?ED;
:;B I?IJ;C7 ?D<EHC7J?LE ;
 ?DEBJH;
 E<<H; KD FH;P?EIE IKFFEHJE
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:? H799EH:E JH7 <788?IE=D? EH=7D?PP7J?L?
 I?IJ;C7 ?D<EHC7J?LE ;
J;9DEBE=?; ?D<EHC7J?9>;� $D F7HJ?9EB7H;
 ?B F;HIED7B; I? FH;E9�
9KF7 :? H799EH:7H; B; ;I?=;DP; EH=7D?PP7J?L; :? 9?7I9KD I?D�
=EBE I;HL?P?E 9ED ?B I?IJ;C7 ?D<EHC7J?LE 7P?;D:7B; ; ? L?D9EB?
J;9DEBE=?9?� $ FHE=;JJ? :? H;L?I?ED; ; IL?BKFFE :;B I?IJ;C7 ?D<EH�
C7J?LE
 I?7DE ;II? <?D7B?PP7J? 7 H?L;:;H; I?IJ;C? =;IJ?ED7B? E 7:
7JJK7H; I;HL?P? on-line
 IEDE IL?BKFF7J? 9ED KD7 BE=?97 :? 9ED�
9;HJ7P?ED; JH7 ?B I?D=EBE I;HL?P?E ; ?B � � ?D CE:E J7B; :7 ?:;D�
J?<?97H; IEBKP?ED? ?D<EHC7J?9>; 9>; C;=B?E H?IFED:EDE 7BB; ;I?�
=;DP; EH=7D?PP7J?L;� &7 <KDP?ED; I?IJ;C? ?D<EHC7J?L?
 ?DEBJH;

;HE=7 9EHI? :? <EHC7P?ED; 7? :?H?=;DJ? ; <KDP?ED7H? :;B 9ECKD;
:? ,;==?E  C?B?7 FH?D9?F7BC;DJ; ?D H?<;H?C;DJE 7BB\?DJHE:KP?ED;
:? DKEL? 7FFB?97J?L?�  II7 I? E99KF7
 ?DEBJH;
 :;BB7 C7DKJ;D�
P?ED; ; :;BBE IL?BKFFE :;B FEHJ7B; ?IJ?JKP?ED7B; :;B 9ECKD; :?
,;==?E  C?B?7
 9>; L?;D; 7==?EHD7JE F;H?E:?97C;DJ; :7? H;<;�
H;DJ? ?D:?L?:K7J? FH;IIE B; :?L;HI; IJHKJJKH; ; I;HL?P?
 9ED ?D<EH�
C7P?ED? IKBB; 7JJ?L?JS ;: ? I;HL?P? ILEBJ? ; 9ED :E9KC;DJ? H;B7J?L?
7BB\7CC?D?IJH7P?ED;� $B I;HL?P?E =;IJ?I9; ?B budget 9ECFB;II?LE
F;H ? I?IJ;C? ?D<EHC7J?L? :;BB\;DJ;� $B budget T IJ7JE F7HJ?9EB7H�
C;DJ; 9EBF?JE :7? J7=B? :? 8?B7D9?E :ELKJ? 7D9>; 7BB; DKEL; ;
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F?X IJH?D=;DJ? DEHC; :;B *7JJE :? -J78?B?JS $DJ;HDE� $B � � DED
=;IJ?I9; B7 9ECKD?97P?ED; IKB I?JE internet 9>; T =;IJ?JE :7B
I;HL?P?E�9ECKD?97P?ED;�:;B�9ECKD;�
&7 :;<?D?P?ED; :;B DKELE I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?E�
D; :;BB7 performance D;9;II?J7L7 :? KD\7:;=K7J7 C7FF7JK�
H7 :;? <788?IE=D? ?D<EHC7J?L? :? IKFFEHJE F;H 7=;LEB7H; ?B FHE�
9;IIE :? 7B?C;DJ7P?ED; :;B I?IJ;C7 IJ;IIE ?D EJJ?97 :? C7II?�
C7 ;<<?9?;DP7 D;BB7 FHE:KP?ED; :;BB; ?D<EHC7P?ED? ; =7H7DP?7
:? GK7B?JS :;BB; IJ;II;� &7 <H7CC;DJ7P?ED; :;BB; 87I? :7J? =;�
IJ?ED7B? FKW 9ECFEHJ7H; B7 H?:ED:7DP7 :;? :7J? ; B7 DED 7JJ;D�
:?8?B?JS :;=B? IJ;II?� &\assessment :;? <788?IE=D? ?D<EHC7J?L? T
LEBJE 7 L;H?<?97H; GK7B? 87D9>; :7J? E==? IKFFEHJ?DE ? <BKII? ?D�
<EHC7J?L? 9>; 7B?C;DJ7DE ?B F?7DE :;BB7 performance :;B 9ECK�
D; :? ,;==?E  C?B?7� &\assessment T IJ7JE 9ECFB;J7JE ?:;D�
J?<?97D:E B; 87D9>; :7J? �I;HL?P?� 9>; 7B?C;DJ7DE ?B F?7DE :;B�
B7 performance
 ?:;DJ?<?97D:E ?B <EHC7JE ��FFB?97J?L? IF;9?<?9?

web`� ; B7 F;H?E:?9?JS :? 7==?EHD7C;DJE :;B datawarehouse

�=?EHD7B?;HE
 C;DI?B;
 JH?C;IJH7B;
 I;C;IJH7B;
�� &7 J78;BB7 H?;�
F?BE=7�B\assessment ILEBJE�
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Tabella 3 - Assessment dei fabbisogni informativi del comune di Reggio Emilia

Servizi/Banca dati Formato Periodicità di
aggiornamento

-;HL?P?�7D7=H7<?9? Oracle "?EHD7B?;HE

-?IJ;C7�9EDJ78?B; Oracle "?EHD7B?;HE

* " Oracle "?EHD7B?;HE

$�$$'/ Oracle "?EHD7B?;HE

�7J7IJE Oracle
(ED�>7�7==?EHD7C;DJE�?D
GK7DJE�?�:7J?�DED�L7H?7DE

)II;HL7JEH?E�9ECKD7B;�IK?�I;HL?P?�IE9?E�
7II?IJ;DP?7B;�;�IKB�JH7<<?9E Oracle "?EHD7B?;HE

-;HL?P?�7BB7�F;HIED7��7:KBJ?
�7DP?7D?
�C?DEH?

C?=H7DJ?
�:?I78?B?
�I;HL?P?�I9EB7IJ?9?�;�IE9?E�
;:K97J?L?
�IFEHJ�;�J;CFE�B?8;HE�

Oracle "?EHD7B?;HE

*EB?P?7�BE97B; Oracle "?EHD7B?;HE

";IJ?ED;�:;B�F;HIED7B; Oracle
"?EHD7B?;HE��C7�?D�KD��1#
:?L;HIE�

�ECKD?97P?ED; � �

.H?8KJ? Oracle "?EHD7B?;HE

)F;H;�FK88B?9>;�;�&&�** Oracle

�1#�?DJ;=H7JE�9ED�?B * "�
�7H?97C;DJE�=?EHD7B?;H?�C7
IK��7J7C7HA�:?L;HIE�

�EDJH7JJ?��=7H; Oracle �9EC;�&&�**� "?EHD7B?;HE

�LLE97JKH7 �FFB?97J?LE�L;HJ?97B;�?DJ;HDE �

-;HL?P?�9KBJKH7B? �FFB?97J?LE�L;HJ?97B;�?DJ;HDE �

�?8B?EJ;97 �FFB?97J?LE�L;HJ?97B;�?DJ;HDE��-�(� �

 :?B?P?7�H;I?:;DP?7B;�FK88B?97 �FFB?97J?LE�L;HJ?97B;�IL?BKFF7JE�?DJ;HD7C;DJ;�IK�87I;
Oracle

�

-E9?;JS�F7HJ;9?F7J;
�FFB?97J?LE�L;HJ?97B;�?DJ;HDE�F;H�?B�9EDJHEBBE�:;?��?B7D9?
:;BB;�F7HJ;9?F7J;�;�F;H�9EIJHK?H;�8?B7D9?E�9EDIEB?:7JE�:;B
9ECKD;���*H;9;:;DJ;C;DJ;�;N9;B��

�

�EC; CEIJH7 B7 J78;BB7 � B7 C7==?EH7DP7 :;? I;HL?P?87D9>;
:7J? 9>; 7B?C;DJ7DE ?B F?7DE :;BB7 performance KJ?B?PP7 B7 F?7J�
J7<EHC7 Oracle ;: T ?DJ;=H7JE D;B datawarehouse 9ECKD7�
B; 9ED KD7 <H;GK;DP7 :? 97H?97C;DJE :;? :7J?7==?EHD7C;DJE
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=?EHD7B?;HE� *;H ? I;HL?P? 9KBJKH7B?
 B; 8?8B?EJ;9>;
 B\;:?B?P?7 H;�
I?:;DP?7B; FK88B?97
 B\7LLE97JKH7 9ECKD7B; ; B7 =;IJ?ED; :;?
H7FFEHJ? 9ED B; IE9?;JS F7HJ;9?F7J; :;B 9ECKD; DED I? KJ?B?PP7
Oracle
 C7 7FFB?97J?L? =;IJ?ED7B? L;HJ?97B? IF;9?<?9? F;H GK;IJ?
I;HL?P?
 7B9KD? :? ;II? IL?BKFF7J? ?DJ;HD7C;DJ; :7B � �� $B 9E�
CKD; :? ,;==?E  C?B?7 I? 7LL7B; ?DEBJH; :? 87D9>; :7J? ;IJ;HD;
9EC; GK;BB; :;BB7 �7C;H7 :? �ECC;H9?E $D:KIJH?7 �HJ?=?7D7JE
; �=H?9EBJKH7 :? ,;==?E  C?B?7 �L?IKH; 97C;H7B?� ; :;BB\�P?;D:7
KD?JS -7D?J7H?7 &E97B; :? ,;==?E  C?B?7 ?D C;H?JE 7? :7J? D;�
9;II7H? F;H ? I;HL?P? IE9?E�7II?IJ;DP?7B?� +K;IJ? :7J? ;IJ;HD?
 7:
E==?
�DED�IEDE�?DJ;=H7J?�D;B datawarehouse 9ECKD7B;�
)8?;JJ?LE :;B � � T GK;BBE :? 7HH?L7H; 7 KD7 ?DJ;=H7P?ED;
9ECFB;J7 :? JKJJ; B; 87D9>; :7J? 7BB\?DJ;HDE :;B datawarehouse

?D CE:E :7 =;IJ?H; ?D CE:E ?DJ;=H7JE JKJJ? ? <BKII? ?D<EHC7J?L?
:;B 9ECKD;� &; FHEII?C; ?DJ;=H7P?ED? �;DJHE B7 <?D; :;B �����
D;B datawarehouse 9ECKD7B;
 9ECF7J?8?BC;DJ; 9ED B; H?IEHI;
9EHH;DJ? ; ?D 9EDJE 97F?J7B; 7BBE97J7 7B � �
 :ELH;88;HE H?�
=K7H:7H; ?B 9ECFB;J7C;DJE :;BB; 87D9>; :7J? =;IJ?ED7B?
:;BB\)II;HL7JEH?E 9ECKD7B; IK? I;HL?P? IE9?E�7II?IJ;DP?7B? ;
IKB JH7<<?9E ; B7 =;IJ?ED; :;BB; =7H; ; 9EDJH7JJ?� -; B; H?IEHI; BE
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F;HC;JJ;H7DDE 9\T ?B FHE=;JJE :? ?DJ;=H7H; 7D9>; ? :7J? :? D7JK�
H7�=;E�H;<;H;DP?7B;97HJE=H7<?7�������������

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7 a ��&;��P?ED?�:?�'?�
=B?EH7C;DJE�:;B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance

2.3 Gli effetti delle azioni di miglioramento sul
sistema di misurazione e valutazione della
performance organizzativa

$B 9ECFB;J7C;DJE :;BB; 7P?ED? :? C?=B?EH7C;DJE :7 F7HJ; :;B
9ECKD; :? ,;==?E  C?B?7 9ED ?B IKFFEHJE :;=B? ;IF;HJ? >7 F;H�
C;IIE :? H?I9EDJH7H; KD ;<<;JJ?LE C?=B?EH7C;DJE ?D KD7 I;H?;
:? 7C8?J?� $DD7DP?JKJJE ?B 9ECKD; :? ,;==?E  C?B?7 >7 DEC?�
D7JE ; 9EIJ?JK?JE B\)$0 H?IF;JJ7D:E ? H;GK?I?J? FH;:;<?D?J? F;H ?
9ECFED;DJ? �?D9ECF7J?8?B?JS
 ;B;L7J7 FHE<;II?ED7B?JS C7D7=;�
H?7B; ;J9��� 7 =7H7DP?7 :;BB\?D:?F;D:;DP7 :;BB7 L7BKJ7P?ED; :;B�
B7 performance EH=7D?PP7J?L7 ; ?D:?L?:K7B;� &\)$0
 EH7
 ?DJ;H7�
=?I9; ; 9EBB78EH7 :?H;JJ7C;DJ; 9ED ?B L;HJ?9; 7CC?D?IJH7J?LE ;
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? :?H?=;DJ? :;BB\;DJ; 7B <?D; :? 7II?9KH7H; H?=EH;
 ?D9?I?L?JS ; JH7�
IF7H;DP7 :;B I?IJ;C7 :? L7BKJ7P?ED;� $DEBJH;
 B\)$0
 ;DJHE I97�
:;DP7
 L7B?:;HS B7 H;B7P?ED; IKBB7 performance
 FHEFEHHS B7
L7BKJ7P?ED; :;B :?H;JJEH; =;D;H7B; ; 7JJ;IJ;HS B\7IIEBL?C;DJE
:;=B? E88B?=>? :? ?DJ;=H?JS ; JH7IF7H;DP7� -? 9ED<?:7 9>;
 9ED
B7 9EIJ?JKP?ED; :;BB\)$0
 L;HH7DDE H?IF;JJ7J; B; J;CF?IJ?9>; :?
FHE=H7CC7P?ED;�;�H;D:?9EDJ7P?ED;�:;BB\;DJ;�
�ED B\7FFHEL7P?ED; :;B F?7DE :;BB7 performance :7 F7HJ; :;B�
B7 =?KDJ7
 ?B CE:;BBE =;D;H7B; :? H7FFH;I;DJ7P?ED; :;BB7 F;H<E�
C7D9; =?S FH;9;:;DJ;C;DJ; :;<?D?JE
 EH7 T IJ7JE KBJ;H?EHC;D�
J; 7<<?D7JE ; H?IKBJ7 ;II;H; C7==?EHC;DJ; ?DJK?8?B; F;H ? 9?JJ7:?�
D? :;B 9ECKD;� $B FH;I?:?E :? 7B9KD? I;HL?P? H?J;DKJ? H?B;L7DJ? F;H
B\;DJ; 9ED B7 9EIJHKP?ED; :? 7FFEI?J; I9>;:; I;HL?P?E F;HC;J�
J;HS :7 KD B7JE KD C7==?EH; FH;I?:?E :? GK;IJ? I;HL?P? ?D J;H�
C?D? :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance 7B <?D; :?
C?=B?EH7H; B7 GK7B?JS 9ECFB;II?L7 :;? I;HL?P? IJ;II?
 :7BB\7BJHE
F;HC;JJ;HS KD7 C?=B?EH; H;D:?9EDJ7P?ED; D;? 9ED<HEDJ? :;? 9?J�
J7:?D? ; stakeholder H?B;L7DJ? L?IJ7 B7 <79?B?JS :? B;JJKH7 :;BB;
I9>;:;�FH;:?IFEIJ;�
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&\KBJ?C7 7P?ED; :? C?=B?EH7C;DJE >7 FEIJE B; 87I? F;H ?B IK�
F;H7C;DJE :;<?D?J?LE :;BB7 <H7CC;DJ7P?ED; :;BB; 87I? :7J? =;�
IJ?ED7B?� $D GK;IJE CE:E B\7CC?D?IJH7P?ED; 9ECKD7B; :? ,;=�
=?E  C?B?7 :?IFEHHS :? KD I?IJ;C7 =;IJ?ED7B; JEJ7BC;DJ; ?DJ;�
=H7JE D;B datawarehouse� &\?DJ;=H7P?ED; D7J?L7 :;BB; 87D9>;
:7J? :;BB\;DJ; KD?J7C;DJ; 7BB\;LEBKP?ED; :;BB7 J;9DEBE=?7
 7 B?�
L;BBE hardware ; software =7H7DJ?HS 7BB\7CC?D?IJH7P?ED; 9E�
CKD7B; :? ,;==?E  C?B?7 B\?CC?II?ED; :?H;JJ7 :? :7J? I;CFH;
F?X DKC;HEI? 7: KD B?L;BBE :? :;JJ7=B?E I;CFH; C7==?EH;
 B7
J;CF;IJ?L?JS :? 7==?EHD7C;DJE ; H;F;H?C;DJE :;? :7J? ; B7 :?�
IJH?8KP?ED; :;BB; H?IEHI; ?D<EHC7J?9>; F;H FEJ;H EF;H7H; ?C�
C;:?7J7C;DJ;�;�?DJ;H7JJ?L7C;DJ;�IKBB;�87I;�:?�:7J?�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7 a ��&;��P?ED?�:?�'?�
=B?EH7C;DJE�:;B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance

2.4 Leading practice & Lesson learned

$ FKDJ? :? <EHP7 ;C;HI? D;BB\;IF;H?;DP7 :? C?=B?EH7C;DJE :;B
9ECKD;�:?�,;==?E� C?B?7 FEIIEDE�;II;H;�9EIV�7HJ?9EB7J?�

1. Miglioramento e affinamento del ciclo integrato della
performance e superamento della frammentazione
gestionale

�ED B\7FFHEL7P?ED; :;B F?7DE :;BB7 performance :;B 9E�
CKD; :? ,;==?E  C?B?7 ; :;B :E9KC;DJE H;B7J?LE 7B I?�
IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance :7
F7HJ; :;BB7 =?KDJ7 9ECKD7B; ?D :7J7 �� C7==?E ���� �$���
��� � *�"� �����
 I? T FHE9;:KJE D;BB7 :?H;P?ED; :? KD KB�
J;H?EH; 7<<?D7C;DJE ; C?=B?EH7C;DJE :;B 9?9BE :;BB7 perfor-

mance :;B 9ECKD;� +K;IJ7 C7==?EH; ?DJ;=H7P?ED; :;? :E�
9KC;DJ? 9>; 9ECFED=EDE ?B 9?9BE :;BB7 performance ; ?B
I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance
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L;HHS IKFFEHJ7J7 =H7P?; 7 KD7 C7==?EH; ?DJ;=H7P?ED; :;BB;
87D9>; :7J? =;IJ?ED7B? 9>; 7B?C;DJ7DE ?B F?7DE :;BB7 perfor-

mance :;B 9ECKD; :? ,;==?E  C?B?7� +K;IJ7 ?DJ;=H7P?ED;
I?7 7 B?L;BBE :E9KC;DJ7B; 9>; 7 B?L;BBE ?D<EHC7J?9E I7HS J7D�
JE C7==?EH; GK7DJE C7==?EH? I7H7DDE B; H?IEHI; IJ7DP?7J;
F;H 9EDJ?DK7H; D;BB\?DJ;=H7P?ED; :;BB7 87I? :7J? =;IJ?ED7B?
:7�F7HJ;�:;B�� ��

2. Rilevanza di un approccio pragmatico e responsabile
da parte del personale del comune

�D9>; D;BB7 H;7B?PP7P?ED; :;BB; 7P?ED? :? C?=B?EH7C;DJE ?B
commitment :;BB7 :?H;P?ED; =;D;H7B; 7CFB?<?97JE :7B <7JJE
9>; B; 7H;; EH=7D?PP7J?L; :? FH?EH?J7H?E H?<;H?C;DJE
 GK7B? ?B
I;HL?P?E FHE=H7CC7P?ED; ; 9EDJHEBBE
 ?B I;HL?P?E =;IJ?ED;
; -L?BKFFE :;B F;HIED7B; ; :;BB\EH=7D?PP7P?ED;
 ?B I;HL?P?E
=;IJ?ED; ; -L?BKFFE :;BB; .;9DEBE=?; ; :;? -?IJ;C? $D<EH�
C7J?L?
 IEDE JKJJ; 7: ;II7 H?9ED:K9?8?B? ; ?B commitment

:;BB; F;HIED; 9>; EF;H7DE D;B 9ECKD; :? ,;==?E  C?B?7

=?S F;H7BJHE ;C;HI? 9EC; 9>?7HE ;B;C;DJE :? <EHP7 :;B I?�
IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance ?D
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;II;H; D;BB\7CC?D?IJH7P?ED;
 I? IEDE H?L;B7J? <ED:7C;DJ7B?
F;H =7H7DJ?H; B7 FEI?J?L7 H;7B?PP7P?ED; :;BB; 7P?ED? :? C?�
=B?EH7C;DJE�?:;DJ?<?97J;�:7=B?�;IF;HJ?�

Note
�� �<H��=?KDJ7�9ECKD7B;����C7==?E�������$����������*�"�������

�� �<H� DEJ7��
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7

3. Valutazione della performance,
redazione del piano 2012-2014 e della
relazione sulla performance

Introduzione

$B I;=K;DJ; :E9KC;DJE 7D7B?PP7 ; H?FEHJ7 7B9KD? ;B;C;DJ? :?�
IJ?DJ?L? 9>; >7DDE 97H7JJ;H?PP7JE B7 <7I; :? L7BKJ7P?ED; :;B 9?�
9BE :? performance ���� :;B 9ECKD; :? ,;==?E� $D F7HJ?9EB7�
H;
 7D7B?PP7 ?B FHE9;IIE :? L7BKJ7P?ED; I;=K?JE H?FEHJ7D:E 9ED�
I?:;H7P?ED? IKBB7 H;B7P?ED; :? performance ; IKBB\;I?JE IJ;IIE
:;BB7 L7BKJ7P?ED;
 EBJH; 7 :?I9KJ;H; B; CE:7B?JS :? 9EIJHKP?ED;
:;B F?7DE�:;BB7 performance ����������



';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7 a ���07BKJ7P?ED;�:;B�
B7 performance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7
performance

3.1 Il Processo di valutazione

$D GK;IJ7 I;P?ED; I? :;I9H?L; ?B HKEBE H?9EF;HJE :7=B? EH=7D?
7CC?D?IJH7J?L? ; FEB?J?9? H?IF;JJE 7B FHE9;IIE :? L7BKJ7P?ED;� -?
H?9>?7C7DE 7D9>; 7B9KD? :;JJ7=B? H?IF;JJE 7BB; <7I? ; ? J;CF? EI�
I;HL7J?�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7 a ���07BKJ7P?ED;�:;B�
B7 performance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7
performance a ����$B�*HE9;IIE�:?�L7BKJ7P?ED;

Fattore: Ruolo degli organi di vertice politico-
amministrativo
"B? EH=7D? :? L;HJ?9; :;BB\7CC?D?IJH7P?ED; ILEB=EDE KD HKEBE
9>?7L; D;B FHE9;IIE :? L7BKJ7P?ED; :;BB7 performance EH=7�
D?PP7J?L7 :7B CEC;DJE 9>;
 ?D :;<?D?J?L7
 IEDE 9EBEHE 9>; L7�
BKJ7DE B7 performance ; ILEB=EDE ? FHE9;II? :;9?I?ED7B? 9>;



? 9EDJ;DKJ? :;BB7 H;B7P?ED; :ELH;88;HE ?D<BK;DP7H;� �? I;=K?�
JE I? H?9>?7C7 B\7JJ;DP?ED; IK KD ;B;D9E :? 7JJEH? 9>; 9?7I9KD
;IF;HJE�FKW�:;9?:;H;�;L;DJK7BC;DJ;�:?�?DJ;=H7H;

direttore / segretario generale:
>7 IKF;HL?I?ED7JE B\7JJ?L?JS ILEBJ7 :7BB7 :?H?=;DJ; :;BB7 FHE�
=H7CC7P?ED; ; 9EDJH?8K?JE 7 <EHD?H; ?D<EHC7P?ED? KJ?B? F;H
B7�<7I;�:?�L7BKJ7P?ED;�

comitato di direzione:
? :?H?=;DJ? >7DDE 7LKJE ?B :KFB?9; HKEBE :? <EHD?H; ?D:?97P?ED?
IKBB7 performance :;=B? 7C8?J? :? BEHE 9ECF;J;DP7
 EBJH; 7
IK==;H?H; ?D:?97P?ED? 9?H97 B7 C?IKH78?B?JS :? 7B9KD? ?D:?97�
JEH? FHEFEIJ? 7 ?DJ;=H7P?ED; ; C?=B?EH7C;DJE :;B F?7DE F;H
KD ?DI;H?C;DJE D;B *:* ���������� $D F7HJ?9EB7H; >7DDE
<EHD?JE 7BBE staff :;BB7 :?H;P?ED; =;D;H7B; ; 7BB7 FHE=H7C�
C7P?ED; B; ?D<EHC7P?ED? D;9;II7H?; F;H FEHJ7H; 7L7DJ? B7
<7I;�:?�L7BKJ7P?ED;�
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sindaco:
T IJ7JE ?D<EHC7JE :;B C;JE:E :? B7LEHE I9;BJE ;: >7 FH;IE
L?I?ED;�:;BB7�:E9KC;DJ7P?ED;�FHE:EJJ7�

giunta:
&7 H;B7P?ED; :? performance ���� T IJ7J7 FH;:?IFEIJ7 C7
DED 7D9EH7 7FFHEL7J7� &7 =?KDJ7 >7 F;HW =?S 7FFHEL7JE ?B
* "*�) ; ?B *:* ���� 7D9>; 7BB7 BK9; :;BB7 8EPP7 :? H;�
B7P?ED; ���� 9>; >7 L?I?ED7JE� &7 :;B?8;H7 :? 7FFHEL7P?E�
D; * "*:)�C;DP?ED7�?B�9EDJ;DKJE�:;BB7�H;B7P?ED;�

consiglio comunale:
DED�T�IJ7JE�9E?DLEBJE�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7 a ���07BKJ7P?ED;�:;B�
B7 performance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7
performance a ����$B�*HE9;IIE�:?�L7BKJ7P?ED;

Fattore: Ruolo dell’organismo indipendente di
valutazione (OIV)
&\)$0 :;B 9ECKD; T IJ7JE 9EIJ?JK?JE ; 9EDLE97JE F;H B\7LL?E
:;? B7LEH? 7 C7==?E ����� $ 9ECFED;DJ? :;BB\)$0 7 L7H?E J?JEBE
; D;BB\7C8?JE :;BB; H?IF;JJ?L; 9ECF;J;DP; >7DDE =?S IKFFEH�
J7JE ?B 9ECKD; D;BB; 7JJ?L?JS :? :;<?D?P?ED; :;B FHEFH?E 9?9BE :?
FHE=H7CC7P?ED; ; :? :;<?D?P?ED; :;B I?IJ;C7 :? C?IKH7P?ED;
; L7BKJ7P?ED; :;BB7 performance� (;B 9EHIE :;BB7 H?KD?ED; :?
?DI;:?7C;DJE >7 7LKJE CE:E :? EJJ;D;H; B7 L?I?ED; :\?DI?;C;
:;B 9?9BE :? =;IJ?ED; :;BB7 performance ; :;B H799EH:E 9ED B7
L7BKJ7P?ED; ?D:?L?:K7B;� &\)$0 DED >7 F;HW <EHCKB7JE H799E�
C7D:7P?ED? 9?H97 ?B FHE9;IIE :? C?IKH7P?ED; ; L7BKJ7P?ED; =?S
;<<;JJK7JE FHEFH?E ?D H;B7P?ED; 7B <7JJE 9>; I? T ?DI;:?7JE IK9�
9;II?L7C;DJ;�B7�9>?KIKH7�:;BB7�<7I;�:?�L7BKJ7P?ED;������
�BB\)$0 IEDE�7JJH?8K?J;�B;�<KDP?ED?�FH;L?IJ;�F;H�B;==;�

&\EH=7D?ICE ILEB=; B; <KDP?ED? :? 9K? 7BJ\7HJ� �� 9ECC? � ; � :;B �� &=I�LE
������� 4&;==? ?B J;IJE ?D H;J; 5 DED9>U GK;BB; FH;L?IJ; :7 B;==? :?L;HI;
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; :7? ,;=EB7C;DJ? :;BB\;DJ;
 ?D F7HJ?9EB7H; GK;BB; FH;L?IJ; :7BB\7HJ� � -;�
P?ED; � :;B L?=;DJ; H;=EB7C;DJE IKBB\)H:?D7C;DJE =;D;H7B; :;=B? /<<?9? ;
:;?�I;HL?P?�:;B 9ECKD;�:?�,;==?E� C?B?7

$D I;=K?JE 7BB7 H?KD?ED; :\?DI;:?7C;DJE
 B\)$0 :? 9ED9;HJE 9ED
?B :?H;JJEH; =;D;H7B; ; ? :?H?=;DJ? :7BB7 FHE=H7CC7P?ED; ; :;B
F;HIED7B; >7 ?CFEIJ7JE :K; =?EHD7J; :? B7LEHE 9ED ? :?H?=;DJ?
F;H :?I9KJ;H; ?B J;C7 :;BB7 performance EH=7D?PP7J?L7 ; H79�
9E=B?;H; ?D<EHC7P?ED? IKB 9?9BE :? =;IJ?ED; :;BB7 performance

7D7B?PP7JE :7B FKDJE :? L?IJ7 :;? :?L;HI? stakeholder ;: KJ;DJ?
?DJ;HD?��&;�=?EHD7J;�I?�ILEB=;H7DDE�7�I;JJ;C8H;������

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7 a ���07BKJ7P?ED;�:;B�
B7 performance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7
performance a ����$B�*HE9;IIE�:?�L7BKJ7P?ED;

Fattore: Fasi e tempi
&7 <7I; :? L7BKJ7P?ED; :;BB7 performance ; B7 IJ;IKH7 :;BB7 H;�
B7P?ED; :? performance T 7LL;DKJ7 D;? FH?C? C;I? :;BB\7DDE�
-EDE IJ7J? H799EBJ? ? :7J? H;B7J?L? 7? H?IKBJ7J? 7 <?D; ���� ?D CE:E
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I?IJ;C7J?9E ; D;B H?IF;JJE :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BK�
J7P?ED;�7FFHEL7JE�D;B������
&7 H;B7P?ED; T IJ7J7 KBJ?C7J7 ; IJ7 F;H ;II;H; 7FFHEL7J7� $B
:E9KC;DJE H?7==H;=7 B; ?D<EHC7P?ED? F7HJ;D:E :7BB; FEB?J?9>;
?:;DJ?<?97J; :7B 9ECKD; :? ,;==?E  C?B?7 9EC; FH?EH?J7H?;� $
H?IKBJ7J? H7==?KDJ? IEDE :;I9H?JJ? I?7 ?D J;HC?D? GK7B?J7J?L? 9>;
GK7DJ?J7J?L?� $D F7HJ?9EB7H;
 B7 H;B7P?ED; H?FEHJ7 7D9>; ?B JH;D:
:;=B? KBJ?C? 7DD? ?D J;HC?D? :? H?IKBJ7J? H7==?KDJ? F;H =B? 7C8?J? B7
9K?�C?IKH7P?ED;�T�9EIJ7DJ;�D;B�J;CFE�
&7 H;:7P?ED; :;B *:* ��������� T 7LL;DKJ7 ?D F7H7BB;BE H?�
IF;JJE 7BB7 <EHCKB7P?ED; :;B * "*:)� � J7B FHEFEI?JE I? H?�
9EH:7 9>; ?B 9ECKD; :? ,;==?E  C?B?7 DED >7 EFJ7JE F;H B7
9EIJ?JKP?ED; :? KD *:* 9EC; :E9KC;DJE 7 IU IJ7DJ;
 GK7DJE
9EC; B7 H?IKBJ7DP7 :? KD\7JJ?L?JS <?D7B?PP7J7 7BB\;IJ;DI?ED; :;�
=B? 7C8?J? :? C?IKH7P?ED; ; 7B C?=B?EH7C;DJE :? FHE<ED:?JS :;B�
B7 IJ;II7� $B *:* ��������� T IJ7JE 7FFHEL7JE ?D =?KDJ7
 ?D B?�
D;7 9ED ? J;CF? :? FHE=H7CC7P?ED; :;B ����
 9EC; 7BB;=7JE
7B * "*:)�
$B CED?JEH7==?E :;? H?IKBJ7J? 9ED9;HD;DJ? =B? 7C8?J? :? perfor-

mance ?D:?97J? D;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7
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performance 7LL?;D; F;H?E:?97C;DJ; ; ?D F7HJ?9EB7H; 7 =?K�
=DE ; I;JJ;C8H;
 ?D B?D;7 9ED ?B CED?JEH7==?E :;=B? I9EIJ7�
C;DJ?�:;BB7�FHE=H7CC7P?ED;�<?D7DP?7H?7�
$B 8?B7D9?E FH;L;DJ?LE ���� T IJ7JE H?J7H:7JE D;BB\7FFHEL7P?ED;
7 97KI7 :;BB\?D9;HJ;PP7 :ELKJ7 7 L?D9EB? ;IJ;HD? GK7B? B7 D;�
9;II?JS :? H?IF;JJ7H; B; ?D:?97P?ED? DEHC7J?L; :;<?D?J; 7 B?L;BBE
D7P?ED7B; D;BB\7C8?JE :;BB7 B;==; <?D7DP?7H?7 ; :;? :;9H;J? 9EB�
B;=7J? 7BB7 I?JK7P?ED; :? 9H?I? ?D 9K? I? JHEL7 ?B *7;I;
 ? L?D9EB?
:;B�F7JJE�:?�IJ78?B?JS�;�B\?DJHE:KP?ED;�:;BB\$'/�
&7 L7BKJ7P?ED; ?D:?L?:K7B;
 9EC; :7 I?IJ;C7 :? C?IKH7P?ED;
; L7BKJ7P?ED; I;=K; ?B 9?9BE :? L7BKJ7P?ED; :;BB7 performance

:7JE 9>; :?H?=;DJ?
 *) ; F;HIED7B; IEDE L7BKJ7J? 7D9>; IKBB7
87I;�:;BB; performance :?�;DJ;�
*?X ?D =;D;H7B;
 ?B CED?JEH7==?E :;B 9?9BE :? =;IJ?ED; :;BB7 per-

formance ���� >7 ;L?:;DP?7JE KD7 F?;D7 9E;H;DP7 JH7 B; <7�
I? :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance
 KD <EHJ;
7BB?D;7C;DJE JH7 FHE=H7CC7P?ED; EF;H7J?L7
 IJH7J;=?97 ; <?�
D7DP?7H?7 ; KD H799EH:E F?;DE JH7 B7 C?IKH7P?ED; :;BB7 perfor-

mance EH=7D?PP7J?L7�;�GK;BB7�?D:?L?:K7B;�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7 a ���07BKJ7P?ED;�:;B�
B7 performance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7
performance

3.2 Il piano della performance 2012-2014

$B *:* ��������� T IJ7JE H;:7JJE ?D CE:E 9E;H;DJ; H?IF;JJE
7? :E9KC;DJ? 9>; BE >7DDE 9EIJ?JK?JE D;B ����� &7 IJHKJJKH7 ;
B\?D:?9; T ?B C;:;I?CE
 9EIV 9EC; B\;IJ;DI?ED; :;BB7 C?IKH7�
P?ED;� $B B7LEHE <7JJE D;BB\7C8?JE :;BB; 7P?ED? :? C?=B?EH7C;DJE
FEHJ7J; 7L7DJ? 9ED ?B 9ECKD; :? ,;==?E  C?B?7 D;B 9EHIE :;B
���� >7DDE E<<;HJE BE IFKDJE F;H 7CFB?7H; B; :?C;DI?ED? :? C?�
IKH7P?ED; :? 9;HJ; 7JJ?L?JS ; I;HL?P? H?J;DKJ? :? FH?EH?J7H?E ?DJ;�
H;II; F;H B\;DJ; ; ? IKE? stakeholder ?DJ;HD?� �B9KD; :;BB; CE�
:?<?9>; FHEFEIJ; IEDE IJ7J; 799EBJ; :7? :?H?=;DJ? 9ECF;J;DJ?
F;H ? I?D=EB? 7C8?J?
 C;DJH; 7BJH; IEDE IJ7J; CEC;DJ7D;7C;D�
J; 7997DJED7J; ?D GK7DJE 9EDI?:;H7J; :?<<?9?BC;DJ; C?IKH78?B?
I;DP7 KD IKFFEHJE IJ78?B; ; 9ED9H;JE :;B I?IJ;C7 ?D<EHC7J?LE
7 IKFFEHJE :;BB7 FHE=H7CC7P?ED; ; C?IKH7P?ED; :;BB7 perfor-

mance�



-? H?B;L7 KD7 9;HJ7 :?<<?9EBJS D;BB7 H7FFH;I;DJ7P?ED; :;B *:*
F;H =B? stakeholder ;IJ;HD? FHEFH?E 7 97KI7 :;BB7 9ECFB;J;PP7
:;BB7 :E9KC;DJ7P?ED; :? IKFFEHJE 9>; C7B I? FH;IJ7 7: ;II;�
H; H7FFH;I;DJ7J7 7JJH7L;HIE :E9KC;DJ? FBKH?C?� &\E8?;JJ?LE :;B
9ECKD;
 FKH LEB;D:E C7DJ;D;H; 9EIJ7DJ; B7 IJHKJJKH7 :7J7 7B
*:* ; 7B 9?9BE :? H7FFH;I;DJ7P?ED; :;BB7 performance
 T GK;B�
B7 :? ?:;DJ?<?97H; KD I?IJ;C7 ?D<EHC7J?LE 7B?C;DJ7DJ; KD7 H7F�
FH;I;DJ7P?ED; 9ECFB;II?L7 :;BB7 performance EH=7D?PP7J?L7
9>;�I?7�:?�<79?B;�B;JJKH7�;:�799;IIE�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7 a ���07BKJ7P?ED;�:;B�
B7 performance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7
performance

3.3 La relazione sulla performance

&7 H;B7P?ED; IKBB7 performance :;B 9ECKD; :? ,;==?E  C?B?7

9EC; =?S H?9EH:7JE
 H?7==H;=7 B7 L7BKJ7P?ED; :;=B? 7C8?J? ?D
9K? T 7HJ?9EB7J7 �FEB?J?9>;
 7P?ED? IJH7J;=?9>;
 I;HL?P? :? FH?EH?J7�
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H?E ?DJ;H;II;
 I;HL?P? EH:?D7H?
 IJ7JE :? I7BKJ; ; ?CF7JJ?� <EHD;D�
:E KD7 H7FFH;I;DJ7P?ED; GK7B?J7J?L7 ; KD7 F?X GK7DJ?J7J?L7� &7
F7HJ; GK7B?J7J?L7 H?FEHJ7 KD7 :;I9H?P?ED; :;BB\7C8?JE :? C?IK�
H7P?ED; ; <EHD?I9; ?D:?97P?ED? 9?H97 B7 L7BKJ7P?ED; ; ? H?IKBJ7J?
EJJ;DKJ?�  II7 T 9ECFB?C;DJ7J7 :7 :7J? GK7DJ?J7J?L? ; I;H?; IJE�
H?9>; H;B7J?L; 7B JH;D: :;=B? �KBJ?C?� 7DD? ?D 9K? T IJ7JE C?IKH7JE
?B H?IKBJ7JE EJJ;DKJE� -? H?9EH:7 9>; ?B 9ECKD; :? ,;==?E  C?B?7
>7 KD7 JH7:?P?ED; :? C?IKH7P?ED; :;? H?IKBJ7J? H7==?KDJ? 9>; T
7DJ;9;:;DJ; 7B �� &=I� ������� 4&;==? ?B J;IJE ?D H;J; 5� $D�
<7JJ?
 =?S :7B ���� >7 FK88B?97JE ?B ,;D:?9EDJE �?L?9KC H;B7J?LE
7? H?IKBJ7J? ; =B? ?CF7JJ? =;D;H7J? :7 7B9KD; FEB?J?9>; ; I;HL?P?
H?J;DKJ? :? H?B;L7DP7 F;H B\;DJ;� �? 9EDI;=K;DP7
 :?IFED; F;H
7B9KD? :? ;II?
 :? 9K? >7 C7DJ;DKJE =B? ?D:?97JEH? ; B; C?IKH;

KD�JH;D:�:?�H?IKBJ7JE�:;=B?�KBJ?C?�����7DD?�
&7 H;B7P?ED; <EHD?I9; ?D:?97P?ED; H?IF;JJE 7: E=D? 7C8?JE :?
C?IKH7P?ED; ?:;DJ?<?97JE :7B 9?9BE :? performance :;B 9ECKD;�
$DEBJH;
 FHEFH?E =H7P?; 7B <EHJ; 7BB?D;7C;DJE JH7 FHE=H7CC7P?E�
D; IJH7J;=?97
 EF;H7J?L7 ; <?D7DP?7H?7
 H?FEHJ7 F;H 9?7I9KD7 FE�
B?J?97 ?D EJJ?97 7==H;=7J7 B; IF;I; IEIJ;DKJ; ; B; ;L;DJK7B? ;D�
JH7J; =;D;H7J;� "B? ?CF7JJ? IEDE C?IKH7J? 9ED ?D:?97JEH? GK7DJ?�
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J7J?L? I?DJ;J?9? ; I? H?<;H?I9EDE 7BB7 FEB?J?97 E 7B IEJJE�E8?;JJ?LE ?D
9K? ;II7 T I9ECFEIJ7� �?7I9KD E8?;JJ?LE T H?FEHJ7JE H?IF;JJE 7?
H?IKBJ7J? 9EDI;=K?J? :7B ���� 7B ����� �JJK7BC;DJ; B7 H;B7P?ED;
DED 9EDJ?;D; ?D:?97P?ED? :? benchmark 9ED 7BJH; 7CC?D?IJH7�
P?ED?�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7 a ���07BKJ7P?ED;�:;B�
B7 performance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7
performance a ����&7�H;B7P?ED;�IKBB7 performance

Fattore: Struttura della relazione
&7 H;B7P?ED; H?9>?7C7 B\7FFHEL7P?ED; :;B *:* ��������� :7
F7HJ; :;BB7 =?KDJ7 ; L?;D; FH;I;DJ7J7 :7BB\7CC?D?IJH7P?ED;�
&\?D:?9;
 :EFE 7L;H; <EHD?JE ?D:?97P?ED? :? 9EDJ;IJE :;BB\;DJ;

9EC; =?S H?9>?7C7JE I? 7HJ?9EB7 ?DJEHDE 7BB; I;JJ; FEB?J?9>; IK
9K?�T�7HJ?9EB7J7�B\7JJ?L?JS�:;B�9ECKD;�
&7 H;B7P?ED; I? FH;I;DJ7 9EC; KD :E9KC;DJE 9ECFB;JE 7D9>;
I; F?KJJEIJE BKD=E �9?H97 ��� F7=?D;� C7 T F?KJJEIJE 799;I�
I?8?B; FHEFH?E =H7P?; 7BB7 IK7 IJHKJJKH7 9>; H?FEHJ7 B; H?IEHI;
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KD7 F7HJ; :;I9H?JJ?L7 F;H 9?7I9KD7 I;P?ED; ; ? H?IKBJ7J? EJJ;DKJ?
?D <EHC7 J78;BB7H;� $B B?D=K7==?E 7:EJJ7JE T 9ECFH;DI?8?B; 7=B?
stakeholder ;IJ;HD? ; IEDE <EHD?J; ?D:?97P?ED? 7 9ECC;DJE :;B
H7==?KD=?C;DJE�E�DED�H7==?KD=?C;DJE�:;=B?�E8?;JJ?L?�
$DEBJH;
 B7 H;B7P?ED; 9EDJ?;D; 7D9>; ?D:?97P?ED? IKBB7 gover-

nance :;BB; 7P?;D:; F7HJ;9?F7J;� (ED IEDE H?FEHJ7J; ?D:?97�
P?ED?�:?�H799EH:E�9ED�B7�L7BKJ7P?ED;�?D:?L?:K7B;�
$B FHE9;IIE :? H;:7P?ED; T 7LL;DKJE =H7P?; 7B HKEBE 9;DJH7B;
:;BB7 FHE=H7CC7P?ED; 9>; >7 H799EBJE B; ?D<EHC7P?ED? D;9;I�
I7H?;�F;H�;<<;JJK7H;�B7�L7BKJ7P?ED;�;�H;:?=;H;�?B�:E9KC;DJE�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7 a ���07BKJ7P?ED;�:;B�
B7 performance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7
performance a ����&7�H;B7P?ED;�IKBB7 performance

Fattore: valutazione degli obiettivi
$B B?L;BBE :? 9ECFB;J;PP7 D;BB7 L7BKJ7P?ED; :;=B? E8?;JJ?L? T I?�
=D?<?97J?LE D;B I;DIE 9>; ?B :E9KC;DJE H?FEHJ7 B7 :;I9H?P?ED;
:;BB\E8?;JJ?LE
 =B? ?D:?97JEH? ; ? H?IKBJ7J? H7==?KDJ?
 EBJH; 7BB; H?IEH�
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I; D;9;II7H?; ;E =;D;H7J; ; B; IJHKJJKH; :? H?<;H?C;DJE� (ED
IEDE ?D:?97J; L7H?7P?ED? ?DJ;HL;DKJ; :KH7DJ; B\7DDE ?D J;HC?D?
:? IJHKJJKH7
 C;DJH; ?B 9ECC;DJE GK7B?J7J?LE 7? H?IKBJ7J? H?FEHJ7
?D:?97P?ED? 9?H97 L7H?7P?ED? E CEJ?L7P?ED? :?L;HI; 9>; >7DDE
9EDI;DJ?JE�E�C;DE�:?�H7==?KD=;H;�=B?�E8?;JJ?L?�
-? H?9EH:7 9>; B\7D7B?I? 9?H97 ? H?IKBJ7J? EJJ;DKJ? D;B ���� T IJ7J7
FEHJ7J7 7L7DJ? 7BB\?DJ;HDE :;BB\;DJ; 9ED ?B HKEBE F?LEJ7B; :;BB7 :?�
H?=;DJ;�:;BB7�FHE=H7CC7P?ED;�;�:;B�:?H;JJEH;�=;D;H7B;�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7 a ���07BKJ7P?ED;�:;B�
B7 performance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7
performance

3.4 Gli Esiti della valutazione

&\;I?JE :;BB7 L7BKJ7P?ED; T H?FEHJ7JE ?D CE:E 9>?7HE ;: 799;I�
I?8?B; 7D9>; F;H KDE stakeholder ;IJ;HDE� &E I<EHPE <7JJE T
7D:7JE D;BB7 :?H;P?ED; :? 9EIJHK?H; KD :E9KC;DJE 9ECFH;DI?�
8?B; 7BB\;IJ;HDE� "B? 7C8?J? C?IKH7J?
 B7 performance H7==?KDJ7
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; B7 9E;H;DP7 H?IF;JJE 7B F?X 9ECFB;II?LE I?IJ;C7 :? C?IKH7�
P?ED;�;�L7BKJ7P?ED;�H?IKBJ7DE�;L?:;DJ?�:7B�:E9KC;DJE�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7 a ���07BKJ7P?ED;�:;B�
B7 performance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7
performance

3.5 Azioni di miglioramento e lesson learned

� IKFFEHJE :;BB\7D7B?I? I? <EHD?I9; KD7 =H?=B?7 I?DJ;J?97 9>; H?�
9>?7C7 ? J;C? ; ? <7JJEH? EH7 FH;I;DJ7J?� -;=K;D:E KD 7FFHE9�
9?E 9EDIEB?:7JE
 =B? ;IF;HJ? EBJH; 7 ILEB=;H; B\7D7B?I? FEIIE�
DE ?:;DJ?<?97H; 7P?ED? :7 IK==;H?H; 7BB\7CC?D?IJH7P?ED; F;H C?�
=B?EH7H; ?B FHE9;IIE :? L7BKJ7P?ED; :;BB7 performance EH=7D?P�
P7J?L7�;�B7�FHEFH?7 H;B7P?ED;�IKBB7 performance�
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Tabella 4

Tema.fattore Descrizione Possibili Azioni di miglioramento
����,KEBE�:;=B?
EH=7D?�:?�L;HJ?9;
FEB?J?9E
7CC?D?IJH7J?LE

,KEBE�9>?7L;�:;BB7�:?H;P?ED;�=;D;H7B;�;�:;BB;
:?H?=;DJ?�:?�FHE=H7CC7P?ED;�;�H?IEHI;�KC7D;

(;9;II?JS�:?�9E?DLEB=;H;�?D�CE:E�F7HJ;9?F7JE�JKJJ?�?�:?H?=;DJ?
9?H97�?B 9?9BE�:?�=;IJ?ED;�:;BB7 performance F;H�9ED:?L?:;H;�B7
9KBJKH7�:;BB7 performance

����,KEBE�:;BB\)$0 &?C?J7JE�7BB;�<KDP?ED?�:;<?D?J;�:7B ���&=I�����
�����4&;==?�?B�J;IJE�?D�H;J;5

����!7I?�;�J;CF?
&;�<7I?�;�?�J;CF?�FH;L?IJ?�:7B 9?9BE�:?�=;IJ?ED;
:;BB7 performance IEDE�8;D�7BB?D;7J;�9ED�=B?
7BJH?�9?9B?�:?�FHE=H7CC7P?ED;

�� *?7DE�:;BB7
performance

���������

$B�:E9KC;DJE�H?IKBJ7�:7BB\?DJ;=H7P?ED;�:;?
:E9KC;DJ?�:?�FHE=H7CC7P?ED;�=?S�FH;I;DJ?
�,**� * "*:)�

(;9;II?JS�:?�H;D:;H;�F?X�B;==?8?B;�?B�H799EH:E�JH7�7C8?J?�:?
C?IKH7P?ED;�:;BB7 performance ;�:E9KC;DJ?�9>;�B7
H7FFH;I;DJ7DE

�����C8?J?�:?
L7BKJ7P?ED;

&\;IJ;DI?ED;�T�7CF?7�;�I;=K;�GK7DJE�FH;L?IJE
:7BB7�DEHC7J?L7

&7�FHE<ED:?JS�:?�C?IKH7P?ED;�FKW�;II;H;�KBJ;H?EHC;DJ;
C?=B?EH7J7�I;B;P?ED7D:E�?D:?97JEH?�9>;�C7==?EHC;DJ;
H7FFH;I;DJ7DE�=B?�7C8?J?�:;<?D?J?�:7B�9ECKD;

����-JHKJJKH7�:;BB7
H;B7P?ED;

&\7HJ?9EB7P?ED;�F;H�FEB?J?9>;�H;D:;�:?�<79?B;
B;JJKH7�?B�:E9KC;DJE �P?ED;�:?�I?DJ;I?�F;H�<79?B?J7H;�B7�B;JJKH7�:;B�:E9KC;DJE

����L7BKJ7P?ED;�:;=B?
E8?;JJ?L? �>?7H7�C7�F?KJJEIJE�:?I9EHI?L7 �;<?D?P?ED;�:?�?D:?97P?ED?�:?�I?DJ;I?�;�%*$�9ED�9K?�I?�FEII7DE

?:;DJ?<?97H;�7D9>;�?�:?H?=;DJ?�7P?;D:7B?

 I?J?�:;BB7
L7BKJ7P?ED;

�KED7�;�?D�B?D;7�9ED�=B?�E8?;JJ?L?
�B7::EL;�?
H?IKBJ7J?�I?�IEDE�:?I9EIJ7J?�T�IJ7JE
FH?D9?F7BC;DJ;�7�97KI7�:?�L?D9EB?�<?D7DP?7H?
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7 a ���07BKJ7P?ED;�:;B�
B7 performance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7
performance a �����P?ED?�:?�C?=B?EH7C;DJE�; lesson learned

Ulteriori azioni di miglioramento del sistema di
misurazione e valuazione della performance
organizzativa
$B 9ECKD; :? ,;==?E  C?B?7 7L;L7 FEHJ7JE 7 J;HC?D; JKJJ; B;
7P?ED? :? C?=B?EH7C;DJE ?:;DJ?<?97J; D;B 9EHIE :;B FH;I;DJ;
FHE=;JJE� � I;=K?JE :;BB\7JJK7P?ED; :;B *:* ��������� >7 H?J;�
DKJE D;9;II7H?E FHE9;:;H; 9ED DKEL; B?D;; :? C?=B?EH7C;DJE
:;I9H?JJ;�D;B�FHEII?CE�F7H7=H7<E�



';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7 a ���07BKJ7P?ED;�:;B�
B7 performance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7
performance a �����P?ED?�:?�C?=B?EH7C;DJE�; lesson learned

Obiettivi delle azioni di miglioramento svolte dall’am-
ministrazione
&; 7P?ED? :? C?=B?EH7C;DJE 9>; ?B 9ECKD; :? ,;==?E  C?B?7 ?D�
J;D:; F;HI;=K?H; ?D FH;L?I?ED; :;BB7 FHE=H7CC7P?ED; ����
IEDE�B;�I;=K;DJ?�

_ :?<<KI?ED; :? KD7 9KBJKH7 :? FE9>? key performance Indicator

:;<?D?J? 9ED ? :?H?=;DJ? 9ED B\E8?;JJ?LE :? H;IFEDI78?B?PP7HB? ;
<79?B?J7H;�B7�9KBJKH7�:;BB7 performance�

_ ?DL;IJ?H; D;BB7 B;==?8?B?JS :;? :E9KC;DJ?
 JH7 9K? ?B *:* ; B7
H;B7P?ED;� $B FH?CE D;9;II?J7 :? KD7 9>?7L; :? B;JJKH7 F;H =B?
stakeholder ;IJ;HD?
 :7JE 9>; T ?B H?IKBJ7JE :? KD7 IECC7
:? :E9KC;DJ? :? FHE=H7CC7P?ED;
 C;DJH; ?B I;9ED:E H?IKBJ7
JHEFFE�7D7B?J?9E�;�F;HJ7DJE�:?�B?C?J7J7�799;II?8?B?JS�

_ C7==?EH 9E?DLEB=?C;DJE :;BB7 =?KDJ7 7D9>; 7? <?D? :? KD7
C7==?EH;�H;IFEDI78?B?PP7P?ED;�:;=B?�EH=7D?�FEB?J?9?�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7 a ���07BKJ7P?ED;�:;B�
B7 performance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7
performance a �����P?ED?�:?�C?=B?EH7C;DJE�; lesson learned

Percorso di miglioramento programmato
&\7CC?D?IJH7P?ED; >7 :;9?IE :? FHE9;:;H; :;<?D;D:E :K;
=?EHD7J; :? B7LEHE 9ED ? :?H?=;DJ? F;H H7=?ED7H; IK? FHEFH?E I?�
IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; ; F;H :;<?D?H; ? %*$ F;H
FEB?J?9>; �7H;; IJH7J;=?9>;� ; I;HL?P?� /D I;9ED:E E8?;JJ?LE
9>; I? T FEIJ7 B\7CC?D?IJH7P?ED; T GK;BBE :? B7LEH7H; IKBB7 B;=�
=?8?B?JS ;: 799;II?8?B?JS :;? :E9KC;DJ? :? performance� &; 7JJ?�
L?JS�IEDE�IJ7J;�FHE=H7CC7J;�F;H�?B�C;I;�:?�I;JJ;C8H;������

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7 a ���07BKJ7P?ED;�:;B�
B7 performance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7
performance a �����P?ED?�:?�C?=B?EH7C;DJE�; lesson learned

Leading practice e Lesson learned
$B 9ECKD; :? ,;==?E  C?B?7 I? 97H7JJ;H?PP7 F;H KD7 9EDJ?DK7
LEBEDJS :? C?=B?EH7H; ?B FHEFH?E <KDP?ED7C;DJE� )=D? H?IKBJ7JE



H7==?KDJE T L?IJE 9EC; KD output :? KD FHE9;IIE ?D 9EDJ?DKE
:?L;D?H; 7D9>; H?IF;JJE 7BB; I<?:; 9>; B\;DJ; I? JHEL7 7: 7<<HED�
J7H;� *;H B; 7CC?D?IJH7P?ED? :;BB7 &?D;7 � B7 97F79?JS :? ,;=�
=?E  C?B?7 :? C?IKH7H; F;H?E:?97C;DJ; H?IKBJ7J? ; I<?:; :7 FEH�
J7H; 7L7DJ?
 FHEFED;D:EI? IEBKP?ED?
 H7FFH;I;DJ7 KD ;I;CF?E
:7�I;=K?H;�F;H�?B�9EDJ?DKE�C?=B?EH7C;DJE�

L’esperienza del comune di Reggio Emilia



Collegamenti

�B <?D; :? H;D:;H; F?X 7=;LEB; ?B F;H9EHIE :? 7FFHE<ED:?C;DJE
I? I;=D7B7DE :? I;=K?JE ? 9EDJ;DKJ? :;BB; 7BJH; I;P?ED? 9>;
9ECFED=EDE�?B�C7DK7B;�

_ &E IL?BKFFE :;B 9?9BE :;BB7 performance� FH?D9?F? ; 9H?J;H?

9>; FH;I;DJ7 ?B GK7:HE :;? FH?D9?F7B? ;B;C;DJ? IK? GK7B? T EF�
FEHJKDE 9>; E=D? 7CC?D?IJH7P?ED; H?<B;JJ7 F;H H7<<EHP7H; B7
FHEFH?7 97F79?JS :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB; perfor-

mance� &7 I;P?ED; 9ECFH;D:; B7 check list KJ?B?PP78?B; :7?
9ECKD? 9EC; IJHKC;DJE F;H KD\7KJE7D7B?I? :;BB; 97H7JJ;H?�
IJ?9>;�;�:;B�<KDP?ED7C;DJE�:;B�I?IJ;C7�

_ ?B H7FFEHJE IK? F;H9EHI? :? C?=B?EH7C;DJE D;? 9ECKD? :;BB;
H;=?ED? )8?;JJ?LE �EDL;H=;DP7
 9>; ?BBKIJH7 ?B F;H9EHIE :;B
B7LEHE :;BB; 7CC?D?IJH7P?ED? 9E?DLEBJ; ?D �7B78H?7
 �7CF7�
D?7
 *K=B?7 ; -?9?B?7 9ED B\7JJ?L?JS :? 7<<?7D97C;DJE
 FH;I;D�
J7D:ED; ? C?=B?EH7C;DJ? 9EDI;=K?J? D;BB\7JJK7P?ED; :;B 9?�



9BE :? =;IJ?ED; :;BB7 performance ;: ;L?:;DP?7D:E 7B9KD;
;IF;H?;DP;�F7HJ?9EB7HC;DJ;�I?=D?<?97J?L;�

_ ?B H7FFEHJE IKBB\ LEBKP?ED; ?D 9EHIE D;? 9ECKD? 97FEBKE=E
:? FHEL?D9?7
 9>; :;I9H?L; ?D EJJ?97 9ECF7H7J?L7 B\;I?JE
:;BB\;I7C; 9ECF?KJE IKB <?D?H; :;B ���� IK? I?J? web ; FHE�
FED;
 F;H KD7 I;B;P?ED; :? 9ECKD? 97FEBKE=E :? FHEL?D9?7

7FFHE<ED:?C;DJ? 9ED:EJJ? 7JJH7L;HIE 7D7B?I? :E9KC;DJ7B;
;:�?DJ;HL?IJ;�
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L’esperienza dei comuni della Bassa Romagna

����D7B?I?�:;B�I?IJ;C7�:?�C?IKH7P?ED;�:;BB7 perfor-

mance EH=7D?PP7J?L7

����$DJHE:KP?ED;��&\KD?ED;�:;?�9ECKD?�:;BB7��7II7�,E�
C7=D7

����$DDEL7P?ED?�D;?�I?IJ;C?�:?�C?IKH7P?ED;�H;7B?PP7J;
D;=B?�KBJ?C?�7DD?

��� Review :;B�I?IJ;C7�:?�C?IKH7P?ED;�:;BB7 perfor-

mance EH=7D?PP7J?L7

��� Lesson learned ;�FKDJ?�:?�<EHP7�:;B�F;H9EHIE�H;7�
B?PP7JE



���&;��P?ED?�:?�'?=B?EH7C;DJE�:;B�I?IJ;C7�:?�C?IKH7�
P?ED;�;�L7BKJ7P?ED;�:;BB7 performance

����"B?�E8?;JJ?L?�:;BB;�7P?ED?�:?�C?=B?EH7C;DJE�FHEFEIJ;

����$B�F;H9EHIE�:?�C?=B?EH7C;DJE�H;7B?PP7JE�:7BB\7CC?�
D?IJH7P?ED;

����"B?�;<<;JJ?�:;BB;�7P?ED?�:?�C?=B?EH7C;DJE�IKB�I?IJ;C7
:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance EH=7�
D?PP7J?L7

��� Leading practice � lesson learned

���07BKJ7P?ED;�:;BB7 performance
�H;:7P?ED;�:;B
F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7 perfor-

mance
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$DJHE:KP?ED;

����$B�FHE9;IIE�:?�L7BKJ7P?ED;

����$B�F?7DE�:;BB7 performance ���������

����&7�H;B7P?ED;�IKBB7 performance

����"B?�;I?J?�:;BB7�L7BKJ7P?ED;

�����P?ED?�:?�C?=B?EH7C;DJE�; lesson learned
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';DK a &\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7

1. Analisi del sistema di misurazione della
performance organizzativa

Introduzione
&7 FH;I;DJ; I;P?ED; 9EDJ?;D; KD H7FFEHJE H;B7J?LE
7BB\;IF;H?;DP7 C7JKH7J7 :7BB\KD?ED; :;? 9ECKD? :;BB7 �7II7
,EC7=D7 ?D J;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 perfor-

mance� $ IK99;II?L? F7H7=H7<? FH;I;DJ7DE D;B :;JJ7=B?E B; 7D7�
B?I? ILEBJ; FH;IIE 9?7I9KD7 7CC?D?IJH7P?ED; D;BB\7C8?JE :;B
*HE=;JJE 07BKJ7P?ED; :;BB; Performance ?D H;B7P?ED; 7B I?IJ;�
C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance EH=7D?P�
P7J?L7 ?D ;II;H; D;B ����� .7B? F7H7=H7<? :;I9H?LEDE ?DEBJH; B;
7P?ED? :? C?=B?EH7C;DJE FEIJ; ?D ;II;H; :7B 9ECKD; D;B F;H?E�
:E �������� 7B <?D; :? H7<<EHP7H; ?B 9?9BE :;BB7 performance
 B7
L7BKJ7P?ED; :;BB7 performance
 B7 H;:7P?ED; :;B F?7DE ; :;BB7
H;B7P?ED;�IKBB7 performance�



*;H KD7 L?I?ED; :\?DI?;C; :;BB; ;IF;H?;DP; C7JKH7J; ?D JKJJ; ;
I;? B; 7CC?D?IJH7P?ED? F?BEJ7 FH;I; 7 H?<;H?C;DJE D;B *HE=;JJE
07BKJ7P?ED; :;BB; Performance T FEII?8?B; 9EDIKBJ7H; B7 I;�
P?ED;  IF;H?;DP; ; leading practice ?D 7B9KD; 7CC?D?IJH7P?E�
D? BE97B?� .7B; I;P?ED; FH;I;DJ7 ?D J;HC?D? 9ECF7H7J?L? ? H?IKB�
J7J? :;B F;H9EHIE :? 7D7B?I? 9ECF?KJE IKBB; I;? 7CC?D?IJH7P?ED?
F?BEJ7 D;B F;H?E:E �������� 9ED B\E8?;JJ?LE :? C;JJ;H; ?D ;L?�
:;DP7 B; leading practice :KH7DJ; B\;IF;H?;DP7 :? 7JJK7P?ED;
:;BB; ?DDEL7P?ED? ?D J;C7 :? performance management ?DJHE�
:EJJ;�:7B�:;9H;JE�B;=?IB7J?LE�D���������

1.1 L’unione dei comuni della Bassa Romagna

$ 9ECKD? :? �B<EDI?D;
 �7=D797L7BBE
 �7=D7H7 :? HEC7=D7

�EDI;B?9;
 �EJ?=DEB7
 !KI?=D7DE
 &K=E
 '7II7 &EC87H:7 ;
-� �=7J7 IKB -7DJ;HDE
 :7B �Q =;DD7?E ���� 
 >7DDE ?IJ?JK?JE
B\/D?ED;�:;?�9ECKD?�:;BB7��7II7�,EC7=D7�
�ED KD7 FEFEB7P?ED; H;I?:;DJ; 9ECFB;II?L7 :? ������� 78?�
J7DJ? ; KD\;IJ;DI?ED; :? ��� %CG
 I? JH7JJ7 :;BB\/D?ED; :?
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9ECKD? F?X =H7D:; ?D  C?B?7 ,EC7=D7 ; JH7 B; C7==?EH?
:;BB\?DJ;HE�*7;I;�

';DK a &\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7 a ����D7B?I?�:;B
I?IJ;C7�:?�C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7 a ����$DJHE:KP?E�
D;��&\KD?ED;�:;?�9ECKD?�:;BB7��7II7�,EC7=D7

Assetto istituzionale
�\T KD7 :?<<;H;DP7 JH7 �IIE9?7P?ED; :? 9ECKD? ; /D?ED; :? 9E�
CKD?� ]&\�IIE9?7P?ED; :? 9ECKD?
 FH;L?IJ7 :7BB7 B;==; H;=?E�
D7B; D� ������
 H7FFH;I;DJ7 KD7 <EHC7 :? 9EBB78EH7P?ED; ?D�
J;HC;:?7 JH7 B7 I;CFB?9; 9EDL;DP?ED; :? I;HL?P? ; B\/D?ED; :?
9ECKD?� -? JH7JJ7 IEIJ7DP?7BC;DJ; :? KD ?DI?;C; :? F?X 9ED�
L;DP?ED? ;N 7HJ� �� .�/� �&�
 KD 9EDJ;D?JEH; � FH?LE :? F;HIED7�
B?JS =?KH?:?97 � 7BB\?DJ;HDE :;B GK7B; B; 7CC?D?IJH7P?ED? FEIIE�
DE ?DI;H?H; ? BEHE 799EH:?� &\/D?ED; :? 9ECKD?
 FH;L?IJ7 :7BB\7HJ�
�� :;B .;IJE /D?9E :;=B? ;DJ? BE97B?
 T KD ;DJ; BE97B; 9ED EH�
=7D? FEB?J?9? :? H?<;H?C;DJE ; FHEFH?; H?IEHI; �KC7D;
 IJHKC;D�
J7B? ; <?D7DP?7H?;�
 ?D =H7:E GK?D:? :? :7H; F?X H7FFH;I;DJ7D�
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P7 7BB\7H;7 L7IJ7 ; :? ;HE=7H; I;HL?P? 9ED KD7 C7==?EH; GK7B?�
JS^4�5�
$B I?D:79E :? &K=E T IJ7JE ;B;JJE *H;I?:;DJ; :;BB\/D?ED; 7
C7==?EH7DP7 7IIEBKJ7 :7B 9EDI?=B?E :;BB\/D?ED;
 JH7 ? -?D:79?
:;? 9ECKD? 9>; B7 9EIJ?JK?I9EDE� $B *H;I?:;DJ; H?C7D; ?D 97H?97
F;H KD F;H?E:E DED IKF;H?EH; 7B FHEFH?E C7D:7JE :? I?D:79E� $B
*H;I?:;DJ; T ?B H;IFEDI78?B; :;BB\7CC?D?IJH7P?ED; :;BB\/D?ED;
;: ;I;H9?J7 B; <KDP?ED? 9>; =B? L;D=EDE 7JJH?8K?J; :7BB; B;==?

:7BBE IJ7JKJE ; :7? ,;=EB7C;DJ?� $B I?D:79E :? �EJ?=DEB7
 T
IJ7JE DEC?D7JE :7B *H;I?:;DJ; 0?9;FH;I?:;DJ; :;BB\/D?ED;� &7
=?KDJ7 T 9ECFEIJ7 :7B *H;I?:;DJ;
 :7B L?9; *H;I?:;DJ; ; :7?
-?D:79?�:;?�9ECKD?�7:;H;DJ?�7BB\/D?ED;�
$B 9EDI?=B?E :;BB\/D?ED; T 9ECFEIJE :7 KD JEJ7B; :? �� 9ECFE�
D;DJ? ;B;JJ? JH7 ? 9ECFED;DJ? :;? 9EDI?=B? :;? � 9ECKD?
 H?F7HJ?J?
I;9ED:E�BE�I9>;C7�:;<?D?JE�D;BBE IJ7JKJE�:;BB\/D?ED; �
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';DK a &\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7 a ����D7B?I?�:;B
I?IJ;C7�:?�C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7 a ����$DJHE:KP?E�
D;��&\KD?ED;�:;?�9ECKD?�:;BB7��7II7�,EC7=D7

Struttura organizzativa
&\/D?ED; >7 KD7 IK7 :EJ7P?ED; EH=7D?97 ; I? 7LL7B;
:;BB\EF;H7 :;B F;HIED7B; :?F;D:;DJ; 7IIKDJE
 JH7I<;H?JE E 9E�
C7D:7JE :7? 9ECKD? 9>; D; <7DDE F7HJ; 9ED B; CE:7B?JS IJ7�
8?B?J; :7B H;=EB7C;DJE F;H B\EH:?D7C;DJE :;=B? K<<?9? ; :;? I;H�
L?P?�
&\/D?ED; >7 KD I;=H;J7H?E =;D;H7B; ;: KD :?H;JJEH; =;D;H7B;�
�EC; :7 IJ7JKJE ]?B :?H;JJEH; =;D;H7B; >7 B7 H;IFEDI78?B?JS
9ECFB;II?L7 :;BB\7JJ?L?JS =;IJ?ED7B; :;BB\/D?ED;
 ;I;H9?J7 B7
<KDP?ED; :? H799EH:E JH7 =B? EH=7D? FEB?J?9? ; B7 IJHKJJKH7 J;9D?97
; IELH?DJ;D:; B; <?=KH; :?H?=;DP?7B? ; :?H;P?ED7B? :;? I;HL?P? 9>;
7BBE�IJ;IIE�H?IFED:EDE
�D;BB\;I;H9?P?E�:;BB;�BEHE�<KDP?ED?^�
�BB7 :?H;P?ED; =;D;H7B; 7<<;H?I9EDE � I;HL?P? ; � :?H;P?ED? :?
7H;7�9EC;�?BBKIJH7JE�D;BB\EH=7D?=H7CC7 �

_ -;HL?P?E�)H=7D?�$IJ?JKP?ED7B?
 governance ;�9ECKD?97P?ED;�
_ FHE=;JJE 9EDJHEBBE�:?�=;IJ?ED; ;�IJH7J;=?9E�
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_ :?H;P?ED;�7H;7�I;HL?P?�=;D;H7B?�
_ :?H;P?ED;�7H;7�I;HL?P?�!?D7DP?7H?�
_ :?H;P?ED;�7H;7�J;HH?JEH?E�
_ :?H;P?ED;�7H;7 welfare�

';DK a &\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7 a ����D7B?I?�:;B
I?IJ;C7�:?�C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7

1.2 Innovazioni nei sistemi di misurazione
realizzate negli ultimi anni

$B 9ECF?JE :? ;B78EH7H; ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED;
:;BB7 performance T IJ7JE 7<<?:7JE 7: KD =HKFFE :? B7LEHE ?IJ?�
JK?JE :7BB7 =?KDJ7 :;BB\/D?ED;
 ?D 799EH:E 9ED ?B :?H;JJEH; =;D;�
H7B;
�9ED�:;B?8;H7�D������:;B���������
$DJ;H;II7DJ? IEDE B; FH;C;II; :;B :E9KC;DJE ]$B FH;IKFFEIJE
T B7 9EDI7F;LEB;PP7 9>; E==? ?B FHE9;IIE :? KD?<?97P?ED; :;?
I;HL?P? 7JJK7JE :7BB\/D?ED; 788?7 FHE:EJJE
 ?D I;DIE =;E=H7<?�
9E C7 7D9>; 7CC?D?IJH7J?LE
 KD\;DJ?JS KD?97
 9>;
 F;H J7B; H7�
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=?ED;
 D;9;II?J7 :? IJHKC;DJ? :? FHE=H7CC7P?ED; ; L7BKJ7P?E�
D;�KD?J7H?�;�9EBB;=7J?^�
])==? B\;I?=;DP7 T GK;BB7 :? 9H;7H; L7BEH; FK88B?9E� F;H 9K?
DED I? C?IKH7 F;H :?IJH?8K?H; FHE:KJJ?L?JS
 C7 I? C?IKH7 F;H L;�
H?<?97H; I; ?B B7LEHE ILEBJE >7 H7==?KDJE ? I;HL?P? H;I? H?IF;JJE
7=B? ?D:?H?PP? :;BB7 FEB?J?97� &7 FH?EH?JS :;L; ;II;H; B\outcome

B\?CF7JJE :;BB; FEB?J?9>; FK88B?9>; IKBB\7C8?;DJ; :? H?<;H?C;DJE
; 7D9>; I;9ED:E ?B =?K:?P?E :;=B? stakeholder^
 FH;C;II; ?D�
:?97J?L; :? KD 9EHH;JJE 7FFHE99?E C;DJ7B;
 <EHJ;C;DJ; EH?;DJ7�
JE�7?�H?IKBJ7J?�F;H�?B�9?JJ7:?DE�
-;CFH; :7B :E9KC;DJE IEJJEB?D;?7CE ? FH?D9?F? IK 9K? I? <ED:7
?B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance ?D�
:?L?:K7B; ; EH=7D?PP7J?L7 :;BB\/D?ED; :;? 9ECKD? :;BB7 �7II7
,EC7=D7�

_ I;CFB?9?JS
�9ED:?L?I?ED;�;�?DJ;=H7P?ED;�:;=B?�IJHKC;DJ?�
_ 9EBB;=7C;DJE JH7 =B? E8?;JJ?L? =;IJ?ED7B? ; B; B?D;; IJH7J;=?9>;
:;BB\;DJ;�

_ 9EBB;=7C;DJE�JH7 performance EH=7D?PP7J?L7�;�?D:?L?:K7B;�
_ feedback F;H�B\7FFH;D:?C;DJE�;�?B�C?=B?EH7C;DJE�
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_ 9ECKD?97P?ED;�:;?�H?IKBJ7J?�7BB\;IJ;HDE�;�7BB\?DJ;HDE�
_ I;B;JJ?L?JS�D;BB7�I9;BJ7�:?�E8?;JJ?L?�
_ L7BEH?PP7P?ED;�:;B�C;H?JE�GK?D:?�:?<<;H;DP?7P?ED;�
_ IF;H?C;DJ7B?JS�F;H�=K?:7H;�B7�JH7DI?P?ED;�

&7 :;<?D?P?ED; :;B I?IJ;C7 T IJ7J7 <7JJ7 I;=K;D:E KD 7FFHE9�
9?E F7HJ;9?F7J?LE 9>; >7 9E?DLEBJE I?7 B7 :?H?=;DP7 :;BB\/D?ED;
I?7�GK;BB7�:;?�9ECKD?�7:;H;DJ?�;�9EDL;DP?ED7J?�
-;9ED:E ?B -'0* ]B7 C?IKH7P?ED; :;BB7 performance EH=7D?P�
P7J?L7 I? 7JJK7 7JJH7L;HIE ?B F?7DE :;BB7 performance 9ED9;F?JE
9EC; KD DKELE IJHKC;DJE :? FHE=H7CC7P?ED;
 C?IKH7P?ED;
; H;D:?9EDJ7P?ED; 9>; ?DJ;=H? JKJJ? =B? 7BJH? IJHKC;DJ? 7<<?D9>U
DED L;D=7 IL?B?JE ?D KD7 C;HE 799EHF7C;DJE :? ,**
 * "
; *�)� C;DJH; B7 C?IKH7P?ED; :;BB7 performance ?D:?L?:K7B;
7LL?;D; 7JJH7L;HIE KD DKELE I?IJ;C7 :? L7BKJ7P?ED; ?B 9K? I9E�
FE T GK;BBE :? L7BKJ7H; ? 9ECFEHJ7C;DJ? C7 7D9>; ?B 9EDJH?8KJE
7BB7 performance EH=7D?PP7J?L7^�
$B :E9KC;DJE T CEBJE 9>?7HE� :;<?D?I9; ?B I?=D?<?97JE :? perfor-

mance EH=7D?PP7J?L7 ; :? performance ?D:?L?:K7B;
 ?D:?L?:K7 ?
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L?D9EB? :;B 9EDJ;IJE ?D 9K? EF;H7H; ;: ?BBKIJH7 ? FH?D9?F? :7 7J�
JK7H;�

_ ?DJ;=H7H;�;�I;CFB?<?97H;�=B?�IJHKC;DJ?�;I?IJ;DJ?�
_ :?IJ?D=K;H; JH7 E8?;JJ?L? IJH7J;=?9? ; =;IJ?ED7B?� B\?CF7JJE :;B�
B;�FEB?J?9>;�

_ 9EC;�L7BKJ7H;�=B?�E8?;JJ?L?�
_ FK88B?9?JS�:;=B?�E8?;JJ?L?�
_ B7�:?<<;H;DP?7P?ED;�
_ 9EDD;JJ;H; B7 L7BKJ7P?ED; :;=B? E8?;JJ?L? FK88B?9? 7BB7 97F7�
9?JS�:?�H?FHE=H7CC7P?ED;�

(;B :E9KC;DJE IEDE 7D9>; ;IFB?9?J7J; ?D CE:E 9>?7HE B; <7I?

? J;CF?
 B; CE:7B?JS ;: ? IE==;JJ? :;B 9?9BE :? =;IJ?ED; :;BB7 per-

formance�
$B :E9KC;DJE :;<?D?I9; 7D9>; KD H;=EB7C;DJE KD?9E F;H B7 L7�
BKJ7P?ED;�:;BB7 performance�
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';DK a &\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7 a ����D7B?I?�:;B
I?IJ;C7�:?�C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7 a ����$DDEL7P?E�
D?�D;?�I?IJ;C?�:?�C?IKH7P?ED;�H;7B?PP7J;�D;=B?�KBJ?C?�7DD?

I sistemi informativi
&\;DJ; :;<?D?I9; ;IFB?9?J7C;DJ; B7 FHEFH?7 IJH7J;=?7 :? e-gov-

ernment I?7 D;B FHE=;JJE ?D<EHC7J?PP7P?ED; $�. 9>; D;B F?7DE
IJH7J;=?9E� GK;IJ\KBJ?CE T ?B :E9KC;DJE ad hoc 9>; D; 9EDJ?;�
D; B; 97H7JJ;H?IJ?9>; :?IJ?DJ?L;� &\/D?ED; >7 KD7 FHEFH?7 7HJ?9E�
B7P?ED; EH=7D?PP7J?L7 9>; I? E99KF7 :;BB7 FHE=;JJ7P?ED;
 7:;�
I?ED; ;: 7JJK7P?ED; :;? FHE=;JJ? :? e-government� I? JH7JJ7 :;B
I;HL?P?E $�.
�IKF;HL?I?ED7JE�:;BB7�:?H;P?ED;�
&\;DJ; ;HE=7 <EHC7P?ED; C7D7=;H?7B; IK? J;C? :? ?DDEL7P?ED;
J;9DEBE=?97 ;: e-government 9EHH;B7J? 7BB7 C?IKH7P?ED; ; L7�
BKJ7P?ED; :;BB7 performance
 DED9>U F;H B\KIE :;=B? IJHKC;DJ?
?D<EHC7J?9? :? 9EDJHEBBE :?H;P?ED7B; �;I� -'�,.�
 7? FHEFH? :?H?�
=;DJ?
 <KDP?ED7H? ; :?F;D:;DJ?� $D J;C7 :? ?DL;IJ?C;DJ? ?D 9ED�
JE 97F?J7B; F;H I?IJ;C? ?D<EHC7J?L?
 B\/D?ED; >7 ?CF;=D7JE
 D;B
9EHIE�:;BB\KBJ?CE�7DDE���������C?B7� KHE�
$B I?JE :;BB\/D?ED; L?;D; 7==?EHD7JE F;H?E:?97C;DJ; 9ED ?D<EH�
C7P?ED? IKBB; 7JJ?L?JS ;: ? I;HL?P? ILEBJ? ; 9ED :E9KC;DJ? H;B7�
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J?L? 7BB\7CC?D?IJH7P?ED;� 7JJK7BC;DJ; T ?D <7I; :? H?DDELE F;H
7B?C;DJ7H; :?H;JJ7C;DJ; 7B9KD; I;P?ED? 9ED ?B software :? 9ED�
JHEBBE�=;IJ?ED7B;�7DP?:;JJE�
&\7CC?D?IJH7P?ED; H;D:; :?IFED?8?B? IKB I?JE ? I;=K;DJ? I;HL?P?
on-line� FH;B?;LE CE:KB?IJ?97 F;H 7LL?E FH7J?97 �;I� 87D:? ;
9ED9EHI?�� L?IK7B?PP7P?ED; IJ7JE :? 7L7DP7C;DJE FH7J?97 �;I�
87D:?
 =7H; on-line�� 7LL?E FH7J?9>; F;H B?9;DP;
 9ED9;II?ED?

7KJEH?PP7P?ED? ;:?B?P?; �-/�*�� 87D:? F;H B7 F7HJ;9?F7P?ED; 7
9ED9EHI?� FH;I;DJ7P?ED; :?9>?7H7P?ED; $�$ ; 7BJH; :?9>?7H7P?E�
D? on-line� FH;I;DJ7P?ED; H?9>?;IJ7 :? IKII?:?
 FH;IJ7P?ED? I;H�
L?P? IE9?7B?� 9EDIKBJ7P?ED; 97HJE=H7<?;
 H?B?;L? <EJE=H7<?9?
 FB7D?�
C;JH?;� F7=7C;DJ? $�$� <EHKC :? :?I9KII?ED; 9ED F7HJ;9?F7P?E�
D; :;? 9?JJ7:?D? IK L?J7 7CC?D?IJH7J?L7 �IK <79;8EEA T FH;L?IJ7
B\?DJHE:KP?ED; :? KD7 9>7J F;H :?F;D:;DJ? ;: 7CC?D?IJH7JEH?��
<EHKC :? :?I9KII?ED; IK 7JJ?L?JS FEB?J?97 �IK <79;8EEA�� FHECE�
P?ED; :? 8;D? ; I;HL?P? :;B J;HH?JEH?E �MMM�HEC7=D7:;IJ;�?J��
I;HL?P?E :? feedback
 9ECC;DJ?� 9EDIKBJ7P?ED; IJ7JE 7L7DP7�
C;DJE FH7J?97 :7 F7HJ; :? 7BJH? ;DJ? FK88B?9? �-/�* ; $,$� ��
?DL?E ;B;JJHED?9E :? <BKII? ?D<EHC7J?L? 7: 7BJH? ;DJ? �-/�* ; $,$�
� ��
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&; 7JJ?L?JS ?D<EHC7J?PP7J; IEDE B; I;=K;DJ?� 9EDJ78?B?JS <?D7D�
P?7H?7� 7D7=H7<;� ))�**�� L?IKH; 97J7IJ7B?� 9EDJ78?B?JS ;9EDE�
C?97� FHEJE9EBBE ?D<EHC7J?9E� &&�**� ; FHE=;JJ? �DED 7D9EH7
JKJJ?�� 9EDJHEBBE :? =;IJ?ED;� 7CC?D?IJH7P?ED; :;B F;HIED7B;
�F7=>; ; IJ?F;D:?�� =;IJ?ED; FHE9;:?C;DJ? �$,$� �� JH?8KJ?� H?�
B;L7P?ED; FH;I;DP;� IEBKP?ED? e-learning �?D intranet�� =;IJ?E�
D; F7JH?CED?7B; �7 B?L;BBE :? I?D=EB? 9ECKD? ; DED :? /D?ED;��
=;IJ?ED; :;B F;HIED7B;� datawarehouse� 9EBB;=7C;DJE 7B -$.�
IL?BKFFE BE97B;� =;IJ?ED; :;B?8;H; �$,$� �� FEB?P?7 CKD?9?F7B;
�IEBE F;H B; I7DP?ED?�� 9EDJ78?B?JS B7LEH? FK88B?9? ; FHE=;JJ?� =;�
IJ?ED;�=7H;�;�9ED9EHI?��97HJE=H7<?7�

';DK a &\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7 a ����D7B?I?�:;B
I?IJ;C7�:?�C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7 a ����$DDEL7P?E�
D?�D;?�I?IJ;C?�:?�C?IKH7P?ED;�H;7B?PP7J;�D;=B?�KBJ?C?�7DD?

Il sistema di misurazione e valutazione della
performance individuale
&\/D?ED; :;? 9ECKD? :;BB7 �7II7 ,EC7=D7 I? T :EJ7J7 :?
KD I?IJ;C7 F;H B7 L7BKJ7P?ED; :;BB7 performance ?D:?L?:K7B;
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7BB\?DJ;HDE :;B -'0*� /D7 :;BB; ;I?=;DP; F?X I;DJ?J; T IJ7J7
GK;BB7 :? ;B78EH7H; KD KD?9E H;=EB7C;DJE F;H B7 L7BKJ7P?ED;

KD KD?9E IJHKC;DJE ;: KD\KD?97 I97B7 :? L7BKJ7P?ED; F;H JKJJ?
? 9ECKD? 7IIE9?7J?� "B? ;B;C;DJ? E==;JJE :;BB7 L7BKJ7P?ED; ?D�
:?L?:K7B; IEDE =B? E8?;JJ?L? ;: ? 9ECFEHJ7C;DJ?� �JJH7L;HIE ?
9ECFEHJ7C;DJ? IEDE L7BKJ7J; B; C7D?<;IJ7P?ED? :? :;J;HC?D7�
J; 9ECF;J;DP;� �?DGK; 9ECF;J;DP; 9>?7L; IEDE IJ7J; ?:;D�
J?<?97J; F;H E=D? :?H?=;DJ; ; *) :;BB\EH=7D?PP7P?ED;� � IJH7J;�
=?9>; ; � H?B;L7DJ?� +K;BB; IJH7J;=?9>; IEDE� problem solving

?DJ;=H7P?ED; ; :?<<;H;DP?7P?ED;� +K;BB; H?B;L7DJ? IEDE� leader-

ship ; team-building�
(;BB7 L7BKJ7P?ED; ?B 9EDI;=K?C;DJE :;=B? E8?;JJ?L? F;I7 F;H ?B
��� F;H ? :?H?=;DJ? �F;H ?B ��� F;H B; *)�� $B H;IJ7DJ; ���
����� T H;B7J?LE 7B 9ECFEHJ7C;DJE ?D:?L?:K7B;� *;H ? :?F;D�
:;DJ? B; 9ECF;J;DP; E==;JJE :? L7BKJ7P?ED; IEDE� GK;BB7 J;9�
D?9EEF;H7J?L7
 GK;BB7 H;B7P?ED7B;
 ?B problem solving

B\?DJ;=H7P?ED; ; B\EH?;DJ7C;DJE 7B I;HL?P?E� *;H ? :?F;D:;DJ?
D;BB7 L7BKJ7P?ED; ?B H7==?KD=?C;DJE :;=B? E8?;JJ?L? F;I7 F;H ?B
����F;H�?B�B?L;BBE���;�F;H�?B�����F;H�?B�B?L;BBE���I;DP7�*)�
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$B I?IJ;C7 :;<?D?I9; 7D9>; ?B FHE9;IIE :? L7BKJ7P?ED; ; <EHC7�
B?PP7 ? H;=EB7C;DJ? F;H B7 L7BKJ7P?ED; :;BB7 performance ?D:?L?�
:K7B; ; B\;HE=7P?ED; :;BB7 H;JH?8KP?ED; :? H?IKBJ7JE 7? I;=H;J7H?
=;D;H7B?
 7? :?H?=;DJ?
 7BB; *) ; 7 JKJJ? ? :?F;D:;DJ? :;? 9ECKD?
:;BB7��7II7�,EC7=D7�

';DK a &\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7 a ����D7B?I?�:;B
I?IJ;C7�:?�C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7

1.3 Review del sistema di misurazione della
performance organizzativa

Le condizioni abilitanti
)8?;JJ?LE :? GK;IJ7 I;P?ED; T GK;BBE :? FH;I;DJ7H; =B? ;B;C;DJ?
78?B?J7DJ? ?B FHE9;IIE :? ?DDEL7P?ED; :;B I?IJ;C7 :? C?IKH7P?E�
D; ; L7BKJ7P?ED; :;BB7 performance 9>; 9EDJH7::?IJ?D=KEDE
B\/D?ED; :;? 9ECKD? :;BB7 �7II7 ,EC7=D7� $D F7HJ?9EB7H;
 I?
7D7B?PP7DE B; H;IFEDI78?B?JS ; B7 governance
 ?B I?IJ;C7 :?
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FHE=H7CC7P?ED; ; 9EDJHEBBE ; B7 =;IJ?ED; :;BB; H?IEHI; KC7�
D;�

Le responsabilità e la governance
$ leader :;BB\EH=7D?PP7P?ED; IEDE ?:;DJ?<?97J? ; I? I;DJEDE 9EB�
B;JJ?L7C;DJ; H;IFEDI78?B? :;B I;HL?P?E ; :;BB7 :;<?D?P?ED; :;BB7
C?II?ED :;BB\;DJ; �B7 B?D;7 :? H;IFEDI78?B?JS T 9>?7H7 ; 9\T KD?�
J7H?;JS D;BB7 :?H;P?ED; :7 I;=K?H;�� &7 B?D;7 :? H;IFEDI78?B?�
JS T ?:;DJ?<?97J7 7JJH7L;HIE KD EH=7D?=H7CC7 :;BB7 IJHKJJKH7
7CC?D?IJH7J?L7 :;BB\/D?ED; 7HJ?9EB7JE =;H7H9>?97C;DJ; F;H H;�
IFEDI78?B?JS� �?7I9KD HKEBE :?H?=;DP?7B; T 9>?7H7C;DJ; :;<?D?�
JE� +K7JJHE :?H?=;DJ? 7F?97B? H?IFED:EDE :?H;JJ7C;DJ; 7B :?H;J�
JEH; =;D;H7B; F;H B\7H;7 :? 9K? IEDE H;IFEDI78?B? I?7 ?D J;HC?D?
:? ?CF?;=E :;BB; H?IEHI; I?7 ?D J;HC?D? :? H?IKBJ7J? EJJ;DKJ?� �I�
IE9?7JE 7BB\EH=7D?=H7CC7
 ;IFBEIE ?D 7H;;
 I;JJEH? ; I;HL?P?

T IJ7JE ;B78EH7JE KD ]<KDP?ED?=H7CC7^
 9>; IF;9?<?97 KBJ;H?EH�
C;DJ; H;IFEDI78?B?JS ; HKEB?� $ :?H?=;DJ? IEDE 97H7JJ;H?PP7J? :7
KD FHE<?BE :? H;IFEDI78?B?JS� ? :?H?=;DJ? :? 7H;7 IEDE H;IFEDI7�
8?B? :;B 9EDI;=K?C;DJE :;=B? E8?;JJ?L? IJH7J;=?9?
 GK;BB? :? I;JJE�
H;��;E�B;�*)��:;B�9EDI;=K?C;DJE�:;=B?�E8?;JJ?L?�=;IJ?ED7B?�
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$D C;H?JE 7BB7 =;IJ?ED; :;? FHE=;JJ?
 :;B;=>; ; H;IFEDI78?B?JS
IEDE 9>?7H7C;DJ; ;IFB?9?J7J; ?D IF;9?<?9? :E9KC;DJ?� *;H B; 7J�
J?L?JS 9EDJ?DK7J?L; ? :?H?=;DJ? :7DDE KD7 :;B;=7 7DDK7B; <EHC7�
B; 7BB; *) :EL; IEDE :;I9H?JJ; B; <KDP?ED? standard :7 ILEB=;�
H;� .KJJ; B; :;B;=>; IEDE <EHC7B? �?D:?H?PPE :? =?KDJ7
 FHELL;�
:?C;DJE�:;B�:?H;JJEH;�=;D;H7B;�E�:;B�:?H?=;DJ;�FH;FEIJE��
$B F?7DE :;BB7 performance FH;L;:; KD 7==?EHD7C;DJE 7DDK7�
B; :;=B? E8?;JJ?L?� �ECKDGK; =B? E8?;JJ?L? FEIIEDE ;II;H; 7=�
=?EHD7J? 7D9>; :KH7DJ; B\;I;H9?P?E �7: ;I;CF?E
 I; B\7II;JJE
EH=7D?PP7J?LE IK8?I9; :;BB; CE:?<?9>;�� �?IE=D7 J;D;H; ?D
9EDI?:;H7P?ED; 9>; B\/D?ED; I? JHEL7 ?D KD7 <7I; :? JH7DI?P?E�
D; D;BB7 GK7B; DKC;HEI? I;HL?P? IEDE IJ7J? 799;DJH7J? ;: 7BJH?
IJ7DDE F;H ;II;HBE� �?7I9KD 97C8?7C;DJE EH=7D?PP7J?LE H?�
9>?;:; KD 7==?KIJ7C;DJE :;=B? E8?;JJ?L?� "H7P?; 7B software

9>; I? IJ7 ?CFB;C;DJ7D:E
 GK7BI?7I? 97C8?7C;DJE ;: 7==?EH�
D7C;DJE I7HS :?IFED?8?B; FH;IIE9>U ?D J;CFE H;7B; IKB I?JE
�FK88B?9E�
 IKBB7 ;NJH7D;J �7II;IIEH? :;? � 9ECKD?� ; IKBB\in-

tranet �:?F;D:;DJ?��
*;H ? I;HL?P? H?LEBJ? 7B FK88B?9E ; GK;BB? :7J? ?D 9ED9;II?ED; T
IJ7J7 IL?BKFF7J7 KD7 97HJ7 :;? I;HL?P? E KD 9EDJH7JJE :? I;H�
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L?P?E� *;H ? I;HL?P? DED 9KH7J? :7 J;HP? F;H 9EDJE :;B 9ECKD;

C7 7II;=D7J? 7 IE9?;JS 9>; B? =;IJ?I9EDE ?D JEJE �9EC;
 F;H
;I;CF?E
 B\;D;H=?7 ;B;JJH?97 ; ?B =7I� ?B 9EDJHEBBE IKBB7 GK7B?JS
:;B�I;HL?P?E�F?X�9>;�:7BB\;DJ;�T�=;IJ?JE�:7�H;=EB7JEH?�;IJ;HD?�
-EDE FH;L?IJ? 7D9>; FHE=H7CC? :? C?=B?EH7C;DJE ?D<H7�7DDK7�
B?� *;H E=D? I;HL?P?E IEDE FH;L?IJ; JH; 9ED<;H;DP; :? I;HL?P?E
7BB; GK7B? F7HJ;9?F7 7D9>; ?B :?H;JJEH; =;D;H7B;� D;BB7 FH?C7 I?
;DKD9?7DE =B? E8?;JJ?L?
 D;BB7 I;9ED:7 I? <7 ?B FKDJE :;BB7 I?JK7�
P?ED; 7 C;JS ;I;H9?P?E
 7JJ?L7D:E F;H9EHI? :? C?=B?EH7C;DJE
9EBB;JJ?L? E ?D:?L?:K7B?
 C;DJH; D;BB\KBJ?C7 I? 9EDIKDJ?L7DE ? H?�
IKBJ7J?�H7==?KDJ?�
*;H GK7DJE H?=K7H:7 B7 L7BKJ7P?ED; :;BB7 performance ?D:?L?�
:K7B;
 ��� <7JJEH? IK � IEDE B;=7J? 7? 9ECFEHJ7C;DJ? EH=7D?P�
P7J?L?� -F;9?<?97J7C;DJ; � :? GK;IJ? IEDE :? ?CFEHJ7DP7 IJH7J;�
=?97 F;H B\/D?ED;� B7 97F79?JS :? ?DJ;=H7H; I;HL?P? ;: ?B problem

solving 9>; :7 IEB? F;I7DE ?B ��� D;BB7 L7BKJ7P?ED; :;B :?H?�
=;DJ;�
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Il sistema di controllo e programmazione
&\;DJ; <7 H?9EHIE ?D CE:E ?DJ;=H7JE 7=B? ?D:?97JEH? 9EDJ;DKJ? D;B
I?IJ;C7 :? C?IKH7P?ED; :;BB7 performance F;H IKFFEHJ7H; B;
7JJ?L?JS :? 9EDJHEBBE :? =;IJ?ED; ; FHE=H7CC7P?ED; :;=B? E8?;J�
J?L? IJH7J;=?9? ; :;=B? E8?;JJ?L? EF;H7J?L?� &\?DJ;=H7P?ED; F7II7
:7 *�)
 * "
 ,** ; F?7DE :;BB7 performance� $B 9EDJHEBBE
:? =;IJ?ED; FHE:K9; :EFE ?B FH?CE I;C;IJH; KD report <EHC7�
B; IKBBE IJ7JE :? 7JJK7P?ED; �:?IFED?8?B; 7 BK=B?E�� �ED ?B DKELE
software
 EF;H7J?LE ;DJHE C7HPE
 B\799;IIE 7? :7J? 7==?EHD7J?
I7HS 9EDJ?DKE ;: E=D? ?DJ;HBE9KJEH; 7LHS B7 FEII?8?B?JS :? CE�
D?JEH7H;
 7JJH7L;HIE ? :7J? 7 :?IFEI?P?ED;
 ? FHE=H;II? 9>; IJ7
EJJ;D;D:E B\EH=7D?PP7P?ED; D;B F;HI;=K?C;DJE :;=B? E8?;JJ?L?
9>; I? T :7J7� &7 H;D:?9EDJ7P?ED; ?D<H7�7DDK7B; F;HC;JJ; KD7
H?FHE=H7CC7P?ED; 7 9?9BE 9EDJ?DKE� *H?C7 :;BB7 <?D; :;BB\7DDE
L?;D; ;B78EH7JE KD FH;9EDIKDJ?LE F;H F;HC;JJ;H; KD7 FHE�
=H7CC7P?ED; F?X FKDJK7B; :;BB; 7JJ?L?JS ; :;? H?IKBJ7J? :;I?:;�
H7J?�F;H�B\7DDE�IK99;II?LE�
$B H7FFEHJE :? =;IJ?ED; E H;B7P?ED; 7DDK7B; IKBB7 performance

T H;IE FK88B?9E ;DJHE "?K=DE :;BB\7DDE IK99;II?LE ; FK8�
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8B?97JE IKB I?JE :;BB\;DJ;
 9EC; <EHC7B?PP7JE D;B FHE=H7CC7
JH?;DD7B;�F;H�B7�B;=7B?JS�;�B7�JH7IF7H;DP7�����������
&\7B8;HE :;BB7 performance 97H7JJ;H?PP7JE :7 E8?;JJ?L?
 ?D:?97�
JEH? ; target T IJ7JE ?DJHE:EJJE D;B I?IJ;C7 :? C?IKH7P?ED; ;
L7BKJ7P?ED; :;BB7 performance ; D;B F?7DE :;BB7 performance�
R IJ7JE ;B78EH7JE KD F?7DE IJH7J;=?9E 9>; 9EDJ?;D; ? C79HE
E8?;JJ?L? IJH7J;=?9? :;B\/D?ED;� $D:?97JEH? :? outcome
 IEDE FH;�
L?IJ? F;H 9?7I9KD C79HE E8?;JJ?LE IJH7J;=?9E �7B9KD? IEDE 7D�
9EH7 ?D 9EHIE :? :;<?D?P?ED;� I?7 9>; 788?7 KD ?CF7JJE L;HIE
B\;IJ;HDE E L;HIE B\?DJ;HDE :;BB\EH=7D?PP7P?ED;� � GK;IJ? C79HE
E8?;JJ?L? IEDE 9EBB;=7J? ? FHE=;JJ? ;IFB?9?J7J? D;BB7 ,** ;
 9E�
C; =?S IEJJEB?D;7JE
 =B? ?D:?97JEH? :? outcome� FHE=;JJ? ; ?D:?�
97JEH? IEDE 7 BEHE LEBJ7 9EBB;=7J? 7=B? E8?;JJ?L? 7DDK7B? :;B * "

7=B? ?D:?97JEH? :? output ;: 7BB; 7P?ED? :7 C;JJ;H; ?D 97CFE
D;BB\7DDE�F;H�IKFFEHJ7H;�?B�H7==?KD=?C;DJE�:;=B?�E8?;JJ?L?�:7J?�
$ H;9B7C? L;D=EDE ?DJ;HFH;J7J? ; 97J;=EH?PP7J? 7 I;9ED:E :;BB7
J?FEBE=?7 :? ?DJ;HL;DJE H?9>?;IJE� :? C7DKJ;DP?ED;
 =;IJ?ED7B;

IJH7J;=?9E� *;H GK7DJE H?=K7H:7 ?D9?:;DJ?
 ;HHEH? ; 97J;=EH?; :?
H?I9>?
 DED 9? IEDE FHE9;:KH; I9H?JJ; :? H?<;H?C;DJE� �EIV 9E�
C; DED I? KI7DE 7JJK7BC;DJ; FHE9;:KH; :? ?IF;P?ED; E au-
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dit� T B7 9ED<;H;DP7 :? I;HL?P?E BE IJHKC;DJE 9>; 7II?9KH7 KD
9EDJHEBBE IKB H;=EB7H; ILEB=?C;DJE :;BB; 7JJ?L?JS D;9;II7H?;
7BB\;HE=7P?ED;�:;?�L7H?�I;HL?P?�
&\;DJ; >7 H;=EB7HC;DJ; ?IJ?JK?JE KD )$0 9ECFEIJE :7 JH; C;C�
8H? DEC?D7D:E JH; ;IF;HJ? ;IJ;HD? 7JJH7L;HIE KDE IF;9?<?9E
87D:E 9>; D; >7 IJ78?B?JE ? H;GK?I?J?� (ED IEDE IJ7J? FH;I? ?D
9EDI?:;H7P?ED; 9H?J;H? :? ?D9ECF7J?8?B?JS ; :? ;JS D;? I;DI? :;�
<?D?J? :7BB7 FH?C7 :;B?8;H7 �?0$. ������� 4&;==? ?B J;IJE ?D
H;J; 5 ?D C;H?JE 7? H;GK?I?J? :;? C;C8H? :;=B? )$0 F;H B; 7C�
C?D?IJH7P?ED? 9;DJH7B?� &\)$0
 ?IJ?JK?JE :7BB\;IJ7J; I9EHI7
 >7 =?S
:?CEIJH7JE IKB 97CFE H?=EH; ;: ?D:?F;D:;DP7
 H;IF?D=;D:E
H?9>?;IJ; :? H;L?I?ED; :;BB; L7BKJ7P?ED? EF;H7J; :7 7B9KD? 9E�
CKD? I;DP7 CEJ?L7P?ED? I?=D?<?97J?L; 7 IKFFEHJE� &7 9EBB78EH7�
P?ED; 9ED ?B :?H;JJEH; =;D;H7B; T CEBJE IJH;JJ7� $D staff 7 GK;�
IJ\KBJ?CE T IJ7JE ?IJ?JK?JE KD 7FFEI?JE I;HL?P?E
 =;IJ?JE :7 KD :?�
H?=;DJ; ;IF;HJE
 F;H ?B 9EDJHEBBE IJH7J;=?9E ;: ?B 9EDJHEBBE :? =;�
IJ?ED;� +K;IJE I;HL?P?E 9EBB78EH7 IJH;JJ7C;DJ; 9ED B\)$0
 IKF�
FEHJ7D:ED;�B\7P?ED;�
�EC; :7 87D:E ; :7 9ED<EHC?JS 9ED B; ?D:?97P?ED? :;B :;9H;�
JE ������� 4&;==? ?B J;IJE ?D H;J; 5
 B\)$0 L7B?:;HS B7 H;B7P?E�
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D; IKBB7 performance
 7JJ;IJ7D:E B\7IIEBL?C;DJE :;=B? E88B?�
=>? :? JH7IF7H;DP7 ;: ?DJ;=H?JS
 ; FHEFEHHS B7 L7BKJ7P?ED; :;B
:?H;JJEH; =;D;H7B; ; :;? I;=H;J7H? 9ECKD7B?
 9>; 7L;L7DE EF�
FEIJE�GK7B9>;�H;I?IJ;DP7�7�GK;IJE�J?FE�:?�L7BKJ7P?ED;�
$B 8?B7D9?E ; B\,** IEDE 7FFHEL7J? :7B 9EDI?=B?E 9ECKD7B;� �\T
9ECKDGK; KD\KBJ;H?EH; <EHC7 ?D:?H;JJ7 :? 9EDJHEBBE 9ED B7 FK8�
8B?97P?ED; :;=B? E8?;JJ?L?� $B F?7DE IJH7J;=?9E :;BB\/D?ED; T 7=�
=?EHD7JE 9ED 97:;DP7 8?;DD7B; ;: >7 KD EH?PPEDJ; FEB?J?9E
:;9;DD7B;� .KJJ? =B? IJHKC;DJ? :? FHE=H7CC7P?ED; ; 9EDJHEBBE
<7DDE�H?<;H?C;DJE�7BB\7JJK7P?ED;�:;B F?7DE�IJH7J;=?9E�
$B :?H;JJEH; =;D;H7B; 9E7:?KL7 B7 :;<?D?P?ED; :;BB; B?D;; :? ?D�
:?H?PPE
 9EDJH?8K;D:E ?D C7D?;H7 :;J;HC?D7DJ; 7: ;B78EH7H; ?B
F?7DE IJH7J;=?9E
 7II?9KH7 ?B 9E?DLEB=?C;DJE :;=B? stakeholder

H?B;L7DJ? =H7P?; 7BB\7?KJE :? KD 7FFEI?JE K<<?9?E ?D staff :;:?97JE
7BB7 governance ; 7BB7 9ECKD?97P?ED;
 ;B78EH7 I9;D7H? ; FEI�
I?8?B? 7C8?J? :? ?DJ;HL;DJE I?7 F;H B\7JJ?L?JS =;IJ?ED7B; 9>; F;H
=B? ?D:?H?PP? IJH7J;=?9?
 9EEH:?D7 B; 7JJ?L?JS :? FHE=H7CC7P?ED; ;
9EDJHEBBE �?B I;HL?P?E :? FHE=H7CC7P?ED; ; 9EDJHEBBE T ?D staff�

FH;I;DJ7 =B? ?D:?H?PP? 7BB7 IJHKJJKH7 ; D; H;9;F?I9; B; EII;HL7�
P?ED?
 FH;I;DJ7 ? H?IKBJ7J? 7BB7 =?KDJ7 ; D; H;9;F?I9; B; ?D:?97�
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P?ED?
 7II?9KH7 B7 9E;H;DP7 :;BB; 7P?ED? H?IF;JJE 7BB7 IJH7J;=?7

=7H7DJ?I9; B7 9ECKD?97P?ED; ; B7 9ED:?L?I?ED; :;=B? E8?;JJ?L?
FHE=H7CC7J?
 9EBB78EH7 9ED B\)$0 ; D; IKFFEHJ7 ?B <KDP?ED7�
C;DJE
 IEBB;9?J7 B7 :?<<KI?ED; ; BE IL?BKFFE :;B I?IJ;C7 :? C?�
IKH7P?ED; ; L7BKJ7P?ED; ;: 7II?9KH7 B7 C7II?C7 H;D:?9EDJ7�
P?ED;�;�JH7IF7H;DP7�:;BB\7CC?D?IJH7P?ED;�
"B? K<<?9? :? staff IKFFEHJ7DE ? L;HJ?9? FEB?J?9E 7CC?D?IJH7J?L? D;B�
B7 C?IKH7P?ED;
 D;B 9EDJHEBBE ; D;BB7 L7BKJ7P?ED;
 ?DJ;=H7DE ?
I?IJ;C? ?D<EHC7J?L? ;I?IJ;DJ? ; IEDE =7H7DJ? :7BB\7<<?:78?B?JS :;?
:7J? H?B;L7J?� �?H?=;DJ? ; <KDP?ED7H? H;9;F?I9EDE =B? ?D:?H?PP? <EH�
CKB7J? :7 I?D:79E ; =?KDJ7
 FHEFED=EDE ?B 9EDJ;DKJE EF;H7�
J?LE :;=B? E8?;JJ?L? :;BB7 FHE=H7CC7P?ED; ; ILEB=EDE B; 7JJ?�
L?JS :? 9EEH:?D7C;DJE ; =;IJ?ED; D;9;II7H?; 7 H7==?KD=;H;
=B? E8?;JJ?L? :;<?D?J?
 ?DJ;HBEGK?I9EDE 9ED B\)$0 D;BB7 :;<?D?P?ED;
:;B I?IJ;C7 :? C?IKH7P?ED;
 9EBB78EH7DE 9ED =B? EH=7D? :? staff

D;B CED?JEH7==?E :;=B? E8?;JJ?L? 7II;=D7J?� -?7 ? :?H?=;DJ? 9>;
B; *) >7DDE 9EBB78EH7JE ?D C7D?;H7 <7JJ?L7 D;BB\;B78EH7P?ED;
:? KD7 FHEFEIJ7 FH;I;DJ7J7 7BB7 ;: 7FFHEL7J7 :7BB7 =?KDJ7
 :7?
9EDI?=B? 9ECKD7B? :;? DEL; 9ECKD?
 :7? -?D:797J? ; :7 7BJH?
stakeholder 9>?7L;�
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&\7I9EBJE :;=B? stakeholder T IJ7JE <ED:7C;DJ7B; F;H <EHCK�
B7H; KD F?7DE IJH7J;=?9E ;: ?B �7DJ?;H; �7II7 ,EC7=D7 ����
?D =H7:E :? EJJ;D;H; ?B C7II?CE :;BB\7FFHEL7P?ED; 9ED:?L?I7�
"B? stakeholder >7DDE 7LKJE KD7 F7HJ; 7JJ?L7
 :7D:E KD 9ED�
JH?8KJE <7JJ?LE I?7 ?D CEC;DJ? ?IJ?JKP?ED7B?
 I?7 7BB\E99EHH;DP7�
$D 7B9KD? 97I?
 =B? stakeholder >7DDE ?D<BK?JE ?D C7D?;H7 :;J;H�
C?D7DJ; IKBB7 F7HJ; FEB?J?97
 7: ;I;CF?E
 D;BB\EH=7D?PP7P?ED;
:;B -/�*
 IEIJ;D;D:E ?D C7D?;H7 7JJ?L7 =B? ?D:?H?PP? ?BBKIJH7J?
D;BB;�8EPP;�:;B�F?7DE�

La gestione delle risorse umane e il capitale
organizzativo
&\;DJ; :?IFED; :? KD I?IJ;C7 :? H?B;L7P?ED; :;BB; FH;I;DP;
9>; I? JHEL7 ?D <7I; :? KD?<EHC7P?ED; F;H JKJJ? ? 9ECKD?
:;BB\/D?ED;� (ED 9? IEDE KD 9E:?9; ;J?9E DU KD 9E:?9; :?I9?�
FB?D7H;
 C7 I? <7 H?<;H?C;DJE 7B 9EDJH7JJE 9EBB;JJ?LE D7P?ED7B; :?
B7LEHE ; 7BB; ?D:?97P?ED? :;B ��B=I� ������� 4&;==? ?B J;IJE ?D
H;J; 5�
$ FHE<?B? FHE<;II?ED7B? IEDE :;<?D?J? 7 B?L;BBE :? C7DI?ED? F?X 9>;
:? 9ECF;J;DP;� 9ED B7 H;7B?PP7P?ED; :;B I?IJ;C7 :? C?IKH7�
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P?ED; ; L7BKJ7P?ED; :;BB; performance I7HS =H7:K7BC;DJ; ?D�
JHE:EJJ7 J7B; BE=?97� �ECF7J?8?BC;DJ; 9ED ? B?C?J? ?CFEIJ? :7B�
B7 DEHC7J?L7� -? IJ7 ?DL;IJ;D:E CEBJE IKBB; *�)� 9ED KD7 <EH�
C7P?ED; C?H7J7 7B I7F;H <7H;� &\;DJ; :?IFED; :? KD FHE9;IIE
:E9KC;DJ7JE
 IF;9?<?9E ; 9>?7HE :? C?IKH7P?ED; ; L7BKJ7P?E�
D; :;BB7 performance ?D:?L?:K7B; :;? :?H?=;DJ? =H7P?; 7BB7 H;7�
B?PP7P?ED; :;B I?IJ;C7 7DP?:;JJE� &7 L7BKJ7P?ED; :;BB7 perfor-

mance ?D:?L?:K7B; H?B;L7 B\7FFEHJE 7B 9EEH:?D7C;DJE ;: ?DJ;�
=H7P?ED; :;BB\;DJ;
 7? H?IKBJ7J? 7DDK7B? :;BB\;DJ; ; :;BB\7H;7 :?�
H;JJ7� /D7 :;BB; 97F79?JS L7BKJ7J; T GK;BB7 :;BB7 :?<<;H;DP?7P?E�
D;
 ?DJ;I7 9EC; 97F79?JS :? C?IKH7H; ;: ;L?:;DP?7H; :?L;HI?JS
:? J?FE GK7DJ?J7J?LE ; GK7B?J7J?LE D;? 9EDJH?8KJ? :;? FHEFH? 9EBB7�
8EH7JEH?� � B?L;BBE :? performance ?D:?L?:K7B;
 L;D=EDE H?B;L7J?
<7JJEH? :? 9ECFEHJ7C;DJE EH=7D?PP7J?LE 9ECKD? 7 JKJJ?
 JH7 GK;�
IJ?
 JH; :? 97H7JJ;H; IJH7J;=?9E� B7 97F79?JS :? ?DJ;=H7P?ED;
 B7
97F79?JS :? problem solving
 B7 97F79?JS :? :?<<;H;DP?7H; ? =?K�
:?P?� &; 9ECF;J;DP; J;9D?9>; ; =;IJ?ED7B? :?CEIJH7J; DED IE�
DE 7JJK7BC;DJ; C?IKH7J; ; L7BKJ7J;� I? JH7JJ7 :? KDE :;? 97CF?
:? C?=B?EH7C;DJE :;B I?IJ;C7 FH;L?IJE F;H ?B ����� $B I?IJ;C7
FH;C?7DJ; F;H B7 :?H?=;DP7 FH;D:; ?D 9EDI?:;H7P?ED;
 JH7 ? FHE�
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FH? 9H?J;H?
 B7 performance EH=7D?PP7J?L7 :;BB\7CC?D?IJH7P?ED;
9EC; GKEJ7 F7HJ; :;=B? E8?;JJ?L?� &7 C;JE:EBE=?7 T ;IFB?9?J7J7
D;B :E9KC;DJE H;B7J?LE 7B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?E�
D; :;BB7 performance ; <EHC7B?PP7J7 D;? H;=EB7C;DJ?� R IJ7JE
7JJK7JE KD F;H9EHIE 9ED:?L?IE 9ED ? :?H?=;DJ? ; B; *�)� 7D9>; 7
B?L;BBE :;? FH?D9?F? :7 I;=K?H;� &7 L7BKJ7P?ED; 7DDK7B; ;<<;JJK7�
J7 ;DJHE ? FH?C? :K; C;I? :;BB\7DDE IK99;II?LE DED T FEII?8?B;
?D GK7DJE T D;9;II7H?E 7IF;JJ7H; 9>; ? 8?B7D9? I?7DE 7FFHEL7J?
:7 JKJJ? ? DEL; 9ECKD? :;BB\/D?ED;� R ;<<;JJK7J7 ;DJHE ? FH?C? JH;
C;I?�:;BB\7DDE�
$B I?IJ;C7 :? L7BKJ7P?ED; :;BB7 performance ?D:?L?:K7B; :;? :?�
H?=;DJ? T IJ7JE H;9;DJ;C;DJ; H?DDEL7JE 9ED B\;B78EH7P?ED; :;B
I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance
 ?D
CE:E :7 =;IJ?H; C;=B?E B7 DKEL7 EH=7D?PP7P?ED; :;BB\KD?ED;�
-7HS�E==;JJE�:?�H;L?I?ED;�F;H?E:?97�
&\;DJ; :?IFED; :? KD FHE9;IIE :E9KC;DJ7JE ; IF;9?<?9E
 F;H
9?7I9KD7 97J;=EH?7 :? F;HIED7B;
 :? C?IKH7P?ED; ; L7BKJ7P?ED;
:;BB7 performance ?D:?L?:K7B; 7JJH7L;HIE ?B I?IJ;C7 :? C?IKH7�
P?ED;
 :EL; IEDE :;<?D?J? ?D C7D?;H7 9>?7H7 ?B C;JE:E
 B; <7I? ;
B; CE:7B?JS :;BB7 L7BKJ7P?ED; :;B F;HIED7B; :;B 9ECF7HJE� 7D�
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9>; ? :?F;D:;DJ? >7DDE KD E8?;JJ?LE B;=7JE 7B BEHE 9EDJH?8KJE
7? H?IKBJ7J? 7DDK7B?� (;B I?IJ;C7 IEDE ?D:?97J? ? 9ECFEHJ7C;DJ?
EH=7D?PP7J?L? E==;JJE :;BB7 L7BKJ7P?ED;� .H7 GK;IJ? B7 97F79?�
JS :? ?DJ;=H7P?ED; ;: ?B problem solving 9ECKD? 7D9>; 7BB; *)
;:�7?�:?H?=;DJ?�
&; 9ECF;J;DP;
 FH;L?IJ; :7? FHE<?B? :? HKEBE
 :?CEIJH7J; IEDE
E==;JJE :? L7BKJ7P?ED; IF;9?<?97 7? <?D? :;BB; FHE=H;II?ED? ;9E�
DEC?9>;
 D;B FHEII?CE <KJKHE 7D9>; F;H BE IL?BKFFE FHE<;II?E�
D7B;�
$B I?IJ;C7 FH;C?7DJ; FH;D:; ?D 9EDI?:;H7P?ED;
 JH7 ? FHEFH? 9H?�
J;H?
 IEBE B; performance :? 7H;7
 DED GK;BB; B;=7J; 7BB\?DJ;H7
EH=7D?PP7P?ED;� &7 L7BKJ7P?ED; 7DDK7B; 7LL?;D; IKBB7 87I; :?
KD7 C;JE:EBE=?7 I9H?JJ7
 T JH7IF7H;DJ; ; :?I9KII7 9ED ?B L7BK�
J7JE� �D9>; F;H B7 L7BKJ7P?ED; :;? :?F;D:;DJ? L7B=EDE B; 9ED�
I?:;H7P?ED? <7JJ; ?D C;H?JE 7BB7 J;CF?IJ?97 :? GK;BB7 F;H ? :?H?�
=;DJ?�
$B I?IJ;C7 :? L7BKJ7P?ED; :;BB7 performance ?D:?L?:K7B; T E=�
=;JJE :? H;L?I?ED; ; :? H?DDEL7C;DJE F;H?E:?9E 7B <?D; :? 7II?�
9KH7HD; B\?D9?I?L?JS ; BE IL?BKFFE EH=7D?PP7J?LE
 9EC; ?D:?97JE
F;H�*)�;�:?H?=;DJ?�
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';DK a &\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7 a ����D7B?I?�:;B
I?IJ;C7�:?�C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7 a ��� Review

:;B�I?IJ;C7�:?�C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7

Il sistema di misurazione
$B I;9ED:E F7H7=H7<E T LEBJE 7BB\7D7B?I? :;B I?IJ;C7 :? C?�
IKH7P?ED;� (;BB7 <7JJ?IF;9?; I? :;I9H?L; ?B CE:;BBE :? H7FFH;�
I;DJ7P?ED; :;BB; 7JJ?L?JS ILEBJ; ; :;? H?IKBJ7J? :? 9ECF;J;DP7
:;BB\EH=7D?PP7P?ED;� $DEBJH;
 I? FH;I;DJ7 B7 C;JE:EBE=?7 7:EJ�
J7J7 7? <?D? :;BB7 C?IKH7P?ED; :;BB7 performance EH=7D?PP7J?L7
;�?D:?L?:K7B;�

Gli ambiti di misurazione e valutazione
"B? E8?;JJ?L? IJH7J;=?9? �F?7DE IJH7J;=?9E�
 ? FHE=;JJ?
 =B? E8?;JJ?L?
JH?;DD7B? ;: ? H;B7J?L? ?D:?97JEH?
 7D9>; :? outcome �,**�
 B7
JH7:KP?ED; 7DDK7B; :;? FHE=;JJ?
 E8?;JJ?L? ;: ?D:?97JEH? �* "�
IEDE H799EBJ? ?D KD :E9KC;DJE 9>?7C7JE F?7DE :;BB7 perfor-

mance Y * " Y *�) :EL; IEDE 9>?7H7C;DJ; ;IFB?9?J7J? ? link

JH7 ? L7H? ;B;C;DJ? FH;I? ?D 9EDI?:;H7P?ED;
 ? target :7 9EDI;�
=K?H; ; ?B 9HEDE FHE=H7CC7 :7 H?IF;JJ7H;� &\7CC?D?IJH7P?ED;
>7 ?:;DJ?<?97JE =B? E8?;JJ?L? :? D7JKH7 IJH7J;=?97
 7JJH?8K;D:ED;
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;IFB?9?J7C;DJ; B7 H;IFEDI78?B?JS :? 7JJK7P?ED;
 :;9B?D7D:ED;
B; <7I? ?D KD EH?PPEDJ; FBKH?;DD7B; ; GK7DJ?<?97D:E ?B GK7:HE
:;BB; H?IEHI; :?IFED?8?B?� &\7CC?D?IJH7P?ED; I? 7LL7B; :;B :E9K�
C;DJE 7DP?:;JJE F;H <EHC7B?PP7H; B7 9ECKD?97P?ED; 7BB\?DJ;HDE
;�7BB\;IJ;HDE�:;?�9ED<?D?�EH=7D?PP7J?L?�
*;H GK7DJE H?=K7H:7 B7 customer satisfaction
 7B9KD? 9ECKD?
>7DDE ILEBJE ?D F7II7JE :;BB; survey IK? I;HL?P? 7BB7 F;HIED7�
*;H ?B ���� DED IEDE FH;L?IJ; ?D:7=?D? ?D GK;IJE I;DIE ?D
GK7DJE 7D9EH7 ?D <7I; :? 9ED<;H?C;DJE
 EH=7D?PP7P?ED; ;: ?D�
J;=H7P?ED; :? KBJ;H?EH? I;HL?P? D;BB\/D?ED;� -? FHE9;:;HS 7 C?�
IKH7H; B7 customer satisfaction D;=B? 7DD? IK99;II?L?
 KD7 LEB�
J7�9EDIEB?:7J?�?�F7II7==?�?D�9EHIE�:?�ILEB=?C;DJE�
&\7CC?D?IJH7P?ED; DED >7 ?:;DJ?<?97JE =B? standard :;? I;HL?P?
7<<?:7J? 7 F7HJ;9?F7J; ;E 9ED9;II?ED7H?;� &; F7HJ;9?F7J;9ED�
9;II?ED7H?; IEDE CEBJ; ; <H7CC;DJ7J; �9ECFH;DI?8?B; ;II;D�
:E � ? 9ECKD? :;BB\KD?ED;�� -? IJ7 FHE9;:;D:E 7: KD H?EH:?DE
:;B I?IJ;C7 :;BB; F7HJ;9?F7J;9ED9;II?ED7H?;
 9>; H?9>?;:;HS
9ECKDGK;�J;CF?�BKD=>?�
&E -J7JE :? -7BKJ; :;BB\7CC?D?IJH7P?ED; T CED?JEH7JE C;:?7D�
J; B7 I;B;P?ED; :? ?D:?97JEH? 9>; I? H?<;H?I9EDE 7BB7 I7BKJ; <?D7D�
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P?7H?7 ?DJ;I7 9EC; 97F79?JS :? H7==?KD=;H; ? FHEFH? E8?;JJ?L?

=7H7DJ;D:E KD KJ?B?PPE ;GK?B?8H7JE :;BB; H?IEHI;� I? 9EIJHK?I9E�
DE :;? CE:;BB? :? FH;L?I?ED; 7 BKD=E F;H?E:E ; I? :?IFED; KD7
I;H?; :? ?D:?97JEH? IF;9?<?9?� *;H GK7DJE H?=K7H:7 BE IJ7JE :? I7�
BKJ; EH=7D?PP7J?L7
 ?DJ;I7 9EC; 7JJ;DP?ED; 7BBE IL?BKFFE :;BB;
9ECF;J;DP; ; :;BB\EH=7D?PP7P?ED;
 B\7CC?D?IJH7P?ED; >7 7JJ?�
L7JE KD 9EC?J7JE :;BB; F7H? EFFEHJKD?JS ?B 9K? <KDP?ED7C;DJE
I7HS�E==;JJE�:?�KD�:E9KC;DJE�?D�<7I;�:?�IJ;IKH7�
$D J;HC?D? :? =;IJ?ED; ; C?=B?EH7C;DJE :;? H7FFEHJ? 9ED =B?
stakeholder
 E=D? I;? C;I? L?;D; FHE:EJJE KD report :EL; IE�
DE�FH;I;DJ7J?�=B?�E8?;JJ?L?�H7==?KDJ?�;:�?�9EIJ?�7IIE9?7J?�
&\7CC?D?IJH7P?ED; IJ7
 ?DEBJH;
 ?:;DJ?<?97D:E =B? ?CF7JJ? 9>; I?�
IJ;C7J?97C;DJ; FHE:K9; D;BB\7C8?;DJ; IE9?7B;
 ;9EDEC?9E ;
=;E=H7<?9E :? H?<;H?C;DJE
 :;<?D;D:E ?D:?97JEH? proxy :? H?<;H?�
C;DJE ; ;IFB?9?J7D:E B; H;B7P?ED? ?DJ;H�?IJ?JKP?ED7B? 9>; ?D<BK;D�
P7DE J7B? ?CF7JJ?� (;B *:*�* "�*�) 9? IEDE
 ?D<7JJ?
 KD7 I;�
H?; :? ?D:?97JEH? :? outcome 9>; ?D?P?;H7DDE 7: ;II;H; C?IKH7J?
GK;IJ\7DDE� (ED I? IEDE ;IFB?9?J7J; B; H;B7P?ED? ?DJ;H�?IJ?JKP?E�
D7B?�9>;�FEIIEDE�?D<BK;DP7H;�=B? ?CF7JJ?�
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$D J;C7 :? benchmark
 B\/D?ED; >7 ?:;DJ?<?97JE D;BB; 7BJH;
KD?ED? :? 9ECKD?
 =B? ;DJ? 9ED ? GK7B? FH?L?B;=?7H; ?B 9ED<HEDJE

IEFH7JJKJJE D;B I;JJEH; IE9?7B;� &\KD?ED; IJ;II7 H7FFH;I;DJ7
KD B78EH7JEH?E F;H ?B 9ED<HEDJE JH7 ? 9ECKD? 9>; D; <7DDE F7HJ;�

Metodologie di misurazione e valutazione
$B I?IJ;C7 :;<?D?I9;
 7JJH7L;HIE ?B F?7DE :;BB7 performance Y
* " Y *�) ; C;:?7DJ; B7 I;B;P?ED; :? EFFEHJKD? ?D:?97JEH?

KD B?L;BBE :? 7JJK7P?ED; :;=B? E8?;JJ?L? IJH7J;=?9?
:;BB\7CC?D?IJH7P?ED;� *;H E=D? E8?;JJ?LE IJH7J;=?9E ?B I?IJ;C7
C?IKH7 B; H?IEHI;
 ? H?IKBJ7J? ; =B? ?CF7JJ? 9>; :;H?L;H7DDE :7BB7
H;7B?PP7P?ED; :;BB\E8?;JJ?LE IJH7J;=?9E� *;H 7B9KD? I;HL?P? I? C?�
IKH7 IEBE B\;<<?9?;DP7
 D;BB7 C7==?EH F7HJ; 7D9>; B\;<<?979?7�
*;H B7 customer satisfaction L7B; GK7DJE ;IFH;IIE FH;9;:;D�
J;C;DJ;�
*;H ? I;HL?P? ;HE=7J? 7? 9?JJ7:?D? ; 7BB; ?CFH;I; I? LKEB; 7II?9K�
H7H; B7 C7II?C7 JH7IF7H;DP7� FH;IJE IKB I?JE L;HH7DDE FK88B?�
97J? =B? E8?;JJ?L? IJH7J;=?9? ; ? FHE=;JJ? ,** �:;I9H?JJ? ?D C7D?;H7
I?DJ;J?97
 I;CFB?9; ; 9ECFH;DI?8?B;� 9ED =B? E8?;JJ?L? JH?;DD7B?
;�GK;BB?�7DDK7B?�
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*;H ? I;HL?P? ;HE=7J? :7 F7HJ;9?F7J; ;E ?D 9ED9;II?ED;
B\7CC?D?IJH7P?ED; H?B;L7 B; 9ED:?P?ED? :? ;HE=7P?ED; ?D J;HC?D?
:? 799;II?8?B?JS
 J;CF;IJ?L?JS
 JH7IF7H;DP7 ;: ;<<?979?7
 F;H
7I?B? D?:E ;: �-*
 C7 F;H 7BJH? I;HL?P? ?D F7HJ;9?F7P?ED; ;E
9ED9;II?ED; I? >7DDE :;? B?C?J? D;? B?L;BB? :? 9EDJHEBBE FEII?8?B?
�7:�;I;CF?E�9ED�#;H7�F;H�H?<?KJ?
�=7I
�79GK7��
&7 H7=?ED;H?7 I? E99KF7 :? CED?JEH7H; BE IJ7JE :? I7BKJ; <?�
D7DP?7H?7 C;:?7DJ; ?D:?97JEH? :? I?DJ;I? 9>; I? H?<;H?I9EDE
7BB\;GK?B?8H?E ;9EDEC?9E
 7BB; ;DJH7J;
 7BB; IF;I;
 7BB7 9EDI?�
IJ;DP7�:;B�F7JH?CED?E
�7B�B?L;BBE�:?�?D:;8?J7C;DJE�
$B I?IJ;C7 C?IKH7 BE IJ7JE :? I7BKJ; EH=7D?PP7J?L7 C;:?7DJ; ?D�
:?97JEH? :? I?DJ;I? 9>; I? H?<;H?I9EDE 7B CE:;BBE EH=7D?PP7J?LE
; =;IJ?ED7B;
 7B B?L;BBE GK7B?J7J?LE ; GK7DJ?J7J?LE :;BB; H?IEHI;
KC7D;
 7BB7 <EHC7P?ED;
 7B 8;D;II;H; EH=7D?PP7J?LE
 7BB; F7H?
EFFEHJKD?JS ; 7BBE IJ7JE :;? I?IJ;C? ?D<EHC7J?L?� &7 C?IKH7P?ED;
;<<;JJK7J7 =H7P?; 7B I?IJ;C7 I? E99KF7 7D9>; :;BB7 GK7B?JS :;B�
B; H;B7P?ED? 9ED stakeholder �KJ;DJ?
 ?CFH;I;
 7IIE9?7P?ED?

7P?;D:; 9EDJHEBB7J;
 partner ?IJ?JKP?ED7B?� ; IE==;JJ? 9E?DLEBJ?
D;?�FHE9;II?�:?�;HE=7P?ED;�:?�8;D?�;�I;HL?P?�
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$B ���� T ?B FH?CE 7DDE ?D 9K? ?B I?IJ;C7 :? C?IKH7P?ED; ; L7BK�
J7P?ED; :;BB7 performance I? E99KF7 :? outcome 9ED EH?PPED�
J; JH?;DD7B;� *;H E=D? I;HL?P?E 9ED<;H?JE :7? 9ECKD? 7BB\/D?ED;
L?;D; ;<<;JJK7J7 KD\7D7B?I? :;B 9EDJ;IJE �D;=B? IJK:? :? <7JJ?8?B?JS
; D;? FHE=;JJ? 9>; FH;9;:EDE ?B 9ED<;H?C;DJE�� �D7B?I? I?C?B?
IEDE ;<<;JJK7J; ex post F;H ]L7B?:7H;^ ? H?IKBJ7J? EJJ;DKJ? :EFE ?B
9ED<;H?C;DJE� (ED I? 7D7B?PP7DE B; ?D<BK;DP; :;BB; :?D7C?9>;
?DJ;H�?IJ?JKP?ED7B?
 C7 I? J?;D; 9EDJE :;BB\?CF7JJE 9>; :;9?I?ED?
?IJ?JKP?ED7B? ;IJ;HD; 7BB\;DJ; >7DDE IKBB\;DJ; �F;H ;I;CF?E
 H?�
:KP?ED;�:;?�<ED:?�:7�:;:?97H;�7BB7�<EHC7P?ED;��
$D J;C7 :? benchmark
 I? IJ7 ?CFEIJ7D:E ?B 9ED<HEDJE 9ED 7BJH;
KD?ED? F;H ;IJ;D:;HBE :7B IE9?7B; 7BB\?IJHKP?ED; ;: 7BB7 FEB?P?7
CKD?9?F7B;� � 8H;L; I7HS FEII?8?B; FHE:KHH; :;? 9ED<HEDJ? C?�
H7J?�

Il processo, i soggetti e le responsabilità del sistema
$B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance ;
B7 9EIJHKP?ED; :;B 9?9BE :? =;IJ?ED; :;BB7 performance H7FFH;�
I;DJ7DE KD7 :?I9EDJ?DK?JS 9ED ?B F7II7JE
 9EC; FKH; ?B C7I�
I?99?E 9ED<;H?C;DJE :? I;HL?P? 7BB\KD?ED; JH7 B7 I;9ED:7 C;JS
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:;B ���� ; B7 FH?C7 C;JS :;B ����� &\?CFEIJ7P?ED; :? J7B? I;H�
L?P?
 B7 BE=?97 KJ?B?PP7J7 F;H B7 :;<?D?P?ED; :;BB7 performance H?�
9>?;IJ7 7 J7B? I;HL?P? ; B; CE:7B?JS 9ED 9K? J7B; performance T
CED?JEH7J7 H7FFH;I;DJ7DE KD7 DEL?JS 7IIEBKJ7 H?IF;JJE 7B F7I�
I7JE�
*;H =B? E8?;JJ?L? IJH7J;=?9?
 C7 7D9>; F;H :;9?:;H; KD7 I;CFB?�
<?97P?ED; :;B FHE9;IIE :? B7LEHE �9EC; ?B 9EDJHEBBE :;BB; FH;�
I;DP; :7 KD?<?97H;� I? ILEB=EDE L7BKJ7P?ED? :? <7JJ?8?B?JS ; I?CK�
B7P?ED?� $B I?IJ;C7 JH7:K9; ?D J;HC?D? GK7DJ?J7J?L? =B? E8?;JJ?L? :?
=;IJ?ED; :;<?D?J? ; B? 9EBB;=7 7B GK7:HE :? H?IEHI; :;<?D?J; :7B I?�
IJ;C7 9EDJ78?B;� +K7D:E I7HS 7 H;=?C; B\7FFB?97J?LE :;:?97�
JE
 B7 FHE9;:KH7 L;HHS <7JJ7 7 B?L;BBE ?D<EHC7J?9E� �JJK7BC;DJ;
L?;D;�<7JJ7�?D�;N9;B�?D�CE:E�F7HP?7B;�
$B GK7:HE :;=B? E8?;JJ?L? T :;<?D?JE 9ED ?D:?97JEH? H;B7J?L? 7BB;
9ED:?P?ED? :? 9EDJ;IJE 7C8?;DJ7B; ?D 9K? I? 9EBBE97 B\7JJ?L?JS
:;BB\7CC?D?IJH7P?ED;� $B B?L;BBE :? 7D7B?I? :;B 9EDJ;IJE T =;D;�
H7B; ; L?;D; 7FFHE<ED:?JE D;=B? IJK:? :? <7JJ?8?B?JS F?X 9>; D;B
*:*�* "�*�)� �ECKDGK; ? target 7IIE9?7J? 7 9?7I9KD ?D:?�
97JEH; J;D=EDE 9EDJE :;BB; 9ED:?P?ED? :;B 9EDJ;IJE
 7D9>; I;
DED L?;D; ;IFB?9?J7JE :?H;JJ7C;DJ; ?B 9EBB;=7C;DJE ?D KD :E9K�
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C;DJE <EHC7B;� $B I?IJ;C7 IF;9?<?97
 D;B *:*�* "�*�)
 ?B B;�
=7C; BE=?9E ;I?IJ;DJ; JH7 ?D:?97JEH? I;B;P?ED7J?
 E8?;JJ?L? ; tar-

get :;<?D?J?�
$B I?IJ;C7 H?B;L7 F;H?E:?97C;DJ; ?B L7BEH; 7IIKDJE :7=B? ?D�
:?97JEH? I;B;P?ED7J?
 I;9ED:E B; CE:7B?JS :;<?D?J; ?D <7I; :?
FHE=H7CC7P?ED;� (;B F7II7JE B7 H?B;L7P?ED; L;D?L7 ;<<;JJK7J7
9ED 97:;DP7 GK7:H?C;IJH7B;� �ED ?B DKELE 7FFB?97J?LE :;:?�
97JE I7HS FEII?8?B; <7HB7 JH?C;IJH7BC;DJ;� *;H 7B9KD? J?F? :? :7�
JE B\7B?C;DJ7P?ED; I7HS 9EDJ?DK7 ; I7HS GK?D:? FEII?8?B; 7L;H;
KD GK7:HE :;BB7 I?JK7P?ED; 7==?EHD7JE ?D GK7BI?7I? CEC;DJE�
R ?CFEHJ7DJ; IEJJEB?D;7H; ?B =H7D:; B7LEHE :? KD?<?97P?ED; ;<�
<;JJK7JE 7 B?L;BBE 9E:?<?97 F;H ?DJ;=H7H; B; ?D<EHC7P?ED? F;H?E�
:?9>;� �:;IIE 9\T KD KD?9E F?7DE :;? 9;DJH? :? 9EIJE �:? IF;�
I7� F;H ? � 9ECKD?� �: E=D? FHE=H7CC7 T 9EDD;IIE KDE E F?X
9;DJH? :? IF;I7� $B I?IJ;C7 9EDJ78?B; :? JKJJ? ? � 9ECKD? T IJ7JE
H?F;DI7JE D;BB\EJJ?97 :;B 9EDJHEBBE :? =;IJ?ED; ; :;B 9?9BE :? =;�
IJ?ED;�:;BB7 performance�
$B I?IJ;C7 H?B;L7 B; ?DJ;H7P?ED? JH7 ?D:?97JEH? ;: ;L?:;DP?7 FEI�
I?8?B? 97KI; :;BBE I9EIJ7C;DJE H?IF;JJE 7? L7BEH? E8?;JJ?LE� 0;D�
=EDE ;<<;JJK7J; :K; J?F? :? 7D7B?I? :;=B? I9EIJ7C;DJ?� ��� F;H
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<7JJEH? FHE:KJJ?L?
 7JJH7L;HIE :;? focus F;H ?:;DJ?<?97H; B; :;�
J;HC?D7DJ? :;=B? I9EIJ7C;DJ?� +K;IJE J?FE :? 7D7B?I? DED L?;D;
<7JJ7 9ED 9EDJ?DK?JS
 C7 F;H FH?EH?JS IJ78?B?J; 7DDK7BC;DJ;� ���
F;H E8?;JJ?L? :;B F?7DE
 7JJH7L;HIE KD\7D7B?I? :;BB; 97KI; D;BB7
H;B7P?ED; IKB =H7:E :? 9EDI;=K?C;DJE :;=B? E8?;JJ?L?� $ :7J? ;
=B? ?D:?97JEH? :;B I?IJ;C7 IEDE ?CF?;=7J? ?D <7I; :? L7BKJ7P?ED;
:;B B?L;BBE :? H7==?KD=?C;DJE :;=B? E8?;JJ?L? FHE=H7CC7J? ; I?7
=B? ?D:?97JEH? I?7 ? target IEDE ?CFEIJ7J? ex ante� R ?CFEHJ7D�
J; DEJ7H; 9>; D;B *:*�* "�*�) T ?DI;H?JE 7D9>; KD L7BEH;
:? benchmark I; T :?IFED?8?B; 9ED 9?J7J7 B7 <EDJ; K<<?9?7B; �;I�
standard H;=?ED7B;
�;J9���
$D C;H?JE 7BB\7==?EHD7C;DJE :;B I?IJ;C7 IJ;IIE L? T KD :?9>?7�
H7JE E8?;JJ?LE :? IL?BKFFE� &\?DJ;DP?ED; T :? 9H;7H; DED KD I?�
IJ;C7 IJ7J?9E
 8;DIV :?D7C?9E� 7997DJE 7=B? E8?;JJ?L?�?D:?97JEH?
; target =?S 9E:?<?97J?
 :? :;H?L7P?ED; IJH7J;=?97 ; B;=7J? 7: KD
C?=B?EH7C;DJE :;BB7 performance
 I? LKEB; 9H;7H; 7D9>; KD7
87JJ;H?7�:?�?D:?97JEH?�F;H�CED?JEH7H;�B\7JJ?L?JS�]F?X^�EH:?D7H?7�
&\)$0
 >7
 9EC; :7 DEHC7J?L7
 B7 <KDP?ED; :? CED?JEH7H; ?B
<KDP?ED7C;DJE :;B I?IJ;C7 ; :? <EHD?H; ?D:?97P?ED? KJ?B?
7BB\?DJ;=H7P?ED; ;: 7B C?=B?EH7C;DJE ;B78EH7D:E E=D? 7DDE
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KD7 H;B7P?ED; ?D C;H?JE� $B I?IJ;C7 T IJ7JE ?:;7JE
 ?CFEIJ7JE
;: ;B78EH7JE 9ECFB;J7C;DJ; 7BB\?DJ;HDE :;BB\;DJ;
 ?D CE:E
9ED:?L?IE�9ED�?�C;C8H?�:;BB\)$0�
$ 9EDI?=B? KJ?B?PP7DE ?B I?IJ;C7 7? <?D? :;BB7 FH;:?IFEI?P?ED; ;
:;BB\;I;H9?P?E :;BB; <KDP?ED? :? ?D:?H?PPE ; CED?JEH7==?E :;B F?7�
DE :;BB7 performance ;E :;BB7 ,**� ?D F7II7JE I? KJ?B?PP7L7�
DE H;B7P?ED? :;I9H?JJ?L; IK? FHE=H7CC? ; IK? FHE=;JJ? D;BB7 ,**
9ED FE9>? ?D:?97JEH?
 7:;IIE I? KJ?B?PP;H7DDE ? H;B7J?L? ?D:?97JEH?
?DI;H?J?�D;B�*:*�* "�*�)�
$ I?D:79?
 9EC; :7 H;=EB7C;DJE
 7:EJJ7DE ?B I?IJ;C7 IKBB7 87�
I; :;BB7 FHEFEIJ7 FH;I;DJ7J7 :7BB\)$0� &; ?D<EHC7P?ED? FH;�
I;DJ? D;B I?IJ;C7 IEDE H;I; ?CC;:?7J7C;DJ; :?IFED?8?B? 7BB;
=?KDJ; 9>; B? ?CF?;=7DE
 C7 DED T IJ7J7 ;<<;JJK7J7 KD7 L;H?<?97
F;H�?D<EHC7H;�?�FHEFH?�FHE9;II?�:;9?I?ED7B?�
$B :?H;JJEH; =;D;H7B;
 FHECEJEH; :;BB\?D?P?7J?L7
 7II?9KH7
B\?CF?;=E ; BE IL?BKFFE :;B I?IJ;C7 ?D B?D;7 9ED B; ?D:?97P?ED?
<EHD?J; :7BB\)$0 ; IEBB;9?J7 9ECFEHJ7C;DJ? 9EBB78EH7J?L? :7 F7H�
J; :? JKJJ7 B\7CC?D?IJH7P?ED;� "B? K<<?9? :? staff ILEB=EDE B\7JJ?L?JS
:? 7B?C;DJ7P?ED; ; C7DKJ;DP?ED; :;B I?IJ;C7 9EEH:?D7J? :7B
:?H;JJEH; =;D;H7B;
 H;9;F?I9EDE B; EII;HL7P?ED? ; =B? ?D:?H?PP?
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:;BB\)$0
 =;IJ?I9EDE B7 9ECFED;DJ; ?D<EHC7J?97 :;B I?IJ;C7 ;
FH;:?IFED=EDE report :? I?DJ;I? F;H B7 C?IKH7P?ED; ; B7 L7BK�
J7P?ED; :;BB; performance
 :;BB; IK; 7HJ?9EB7P?ED? EH=7D?PP7�
J?L;
�:;?�H;IFEDI78?B?�:?�KD?JS�EH=7D?PP7J?L7�;�:;?�:?F;D:;DJ?�
$ :?H?=;DJ? ; <KDP?ED7H? 9ED FEI?P?ED; :? H;IFEDI78?B?JS ?CF?;�
=7DE ?B I?IJ;C7 D;BB\7C8?JE :;? FHEFH? FHE9;II? :;9?I?ED7B?
 ;D�
JH7DE D;B C;H?JE :;B I?IJ;C7 ; :;B F?7DE
 D;=EP?7D:E E8?;JJ?�
L?
 ?D:?97JEH? ; target
 L;H?<?97DE B7 9E;H;DP7 JH7 =B? ?D:?97JEH?
I;B;P?ED7J? F;H C?IKH7H; B7 performance ; B; 7JJ?L?JS ;<<;JJ?�
L7C;DJ; ILEBJ;
 IK==;H?I9EDE ?DJ;=H7P?ED? ; C?=B?EH7C;DJ? H?�
IF;JJE 7=B? ?D:?97JEH? I;B;P?ED7J? ; H?<;H?I9EDE :? ;L;DJK7B? 7DE�
C7B?;�:;H?L7DJ?�:7B�FHE9;IIE�:?�H?B;L7P?ED;�
"B? stakeholder �KJ;DJ?
 ?CFH;I;
 7IIE9?7P?ED?
 7P?;D:; 9ED�
JHEBB7J;
 partner ?IJ?JKP?ED7B?� EJJ;D=EDE 799;IIE 7B I?IJ;C7
; FEIIEDE IK H?9>?;IJ7 E F;H IF;9?<?9>; ;I?=;DP; 9>?;:;H;
?DJ;=H7P?ED? E IK==;H?H; CE:?<?9>;� $D <7I; :? ;B78EH7P?ED;
:;B F?7DE IJH7J;=?9E 7B9KD? stakeholder >7DDE FH;J;IE
B\?DJHE:KP?ED; :? standard :? I;HL?P?E �7: ;I;CF?E
 F;H ?B
-/�*�
 <EHD;D:E ?D:?97P?ED? I?=D?<?97J?L; D;BB7 9EIJHKP?ED;
:;B I?IJ;C7� $ I?D:797J? ;DJH7DE CEBJE D;B C;H?JE :? 7B9KD? ?D:?�
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97JEH? 7 L7B;DP7 IE9?7B; �C?IKH; 7DJ?9H?I?
 I;HL?P? 7BB7 F;HIED7
;J9���

Le componenti del sistema
(;B I?IJ;C7 IEDE H?B;L7J? :7J? 9EDJ78?B? <?D7DP?7H? 7HJ?9EB7J? F;H
D7JKH7 :;BB; FEIJ; 9EDJ78?B?� $B 9EDJHEBBE :? =;IJ?ED; I7HS =;IJ?�
JE 7JJH7L;HIE KD software :? business intelligence 9>; EF;H7
?D C7D?;H7 ?DJ;=H7J7 H?IF;JJE 7B I?IJ;C7 9EDJ78?B; �H?9EIJHK?JE

9EC; IEFH7 :;I9H?JJE
 ?D KD EJJ?97 :? 9EDJHEBBE :?H;P?ED7B; ;
=;IJ?ED7B;��
(;B I?IJ;C7 IEDE H?B;L7J? :7J? ; FHE9;:KH; H;B7J?L? 7BB7 =;IJ?E�
D; :;B F;HIED7B; �:? J?FE ;9EDEC?9E
 <?D7DP?7H?E ; :? 7JJ?L?JS �
FH;I;DP;
�7II;DP;
�7JJH?8KP?ED;�7�9;DJHE�:?�H;IFEDI78?B?JS��
$ :7J? 9EDJ78?B? IEDE H?9B7II?<?97J? ?D 9;DJH? :? 9EIJE ;E 9;DJH?
:? H;IFEDI78?B?JS
 9E;H;DJ? 9ED B7 IJHKJJKH7 EH=7D?PP7J?L7 �I;H�
L?P? =;D;H7B?
 I;JJEH?
 I;HL?P? :? B?D;7�� &; 9E:?<?9>; :? E8?;JJ?L?

FHE=H7CC? ; FHE=;JJ? IEDE ?CC;:?7J7C;DJ; 7IIE9?78?B? 7:
KD I;JJEH;
 I;HL?P?E E K<<?9?E� -? >7 KD7 IJH;JJ7 ?DJ;=H7P?ED;
JH7 FHE=H7CC7P?ED; ; 9EDJHEBBE
 I?IJ;C7 9EDJ78?B; ; EH=7�
D?PP7P?ED;
 DED9>U JH7 :7J? 9EDJ78?B? <?D7DP?7H? ; H?B;L7P?ED?
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;9EDEC?9E�F7JH?CED?7B?� $B I?IJ;C7 H?B;L7
 ?DEBJH;
 :7J? 9EDJ78?B?
F;H 7H;; :? ?CF7JJE =H7P?; 7B 9EBB;=7C;DJE JH7 outcome ;:
?CF?;=E :;BB; H?IEHI; �9?W DED 7FF;D7 ?B software I7HS F?;D7�
C;DJ; EF;H7J?LE�� &; 7D7B?I? GK7DJ?J7J?L; IEDE I?7 I?IJ;C7J?�
9>; I?7 ]7 focus^ 9ED 9EDJHEBB? IF;9?<?9? 9>; I? C;JJ;H7DDE ?D
7JJE 7 8H;L; �F;H ;I;CF?E
 KD 9HKI9EJJE :;:?97JE 7BB; perfor-

mance H;B7J?L; 7B I;HL?P?E 7I?B? D?:E�� 0? T KD7 F?;D7 ?DJ;=H7�
P?ED; :? standard H;=?ED7B?
 D7P?ED7B? E ?DJ;HD7P?ED7B? :? H?<;�
H?C;DJE D;BB7 H?B;L7P?ED; :;BB; H?IEHI;
 :;BB; 7JJ?L?JS ; :;? H?�
IKBJ7J? :;BB\7CC?D?IJH7P?ED;� ;I?IJ;
 ?D<7JJ?
 KD 7FFEI?JE 97CFE
D;BB\7D7=H7<?97 :;BB\?D:?97JEH; D;B *:*�* "�*�)� $ :7J? ; B;
?D<EHC7P?ED? <EHD?J; :7B I?IJ;C7 9ED<BK?I9EDE FE? I?7 D;B F?7�
DE :;BB7 performance 9>; D;BB7 H;B7P?ED;� $B I?IJ;C7 :;<?D?I9;
KD7 87JJ;H?7 :? ?D:?97JEH? 9>; JHEL7 KIE ?D CE:E ?DJ;=H7JE D;B
F?7DE :;BB7 performance
 D;BB7 ,** ; D;B * "
 <EHD;D:E B7
:?C;DI?ED;�GK7DJ?J7J?L7�:;=B?�E8?;JJ?L?�?D�;II?�9EDJ;DKJ?�
(;B I?IJ;C7 DED JHEL7DE ?CF?;=E IJHKC;DJ? :? =;IJ?ED; :;BB;
performance GK7B? �-�
 performance Prism
 ��!
 ;J9� -?
>7DDE IEBE ;IF;H?;DP; :? benchmarking� $B 8?B7D9?E IE9?7B;

I; <7JJE
 T IJ7JE <7JJE :7? I?D=EB? 9ECKD? :;BB\/D?ED; 7 <?D;
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C7D:7JE ; DED H7FFH;I;DJ7 KDE IJHKC;DJE =;IJ?ED7B; 8;DIV
KD7�H;D:?9EDJ7P?ED;�:?�C7D:7JE�
$B F?7DE :;BB7 performance H?9ECFED; ?D CE:E KD?J7H?E ?B GK7�
:HE :;BB; FH?EH?JS :;BB\/D?ED; ;: ;IFED; B\7HJ?9EB7P?ED; :;=B?
E8?;JJ?L? IJH7J;=?9? ?D E8?;JJ?L? EF;H7J?L? ; 7P?ED?
 :;<?D;D:E F;H
9?7I9KDE :? ;II? KD set :? ?D:?97JEH? :? H?<;H?C;DJE� �BB\E8?;JJ?LE
IJH7J;=?9E T 9EBB;=7JE KD FHE=H7CC7FHE=;JJE D;BB7 ,** 9ED
H;B7J?L? E8?;JJ?L?
 ?D:?97JEH? :? outcome ; target� $B FHE=H7CC7
FHE=;JJE T :;9B?D7JE 7DDK7BC;DJ; 9ED ?B * " ?D E8?;JJ?L? ;:
?D:?97JEH? F?X EF;H7J?L? ; H;B7J?L? target
 7P?ED? 7 IKFFEHJE ; H?�
IEHI;� �P?ED? ;: E8?;JJ?L? IEDE 9EBB;=7J? 7 IF;9?<?9? 9;DJH? :? H;�
IFEDI78?B?JS 9>; :;LEDE H;D:;H; 9EDJE :;BB7 performance EJ�
J;DKJ7� $DEBJH;
 ?B I?IJ;C7 :;<?D?I9;
 ?D 97FE 7 9?7I9KDE :;=B?
?D:?97JEH? ;IFH;II? D;B F?7DE :;BB7 performance
 KD7 I9>;:7
7D7=H7<?97 IEJJEFEIJ7 7 audit F;H?E:?9E� I? JH7JJ7 :? KD7 I9>;�
:7 7D7=H7<?97 I;CFB?<?97J7 H?IF;JJE 7B CE:;BBE ?D:?97JE D;BB7
:;B?8;H7 �?0$. ������ 4&;==? ?B J;IJE ?D H;J; 5
 C7 9EDJ?;D;
JKJJ;�B;�?D:?97P?ED?�I?=D?<?97J?L;�F;H�?B�*:*�:;BB\/D?ED;�
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Il livello di informatizzazione del sistema
&; ?D<EHC7P?ED? H;B7J?L; 7=B? E8?;JJ?L? 7II;=D7J? ; 7B B?L;BBE
:? H7==?KD=?C;DJE :;=B? IJ;II? DED9>U 7BB; performance

:;BB\7CC?D?IJH7P?ED; IEDE :?<<KI; 7BB\?DJ;HDE
:;BB\EH=7D?PP7P?ED; C;:?7DJ; KD7 intranet
 7JJH7L;HIE
-'�,.
 ?B software :? business intelligence 9>; C;JJ; 7 :?�
IFEI?P?ED; B; ?D<EHC7P?ED? 7 :?L;HI? FHE<?B? :? KJ;DP7� -'�,. T
KD software F;H ?B 9EDJHEBBE :?H;P?ED7B; ?DJ;=H7JE 9ED ? I?IJ;C?
=;IJ?ED7B? H;B7J?L? 7BB; :?L;HI; 7JJ?L?JS ; I;HL?P?� &\intranet T EH�
=7D?PP7J7 ?D 7H;; :? 9ED:?L?I?ED; :?<<;H;DP?7J7 �:?H?=;DJ?
*�)�

9EDI?=B?;H?
 FH;I?:;DJ;
 ;J9�� :EL; IEDE 9EDJ;DKJ? FHE=;JJ? ;
report �7: ;I;CF?E� 7I?B? D?:E
 KH87D?IJ?97
 JH7IFEHJ?�� �B9KD?
report IEDE L?I?8?B? IEBE ?DJ;HD7C;DJ;
 7BJH? IEDE 7 :?IFEI?P?E�
D; :? JKJJ?� -? IJ7 :;9?:;D:E ?D GK;IJ? =?EHD? ?B I?IJ;C7 :? 799;I�
IE��-'�,.�7B?C;DJ7�?D�7KJEC7J?9E�GK;IJ;�I;P?ED? intranet�
-'�,. T 9EBB;=7JE 7? I?IJ;C? 9EDJ78?B? :;? I?D=EB? 9ECKD?� -?
T FHE9;:KJE 7: KD7 KD?<?97P?ED; :;BB; 9E:?<?9>; ;: 7 KD7 ?D�
J;=H7P?ED; JH7 ? FHE9;II? :? FHE=H7CC7P?ED; ; GK;BB? 9EDJ78?B?�
&7 =;IJ?ED; :;B F;HIED7B; 7B CEC;DJE T ?D:?F;D:;DJ;
 C7 ?D
KD�FHEII?CE�<KJKHE�I7HS�?DJ;=H7J7�
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&7 L7BKJ7P?ED; T =;IJ?J7 ?DJ;HD7C;DJ; :7 -'�,.� 7 JKJJ? ? 97�
F?I;HL?P?E I? 9>?;:; :? =;IJ?H; =B? IJ7J? :? 7L7DP7C;DJE :;? FHE�
=;JJ?�;�:;BB\?CF;=D7JE�IKBBE�IJ7DP?7JE�
&E IJ;IIE :?97I? F;H B\7==?EHD7C;DJE :;=B? ?D:?97JEH? KJ?B?PP7J?
F;H ?B CED?JEH7==?E :;=B? E8?;JJ?L?� -'�,. 7B?C;DJ7 7D9>;
I;P?ED? :;B I?JE :;BB\/D?ED; ?D CE:E :7 H;D:;H; JH7IF7H;DJ;
B\7P?ED;�7CC?D?IJH7J?L7�
�JJK7BC;DJ; IKB I?JE IEDE :?IFED?8?B? F;H E=D? 97FE I;HL?P?E
B; I9>;:; :;? JH; FH?D9?F7B? E8?;JJ?L? 9>; :;L; H7==?KD=;H;�
(;BB7 <?=KH7 � KD7 :;BB; JH; I9>;:; E8?;JJ?LE :;B H;IFEDI78?B;
:;BB\K<<?9?E�7DP?7D?�;�:?I78?B?�
&\?DL;IJ?C;DJE F;H H7==?KD=;H; GK;IJ? B?L;BB? :? ?DJ;=H7P?ED; T
IJ7JE 9EDI?IJ;DJ;
 C7 T :;IJ?D7JE 7 H?F7=7HI? D;B J;CFE =H7�
P?; 7? 8;D;<?9? ?DJHE:EJJ? ; 7 KD7 EJJ?C?PP7P?ED; :;BB; H?IEHI;
?CF;=D7J;�F;H�B\7==?EHD7C;DJE�
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Figura 1 - Esempio di scheda obiettivo di capo servizio

Il livello di trasparenza del sistema
&\KD?ED; H;D:; :?IFED?8?B? IKB FHEFH?E I?JE ?D<EHC7P?ED?
IKBB\7II;JJE ?IJ?JKP?ED7B; �EH=7D? :? =EL;HDE�
 IKBB\7II;JJE 7C�
C?D?IJH7J?LE �B\EH=7D?=H7CC7 :;BB7 IJHKJJKH7 7CC?D?IJH7J?L7
:;BB\KD?ED;�
 9KHH?9KBE :? :?H?=;DJ?
 I;=H;J7H? 9ECKD7B? ; *)

H;JH?8KP?ED? :? :?H?=;DJ? ; I;=H;J7H? 9ECKD7B?� �JJK7BC;DJ; ? 9?J�
J7:?D? ; =B? 7BJH? stakeholder DED FEIIEDE 799;:;H; ?D CE:E
7JJ?LE 7B I?JE web :;BB\/D?ED; ; H;D:;H; FK88B?9? ? FHEFH? F7H;H?
?D H;B7P?ED; 7BB; 7JJ?L?JS ;: 7? I;HL?P? EJJ;DKJ? FEIJ7D:EB? IKB
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I?JE
 9EIV 9EC; DED >7DDE B7 FEII?8?B?JS :? 799;:;H; :?H;JJ7�
C;DJ; 7B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 perfor-

mance
 EJJ;D;D:E ?D<EHC7P?ED? KBJ;H?EH? ; :? 7FFHE<ED:?C;D�
JE H?IF;JJE 7 GK;BB; 9EDJ;DKJ; D;B F?7DE :;BB7 performance�
�?W I7HS FEII?8?B; ?D KD FHEII?CE <KJKHE GK7D:E ?B software

:? 9EDJHEBBE :?H;P?ED7B; 7B?C;DJ;HS 7D9>; ?B I?JE
 H;D:;D:E 79�
9;II?8?B? 7D9>; ? :7J? ?D C;H?JE 7=B? standard :? I;HL?P?E� $DJ7D�
JE
 B\7CC?D?IJH7P?ED; >7 7JJ?LE KD I;HL?P?E :? ?D<EHC7P?ED; IK
H?9>?;IJ7
 C;:?7DJ; B?D;7 J;B;<ED?97 ;: e-mail
 799;II?8?B; 7D�
9>;�:7B�I?JE�
-EBE F;H 7B9KD? I;HL?P? T FH;I;DJ; 7 I?IJ;C7 B\?DJ;=H7P?ED;
9ED =?K:?P? :? benchmark D;? 9ED<HEDJ? :? 7BJH; 7CC?D?IJH7P?E�
D?�
&\/D?ED;
 9>; <7 F7HJ; :;B benchmarking +9BK8 �9EEH:?D7JE
:7B �?F7HJ?C;DJE :;BB7 !KDP?ED; *K88B?97 � �!*�
 H?7IIKC; B;
?D<EHC7P?ED? FHE:EJJ; :7B I?IJ;C7 9EDJ78?B; ?D CE:E :7 H;D�
:;H; 9>?7H7 B7 9EHH;B7P?ED; <H7 IF;I; IEIJ;DKJ; ; H?IKBJ7J? FHE�
:EJJ?� ?DEBJH; >7 ?DJ;DP?ED; :? 9ECKD?97H; IKB I?JE ?B B?L;BBE :? H?�
IEHI; ?CF?;=7JE D;BB; FHEFH?; 7JJ?L?JS ; B7 9ECFEI?P?ED; :;BB;
;DJH7J;
�9>?7H;D:ED;�B\EH?=?D;�;�B7�:?I9H;P?ED7B?JS�

L’esperienza dei comuni della Bassa Romagna



';DK a &\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7 a ����D7B?I?�:;B
I?IJ;C7�:?�C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7 a ��� Review

:;B�I?IJ;C7�:?�C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7

Gli indicatori

$D GK;IJE F7H7=H7<E I? 9ECC;DJ7DE =B? ?D:?97JEH? ?D KIE
D;BB\/D?ED; :;? 9ECKD? :;BB7 �7II7 ,EC7=D7
 H7FFH;I;DJ7D�
:E ?B =H7:E :? ;IJ;DI?ED; :;BB7 C?IKH7P?ED;
 ?B J?FE :? ?D:?97JE�
H? :? 9EDJ;IJE
 :? ?CF7JJE ; :? IJ7JE :? I7BKJ; KJ?B?PP7J?� $DEBJH;

I? H7FFH;I;DJ7DE =B? ?D:?97JEH? 7:EJJ7J? F;H 7B9KD? I;HL?P? E<<;HJ?
:7B 9ECKD;� &\7D7B?I? T IJ7J7 ILEBJ7 7IIKC;D:E 7 H?<;H?C;DJE
KD ;B;D9E :? ?D:?97JEH? :;<?D?JE F;H 9?7I9KDE :;=B? 7C8?J? :? C?�
IKH7P?ED; FHEFEIJ?� .7B; ;B;D9E T 9EDJ;DKJE D;BB7 check list 7
IKFFEHJE :;BB7 review :;? I?IJ;C? :? C?IKH7P?ED; :;BB7 perfor-

mance�

Estensione della misurazione
&\/D?ED; FEII?;:; 7JJK7BC;DJ; KDE IF;9?<?9E I?IJ;C7 :? C?�
IKH7P?ED; F;H B; I;=K;DJ? 7H;; IJH7J;=?9>;� I;HL?P? IE9?E�I7�
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D?J7H? ; 97I7� ?IJHKP?ED; ; I;HL?P? ;:K97J?L?� =?EL7D?� 9KBJKH7 ;
JKH?ICE� 7C8?;DJ; ; I;HL?P? 7 H;J;� J;HH?JEH?E ; KH87D?IJ?97� ;:?�
B?P?7� -/�* ; IL?BKFFE ;9EDEC?9E� B7LEH? FK88B?9?� I?9KH;PP7�
CE8?B?JS� 7D7=H7<; ; IJ7JE 9?L?B;� F7JH?CED?E ; 8?B7D9?E� JH?8KJ?�
EH=7D?PP7P?ED; ; F;HIED7B;� ?DDEL7P?ED;
 IL?BKFFE ?D<EHC7J?�
LE ; J;9DEBE=?9E� 7H9>?L? �:7 KD?<?97H;�� governance �JH7C?J;
?D:?97JEH? IK ;B78EH7P?ED; :? FEB?J?9>; FK88B?9>;�� &; ?D<EHC7�
P?ED? 9?H97 GK;IJ; 7H;; IEDE H;F;H?8?B? JH7C?J; F?7DE :;BB7 per-

formance�* "�*�)
 H;<;HJE :;B 9EDJHEBBE :? =;IJ?ED; ; report

IF;9?<?9?� (ED 9\T 7JJ?LE 7B9KD I?IJ;C7 :? H?B;L7P?ED; D;BB\7H;7
IFEHJ�
&\/D?ED; FEII?;:; KD I?IJ;C7 :? C?IKH7P?ED; ad hoc F;H ?
I;=K;DJ? I;HL?P?� I;HL?P? F;H B\?D<7DP?7 ;: ? C?DEH?� 7II?IJ;DP7
7DP?7D?� C7DKJ;DP?ED; ;:?<?9? �:? GK7BI?7I? J?FEBE=?7
 I9EB7IJ?9?
?D9BKI?�� 7I?BE D?:E� 7II?IJ;DP7 :?I78?B?� ;:?B?P?7 H;I?:;DP?7B;
FK88B?97� I9KEB7 C7J;HD7� ?DI;=D7DJ? :? IEIJ;=DE� L?=?B7DP7�
C7DKJ;DP?ED; IJH7:; 9ECKD7B?� 8?8B?EJ;9>; 9?L?9>;� 9EDJH?8KJ?
;9EDEC?9?� C7D?<;IJ7P?ED? 9KBJKH7B?� ?BBKC?D7P?ED; IJH7:; 9E�
CKD7B?� J;7JHE 9ECKD7B;� ;:K97P?ED; IJH7:7B; D;BB; I9KEB;�
97HJ7 :\?:;DJ?JS� H?I9EII?ED; J7II7 IK? H?<?KJ? �.�,-/�� �B9KD?
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I?IJ;C? IEDE IF;9?<?9? :;? I?D=EB? 9ECKD? �C7DKJ;DP?ED; IJH7�
:;
 8?8B?EJ;9>; 9?L?9>;�� *;H ? I;HL?P? ?D 9ED9;II?ED;
 7B CE�
C;DJE
�DED�T�7JJ?LE�7B9KD�I?IJ;C7�:?�CED?JEH7==?E�
&\/D?ED; FEII?;:; KD I?IJ;C7 :? C?IKH7P?ED; ad hoc F;H ? I;�
=K;DJ? ?CF7JJ?� I?JK7P?ED; ;9EDEC?97� I;HL?P? ; 7C8?;DJ;� FE�
FEB7P?ED; ; welfare
 I;HL?P? ;:K97J?L? ; JKH?ICE� -EDE ;I9BKI?
:7BB7 H?B;L7P?ED;� EH:?D; FK88B?9E ; 9KBJKH7 ; J;CFE B?8;HE� $
:7J?�I7H7DDE�H?B;L7J?�F;H�B7�FH?C7�LEBJ7�D;BB\7DDE�9EHH;DJ;�

Anagrafica, contesto e fattori di complessità
&\7D7B?I? :? I;=K?JE FHEFEIJ7 I? T FEIJ7 9EC; E8?;JJ?LE 7D:7H;
7 L;H?<?97H; B7 :?IFED?8?B?JS 7JJK7B;
 7BB\?DJ;HDE :;B I?IJ;C7 :?
C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance :;BB\/D?ED; :;?
9ECKD? :;BB7 �7II7 ,EC7=D7
 :? KD7 I;B;P?ED; :? ?D:?97JEH?
H?<;H?8?B? 7BB\7CC?D?IJH7P?ED; IJ;II7 ; 7: 7B9KD; 9ED:?P?ED? :?
9EDJ;IJE �EH:?D; FK88B?9E
 FEFEB7P?ED;
 7C8?;DJ; ; I;HL?P?

I?JK7P?ED; ;9EDEC?97
 7H;7 C;H97JE ; B7LEHE
 7H;7 J;CFE B?�
8;HE��
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Gli impatti
"B? ?D:?97JEH? :? outcome IEDE ?D 9EHIE :? :;<?D?P?ED;� (ED IE�
DE�:?IFED?8?B?�?D:?97JEH?�:? ?CF7JJE F;H�?B������

I servizi comunali offerti
&\KD?9E I;HL?P?E :? 9K? T IJ7JE 7FFHE<ED:?JE ?B :?I9EHIE IKB CE�
D?JEH7==?E T GK;BBE :;=B? 7I?B? D?:E� *;H GK;IJE I;HL?P?E C? T
IJ7JE <EHD?JE KD report :;JJ7=B?7JE H;B7J?LE 7BB7 =;IJ?ED; ;: 7B
CED?JEH7==?E 9>; 7B CEC;DJE T I9ECFEIJE F;H ? I?D=EB? 9E�
CKD?� *;H GK7DJE H?=K7H:7 =B? 7BJH? I;HL?P?
 DED 9\T IJ7J7 FEI�
I?8?B?JS :? 7FFHE<ED:?C;DJE� $B 9>; DED LKEB :?H; 9>; DED L;D�
=7DE CED?JEH7J?
 C7 I;CFB?9;C;DJ; 9>; B; ?D<EHC7P?ED? DED
IEDE�IJ7J;�H;I;�:?IFED?8?B?�F;H�C7D97DP7�:?�J;CFE�

Asili nido.
$B I;HL?P?E :? 7I?BE D?:E T =;IJ?JE I;9ED:E JH; CE:7B?JS :?<�
<;H;DJ?� =;IJ?ED; :?H;JJ7 9ED :?F;D:;DJ? 9ECKD7B?
 =;IJ?ED;
?D 7<<?:E �FHEFH?;JS :;BB7 IJHKJJKH7
 7FF7BJE F;H B7 =;IJ?ED;�
; =;IJ?ED; ?D 9EDL;DP?ED; �9EDL;DP?ED; FH?L7JE 9ECKD;
9ED ?B H?IF;JJE :? 9;HJ? standard GK7B?J7J?L?�� "B? ?D:?97JEH?
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KJ?B?PP7J? F;H ?B CED?JEH7==?E IEDE ?BBKIJH7J? D;B :E9KC;D�
JE ]�D7B?I? :;B I;HL?P?E D?:? KD?ED; �7II7 ,EC7=D7^
 7HJ?�
9EB7JE IK :7J? =;D;H7B? :;B I;HL?P?E
 B?L;BBE :? ;IJ;HD7B?PP7�
P?ED; :;BB\7JJ?L?JS
 ; FH?D9?F7B? ?D:?97JEH? :? ;<<?979?7 ;: ;<�
<?9?;DP7
 DED9>U :? ;9EDEC?9?JS� $DEBJH;
 KBJ;H?EH? ?D<EHC7�
P?ED? IEDE H;F;H?8?B? JH7C?J; ?B H;<;HJE :;B 9EDJHEBBE :? =;IJ?E�
D;� $B I;HL?P?E I;C8H7 8;D FH;I?:?7JE ;: 7:;=K7J7C;DJ;
CED?JEH7JE�

Assistenza domiciliare.
$B I;HL?P?E :? 7II?IJ;DP7 :EC?9?B?7H; L?;D; =;IJ?JE 7 B?L;BBE
:? /D?ED;� "B? ?D:?97JEH? KJ?B?PP7J? F;H ?B CED?JEH7==?E IEDE
?BBKIJH7J? D;B :E9KC;DJE ]I;HL?P? -E9?7B? Y I9>;:7 :7J? 7JJ?�
L?JS ����^� $B I;HL?P?E T FH;I?:?7JE ; ?B CED?JEH7==?E T EF;�
H7JE�7BB\?DJ;HDE�:;B�I;HL?P?E�

Vigilanza.
�JJK7BC;DJ; ;I?IJEDE JH; 9EHF? :? FEB?P?7 CKD?9?F7B;� �?7�
I9KDE 9EFH; JH; 9ECKD?� $D KD FHEII?CE <KJKHE I? KD?H7DDE
?D KD KD?9E 9EHFE 9>; I;=K; JKJJ? ? 9ECKD? :;BB\/D?ED;�
"B? ?D:?97JEH? KJ?B?PP7J? F;H ?B CED?JEH7==?E ; H?FEHJ7J? D;BB7
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check list IEDE ?BBKIJH7J? D;B :E9KC;DJE ]FHE=;JJE KD?<?97�
P?ED; 9EHFE FEB?P?7 CKD?9?F7B;^� $B I;HL?P?E I;C8H7 8;D
FH;I?:?7JE� *;H GK7DJE H?=K7H:7 ?B CED?JEH7==?E
 GK;IJE I7�
HS KBJ;H?EHC;DJ; FEJ;DP?7JE GK7D:E I? 7LHS ?B 9EHFE KD?9E
:?�FEB?P?7�CKD?9?F7B;�F;H�JKJJ7�B\/D?ED;�

Carta di identità.
$B I;HL?P?E :? ;C?II?ED; ; H?DDELE :;BB7 97HJ7 :\?:;DJ?JS T
=;IJ?JE :?H;JJ7C;DJ; ; FH;L;:; B\;C?II?ED; CE:;BBE 97HJ7�
9;E
 ?B H?B7I9?E 7 L?IJ7 7B H?9>?;:;DJ;� $B I;HL?P?E 9ECFB;II?�
LE I;C8H7 8;D FH;I?:?7JE ;: 7:;=K7J7C;DJ; CED?JEH7JE�
&7�97HJ7�:?�?:;DJ?JS�T�KDE�:;?�J7DJ?�FHE:EJJ?�:;BB\7D7=H7<;�

Riscossione TARSU.
&7 =;IJ?ED; :;B I;HL?P?E :? H?I9EII?ED; :;BB7 .�,-/ T
9ECFB;J7C;DJ; ;IJ;HD7B?PP7J7 7: # ,� ; ILEBJ7 ?D H;=?�
C; :? FH?L7J?L7� &7 .�,-/ T IJ7J7 IEIJ?JK?J7 :7BB7 .$� �97B�
9EB7J7 ; H?I9EII7 :7 # ,��� (ED I? >7DDE :7J? ?D C;H?JE�
$B�9EDJHEBBE�L?;D;�:;C7D:7JE�7BB\����.�)�

L’esperienza dei comuni della Bassa Romagna



Lo stato di salute dell’ente comunale
/D <7JJEH; 9H?J?9E D;BB\7D7B?I? :;BB7 97F79?JS :;B I?IJ;C7 :? C?�
IKH7P?ED; :;BB\/D?ED; :? IKFFEHJ7H; B7 L7BKJ7P?ED; :;BBE IJ7JE
:? I7BKJ; T B;=7J7 7B <7JJE 9>; B\/D?ED; I? JHEL7 7JJK7BC;DJ; ?D
<7I; :? 9ED<;H?C;DJE :? KD7 :EI; C7II?99?7 :? I;HL?P? :7 F7H�
J; :;? 9ECKD? 7:;H;DJ? ; 9EDL;DP?ED7J?� +K;IJE I?=D?<?97 9>;
? :7J? H;B7J?L? 7BB7 =;IJ?ED; F7II7J7 :? J7B? I;HL?P? DED IEDE ?D
FEII;IIE :;BB\KD?ED; 8;DIV :;? I?D=EB? 9ECKD? ; GK?D:? DED
IEDE�:?�?CC;:?7J7�:?IFED?8?B?JS�
*;H GK7DJE 9ED9;HD; B7 H?B;L7P?ED; :7 F7HJ; :;B -'0* :? ?D:?�
97JEH? KJ?B? 7 C?IKH7H; BE IJ7JE :? I7BKJ; :;BB\7CC?D?IJH7P?ED; T
FEII?8?B; 7<<;HC7H; 9>; &\/D?ED; :;? 9ECKD? :;BB7 �7II7 ,E�
C7=D7 T 7JJK7BC;DJ; ?D =H7:E :? CED?JEH7H; ?B FHEFH?E IJ7JE
:? I7BKJ; I?7 F;H GK7DJE H?=K7H:7 B7 :?C;DI?ED; ;9EDEC?9E <?�
D7DP?7H?7
 I?7 F;H GK7DJE H?=K7H:7 B7 I7BKJ; EH=7D?PP7J?L7 ; B7
I7BKJ;�:;BB;�FHEFH?;�H;B7P?ED?�
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';DK a &\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7 a ����D7B?I?�:;B
I?IJ;C7�:?�C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7

1.4 Lesson learned e punti di forza del
percorso realizzato

Strumenti, metodologie e competenze
$ FKDJ? :? <EHP7 ;C;HI? :7BB\7D7B?I? :;BB\;IF;H?;DP7 :;BB\/D?ED;
:;? 9ECKD? :;BB7 �7II7 ,EC7=D7 IEDE H?9ED:K9?8?B? 7? I;�
=K;DJ?�7IF;JJ?�

Volontà di perseguimento.
&\;IF;H?;DP7 :;BB\/D?ED; C;JJ; ?D BK9; KD <EHJ; 9E?DLEB=?�
C;DJE ;CEJ?LE
 FHEFH?E :? 9>? 9? 9H;:;
 I? ?CF;=D7 ; I?
C;JJ; ?D =?E9E F;H FEHJ7H; 7L7DJ? ?B 97C8?7C;DJE� +K;IJE
T KD ?D=H;:?;DJ; <ED:7C;DJ7B; FE?9>U B\/D?ED; H7==HKF�
F7 � 9ECKD? :?L;HI? E=DKDE 9ED B; IK; ;I?=;DP;
 8?IE�
=D? ; FEB?J?9>; 9>; :;LEDE ;II;H; FEHJ7J? 7: KD7 I?DJ;�
I? :7BB\7CC?D?IJH7P?ED; 9;DJH7B; :;BB\/D?ED;� &7 9ED9EC?�
J7DP7 :;BB\7FFB?97P?ED; :;BB7 H?<EHC7 ; :;B 9ED<;H?C;DJE :?



DKEL? I;HL?P? 7BB\/D?ED; H;D:; GK;IJE 9ECF?JE 7D9EH7 F?X
I<?:7DJ;� (ED 87IJ7 ;II;H; ?D FEII;IIE :? ]J;9>D?97B?J?;I^
T D;9;II7H?E 7L;H; L?I?ED;
 97F79?JS FHE=;JJK7B;
 :;J;HC?�
D7P?ED;�;�97F79?JS�:?�D;=EP?7P?ED;�DED�?D:?<<;H;DJ?�

Presenza di un piano strategico di riferimento per tutte
le iniziative.

&\;B78EH7P?ED; :? KD F?7DE IJH7J;=?9E 9ED:?L?IE T IJ7J7
KD7 CEII7 ?CFEHJ7DJ; 9>; <EHP7 JKJJ; ? I?D=EB? 9ECKD?
 D;B
H?IF;JJE :;BB7 BEHE 7KJEDEC?7
 7: 7L;H; KD7 I;H?; :? E8?;JJ?�
L? 9ECKD? ;: ?DJ;DJ? 7BB?D;7J?� &7 L7B?:7P?ED; GK7BI?7I? 9EI7
7JJH7L;HIE ?B H?IF;JJE E C;DE :;=B? ?DJ;DJ? ;IFEIJ? D;B F?7DE
IJH7J;=?9E 9EDI;DJ; :? IKF;H7H; B; IF?DJ; ; B; IEBB;9?J7P?E�
D?�7B�:?I7BB?D;7C;DJE�

Approccio partecipativo.
&\KD?ED; >7 FKDJ7JE CEBJ?II?CE IK KD 7FFHE99?E F7HJ;9?�
F7J?LE
 F?X <7J?9EIE 7BB\?D?P?E
 C7 9>; FKW :7H; <HKJJ? FEI?J?L?
D;B�C;:?E�;�BKD=E�J;HC?D;�
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Impostazione data al sistema di misurazione e
valutazione della performance,

9ED KD I?=D?<?97J?LE 9EBB;=7C;DJE JH7 outcome
 E8?;JJ?L?
EF;H7J?L? ;: ?CF?;=E :;BB; H?IEHI;� �BJHE <7JJEH; FEI?J?LE T
9EC; T IJ7J7 F;DI7J7 ; IJHKJJKH7J7 B7 97J;D7 BE=?97 9>; B;�
=7 =B? outcome 7=B? E8?;JJ?L? =;IJ?ED7B? ;: 7BB\?CF?;=E :;BB;
H?IEHI; ; 9EC; I?7DE IJ7J;
 :? 9EDI;=K;DP7
 7II;=D7J; B;
H;IFEDI78?B?JS�:;?�H?IKBJ7J?�

Applicativo software per il controllo direzionale.
$DL;IJ?H; F;H :EJ7HI? :? KDE software :? business intelli-

gence ?D =H7:E :? IKFFEHJ7H; 7:;=K7J7C;DJ; ?B 9EDJHEBBE
:?H;P?ED7B;
 I? T H?L;B7J7 D;B 97IE :;BB\/D?ED; KD7 I9;BJ7
L?D9;DJ; 9>; F;HC;JJ; :? 7L;H; KD 9EDJHEBBE 9;DJH7B?PP7JE
; D;B 9EDJ;CFE KD 799;IIE :?IJH?8K?JE :;BB; ?D<EHC7P?ED?
; B7 C7II?C7 JH7IF7H;DP7 D;B :7H 9EDJE :;? H?IKBJ7J?
 :;BB;
7P?ED?�;�:;BB\?CF?;=E�:;BB;�H?IEHI;�
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Impostazione del piano della performance come collante
tra piano strategico, RPP, PEG e PDO.

R ?CFEHJ7DJ; 9>; B7 JH7DI?P?ED; I?7 ?B F?X FEII?8?B; =K?:7J7�
"B? IJHKC;DJ? =?S ?D ;II;H; DED :;LEDE ;II;H; JH7KC7J?97�
C;DJ; IEIJ?JK?J? :7 IJHKC;DJ? DKEL? :EL; B7 D;9;II?JS DED
I?7 ;IFB?9?J7� $B F?7DE :;BB7 performance T IJ7JE F;DI7JE
9EC; IJHKC;DJE :? H799EH:E F;H B7 H;7B?PP7P?ED; :;B 9?9BE
:? =;IJ?ED; :;BB7 performance F?KJJEIJE 9>; 9EC; DKELE
:E9KC;DJE :7 ?DJHE:KHH; D;BB7 F?7D?<?97P?ED; ; FHE=H7C�
C7P?ED;
 C7=7H? ?D IEIJ?JKP?ED;
 E F;==?E ?D :KFB?97P?ED;

:?�7BJH?�

';DK a &\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7 a ����D7B?I?�:;B
I?IJ;C7�:?�C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7 a ��� Lesson

learned ;�FKDJ?�:?�<EHP7�:;B�F;H9EHIE�H;7B?PP7JE

Processo di sviluppo del sistema di misurazione e
valutazione della performance
*KDJE :? <EHP7 :;B FHE9;IIE :? IL?BKFFE :;B I?IJ;C7 :? C?IKH7�
P?ED; ; L7BKJ7P?ED; :;BB7 performance
 DED9>U :;B F?7DE :;B�
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B7 performance T I;DP\7BJHE B\7FFHE99?E F7HJ;9?F7J?LE 7:EJJ7�
JE�  II;D:E B\/D?ED; :;? 9ECKD? :;BB7 �7II7 ,EC7=D7 9EC�
FEIJ7 :? DEL; 9ECKD? 9ED F;H9EHI? :?L;HI?
 C7==?EH7DP; :?�
L;HI; ; :?L;HI? I?IJ;C? ?D<EHC7J?L?
 GK;BBE F7HJ;9?F7J?LE T IJ7�
JE KD 7FFHE99?E E88B?=7JE F;H <7H; ?D CE:E 9>; JKJJ? ? 9ECKD?
9ED:?L?:;II;HE
 DED IEBJ7DJE ?B F;H9EHIE :7 <7H;
 C7 7D9>; ?
FHE=H;II?�EJJ;DKJ?
�J7FF7�:EFE�J7FF7�
$B CEJEH; :;B 97C8?7C;DJE T IJ7JE ?B :?H;JJEH; =;D;H7B; ;: ?B
*H;I?:;DJ; :;BB\/D?ED; 9>; >7DDE <EHJ;C;DJ; LEBKJE
 DED IE�
BE 9>; B\KD?ED; ;LEBL;II; 9ED KD 9ED<;H?C;DJE I;CFH; F?X
7CF?E :? I;HL?P? :7? I?D=EB? 9ECKD?
 C7 7D9>; 9>; GK;IJ7
;LEBKP?ED; <EII; IL?BKFF7J7 D;B IEB9E JH799?7JE :7BB7 H?<EHC7�
I;HL?P? 9ED<;H?J? :7? 9ECKD? 7BB\KD?ED; ; H?EH=7D?PP7J? I;=K;D�
:E B; ?D:?97P?ED? :;B �� &=I� ������� 4&;==? ?B J;IJE ?D H;J; 5
F;H�GK7DJE�H?=K7H:7�?B 9?9BE�:?�=;IJ?ED;�:;BB7 performance�
$D GK;IJE 97IE B; 9ECF;J;DP; :;B :?H;JJEH; =;D;H7B; ; B7 I;D�
I?8?B?JS :;B FH;I?:;DJ; IEDE IJ7J; B7 9EC8?D7P?ED; L?D9;DJ;
9>; >7 F;HC;IIE :? EJJ;D;H; ? H?IKBJ7J? :;I?:;H7J?� $D F7HJ?�
9EB7H; IEJJEB?D;;H;? B\7CF?7 :;B;=7 9ED<;H?J7 7B :?H;JJEH; =;�
D;H7B; F;H B7 H?EH=7D?PP7P?ED; 7CC?D?IJH7J?L7 :;? I;HL?P? ;
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B\?DJHE:KP?ED; :;B 9?9BE :;BB7 performance� -;=DE :? =H7D:; <?�
:K9?7�
�D9>; D;B 97IE :;BB\/D?ED; 7B9KD? :?H?=;DJ? >7DDE 7:;H?JE ;D�
JKI?7IJ?97C;DJ;�7B�FHE=;JJE�;:�7BJH?�C;DE�
*;H GK7DJE H?=K7H:7 B\)$0
 GK;IJ\EH=7DE T IJ7JE DEC?D7JE
9EDI;=K;DJ;C;DJ; 7=B? ?DJ;DJ? 9>; I? :;I?:;H7L7 F;HI;=K?H;�
F;HIED; ;IJ;HD; 9ECF;J;DJ? 9>; >7DDE 7:;H?JE 7B F;H9EHIE
JH799?7JE :7B �" ; 9EBB78EH7JE 7 FEHJ7HBE 7L7DJ?� $B :?I;=DE
9ECFB;II?LE :;B I?IJ;C7 :? C?IKH7P?ED; ; :;B 9?9BE :? =;IJ?E�
D; :;BB7 performance T IJ7JE ;B78EH7JE :7B �" ; :7? IKE? F?X
IJH;JJ?�9EBB78EH7JEH?�;�<7JJE�FHEFH?E�:7BB\)$0�
$B IKFFEHJE <EHD?JE :7BB\?CFB;C;DJ7P?ED; :? KD I?IJ;C7 ?D<EH�
C7J?LE 7:;=K7JE T IJ7JE <ED:7C;DJ7B;� I?7 F;H GK7DJE H?=K7H�
:7 ?B 9ED<;H?C;DJE
 I?7 F;H GK7DJE H?=K7H:7 ?B 9?9BE :;BB7 per-

formance I?7 F;H GK7DJE H?=K7H:7 ?B 9EEH:?D7C;DJE JH7 ? L7H?
9ECKD? ; B\ECE=;D;?JS :;? :7J? JH7JJ7J?
 9ED B\KD?<?97P?ED; :;BB;
9E:?<?9>;�;�B\ECE=;D;?JS�:;=B?�?D:?97JEH?�:7�KJ?B?PP7H;�
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Note
�� �7B I?JE :;BB\/D?ED; :;? 9ECKD? :;BB7 �7II7 ,EC7=D7
MMM�B787II7HEC7=D7�?J
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';DK a &\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7

2. Le Azioni di Miglioramento del sistema
di misurazione e valutazione della
performance

2.1 Gli obiettivi delle azioni di miglioramento
proposte

&7 review ;<<;JJK7J7 7JJH7L;HIE B7 check-list ; ? IK99;II?L? ?D�
9EDJH? 9ED B\7CC?D?IJH7P?ED; >7DDE 9EDI;DJ?JE :? ?D:?L?:K7H;
7B9KD; 7H;; 9>; D;9;II?J7DE :? ;II;H; C?=B?EH7J; 7JJH7L;HIE
EFFEHJKD;�7P?ED?�
&\7D7B?I? ;<<;JJK7J7 D;BB7 FH?C7L;H7 :;B ���� IKB H;9;F?C;DJE
; B\7FFB?97P?ED; :;BB; :?IFEI?P?ED? :;B ��&=I� ������� 4&;==?
?B J;IJE ?D H;J; 5 :7 F7HJ; :;BB\/D?ED; :;? 9ECKD? :;BB7 �7II7
,EC7=D7 >7 ;L?:;DP?7JE 9EC; B\;DJ; I? <EII; =?S FH;CKH7JE
:? 7JJK7H;
 FH?C7 :;BB7 <?D; :;B ���� J7B? :?IFEI?P?ED? :;<?D;D:E
KD FHEFH?E I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 perfor-

http://www.funzionepubblica.gov.it/media/155296/testo_del_decreto_150_del_27ottobre09.pdf
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mance
 ?B F?7DE :? =;IJ?ED; :;BB7 performance ; DEC?D7D:E
B\)$0�
-; F;H KD GK7BKDGK; ;DJ; BE97B; T IJ7JE F?KJJEIJE ?CF;=D7J?�
LE ?DJHE:KHH;
 D;? FHEFH? C;997D?IC? 7CC?D?IJH7J?L?
 B; :?IFE�
I?P?ED? :;BB ��&=I� ������� 4&;==? ?B J;IJE ?D H;J; 5 ; JHEL7H;
KD 799EH:E ?DJ;HDE IKBB; CE:7B?JS 9ED 9K? C?IKH7H; ; L7BKJ7H;
B7 performance EH=7D?PP7J?L7 ; GK;BB7 ?D:?L?:K7B;
 BE T IJ7JE 7
C7==?EH H7=?ED; F;H KD7 KD?ED; :? DEL; 9ECKD? :?L;HI?
 9ED
;I?=;DP;�;:�7IF;JJ7J?L;�:?L;HI;�
&\7FFHE99?E I;=K?JE :7BB\/D?ED; :;? 9ECKD? :;BB7 �7II7 ,E�
C7=D7 T IJ7JE GK;BBE :? 9H;7H; FH?C7 :? JKJJE KD F?7DE IJH7J;�
=?9E 9ED:?L?IE 9>; <KD=;II; :7 H?<;H?C;DJE ; :7 9EBB7DJ; F;H
B; ?D?P?7J?L; IK99;II?L;
 JH7 B; GK7B? ? FHE9;II? :? H?EH=7D?PP7�
P?ED; <?D7B?PP7J?
 :7 KD7 F7HJ;
 7BB\?D9H;C;DJE :;? I;HL?P? =;IJ?�
J? :7BB\KD?ED;
 :7BB\7BJH7
 7B 9EDJ;D?C;DJE :;? BEHE 9EIJ?
 C7DJ;�
D;D:ED;�E�;B;L7D:ED;�B7�GK7B?JS�
+K?D:? T IJ7JE ;B78EH7JE ; 9ED:?L?IE ?B I?IJ;C7 :? C?IKH7P?ED;
; L7BKJ7P?ED; :;BB7 performance
 ?CFEIJ7JE ?B 9?9BE :? =;IJ?ED;
:;BB7 performance ; IL?BKFF7JE
 7JJH7L;HIE KD 7FFHE99?E F7H�
J;9?F7J?LE
 ?B F?7DE :;BB7 performance :;BB\/D?ED; 9>; >7 JH7�

L’esperienza dei comuni della Bassa Romagna

http://www.funzionepubblica.gov.it/media/155296/testo_del_decreto_150_del_27ottobre09.pdf


:EJJE ?B F?7DE IJH7J;=?9E ?D frames :;BB7 ,** ;: ?D9EHFEH7JE
* " ; *�)� $B focus FH?D9?F7B; T IJ7JE FEIJE IKBB7 97F79?JS
:? ?DJ;=H7P?ED; <H7 I;HL?P? :;BB\7CC?D?IJH7P?ED;� E=D? I;HL?P?E
9ED<;H?JE :EL;L7 FHE:KHH; H?IKBJ7J? C?=B?EH? 7 9EIJ? ?D<;H?EH? H?�
IF;JJE 7BB7 =;IJ?ED; :?H;JJ7 :7 F7HJ; :;BB; I?D=EB; 7CC?D?IJH7�
P?ED?�
*;H C?IKH7H; ; L7BKJ7H; ? FHE9;II? ;: ? H?IKBJ7J? :;? I;HL?P? 9ED�
<;H?J? 7BB\/D?ED; E99EHH;L7 KD I?IJ;C7 ?D<EHC7J?LE 9ED:?L?IE ;
KD set :? ?D:?97JEH? :? CED?JEH7==?E :;BB7 performance :;? I?D�
=EB? I;HL?P? ?D =H7:E :?� 9EBB;=7H; ? H?IKBJ7J? :;? I;HL?P? 7=B? ?D�
J;DJ? :;B F?7DE IJH7J;=?9E
 CED?JEH7H; 7D9>; B; 7JJ?L?JS EF;H7�
J?L; 9>; DED JHEL7DE H?I9EDJHE D;B F?7DE IJH7J;=?9E
 JH799?7H; ?
FHE=H;II?�EJJ;DKJ?�;:�;L?:;DP?7H;�;L;DJK7B? gap :7�9EBC7H;�
$B I?IJ;C7 ?D<EHC7J?LE T IJ7JE ?CFB;C;DJ7JE ?D 7KJEDEC?7
:7BB\/D?ED;� *;H GK7DJE H?=K7H:7 B7 9H;7P?ED; :? KD set :? ?D�
:?97JEH? F;H CED?JEH7H; B; 7JJ?L?JS EH:?D7H?; :;? I;HL?P? T IJ7JE
9ED9EH:7JE 9ED =B? ;IF;HJ? KD F;H9EHIE :? C?=B?EH7C;DJE 9>;

D;BB; ?DJ;DP?ED? ?D?P?7B?
 7LH;88; FEHJ7JE 7D9>; 7BB7 H;7B?PP7�
P?ED; :? KD I?IJ;C7 :? CED?JEH7==?E :;BB7 performance :;BB;
F7HJ;9?F7J;�
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+K?D:? B; 7P?ED? :? C?=B?EH7C;DJE ?D:?L?:K7J; I? IEDE <E97B?P�
P7J;�D;B�

_ H?L;:;H; ; 9ECFB;J7H; ?B set :;=B? ?D:?97JEH? KJ?B?PP7J? F;H CE�
D?JEH7H;�?�I;HL?P?�;:�?CFEIJ7H;�B\7D7=H7<?97�

_ 9H;7H;�KD�I?IJ;C7�:?�CED?JEH7==?E�:;BB;�F7HJ;9?F7J;�

';DK a &\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7 a ���&;��P?ED?
:?�'?=B?EH7C;DJE�:;B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 perfor-

mance

2.2 Il percorso di miglioramento realizzato
dall’amministrazione

(;BB7 J78;BB7 ?D J78;BB7 � IEDE H?FEHJ7J; B; 7P?ED? ;<<;JJK7J; ;:
? FHE=H;II? EJJ;DKJ?� $ :7J? ;L?:;DP?7DE 9>; DED JKJJ; B; 7JJ?L?JS
IEDE IJ7J; FEHJ7J; 7 J;HC?D; D;? J;CF? :;I?:;H7J? ; 9ED ? H?IKB�
J7J?�:;I?:;H7J?�
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Tabella 1 – Tabella delle attività svolte

Azioni Progressi Inizio fine Stato
�D7B?I?�:;=B?
?D:?97JEH?�:?
I;HL?P?E
KJ?B?PP7J?

&\7D7B?I?�>7�C;IIE�?D�;L?:;DP7�B\KIE�:?�?D:?97JEH?�F;H�BE�F?X�B;=7J?�7?�FHE=H7CC?� ������� ������� �ED9BKI7

,;L?I?ED;
:;BBE�I9>;C7
?D:?97JEH?

�88?7CE�FHEFEIJE�KDE�I9>;C7�:7�KJ?B?PP7H;�F;H�I;B;P?ED7H;�;�:;I9H?L;H;�=B?
?D:?97JEH?�H;B7J?L?�7BB;�7JJ?L?JS�EH:?D7H?; ������� ������� �ED9BKI7

,;L?I?ED;
:;=B?
?D:?97JEH?

-EDE�IJ7J?�?D:?L?:K7J?�=B?�?D:?97JEH?�:;?�I;HL?P?�F?BEJ7��7<<7H?�=;D;H7B?
�H7=?ED;H?7

9KBJKH7
�IL?BKFFE�;9EDEC?9E
�C7DKJ;DP?ED;
�;J9���;�9EDIEB?:7JE�?B�C;997D?ICE��"B?
?D:?97JEH?�F;H�=B?�7BJH?�I;HL?P?�I7H7DDE�:;<?D?J?�IK99;II?L7C;DJ;�:7B�F;HIED7B;
:;BB\/D?ED;�:?�9ECF;J;DP7�9E7:?KL7J?�:7B 9EDJHEBBE�:?�=;IJ?ED;

������� �������

�ED9BKI7�B7
H;L?I?ED;
:;=B?
?D:?97JEH?�:;?
I;HL?P?�F?BEJ7�

$CFEIJ7P?ED;
7D7=H7<?97
?D:?97JEH?

R�?D9BKI7�D;BB7�FHEFEIJ7�:?�I9>;C7�F;H�=B?�?D:?97JEH?�:;BB;�7JJ?L?JS�EH:?D7H?;��'EBJE
FHE878?BC;DJ;�F;H�7B9KD?�I;HL?P?�I7HS�KJ?B?PP7JE�BE�I9>;C7�9ECFB;JE
�F;H�7BJH?�KDE
I9>;C7�H?:EJJE

������� ������� �ED9BKI7

�D7=H7<?97
F7HJ;9?F7J;

R�IJ7J7�H;7B?PP7J7�B\7D7=H7<?97�:;BB;�F7HJ;9?F7J;�I?7�:;?�9ECKD?�7IIE9?7J?
�I?7
:;BB\/D?ED; ������� ������� �ED9BKI7

�;<?D?P?ED;
:;B�I?IJ;C7�:?
CED?JEH7==?E
:;BB;
F7HJ;9?F7J;

(ED�T�IJ7JE�?CFEIJ7JE�KD�I?IJ;C7�:?�CED?JEH7==?E�:;BB;�F7HJ;9?F7J;�9>;�L7:7�EBJH;
?B�C;HE�9EDJHEBBE�;9EDEC?9E�<?D7DP?7H?E���B9KD;�F7HJ;9?F7J;�DED�IEDE�IJ7J;
9ED<;H?J;�7BB\KD?ED;�;:�?B�FHE=;JJE�:?�H?IJHKJJKH7P?ED;�=BE87B;�:;BB7�=;IJ?ED;�:;BB;
F7HJ;9?F7J;�T�7D9EH7�7B�L7=B?E�:;BB7�F7HJ;�FEB?J?97��>EB:?D=�:;BB\KD?ED;�

������� ������� �7�H;7B?PP7H;

&\7D7B?I? :;=B? ?D:?97JEH? KJ?B?PP7J? :7BB\/D?ED; ; :7? 9ECKD? 7I�
IE9?7J? >7 C;IIE ?D ;L?:;DP7 :K; 7IF;JJ?� B7 C7==?EH F7HJ;
:;=B? ?D:?97JEH? KJ?B?PP7J? :7BB\/D?ED; ;H7 B;=7J7 7? FHE=H7CC?
;: ? 9ECKD? 7IIE9?7J? KJ?B?PP7L7DE F;H ? I;HL?P? IK99;II?L7�
C;DJ; 9ED<;H?J? 7BB\KD?ED; ?D:?97JEH? :?<<;H;DP?7J? I?7 9EC;
GK7DJ?JS I?7 9EC; GK7B?JS� &\KIE :? ?D:?97JEH? 7IIE9?7J? 7? FHE�
=H7CC? T <ED:7C;DJ7B; F;H CED?JEH7H; ? FHE=H;II? EJJ;DKJ?
D;B F;HI;=K?C;DJE :;B F?7DE IJH7J;=?9E
 C7 DKBB7 :?9; 9?H97
BE ILEB=?C;DJE :? 7JJ?L?JS EH:?D7H?; DED <KDP?ED7B? 7=B? E8?;JJ?L?
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IJH7J;=?9?� +K?D:? B\7CC?D?IJH7P?ED; >7 7JJ?L7JE KD F;H9EHIE
F;H :;<?D?H; 9EC; C;=B?E CED?JEH7H; J7B? 7JJ?L?JS ;: 7FFB?97H;
?B FHE9;IIE 9EIV :;<?D?JE 7: KD7 I;H?; :? I;HL?P? F?BEJ7� (;B
F;H9EHIE IEDE IJ7J? 9E?DLEBJ? ?B :?H;JJEH; =;D;H7B;
 ?B :?H?=;DJ;
H;IFEDI78?B; :;B FHE=;JJE 9EDJHEBBE :? =;IJ?ED; IJH7J;=?9E
 ?D
staff 7B :?H;JJEH; =;D;H7B; ;: KDE :;? I;=H;J7H? 9ECKD7B? 9>;
IJ7 I;=K;D:E ; IKFFEHJ7D:E B\?CFB;C;DJ7P?ED; :;B 9?9BE :?
=;IJ?ED; :;BB7 performance� 0?IJE 9>; B\7JJ?L?JS :? H?EH=7D?PP7�
P?ED; ; C;II7 7 FKDJE :;? I;HL?P? 9ED<;H?J? 7BB\/D?ED; ;H7 F?KJ�
JEIJE ?DJ;DI7
 T IJ7JE 9ED9EH:7JE :? DED 9E?DLEB=;H; :?H;JJ7�
C;DJ; ? H;IFEDI78?B? :;? I;HL?P?� $B H;IFEDI78?B; :;B 9EDJHEBBE I?
I7H;88; <7JJE 97H?9E :? H?FEHJ7H; ? H?IKBJ7J? EJJ;DKJ? 7? H;IFEDI7�
8?B? :;? I;HL?P?� +K;IJE <7JJE >7 ?D:K88?7C;DJ; H7FFH;I;DJ7JE
KD B?C?J; D;BB\;B78EH7P?ED;
 DED ;II;D:E 9E?DLEBJ? :?H;JJ7C;D�
J;
�:7�IK8?JE
�?�:?H;JJ?�?DJ;H;II7J?�
$B FH?CE F7IIE ;<<;JJK7JE T IJ7JE GK;BBE :? 9EDL?D9;H; JKJJ? =B?
?DJ;HBE9KJEH? 9>;
 7D9>; F;H B; 7JJ?L?JS EH:?D7H?;
 ;H7 D;9;II7�
H?E :;<?D?H; =B? E8?;JJ?L? :7 F;HI;=K?H; FH?C7 :? :;<?D?H; =B? ?D:?�
97JEH? :7 KJ?B?PP7H;� )JJ;DKJE B\799EH:E IK GK;IJE FKDJE
 I;C�
FB?9;
 C7 <ED:7C;DJ7B;
 I? T FHE9;:KJE D;BB7 :;<?D?P?ED; :;B�
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B7 I9>;:7 7D7=H7<?97 :;BB\?D:?97JEH;
 ?D:?L?:K7D:E ? 97CF? F?X
I?=D?<?97J?L? F;H 97H7JJ;H?PP7HBE� (;B <7H; GK;IJE
 9? I? T 87I7J?
IKBB7 :;B?8;H7 �?0$. ������ 4&;==? ?B J;IJE ?D H;J; 5� &E I9>;�
C7 9EIV :;<?D?JE T F?KJJEIJE :;JJ7=B?7JE ; GK7D:E ?B DKC;HE :?
?D:?97JEH? :?L;DJ7 9EDI?IJ;DJ;
 H?9>?;:; KD J;CFE DEJ;LEB; F;H
;II;H; 9ECFB;J7JE D;BB7 IK7 ?DJ;H;PP7� *;H GK;IJE CEJ?LE
 I?
T :;9?IE :? B7I9?7H; B?8;H7 B7 <79EBJS :? KJ?B?PP7H; JKJJ7 B7 I9>;�
:7 E IEBE KD7 F7HJ; H?:EJJ7 GK7BEH7 DED <EII; I?=D?<?97J?LE ?B
IKE�KJ?B?PPE�9ECFB;II?LE�F;H�97H7JJ;H?PP7H;�B\?D:?97JEH;�
*;H 7B9KD? I;HL?P? F?BEJ7 I? T GK?D:? FHE9;:KJE 7: ?:;DJ?<?97H;
=B? E8?;JJ?L? F?X I?=D?<?97J?L? :7 F;HI;=K?H; 9ED B; 7JJ?L?JS EH:?�
D7H?; ; 7: 7IIE9?7H; 7 9?7I9KD E8?;JJ?LE KDE E F?X ?D:?97JEH?� $B
FHE9;IIE T IJ7JE 9EDIEB?:7JE ; L;HHS IK99;II?L7C;DJ; 7FFB?�
97JE 7 JKJJ? =B? 7BJH? I;HL?P? 9ED<;H?J? 7BB\/D?ED; :;? 9ECKD? :;BB7
�7II7 ,EC7=D7� $D J78;BB7 � T H?FEHJ7JE KD ;I;CF?E :? KJ?B?P�
PE :;BBE I9>;:7 7D7=H7<?97 F;H B\?D:?97JEH; :;B I;HL?P?E �<<7H?
=;D;H7B?��.;CF?�:?�:;<?D?P?ED;�:;=B?�?D97H?9>?�
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Tabella 2 – Scheda anagrafica dell’indicatore

AFFARI GENERALI SCHEDA INDICATORE
$D:?97JEH?�:?�;<<?9?;DP7

Nome dell’Indicatore Tempi di definizione incarichi
��GK7B;�E8?;JJ?LE�I?�H?<;H?I9;� "7H7DJ?H;�KD\7:;=K7J7�J;CF?IJ?97�D;BB7�=;IJ?ED;�:;?�H7FFEHJ?�9ED�;9EDEC?;�J;HP;

&;=7C?�9ED�7BJH?�?D:?97JEH? (KC;HE�:?�?D97H?9>?

�7J7�:?�7FFHEL7P?ED;�:;BB\?D:?97JEH; ��������

,7P?ED7B;��F;H9>U�T�KJ?B;
�I9EFE�
R�KJ?B;�7D7B?PP7H;�?B�<BKIIE�:?�=;IJ?ED;�:;=B?�?D97H?9>?�F;H�<7H;�?D�CE:E�:?�IL;BJ?H;�?B�F?X
FEII?8?B;�B7�9EDJH7JJK7B?IJ?97�9ED�J;HP;�;9EDEC?;
�I<HKJJ7D:E�EFFEHJKD?JS�9>;�I?
FH;I;DJ7DE�:?�LEBJ7�?D�LEBJ7

.?FE�:?�97B9EBE��!EHCKB7��!EHC7JE D��:?�=?EHD?�E=D?�?D97H?9E
�=?EHD?

�;I9H?P?ED;�:;B�DKC;H7JEH;�;
:;BB\;L;DJK7B;�:;DEC?D7JEH; ��

!EDJ;?�:;?�:7J?

+K7B?JS�:;?�:7J? �KED7

!H;GK;DP7�:?�H?B;L7P?ED;��9EIJE� .H?C;IJH7B;

07BEH;�:;I?:;H7JE��target� .��

*HE9;IIE�:?�IL?BKFFE��-K�GK7B?�87I?�;�:7
9>?�T�IJ7JE�9ED9EH:7JE�GK;IJE target��

/D�=?EHDE�F;H�:;<?D?H;�?D�JKJJ?�?�IKE?�7IF;JJ?�KD�?D97H?9E�T�KD�L7BEH;�H?J;DKJE�L7B?:E�:7BB;
F7HJ?�9EDL;DKJ;�?D�<7I;�:?�:;<?D?P?ED;�:;B target �GK;IJE�F;HC;JJ;�:?�C7DJ;D;H;�=B?
standard :?�I;HL?P?E�

,;IFEDI78?B;�:;BB\?D:?97JEH;�;�:;B target

I;�:?L;HIE -?=�-?=�H7�222

,;IFEDI78?B;�:;BB; performance B;=7J;
7BB\?D:?97JEH; -?=�-?=�H7�222

�>;�9EI7�I7HS�<7JJE���+K7B;�7P?ED;
9ECFEHJ7C;DJE�LKEB�IJ?CEB7H;�GK;IJE
target?D:?97JEH;��

(ED�F;H:;H;�:?�L?IJ7�B;�J;CF?IJ?9>; standard :;B�I;HL?P?E

,;FEHJ?IJ?97��:EL;�L;D=EDE�9ECKD?97J;
FK88B?97J;�B;�?D<EHC7P?ED?�� Intranet

(EJ;�

$D J78;BB7 � T H?FEHJ7JE ?B set :? E8?;JJ?L? ;: ?D:?97JEH? :;<?D?J? F;H
B;�7JJ?L?JS�EH:?D7H?;�:;B�I;HL?P?E�'7DKJ;DP?ED?�
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Tabella 3 – Obiettivi ed indicatori per le attività ordinarie del servizio Manutenzione

ATTIVITÀ ORDINARIA MANUTENZIONI
N° MACRO-ATTIVITÀ (Azioni/smart) INDICATORI (Elementi risultato/ smart)

AC�IJH7:7�C7DKJ;DKJ?JEJ7B;

9EIJE�7I<7BJ7JKH7�7B�CG

AC�<EII?�I<7B9?7J?JEJ7B;
� C?=B?EH7C;DJE�;�H7P?ED7B?PP7P?ED;�:;BB7�C7DKJ;DP?ED;
IJH7:;

9EIJE�I<7B9?E�<EII?ACB

9EIJE�I<7B9?E�7B�CG�
� C?=B?EH7C;DJE�;�H7P?ED7B?PP7P?ED;�:;BB7�C7DKJ;DP?ED;
:;B�L;H:;�FK88B?9E report FHE:EJJ?��?D:?97P?ED;�DKC;HE�JEJ7B;�7H;;:?C;DI?ED?DKC;HE

I<7B9?CE:7B?JS�:?�=;IJ?ED;�

JEJ7B;�;D;H=?7�9EDIKC7J7��A1�

9EIJE�KD?J7H?E�F;H�FKDJE�BK9;

DKC;HE�:?�FKDJ?�BK9;�FHE�97F?J;
� C?=B?EH7C;DJE�;�H7P?ED7B?PP7P?ED;�:;BB7�=;IJ?ED;
:;BB\?BBKC?D7P?ED;�FK88B?97

AC�IJH7:7�?BBKC?D7J?JEJ7B;

JEJ7B;�;D;H=?7�;B;JJH?97�9EDIKC7J7��AM�

IF;I7�9ECFB;II?L7�;D;H=?7�;B;JJH?97

JEJ7B;�=7I�9EDIKC7JE��C9�

IF;I7�9ECFB;II?L7�=7I

JEJ7B;�79GK7�9EDIKC7J7��C9�

� C?=B?EH7C;DJE�;�H7P?ED7B?PP7P?ED;�:;BB7�=;IJ?ED;�:;BB;
KJ;DP;

IF;I7�9ECFB;II?L7�79GK7

DQ�FHE=;JJ7P?ED?�?DJ;HD;�7FFHEL7J;�JEJ7B;�:?�FHE=;JJ7P?ED?�7FFHEL7J;

DQ�EF;H;�9EBB7K:7J;�D;BB\7DDE� C?=B?EH7C;DJE�;�H7P?ED7B?PP7P?ED;�:;BB7�=;IJ?ED;�:;?
B7LEH?�FK88B?9?

DQ�:?H;P?ED;�B7LEH?
�?D97H?9>?�I?9KH;PP7�?DJ;HD?JEJ7B;�:;?�FHE=;JJ?
7FFHEL7J?

*;H GK7DJE H?=K7H:7 B7 H;7B?PP7P?ED; :? KD I?IJ;C7 :? CED?�
JEH7==?E :;BB7 performance :;BB; F7HJ;9?F7J;
 GK;IJ7 I? 87I7�
L7 IKB FH;IKFFEIJE <ED:7C;DJ7B; :? KD 9ED<;H?C;DJE :? JKJJ;
B; F7HJ;9?F7J; 7: KD7 >EB:?D= =;IJ?J7 7 B?L;BBE :? /D?ED; ; :?
KD7 BEHE 9ECFB;J7 H?EH=7D?PP7P?ED; ;DJHE ?B ����� �JJK7BC;DJ;
CEBJ; F7HJ;9?F7J; IEDE 7D9EH7 IE9?;JS F7HJ;9?F7J; :7? I?D=E�
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B? 9ECKD?� $B FHE=;JJE :? H?IJHKJJKH7P?ED; =BE87B; :;BB7 =;IJ?ED;
:;BB; F7HJ;9?F7J; T 7D9EH7 7B L7=B?E :;BB7 FEB?J?97 ; DED T IJ7JE
9ED9H;J?PP7JE� +K?D:? I? T 9ED9EH:7JE :? DED FHE9;:;H; D;BB7
:;<?D?P?ED; :;B I?IJ;C7 ?D GK7DJE B; 9ED:?P?ED? DED 7LH;88;�
HE F;HC;IIE KD 7FFHE99?E KD?J7H?E ; B7 I?JK7P?ED; ?D9;HJ7 ;:
?D ;LEBKP?ED; DED 7LH;88; =7H7DJ?JE ?B focus D;9;II7H?E IKBB7
C?IKH7P?ED; ; L7BKJ7P?ED;� R IJ7J7 H;7B?PP7J7 9ECKDGK; KD7
7D7=H7<?97�9ECFB;J7�:;BB;�F7HJ;9?F7J;�
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';DK a &\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7 a ���&;��P?ED?
:?�'?=B?EH7C;DJE�:;B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 perfor-

mance

2.3 Gli effetti delle azioni di miglioramento sul
sistema di misurazione e valutazione della
performance organizzativa

&; 7P?ED? :? C?=B?EH7C;DJE FEHJ7J; 7L7DJ?
 >7DDE ?D<BK;DP7JE
FEI?J?L7C;DJ; B\7FFHE99?E 7BB7 C?IKH7P?ED; 7JJK7JE :7BB\/D?E�
D;�:;?�9ECKD?�:;BB7��7II7�,EC7=D7�
-; B\?CF?7DJE 9ECFB;II?LE :;B I?IJ;C7 :? C?IKH7P?ED; ; L7�
BKJ7P?ED; :;BB7 performance ; B\?CFEIJ7P?ED; :7J7 7B 9?9BE :?
=;IJ?ED; :;BB7 performance I? ;H7DE :7 IK8?JE :?CEIJH7J? HE�
8KIJ?
 C?DEH; 7JJ;DP?ED; ;H7 IJ7J7 FEIJ7 7BB7 :;<?D?P?ED; :;=B?
?D:?97JEH?�;:�7B�BEHE�KJ?B?PPE�D;?�L7H?�I;HL?P?�
&;�7P?ED?�:?�C?=B?EH7C;DJE�>7DDE�

_ 9H;7JE B7 9EDI7F;LEB;PP7 9>; KD ?D:?97JEH; :;887 ;II;H;
I;CFH; 9EBB;=7JE 7: KD E8?;JJ?LE :7 F;HI;=K?H;
 7D9>; F;H
B; 7JJ?L?JS EH:?D7H?;
 9>; J7B; E8?;JJ?LE :;887 ;II;H; ?:;D�
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J?<?97JE FH?C7 :;BB\?D:?97JEH; ;: ;II;H; 9E;H;DJ;
 E F;H�
BEC;DE DED ?D 9EDJH7::?P?ED;
 9ED =B? ?DJ;DJ? IJH7J;=?9?
:;BB\EH=7D?PP7P?ED;� +K?D:? T IJ7JE C?=B?EH7JE ?B FHE9;IIE :?
:;<?D?P?ED;�:;=B?�?D:?97JEH?�

_ ?DJHE:EJJE KD7 7D7=H7<?97 :;=B? ?D:?97JEH? 9>; FKW ;II;H;
KJ?B?PP7J7 ?D JKJJ7 B7 IK7 ;IJ;DI?ED; E ?D <EHC7 H?:EJJ7 7 I;�
9ED:7 :;B :;JJ7=B?E 7B GK7B; I? :;I?:;H7 F;HL;D?H; D;BB7 97�
H7JJ;H?PP7P?ED; :;B\?D:?97JEH;� R IJ7JE ?DEBJH; ;B78EH7JE KD
framework 9>;�H?:K9;�7C8?=K?JS�;:�?D9ECFH;DI?ED?�

_ 9EDI;DJ?JE :? IL?BKFF7H; =B? ?D:?97JEH? :;? I;HL?P? F?BEJ7
 :;<?�
D;D:E =B? E8?;JJ?L? :7 F;HI;=K?H;
 ?:;DJ?<?97D:E =B? 7C8?J? :?
C?IKH7P?ED; F?X I?=D?<?97J?L? F;H 9?7I9KD I;HL?P?E ; 97H7JJ;�
H?PP7D:E 9?7I9KD ?D:?97JEH; D;BB\7D7=H7<?97� .7B; FHE9;IIE
FEJHS ;II;H; H?FH;IE GK7D:E I7HS H?7JJ?L7JE ?B FHE=;JJE H;B7�
J?LE�7B�I?IJ;C7�:?�CED?JEH7==?E�:;BB;�F7HJ;9?F7J;�

*;H GK7DJE H?=K7H:7 ? <7JJEH? :;BB7 check list ?D<BK;DP7J? :7BB;
7P?ED? :? C?=B?EH7C;DJE
 <79;D:E H?<;H?C;DJE 7 GK;BB? I;B;P?E�
D7J? D;BB7 -9>;:7 :;BB; 7P?ED? :? C?=B?EH7C;DJE :;BB\/D?ED;

L’esperienza dei comuni della Bassa Romagna



:;? 9ECKD? :;BB7 �7II7 ,EC7=D7
 FEII?7CE I?DJ;J?PP7H; ? H?�
IKBJ7J?�EJJ;DKJ?�9EC;�I;=K;�

_ ���� $ leader :;BB\EH=7D?PP7P?ED;� �D;IIKD H?<;H?C;DJE ?D?P?7�
B;��

_ ���� $B I?IJ;C7 :? 9EDJHEBBE ; FHE=H7CC7P?ED;� 7:;IIE F;H
E=D? I;HL?P?E I? ?:;DJ?<?97DE FH?C7 =B? E8?;JJ?L? :7 H7==?KD=;�
H;�;�FE?�=B?�?D:?97JEH?�:7�KJ?B?PP7H; �

_ ���� "B? 7C8?J? :? C?IKH7P?ED; ; L7BKJ7P?ED;� 7:;IIE =B? 7C�
8?J? IEDE I;B;P?ED7J? DED F;H 7:;CF?C;DJE E F;H :;I?:;H?E
:? 9ECFB;J;PP7
 C7 ?D GK7DJE <KDP?ED7B? 7B F;HI;=K?C;DJE
:?�:;J;HC?D7J?�H?IKBJ7J?�

_ ���� ';JE:EBE=?; :? C?IKH7P?ED; ; L7BKJ7P?ED;� 7:;IIE
 D;?
I;HL?P? DED I? C?IKH7DE IEBE B; 7JJ?L?JS ILEBJ;
 C7 7D9>; ?
FHE=H;II? EJJ;DKJ? D;B F;HI;=K?C;DJE :? :;J;HC?D7J? E8?;JJ?L?
EF;H7J?L?�

_ ���� $B FHE9;IIE
 ? IE==;JJ? ; B; H;IFEDI78?B?JS :;B I?IJ;C7�
I? T 9EDIEB?:7J7 B7 BE=?97 top-down
 9?7I9KD H;IFEDI78?B; :?
KD I;HL?P?E 9ED<;H?JE 7BB\KD?ED; T accountable :;BB7 perfor-

mance EJJ;DKJ7 D;B F;HI;=K?C;DJE :;? FHE=H7CC? :? 9EC�
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F;J;DP7
 C7 7D9>; :;? FHE9;II? ; :;? H?IKBJ7J? :;B FHEFH?E
I;HL?P?E�

_ ���� &; 9ECFED;DJ? :;B I?IJ;C7� 7997DJE 7=B? ?D:?97JEH? :?
FHE=H7CC7 IEDE 7IIE9?7J? ?D:?97JEH? F;H CED?JEH7H; FHE�
9;II?�;�H?IKBJ7J?�:;?�I?D=EB?�I;HL?P?�

_ ���� $B B?L;BBE :? ?D<EHC7J?PP7P?ED; :;B I?IJ;C7� �D;IIKD H?<;�
H?C;DJE�?D?P?7B;��

_ ���� $B B?L;BBE :? JH7IF7H;DP7 :;B I?IJ;C7� �D;IIKD H?<;H?C;DJE
?D?P?7B;��

_ ����  IJ;DI?ED; :;BB7 C?IKH7P?ED;� :7BB7 C?IKH7P?ED; :;BB7
performance EJJ;DKJ7 D;B F;HI;=K?C;DJE :? :;J;HC?D7J?
FHE=H7CC? T IJ7J7 7==?KDJ7 B7 C?IKH7P?ED; :;? FHE9;II? ;
:;? H?IKBJ7J? :;BB; 7JJ?L?JS EH:?D7H?; :;? I?D=EB? I;HL?P?
 C7 DED
I? T ;IJ;I7 B7 C?IKH7P?ED; :;BB7 performance 7BB; F7HJ;9?�
F7J;�

_ ���� $CF7JJ?� I? T 9;H97JE :? B;=7H; B\7JJ?L?JS :;? I?D=EB? I;HL?P?
7=B? ?CF7JJ? F;H ?B 9?JJ7:?DE
 C7 9\T 8?IE=DE :? KBJ;H?EH? H?<B;I�
I?ED?�F;H�;IFB?9?J7H;�9ECFB;J7C;DJ;�?�9EBB;=7C;DJ?�

_ ���� I;HL?P?� =B? ?D:?97JEH? KJ?B?PP7J? F;H CED?JEH7H; ? I;HL?P?
9ED<;H?J? 7BB\/D?ED; I7H7DDE F?X <KDP?ED7B? 7=B? E8?;JJ?L? FHE�
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FH? :? 9?7I9KD I;HL?P?E
 C7 DED I? T H?KI9?J? 7 :;<?D?H; KD I?�
IJ;C7 :? CED?JEH7==?E :;BB7 performance ; :;BB7 GK7B?JS :;?
I;HL?P?�;HE=7J?�:;BB;�F7HJ;9?F7J;�

_ �����-J7JE�:?�I7BKJ;��D;IIKD�H?<;H?C;DJE�?D?P?7B;��

';DK a &\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7 a ���&;��P?ED?
:?�'?=B?EH7C;DJE�:;B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 perfor-

mance

2.4 Leading practice & lesson learned

&\;IF;H?;DP7 D;BB; 7JJ?L?JS :? 7<<?7D97C;DJE 7BB\/D?ED; :;? 9E�
CKD? :;BB7 �7II7 ,EC7=D7 F;H B7 H;7B?PP7P?ED; :;BB; 7P?ED?
:? C?=B?EH7C;DJE >7 ;L?:;DP?7JE 7B9KD; FH7J?9>; JH7I<;H?8?B? 7?
9ECKD?�:;BB;�H;=?ED?�:;BB\)8?;JJ?LE��EDL;H=;DP7�
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Prima di definire qualsiasi indicatore, è necessario
definire l’obiettivo che si intende perseguire a cui
l’indicatore è collegato.

*H?CE F7IIE T :;<?D?H; =B? E8?;JJ?L? :7 F;HI;=K?H; GK?D:?
:;<?D?H; =B? ?D:?97JEH? F;H CED?JEH7H; ? FHE=H;II? EJJ;DKJ? D;B
F;HI;=K?C;DJE :? J7B? E8?;JJ?L?� /D ?D:?97JEH; I;HL; 7 CED?�
JEH7H; ? FHE=H;II? :? performance 9EDI;=K?J? 7JJH7L;HIE :;�
J;HC?D7J; 7JJ?L?JS ;: 7 <EHD?H; ?D<EHC7P?ED? IKBB; GK7B? 87�
I7H; B; :;9?I?ED? :7 FH;D:;H;� -; DED T 9EBB;=7JE 7: KD
E8?;JJ?LE :7 F;HI;=K?H; F;H:; GK7BI?7I? H?<;H?C;DJE� �D9>;
GK7D:E I? :;I?:;H7 CED?JEH7H; B; 7JJ?L?JS EH:?D7H?; T EF�
FEHJKDE :;<?D?H; FH?C7 GK7B? IEDE =B? E8?;JJ?L? 9>; I? :;I?�
:;H7DE F;HI;=K?H;� T D;9;II7H?E J;D;H FH;I;DJ; 9>; DED
I? JH7JJ7 :? 9EDJ78?B?PP7H; 7JJ?L?JS
 E :? ?DJHE:KHH; 7KJEC7J?�
IC?
 8;DIV :? =;IJ?H; B7 performance :;BB\;DJ;
 I?7 7 B?L;BBE
EH=7D?PP7J?LE�9>;�7�B?L;BBE�?D:?L?:K7B;�

Creare un catalogo degli indicatori
�L;H; KD7 7D7=H7<?97 :;=B? ?D:?97JEH? KJ?B?PP7J? F;HC;JJ; :?
;L?J7H; 7C8?=K?JS D;BB\?DJ;HFH;J7P?ED;
 GK?D:?
 :? 7II?9KH7�
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H; 9>; JKJJ? ? IE==;JJ? 9E?DLEBJ? D; 9ECFH;D:7DE ?D C7D?;�
H7 KD?LE97 ?B I?=D?<?97JE� �B9KD; LEBJ; I? KJ?B?PP7DE :;BB;
;IFH;II?ED? I?DJ;J?9>; F;H ?DI;H?H; B\?D:?97JEH; ?D KD7 J78;B�
B7
 GK;IJE FKW :7H; BKE=E 7: ?D9ECFH;DI?ED? I; 7 F7HJ;
DED I? <EHD?I9EDE KD7 <EHCKB7
 KD7 :;I9H?P?ED; :;JJ7=B?7J7
;: 7BJH? :7J? 9>; FEIIEDE 97H7JJ;H?PP7H; ?D C7D?;H7 9EC�
FB;J7 B\?D:?97JEH; IJ;IIE� �EIJHK?H; KD 97J7BE=E :;=B? ?D:?�
97JEH? 7JJH7L;HIE B7 9ECF?B7P?ED; :? I9>;:; 7D7=H7<?9>; T
KD B7LEHE BKD=E ; <7J?9EIE
 C7 KD7 LEBJ7 <7JJE FKW ;II;�
H; :? =H7D:; IKFFEHJE
 IEFH7JJKJJE ?D ;DJ? BE97B? :? =H7D�
:? :?C;DI?ED? :EL; F?X IE==;JJ? 9EDJH?8K?I9EDE 7BB7 perfor-

mance C?IKH7J7�:7�9?7I9KD�?D:?97JEH;�

Ritagliarsi il tempo necessario per pianificare
correttamente e programmare le attività relative al ciclo
di gestione della performance

&\7JJ?L?JS :? F?7D?<?97P?ED; ; 9H;7P?ED; :? KD I?IJ;C7 F;H�
L7I?LE :? E8?;JJ?L??D:?97JEH?target
 I; ;<<;JJK7J7 F;H B7 FH?�
C7 LEBJ7
 H?9>?;:; CEBJE F?X J;CFE :? GK;BBE 9>; I? FKW
IJ?C7H; ?D FH?C7 87JJKJ7� .;D;D:E 9EDJE 9>; ?B F;HIED7B;
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T ?CF;=D7JE ?D L7H?; 7BJH; 7JJ?L?JS 9EHH;DJ? ; 9>; 9? IEDE
I;CFH; ;C;H=;DP; FH?EH?J7H?; 9>; H?9>?;:EDE B\7JJ;DP?ED;

? J;CF? FHE=H7CC7J? :?<<?9?BC;DJ; IEDE H?IF;JJ7J?� '7DJ;�
D;H; KD C7H=?D; :? C7DELH7 F?X 7CF?E F;HC;JJ; :? 7L;H;
F?X CEC;DJ? :? H?<B;II?ED; ; :? 9ED:?L?I?ED; F;H <7H; 9H;�
I9;H; ?DI?;C; JKJJ7 B\EH=7D?PP7P?ED; ;: ;L?J7H; 9>;
B\?CFB;C;DJ7P?ED; :;B 9?9BE I?7 9EDI?:;H7J7 IEBE KD 7:;C�
F?C;DJE <EHC7B; :7 9ECF?;H; F;H9>U H?9>?;IJE :7BB7 DEH�
C7J?L7�

Dotarsi di un sistema informativo adeguato
+K;IJ7 9EDI?:;H7P?ED; DED :;H?L7 :7BB; 7P?ED? :? C?=B?E�
H7C;DJE 9>; ;H7DE IJ7J; :;<?D?J; :7BB\7CC?D?IJH7P?ED;
 C7
:7BB7 9EDIJ7J7P?ED; ?D <7I; :? 7JJK7P?ED; :? GK7DJE I?7 ?C�
FEHJ7DJ; 7L;H; KD I?IJ;C7 ?D<EHC7J?LE ?D =H7:E :? IKFFEH�
J7H; 7:;=K7J7C;DJ; B\?CFB;C;DJ7P?ED; :;B 9?9BE :? =;IJ?E�
D; :;BB7 performance� &7LEH7H; ?D ;N9;B
 GK7D:E B\;DJ; T
F?KJJEIJE 7HJ?9EB7JE
 H?9>?;:; KD ?CF;=DE DEJ;LEB; :7 F7HJ;
:;BB; H?IEHI; KC7D; :;:?97J; ; I? H?L;B7 FH;IIE9>U ?CFH7J?�
978?B; GK7D:E F?X F;HIED; 7=?I9EDE IK? C;:;I?C? <?B;� /D
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I?IJ;C7 ?D<EHC7J?LE 9EBB;=7JE 7B I?IJ;C7 :? 9EDJHEBBE :? =;�
IJ?ED; E ?DJ;=H7JE 9ED ;IIE
 9ED B7 =;IJ?ED; :;B F;HIED7B;
; 9ED ?B =;IJ?ED7B; KJ?B?PP7JE F;H B7 9EDJ78?B?JS F;HC;JJ; :?
7L;H; ?D KD KD?9E 9EDJ;D?JEH; JKJJ? ? :7J? D;9;II7H? F;H =;�
IJ?H;�?D�C7D?;H7�;<<?979;�B7 performance :;BB\;DJ;�
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';DK a &\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7

3. Valutazione della performance,
redazione del piano 2012-2014 e della
relazione sulla performance

Introduzione

$B I;=K;DJ; :E9KC;DJE
 H;B7J?LE 7BB\/D?ED; :;? 9ECKD? :;BB7
�7II7 ,EC7=D7
 T FH;:?IFEIJE 7B <?D; :? 9EDI;DJ?H; KD7 L7�
BKJ7P?ED; :;BB; FH7J?9>; ?D KIE D;BB; I;? 7CC?D?IJH7P?ED? F?BEJ7
:;B FHE=;JJE H?IF;JJE 7BB7 =;IJ?ED; :;? FHE9;II? :? L7BKJ7P?ED;
:;BB7 performance ; FH;:?IFEI?P?ED; :;BB7 H;B7P?ED; IKBB7 per-

formance �����
$B CE:;BBE :? 7D7B?I? FHEFEIJE 9EDI?:;H7 ?D IK99;II?ED; � J;C?
;�9?ET�

_ *HE9;IIE�:?�L7BKJ7P?ED;
_ *?7DE�:;BB7 performance ���������



_ ,;B7P?ED;�IKBB7 performance

_  I?JE�:;BB7�L7BKJ7P?ED;

$ � J;C?
 7FFHE<ED:?J? J;D;D:E ?D 9EDI?:;H7P?ED; B7 I;B;P?ED;
:? <7JJEH? FHEFEIJ?
 IEDE :?I9KII? J;D;D:E 9EDJE :;B F;H9EHIE
:? C?=B?EH7C;DJE <?DEH7 9ECF?KJE :7BB; 7CC?D?IJH7P?ED? F?BEJ7
; :;BB; 7P?ED? :7 GK;IJ; ?DJH7FH;I; 7B <?D; :? ;B78EH7H; B7 H;B7�
P?ED;�IKBB7 performance�

';DK a &\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7 a ���07BKJ7P?E�
D;�:;BB7 performance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;
IKBB7 performance

3.1 Il processo di valutazione

$B J;C7 H;B7J?LE 7B FHE9;IIE :? L7BKJ7P?ED;
 7JJ?L7JE D;BB\/D?ED;
:;? 9ECKD? :;BB7 �7II7 ,EC7=D7
 FH;D:; ?D 9EDI?:;H7P?ED;
JH;�<7JJEH?�

_ ,KEBE�:;=B?�EH=7D?�:?�L;HJ?9;�FEB?J?9E�7CC?D?IJH7J?LE�
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_ ,KEBE�:;BB\)$0�
_ !7I?�;�J;CF?�

';DK a &\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7 a ���07BKJ7P?E�
D;�:;BB7 performance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;
IKBB7 performance a ����$B�FHE9;IIE�:?�L7BKJ7P?ED;

Fattore: Ruolo degli organi di vertice politico-
amministrativo
(;BB7 L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7 ; :;BB7
performance ?D:?L?:K7B;
 ?B 9ECF?JE :;BB; "?KDJ; �I?7
:;BB\/D?ED; I?7 :;? I?D=EB? 9ECKD?� T GK;BBE :? H7J?<?97H; B7
H;D:?9EDJ7P?ED;� &7 =?KDJ7 DED ILEB=; GK?D:? KD HKEBE 7JJ?LE
D;B FHE9;IIE L7BKJ7J?LE� "B? 7II;IIEH? DED IEDE :?H;JJ7C;DJ;
9E?DLEBJ? D;B FHE9;IIE :? L7BKJ7P?ED; :;BB7 performance

:;BB\EH=7D?PP7P?ED; ; :? GK;BB7 :;? I?D=EB? :?H?=;DJ?� &7 =?KDJ7

7JJH7L;HIE KD7 :;B?8;H7
 FH;D:; 7JJE :;BB7 L;H?<?97 IKBBE IJ7JE
:? 7JJK7P?ED; :;=B? E8?;JJ?L? :;B F?7DE :;BB7 performance * "�
*:)
 FH;D:; 7JJE :;B F7H;H; :;BB\)$0 ;: 7FFHEL7 ?B :E9KC;D�
JE :;DEC?D7JE ]-J7JE :? H;7B?PP7P?ED; E8?;JJ?L? F;H FHE=;JJE^�
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(ED L?;D; <7JJE KD KBJ;H?EH; F7II7==?E :? :;B?8;H7P?ED; ?D
9EDI?=B?E 9ECKD7B; F;H B\7FFHEL7P?ED; :;BB7 L7BKJ7P?ED; ;<�
<;JJK7J7� $ H?IKBJ7J? =;IJ?ED7B? IEDE IEBE ?BBKIJH7J? 7B 9EDI?=B?E 9E�
CKD7B; :7B :?H?=;DJ; FH;FEIJE �:?H?=;DJ; :;B I;HL?P?E 9EDJHEBBE
:? =;IJ?ED; ; IJH7J;=?9E�
 9EC; H;D:?9EDJ7P?ED; IK? I;HL?P?� $B
*H;I?:;DJ; :;BB\/D?ED; ?DJ;HL?;D; :?H;JJ7C;DJ; D;B FHE9;IIE
L7BKJ7J?LE IEBE F;H GK7DJE H?=K7H:7 B7 L7BKJ7P?ED; :;B :?H;JJE�
H; =;D;H7B;
 9>; T :? IK7 9ECF;J;DP7� $ -?D:79? :;? I?D=E�
B? 9ECKD? >7DDE ?DL;9; B7 9ECF;J;DP7 :? L7BKJ7H; ? I;=H;J7�
H? =;D;H7B?� �? <7JJE
 F;H E=D? I;=H;J7H?E =;D;H7B; B\)$0 H799E�
=B?; ?D<EHC7P?ED? :7B I?D:79E ;: ;B78EH7 KD7 FHEFEIJ7 :? L7�
BKJ7P?ED;� $B I?D:79E FKW 7FFHEL7HB7 :?H;JJ7C;DJ; E
 ?D KBJ?C7
7D7B?I? CE:?<?97HB7
 I; B7 H;FKJ7 DED F;H<;JJ7C;DJ; 7:;H;DJ;
7=B?�;B;C;DJ?�9>;�7L;L7�<EHD?JE�F;H�B7�L7BKJ7P?ED;�
$B :?H;JJEH; =;D;H7B;
 IKFFEHJ7JE :7B :?H?=;DJ; :;B I;HL?P?E 9ED�
JHEBBE :? =;IJ?ED; ; IJH7J;=?9E
 ;I;H9?J7 KD HKEBE 9>?7L; D;B
FHE9;IIE :? L7BKJ7P?ED; I?7 :;BB7 performance EH=7D?PP7J?L7
I?7�:;BB7 performance ?D:?L?:K7B; :;?�:?H?=;DJ?�:\7H;7�
*;H GK7DJE H?=K7H:7 B7 L7BKJ7P?ED; :;? :?H?=;DJ? :\7H;7
 ?B :?�
H;JJEH; =;D;H7B; ;<<;JJK7 KD7 F7II7==?E :? 9ED:?L?I?ED; 9ED
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?B I?D=EBE :?H?=;DJ; :;BB7 FHEFEIJ7 :? L7BKJ7P?ED; 9>; <7HS
7BB\)$0� +K?D:? <7 B7 FHEFEIJ7 7BB\)$0 9>; FKW ;DJH7H; D;B C;�
H?JE ; 7 IK7 LEBJ7 CE:?<?97HB7�  L;DJK7B? CE:?<?9>; IEDE D;=E�
P?7J; 9ED ?B :?H;JJEH; =;D;H7B; FH?C7 :? ;II;H; ?DI;H?J; :7BB\)$0
D;BB7�L7BKJ7P?ED;�:;<?D?J?L7�
$B 9EC?J7JE :? :?H;P?ED; T IJ7JE 9E?DLEBJE F;H 7II?9KH7H; KD7
9E;H;DP7 :? 7FFB?97P?ED; :;? 9H?J;H? :? L7BKJ7P?ED; ?D CE:E :7
DED 9H;7H; :?<<;H;DP; D;BB; L7BKJ7P?ED? :7J; :7? I?D=EB? :?H?�
=;DJ? :\7H;7� $B 9EC?J7JE :? :?H;P?ED; ?DEBJH; T ?DJ;HL;DKJE D;BB7
H?D;=EP?7P?ED; :? J;CF? ; target :EFE B7 L7BKJ7P?ED; ?DJ;HC;�
:?7�
*EHJ7JEH? :? ?DJ;H;II; ;IJ;HD? 7BB\7CC?D?IJH7P?ED; IEDE IJ7J?
9E?DLEBJ?
 D;BB7 H;:7P?ED; :;? F?7D? :;BB7 performance
 7JJH7�
L;HIE KD7 FH?C7 <7I; :? 7I9EBJE ;: KD7 I;9ED:7 :? ?BBKIJH7P?E�
D;�:;=B?�E8?;JJ?L?�9>;�B\/D?ED;�I?�T�:7J7�
&; EH=7D?PP7P?ED? I?D:797B? >7DDE 9ED:?L?IE ;: 7FFHEL7JE ?B
I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance�
-?7 =B? stakeholder ;IJ;HD? I?7 B; EH=7D?PP7P?ED? I?D:797B? DED
IEDE�9E?DLEBJ?�D;B�FHE9;IIE�:?�L7BKJ7P?ED;�
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';DK a &\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7 a ���07BKJ7P?E�
D;�:;BB7 performance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;
IKBB7 performance a ����$B�FHE9;IIE�:?�L7BKJ7P?ED;

Fattore: Ruolo dell’OIV (OIV)
$D GK;IJE F7H7=H7<E I? FH;D:; ?D 9EDI?:;H7P?ED; ?B HKEBE
:;BB\)$0 ; B\7JJ?L?JS ILEBJ7
 ?D F7HJ?9EB7H; I; D; 7FFHE<ED:?I9;�
?B HKEBE <EHC7B;
 B7 <KDP?ED; L7BKJ7J?L7
 B\?DJ;H7P?ED; ?IJ?JKP?E�
D7B;�;�B\?DJ;H7P?ED;�EH=7D?PP7J?L7�
&\)$0 :;BB\/D?ED; :;? 9ECKD? :;BB7 �7II7 ,EC7=D7 I? 9EC�
FED; :? JH; C;C8H? JKJJ? ;IJ;HD? 7BB\7CC?D?IJH7P?ED;� $ 9KHH?9KB7
:;? 9ECFED;DJ? :;BB\)$0 IEDE FK88B?97J? IKB I?JE :;BB\/D?ED;�
&\)$0 ILEB=;�B;�I;=K;DJ?�<KDP?ED?�?IJ?JKP?ED7B?�

_ CED?JEH7 ?B <KDP?ED7C;DJE 9ECFB;II?LE :;B I?IJ;C7 :;BB7
L7BKJ7P?ED;
 :;BB7 JH7IF7H;DP7 ; ?DJ;=H?JS :;? 9EDJHEBB? ?DJ;H�
D? ;: ;B78EH7 KD7 H;B7P?ED; 7DDK7B; IKBBE IJ7JE :;BBE IJ;I�
IE�

_ 9ECKD?97 J;CF;IJ?L7C;DJ; B; 9H?J?9?JS H?I9EDJH7J; 7? 9EC�
F;J;DJ? EH=7D? ?DJ;HD? :? =EL;HDE ;: 7CC?D?IJH7P?ED;
 DED�
9>U 7BB7 9EHJ; :;? 9EDJ?
 7BB\?IF;JJEH7JE F;H B7 <KDP?ED; FK8�
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8B?97 ; 7BB7 9ECC?II?ED; F;H B7 L7BKJ7P?ED;
 B7 JH7IF7H;DP7
;�B\?DJ;=H?JS�:;BB;�7CC?D?IJH7P?ED?�FK88B?9>;�

_ L7B?:7 B7 H;B7P?ED; IKBB7 performance ; D; 7II?9KH7 B7 L?�
I?8?B?JS 7JJH7L;HIE B7 FK88B?97P?ED; IKB I?JE ?IJ?JKP?ED7B;
:;BB\7CC?D?IJH7P?ED;�

_ =7H7DJ?I9; B7 9EHH;JJ;PP7 :;? FHE9;II? :? C?IKH7P?ED; ; L7�
BKJ7P?ED;
 DED9>U :;BB\KJ?B?PPE :;? FH;C?
 I;9ED:E GK7DJE
FH;L?IJE :7B :;9H;JE B;=?IB7J?LE �� EJJE8H; ����
 D� ���
 :7?
9EDJH7JJ? 9EBB;JJ?L? D7P?ED7B?
 :7? 9EDJH7JJ? ?DJ;=H7J?L?
 :7? H;�
=EB7C;DJ? ?DJ;HD? 7BB\7CC?D?IJH7P?ED;
 D;B H?IF;JJE :;B FH?D�
9?F?E�:?�L7BEH?PP7P?ED;�:;B�C;H?JE�;�:;BB7�FHE<;II?ED7B?JS�

_ FHEFED;
 IKBB7 87I; :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?E�
D; :;BB7 performance
 7BB\EH=7DE :? ?D:?H?PPE FEB?J?9E�7CC?�
D?IJH7J?LE
 B7 L7BKJ7P?ED; 7DDK7B; :;? :?H?=;DJ? :? L;HJ?9; ;
B\7JJH?8KP?ED;�7:�;II?�:;?�FH;C?�

_ FHECKEL; ; 7JJ;IJ7 B\7IIEBL?C;DJE :;=B? E88B?=>? H;B7J?L? 7BB7
JH7IF7H;DP7�;�7BB\?DJ;=H?JS�

_ L;H?<?97 ? H?IKBJ7J? ; B; 8KED; FH7J?9>; :? FHECEP?ED; :;BB;
F7H?�EFFEHJKD?JS�

L’esperienza dei comuni della Bassa Romagna



&\)$0 F7HJ;9?F7 7JJ?L7C;DJ; 7BB\;I;9KP?ED; :;B 9?9BE :? =;IJ?E�
D; :;BB7 performance D;BB\/D?ED;� #7 9EDJH?8K?JE 7BB7 IJ;IKH7
:;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance

;: >7 F7HJ;9?F7JE D;B =;DD7?E ���� 7: KD ?D9EDJHE 9ED ? H;�
IFEDI78?B? :;? I;HL?P? EH=7D?PP7JE F;H H?87:?H; B; B?D;; =K?:7
F;H B\KJ?B?PPE :;B -'0*� $DEBJH; B\)$0 T IJ7JE :?H;JJ7C;DJ; 9E?D�
LEBJE ?D KD ?D:7=?D; IKB 8;D;II;H; EH=7D?PP7J?LE :;? :?F;D�
:;DJ? :;BB\/D?ED;� +K;IJ7 ?D:7=?D; ?D<BK?HS IKBB7 L7BKJ7P?ED;
:;BB7 leadership :;? :?H;JJ? IKF;H?EH? F;H B\7DDE ����� (;B 9?9BE
:? =;IJ?ED; :;BB7 performance T FH;L?IJ7 KD7 9ED<;H;DP7 9ED�
IKDJ?L7 :EFE ?B H;D:?9EDJE 9ED9BKI?LE 7BB7 =?KDJ7 :;=B? E8?;JJ?L?
:;BB\7DDE�:7�F7HJ;�:;BB\)$0
�7:�E==?�DED�7D9EH7�;<<;JJK7J7�
&\)$0 >7 L7B?:7JE JKJJ; B; L7BKJ7P?ED? ;<<;JJK7J; 7BB\?DJ;HDE
:;BB\EH=7D?PP7P?ED;� &7 I9>;:7 :? L7BKJ7P?ED; L?;D; 9EDI;�
=D7J7 7B :?F;D:;DJ; IEBE :EFE B7 L?:?C7P?ED; :7 F7HJ;
:;BB\)$0�
&\)$0 FH;D:; ?D 9EDI?:;H7P?ED; BE IJ7JE :? 7JJK7P?ED; :;=B?
E8?;JJ?L? F;H L7BKJ7H; B7 performance EH=7D?PP7J?L7 :;BB; I?D�
=EB;�IJHKJJKH;�;�:;BB\;DJ;�D;B�IKE�9ECFB;IIE�
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&\)$0 FKW ;DJH7H; D;B C;H?JE :? I?D=EB? ?D:?97JEH? F;H L;H?<?97H;
B\7JJ;D:?8?B?JS�;�B7�HE8KIJ;PP7�:;?�:7J?�H799EBJ?�
R FH;L?IJ7 KD7 H;B7P?ED; :;BB\)$0 IKB I?IJ;C7
 T ?D <7I; :? 7J�
JK7P?ED;�

';DK a &\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7 a ���07BKJ7P?E�
D;�:;BB7 performance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;
IKBB7 performance a ����$B�FHE9;IIE�:?�L7BKJ7P?ED;

Fattore: Fasi e tempi
(;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance

IEDE :;<?D?J; B; 7JJ?L?JS :7 ILEB=;H; :KH7DJ; ?B 9?9BE :? =;IJ?ED;
:;BB7 performance 9ED =B? 7JJEH? 9E?DLEBJ? ;: ? J;CF? ; B; <7I?
:? 7JJK7P?ED;� (;BB7 J78;BB7 I;=K;DJ; I? H?FEHJ7DE B; 7JJ?L?JS
9>; :EL;L7DE ;II;H; ILEBJ; D;B 9?9BE :? =;IJ?ED; :;BB7 perfor-

mance �����;�I?�L;H?<?97�

_ I;�B;�7JJ?L?JS�IEDE�IJ7J;�;<<;JJ?L7C;DJ;�ILEBJ;�
_ :7�GK7B?�7JJEH?�IEDE�IJ7J;�;<<;JJK7J;�
_ I;�?�J;CF?�:?�7JJK7P?ED;�IEDE�IJ7J?�H?IF;JJ7J?�
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Tabella 4

ATTORI ATTIVITA’ PERIODO
ATTESO VERIFICA

PROGRAMMAZIONE
$D97H?97J?�:?
FEI?P?ED;
EH=7D?PP7J?L7

9EEH:?D7J?�:7B
:?H;JJEH;
=;D;H7B;�
I;=H;J7H?E
=;D;H7B;�;
I;DJ?J?�?�H?IF;JJ?L?
I?D:79?�:?
H?<;H?C;DJE�
7II;IIEH?

(;BB\7C8?JE�:;B I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance

EH=7D?PP7J?L7
�H;:?=EDE
�F;H�E=D?�IJHKJJKH7�:?�9?7I9KD�;DJ;
�KD7 proposta di
PEG
�9>;�9ECFH;D:;�JH7�=B?�7BJH?�:E9KC;DJ?�?B PDO �]F?7DE�:;JJ7=B?7JE�:;=B?F?7DE�:;JJ7=B?7JE�:;=B?
E8?;JJ?L?E8?;JJ?L? e degli indicatori^�
�IKB�GK7B;�I?�87I7DE�

_ ?B 9EDJHEBBE�:?�=;IJ?ED;�
_ B7�L7BKJ7P?ED;�:;B�I;=H;J7H?E�
_ B7�L7BKJ7P?ED;�:;?�:?H?=;DJ?
�:;=B?�?D97H?97J?�:?�FEI?P?ED;�EH=7D?PP7J?L7�
_ ?B�9EDJHEBBE�IJH7J;=?9E�

(EL;C8H;�
�?9;C8H;��FH?C7
:;BB7
7FFHEL7P?ED;�:;B
8?B7D9?E�

����������

�?H;JJEH;
=;D;H7B;�
I;=H;J7H?E
=;D;H7B; 

I;DJ?J?�?B
*H;I?:;DJ;�
I?D:79E�;�?B
9EC?J7JE�:?
:?H;P?ED;

(;BB\7C8?JE�:;B I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance

EH=7D?PP7J?L7
�:;<?D?I9;�?B * " ;�?D�F7HJ?9EB7H;�?B *�)
�:7�IEJJEFEHH;�7BB7�=?KDJ7
:?�9?7I9KD�;DJ;���FFHEL7�?DEBJH;�B7�FHEFEIJ7�:? suddivisione del budgetbudget

complessivo destinato ai compensi di risultato
�I;9ED:E�CE:7B?JS�9ED<EHC?
7B�9EDJH7JJE�:;9;DJH7JE�

�?9;C8H;�E�D;?
C;I?�IK99;II?L?

J;DKJE�9EDJE�:;B
8?B7D9?E
FH;L;DJ?LE�?D�L?7
:?
FH;:?IFEI?P?ED;�;
:;B����$�F;H�?B
H?F7HJE�:;BB;
H?IEHI;

����������

-;HL?P?E
-L?BKFFE�:;B
F;HIED7B;

(;BB\7C8?JE�:;B I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance

EH=7D?PP7J?L7
�FH;:?IFED;�? report 9>;�9ECFED=EDE�?B *�) :?�9?7I9KD�;DJ;�
�?9;C8H;�
";DD7?E ����������

)H=7D?ICE
?D:?F;D:;DJ;�:?
L7BKJ7P?ED;
�)$0���!�- 
 0 (./�& �

(;BB\7C8?JE�:;B I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance

EH=7D?PP7J?L7
�;IFH?C;�KD�F7H;H;�:?�9ED=HK?JS�C;JE:EBE=?97�IK�E8?;JJ?L?�;
?D:?97JEH?
�IK�H?9>?;IJ7�:;B�:?H;JJEH;�=;D;H7B;� I;=H;J7H?E�=;D;H7B;��.;DKJE�9EDJE
:;=B?�E8?;JJ?L?�7II;=D7J?�;�:;BB;�CE:?<?9>;�EH=7D?PP7J?L;�7JJK7J;
�B\)$0 FHE9;:;
7BB7�F;I7JKH7�:;=B?�E8?;JJ?L?�7II;=D7J?�7?�:?H?=;DJ?�;:�7BB\;L;DJK7B;�H?F;I7JKH7�:;BB;
]FEI?P?ED?�EH=7D?PP7J?L;^
�IK�?D:?97P?ED;�:;B�:?H;JJEH;�=;D;H7B;� I;=H;J7H?E
=;D;H7B;�

";DD7?E�
!;88H7?E

����������
�;I;=K?J7
?DJ;HD7C;DJ;
;�L7B?:7J7
:7BB\)$0�

-;HL?P?E
-L?BKFFE�:;B
F;HIED7B;

,;:?=;�?B�FHELL;:?C;DJE�:;BB7�=?KDJ7�:?�7FFHEL7P?ED;�:;B *�) ;�BE�JH7IC;JJ;

:EFE�B7�IK7�7FFHEL7P?ED;
�7?�:?H?=;DJ?�;:�7=B?�?D97H?97J?�:?�FEI?P?ED;
EH=7D?PP7J?L7

";DD7?E�
!;88H7?E ����������

"?KDJ7�:?
9?7I9KD�;DJ; Approva il PDO, su proposta del direttore generale / I;=H;J7H?E�=;D;H7B;I;=H;J7H?E�=;D;H7B;.

";DD7?E�
!;88H7?E��:EFE
B\7FFHEL7P?ED;
:;B�8?B7D9?E
9EDJ;IJK7BC;DJ;
7B * "�

����������
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ATTORI ATTIVITA’ PERIODO
ATTESO VERIFICA

�?H?=;DJ?�
$D97H?97J?�:?
FEI?P?ED;
EH=7D?PP7J?L7

)H=7D?PP7DE�B7 conferenza di servizio preventiva
�?D�9K?�?BBKIJH7DE�7?
:?F;D:;DJ?�?DI;H?J?�D;?�9;DJH?�:?�H;IFEDI78?B?JS�?�FHE=H7CC?�;:�?�FHE=;JJ?�9>;
:ELH7DDE�H;7B?PP7H;��9ECFH;I?�?�FHE=;JJ?�IF;9?7B?�
�DED9>U�?�F7H7C;JH?�IK�9K?
I7H7DDE�L7BKJ7J?��0;D=EDE�9EDI;=D7J;�B;�I9>;:;�:?�L7BKJ7P?ED;�?D:?L?:K7B;�9ED�?
F7H7C;JH?�:?�L7BKJ7P?ED;��EFFKH;�I?�:S�7JJE�:;BB7�9ED<;HC7�:;BB;�I9>;:;
FH;9;:;DJ?���*H;I;DJ7DE�=B?�E8?;JJ?L?�:;<?D?J?�7?�I?D:79?�:?�H?<;H?C;DJE7II;IIEH?�

'7HPE��FH?B;
�0;H87B;�:;BB7
9ED<;H;DP7�7
9KH7�:;?�:?H?=;DJ?
;�:;=B?�?D97H?97J?
:?�FEI?P?ED;
EH=7D?PP7J?L7�

����������

,;<;H;DJ;
:;BB\;DJ;

,799E=B?;�?�L;H87B?�?D�EH?=?D7B;�9EDJHEBB7D:E�9>;�L?�I?7DE�B;�<?HC;�:;?�H;IFEDI78?B?�
$DL?7�?B�JKJJE�7B�I;HL?P?E�-L?BKFFE�:;B�F;HIED7B; '7HPE��FH?B; ����������

MONITORAGGIO
:?H?=;DJ?�
$D97H?97J?�:?
*EI?P?ED;
EH=7D?PP7J?L7

9EEH:?D7J?�:7B
:?H;JJEH;
=;D;H7B;�
I;=H;J7H?E
=;D;H7B;�;
I;DJ?J?�?�H?IF;JJ?L?
-?D:79?�:?
H?<;H?C;DJE�
7II;IIEH?

(;BB\7C8?JE�:;B I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance

EH=7D?PP7J?L7
�H;:?=EDE�F;H�9?7I9KD�;DJ;�B7 relazione sullo stato di attuazione
degli obiettivi di PDO al 30.6 �9ECFH;I?�?�FHE=;JJ?�IF;9?7B?�

&K=B?E�-;JJ;C8H;

����������
,;L?I?ED;
9ED
9ED<;H?C;DJE
:?�JH;�I;HL?P?
?CFEHJ7DJ?
����������
IJ7JE�:?
7JJK7P?ED;

�EC?J7JE�:?
:?H;P?ED;  <<;JJK7�B\;I7C;�9ED=?KDJE�:;BBE�IJ7JE�:?�7JJK7P?ED;�:;B *�) :?�9?7I9KD�;DJ;� &K=B?E�-;JJ;C8H; ����������

-;HL?P?E
-L?BKFFE�:;B
F;HIED7B;

*H;:?IFED;�?B report IKBBE�IJ7JE�:?�7JJK7P?ED;�:;=B?�E8?;JJ?L?�:? *�) 7B����� &K=B?E�-;JJ;C8H;
����������
�9EDJHEBBE�:?
=;IJ?ED;�

)$0
(;BB\7C8?JE�:;B I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance

EH=7D?PP7J?L7
�<EHCKB7�KD�F7H;H;�IKB report ?DJ;HC;:?E�:?�9?7I9KD�;DJ;
�9ED
;L;DJK7B;�FHEFEIJ7�:?�H?:;J;HC?D7P?ED;�:?�E8?;JJ?L?�;�I97:;DP;�

&K=B?E�-;JJ;C8H;

����������
�IKBBE�IJ7JE�:?
7JJK7P?ED;
?DJ;HL?;D;
7D9>;�B\)$0�

-;HL?P?E
-L?BKFFE�:;B
F;HIED7B;

,;:?=;�F;H�9?7I9KD�;DJ;�?B�FHELL;:?C;DJE�:;BB7�=?KDJ7�IKBBE�IJ7JE�:?
H;7B?PP7P?ED;�:;=B?�E8?;JJ?L?�7B������;
�:EFE�B7�IK7�7FFHEL7P?ED;
�BE�JH7IC;JJ;�7?
:?H?=;DJ?�;:�7=B?�?D97H?97J?�:?�FEI?P?ED;�EH=7D?PP7J?L7

&K=B?E�-;JJ;C8H; ����������

"?KDJ7�:?
9?7I9KD�;DJ;

(;BB\7C8?JE�:;B I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance

EH=7D?PP7J?L7
 su proposta del direttore /segretario, approva il reportreport al 30.6�
 L;DJK7BC;DJ;�H?:;J;HC?D7�=B?�E8?;JJ?L?�IKBB7�87I;�:;BB;�CEJ?L7P?ED?�<EHD?J;�:7?
H;IFEDI78?B?

&K=B?E�-;JJ;C8H; ����������

�?H?=;DJ?�
$D97H?97J?�:?
FEI?P?ED;
EH=7D?PP7J?L7

)H=7D?PP7DE�B7 conferenza di servizio intermedia F;H�;I7C?D7H;�? report IKBB7
=;IJ?ED;�:;B�FH?CE�I;C;IJH;�:?�9?7I9KD�;DJ;��&7�9ED<;H;DP7�;I7C?D7�?D
F7HJ?9EB7H;�B;�97KI;�9>;�>7DDE�?CF;:?JE�?B�H7==?KD=?C;DJE�:;=B?�E8?;JJ?L?�;
FHEFED;�:?�H?J7H7HB?�E�:?�IEIJ?JK?HB?�9ED�7BJH?�E8?;JJ?L?��*H;I;DJ7DE�BE�IJ7JE�:?
7L7DP7C;DJE�:;=B?�E8?;JJ?L?�BEHE�7II;=D7J?�7?�I?D:79?�:?�H?<;H?C;DJE��7II;IIEH?�

&K=B?E�-;JJ;C8H;
�0;H87B;�:;BB7
9ED<;H;DP7�7
9KH7�:;?�:?H?=;DJ?
;�:;=B?�?D97H?97J?
:?�FEI?P?ED;
EH=7D?PP7J?L7�

����������
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ATTORI ATTIVITA’ PERIODO
ATTESO VERIFICA

,;<;H;DJ;
:;BB\/D?ED;

,799E=B?;�?�L;H87B?�?D�EH?=?D7B;�9EDJHEBB7D:E�9>;�L?�I?7DE�B;�<?HC;�:;?�H;IFEDI78?B?�
$DL?7�?B�JKJJE�7B�I;HL?P?E�-L?BKFFE�:;B�F;HIED7B; &K=B?E�-;JJ;C8H; ����������

RENDICONTAZIONE
�?H?=;DJ?�
$D97H?97J?�:?
*EI?P?ED;
EH=7D?PP7J?L7

9EEH:?D7J?�:7B
:?H;JJEH;
=;D;H7B;�
I;=H;J7H?E
=;D;H7B;�;
I;DJ?J?�?�H?IF;JJ?L?
-?D:79?�:?
H?<;H?C;DJE�
7II;IIEH?

(;BB\7C8?JE�:;B I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance

EH=7D?PP7J?L7
�H;:?=EDE�B7 relazione sullo stato di attuazione degli obiettivi di
PDO al 31.12 �9ECFH;I?�?�FHE=;JJ?�IF;9?7B?��:?�9?7I9KD�;DJ;��*H;I;DJ7DE�BE�IJ7JE
:?�7JJK7P?ED;�:;=B?�E8?;JJ?L?�BEHE�7II;=D7J?�7?�I?D:79?�:?�H?<;H?C;DJE��7II;IIEH?�

";DD7?E

����������
�7LL?;D;�?D
<EHC7
?D<EHC7J?PP7J7
=H7P?;�7B�IM
?CFB;C;DJ7JE

�EC?J7JE�:?
:?H;P?ED;  <<;JJK7�B\;I7C;�9ED=?KDJE�:;BBE�IJ7JE�:?�7JJK7P?ED;�:;B *�) ";DD7?E ����������

-;HL?P?E
-L?BKFFE�:;B
F;HIED7B;

*H;:?IFED;�?B report IKBBE�IJ7JE�:?�7JJK7P?ED;�:;=B?�E8?;JJ?L?�:? *�) 7B����� ";DD7?E�
!;88H7?E

����������
�9EDJHEBBE�:?
=;IJ?ED;�

)$0

(;BB\7C8?JE�:;B I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance

EH=7D?PP7J?L7
�9;HJ?<?97�F;H�E=D?�;DJ;�?�H?IKBJ7J?�:;BB7�=;IJ?ED;�EJJ;DKJ?�:7BB;
I?D=EB;�IJHKJJKH;�;�L7BKJ7�?B�=H7:E�:?�H;7B?PP7P?ED;�:;=B?�E8?;JJ?L?�:?�9?7I9KD�9;DJHE
:?�H;IFEDI78?B?JS��9ECFH;I?�?�FHE=;JJ?�IF;9?7B?�
�J;D;D:E�9EDJE�:;BB;�=?KIJ?<?97P?ED?
<EHD?J;�:7?�H;IFEDI78?B?
�FKH9>U�I?7DE�CEJ?L7J;�
 B78EH7�KD7 proposta di valutazione�

_ :;B�I;=H;J7H?E
_ :;?�:?H?=;DJ?
_ :;=B?�?D97H?97J?�:?�FEI?P?ED;�EH=7D?PP7J?L7

I;9ED:E�GK7DJE�FH;L?IJE�:7?�H?IF;JJ?L?�H;=EB7C;DJ?��FHEFEIJ;�:7�?DL?7H;�7?
H;IFEDI78?B?�:;BB;�7H;;��I;HL?P?
�9>;�FEIIEDE�H?9EHH;H;���!?II7�B7�F;H9;DJK7B;�:?
H;7B?PP7P?ED;�:;=B?�E8?;JJ?L?�7D9>;�7?�<?D?�:;BB7�L7BKJ7P?ED;�:;B�F;HIED7B;�?D
=;D;H7B;��I;�?D<;H?EH;�7B�����JKJJE�?B�9;DJHE�:?�H;IFEDI78?B?JS�F;H:;�?B budget ;
9EDI;=K;DJ;C;DJ;�DED�I?�;HE=7�7B9KD�?D9;DJ?LE��C;DJH;�F;H�H?IKBJ7J?
F;H9;DJK7BC;DJ;�IKF;H?EH?�7�:;JJ7�IE=B?7�I?�C7DJ?;D;�?B budget
�<?DE�7B�J;JJE
C7II?CE�<?II7JE�7�FH;L;DJ?LE
�?D�FHEFEHP?ED;�7?�H?IKBJ7J?�H7==?KDJ?��(;B�:;9?:;H;
B;�:;9KHJ7P?ED;�:;? budget :;B�F;HIED7B;�B\)$0 DED�J?;D;�9EDJE�:;=B?�E8?;JJ?L?�B7
9K?�C7D97J7�H;7B?PP7P?ED;�I?7�?CFKJ78?B;�KD?97C;DJ;�7B�H;IFEDI78?B;�:;B�9;DJHE
:?�H;IFEDI78?B?JS��&;�GKEJ;�;9EDEC?PP7J;�:? budget ?D�97IE�:?�C7D97JE
H7==?KD=?C;DJE�:?�H?IKBJ7J?�9EIJ?JK?I9EDE�;9EDEC?;�:?�=;IJ?ED;�:7�KJ?B?PP7HI?�F;H
?D9H;C;DJ7H;�?B�<ED:E�;N�7HJ�������(&���������:;BB\7DDE�IK99;II?LE��$D<?D;

I?7�D;B�97IE�:?�7JJ?L7P?ED;�:?�DKEL?�I;HL?P?�7?�I;DI?�:;BB\7HJ����
�9ECC7��
���(&
������
�B\)$0
�I?7�D;B�97IE�:?�FHE=;JJ?�IF;9?7B?
�9;HJ?<?97�F;H�9?7I9KD�;DJ;�?B�=H7:E
:?�H7==?KD=?C;DJE�:;=B?�E8?;JJ?L?�7II;=D7J?�7BB;�IJHKJJKH;�9>;�B?�>7DDE�7JJ?L7J?�;:�?
H?IF7HC?�;<<;JJ?L7C;DJ;�9EDI;=K?J?�

";DD7?E�
!;88H7?E
�;L;DJK7BC;DJ;
IJ;II7�H?KD?ED;
IK8
FHE=H7CC7P?ED;�

����������
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ATTORI ATTIVITA’ PERIODO
ATTESO VERIFICA

-;HL?P?E
-L?BKFFE�:;B
F;HIED7B;

,;:?=;�?B�L;H87B;�:?�9?7I9KD )$0
�FH;:?IFED;�F;H�E=D?�;DJ;�BE�I9>;C7�:?�:;B?8;H7
:?�=?KDJ7�:?�7FFHEL7P?ED;�:;B�=H7:E�:?�H;7B?PP7P?ED;�:;=B?�E8?;JJ?L?�7B�����

JH7IC;JJ;�?B report 7BB7�=?KDJ7�;
�:EFE�B7�IK7�7FFHEL7P?ED;
�7?�:?H?=;DJ?�;:�7=B?
?D97H?97J?�:?�FEI?P?ED;�EH=7D?PP7J?L7�

";DD7?E�
!;88H7?E ����������

"?KDJ7�:?
9?7I9KD�;DJ;

(;BB\7C8?JE�:;B I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance

EH=7D?PP7J?L7
 su proposta del direttore generale / I;=H;J7H?E�=;D;H7B;I;=H;J7H?E�=;D;H7B;,
approva il reportreport sul grado di realizzazione degli obiettivi al 31.12 ;�D;�J?;D;
9EDJE�F;H�?B * " :;BB\7DDE�IK99;II?LE�

";DD7?E�
!;88H7?E ����������

-;HL?P?E
-L?BKFFE�:;B
F;HIED7B;

*H;:?IFED;�B; schede di valutazione della performanceperformance ?D:?L?:K7B;?D:?L?:K7B; IKBB7�87I;
:;?�97C8?7C;DJ?�?DJ;HL;DKJ?�?D�9EHIE�:\7DDE�;�J;DKJE�9EDJE�:;BB;�:?IFEI?P?ED?�:;B
9EDJH7JJE�:;9;DJH7JE�?DJ;=H7J?LE�IKB�FH;C?E�:?�H?IKBJ7JE�;:�?DL?7�B;�I9>;:;�7?
:?H?=;DJ?��*H;:?IFED;�?B�H?97B9EBE�:;B budget 7�9EDIKDJ?LE�IKBB7�87I;�:;BB;
?D<EHC7P?ED?�7�<?D;�7DDE�

'7HPE ����������

,;<;H;DJ;
:;BB\;DJ; $DL?7�7B�I;HL?P?E�-L?BKFFE�:;B�F;HIED7B;�B;�7II;DP;�:;?�:?F;D:;DJ? '7HPE ����������

�?H?=;DJ?�
$D97H?97J?�:?
FEI?P?ED;
EH=7D?PP7J?L7

*H;:?IFED=EDE�B;�I9>;:;�:?�L7BKJ7P?ED;�:;BB7 performance ?D:?L?:K7B; F;H�?
:?F;D:;DJ?�:?�9?7I9KD�;DJ;�9ED�B\?D:?97P?ED;�:;BB;�L7BKJ7P?ED?
�KJ?B?PP7D:E
B\7FFEI?JE�FHE=H7CC7�?D<EHC7J?9E

'7HPE ����������

�?H?=;DJ?�
$D97H?97J?�:?
FEI?P?ED;
EH=7D?PP7J?L7

)H=7D?PP7DE�B7 conferenza di servizio conclusiva F;H�L7BKJ7H;�?�H?IKBJ7J?
H7==?KDJ?�:7B�9;DJHE�:?�H;IFEDI78?B?JS����C7H=?D;�:;BB7�H?KD?ED;
�9EDI;=D7DE�7?
I?D=EB?�:?F;D:;DJ?�B7�H;B7J?L7�I9>;:7�:?�L7BKJ7P?ED;�:;BB7�F;H<EC7D9;�?D:?L?:K7B;

:KH7DJ;�KD�9EBBEGK?E�?D�9K?�I?�;I7C?D;HS
�7BB7�BK9;�7D9>;�:?�GK7DJE�:;JJE�F;H�?B
=HKFFE
�B7�FH;IJ7P?ED;�:?�9?7I9KD�:?F;D:;DJ;�H;B7J?L7�7BB\7DDE�:?�H?<;H?C;DJE

'7HPE��FH?B;
�0;H87B;�:;BB7
9ED<;H;DP7�7
9KH7�:;?�:?H?=;DJ?
;�:;=B?�?D97H?97J?
:?�FEI?P?ED;
EH=7D?PP7J?L7�

����������

,;<;H;DJ;
:;BB\;DJ;

,799E=B?;�?�L;H87B?�<?HC7J?�:7?�:?H?=;DJ?�E�:7=B?�?D97H?97J?�:?�FEI?P?ED;
EH=7D?PP7J?L7��,799E=B?;�?DEBJH;�B\;B;D9E�:;BB;�<?HC;�:;?�:?F;D:;DJ?�F;H�H?9;LKJ7
:;BB;�I9>;:;�:?�L7BKJ7P?ED;�?D:?L?:K7B;��$DL?7�?B�JKJJE�7B�I;HL?P?E�-L?BKFFE�:;B
F;HIED7B;�

'7HPE��FH?B; ����������

�?F;D:;DJ?

*H;I;DJ7DE�;L;DJK7B?�H?9EHI?�9EDJHE�B7�L7BKJ7P?ED;�H?9;LKJ7�;DJHE����=?EHD?�:7B
H?9;L?C;DJE�:;BB7�I9>;:7
�7B�:?H;JJEH;�=;D;H7B;� I;=H;J7H?E�=;D;H7B;
�?DL?7D:EB?
F;H�B\?IJHKJJEH?7�7B�I;HL?P?E�-L?BKFFE�:;B�F;HIED7B;
�;L;DJK7BC;DJ;�9>?;:;D:E�KD
9EBBEGK?E�F;H�H7FFH;I;DJ7H;�B;�H7=?ED?�:;B�H?9EHIE�

'7HPE��FH?B; ����������

-;HL?P?E
-L?BKFFE�:;B
F;HIED7B;

!7�B\?IJHKJJEH?7�IK?�H?9EHI?�;L;DJK7BC;DJ;�FH;I;DJ7J? '7HPE��FH?B; ����������
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ATTORI ATTIVITA’ PERIODO
ATTESO VERIFICA

�EC?J7JE�:?
:?H;P?ED;
 IFH?C;�?B
F7H;H;�IK?
H?9EHI?
FH;I;DJ7J?
C7HPE�7FH?B;
:?H;JJEH;
=;D;H7B;
I;=H;J7H?E
=;D;H7B;

.;DKJE�9EDJE�:;B�F7H;H;�:;BB7�9ED<;H;DP7�:;?�H;IFEDI78?B?�:?�7H;7��9EC?J7JE�:?
:?H;P?ED;��:?H;P?ED;�EF;H7J?L7�;�:?�GK7DJE�;C;HIE�D;BB\;L;DJK7B;�9EBBEGK?E�9ED�?B
H?9EHH;DJ;
�:;9?:;�IKB�H?9EHIE��&7�:;9?I?ED;�T�?CFK=D78?B;�9ED�B;�FHE9;:KH;
FH;L?IJ;�?D�C7J;H?7�:?�9EDJ;DP?EIE�:;B�B7LEHE�

�FH?B; ����������

-;HL?P?E
7CC?D?IJH7P?ED;
:;B�F;HIED7B;�;
I;HL?P?E
-L?BKFFE�:;B
F;HIED7B;

�;<?D?I9EDE�=B?�?CFEHJ?�?D:?L?:K7B?�:;B�FH;C?E�:?�H?IKBJ7JE
�97B9EB7J?�I;9ED:E�?
9H?J;H?�:;<?D?J?�D;B�9EDJH7JJE�:;9;DJH7JE�?DJ;=H7J?LE�;�D;B�I?IJ;C7�:?�L7BKJ7P?ED;�;�B?
B?GK?:7DE��&7�B?GK?:7P?ED;�:;BB7�GKEJ7�H;B7J?L7�7?�FHE=;JJ?�IF;9?7B?�T�;<<;JJK7J7
I;9ED:E�?�9H?J;H?�:?�H?F7HJE�?D:?97J?�D;?�I?D=EB?�FHE=;JJ?�

�FH?B;�'7==?E ����������

�?H;JJEH;
=;D;H7B;�
I;=H;J7H?E
=;D;H7B;

!EHD?I9;�7BB7�,-/�KD7�I?DJ;J?97�H;B7P?ED;�IK?�H?IKBJ7J?�:;BB7�L7BKJ7P?ED;�:;BB7
performance ?D:?L?:K7B;
�9ED�?�:7J?�;IJH;C?�;�C;:?�H;B7J?L?�7BB\7FFB?97P?ED;�:?
GK;IJE�?IJ?JKJE

'7==?E�"?K=DE ����������

�?H;JJEH;
=;D;H7B;�
I;=H;J7H?E
=;D;H7B;

Determina di erogazione indennità risultato 7=B?�?D97H?97J?�:?�]FEI?P?ED;
EH=7D?PP7J?L7^ '7==?E�"?K=DE ����������

*H;I?:;DJ;�
I?D:79E Decreto di erogazione indennità risultato ai dirigenti e al segretario '7==?E�"?K=DE ����������

&7 H;D:?9EDJ7P?ED; I? T 87I7J7 IK KD FH;9EDIKDJ?LE �7II;IJ7�
JE�:?�8?B7D9?E�
*;H�GK7DJE�H?=K7H:7�B7�FHE=H7CC7P?ED;������

_ ?B F?7DE :;BB7 performance ��������� ;: ?B * "�*�) ����
IEDE�IJ7J?�7FFHEL7J?�?D�=?KDJ7�?B����7FH?B;������

_ ?B 8?B7D9?E 7DDK7B; :? FH;L?I?ED; :;BB\ I;H9?P?E ���� T IJ7JE
7FFHEL7JE�:7B�9EDI?=B?E�:;BB\/D?ED;�B\���7FH?B;������
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-? 9EDI?:;H?DE 7 J?JEBE :? ;I;CF?E 7D9>; =B? E8?;JJ?L? ?DI;H?J? D;B
I?JE�:;BB\KD?ED;�

';DK a &\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7 a ���07BKJ7P?E�
D;�:;BB7 performance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;
IKBB7 performance

3.2 Piano della performance 2012-2014

$B F?7DE :;BB7 performance ��������� T IJHKJJKH7JE ?D C7D?;H7
I?C?B;�7B�F?7DE�����������
�EC; T 7LL;DKJE D;BB\7DDE FH;9;:;DJ;
 ?B F?7DE :;BB7 perfor-

mance T�9ECFEIJE�:7?�I;=K;DJ?�;B78EH7J?�

_ *HE=H7CC?�;�FHE=;JJ?��:7 ,** �����������
_ *?7DE �;JJ7=B?7JE :;=B? E8?;JJ?L? 7DDE 9EHH;DJ; �*���)�� 7I�
I;=D7J?�7?�H;IFEDI78?B?�:?�7H;7�E�I;JJEH;I;HL?P?E�

_ * " F;H B\;I;H9?P?E D;=B? ;B78EH7J? :;FEI?J7J? 7=B? 7JJ? :;BB7
FH;I;DJ; :;B?8;H7P?ED;
 ;I7KIJ?L? :? GK7DJE FH;L?IJE
:7BB\7HJ������:;B ��&=I��������� 4&;==?�?B�J;IJE�?D�H;J; 5�
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_ !KDP?ED?=H7CC7 :;BB; IJHKJJKH; :;BB\;DJ; �?B <KDP?ED?=H7C�
C7 T F7HJ; ?DJ;=H7DJ; :;B F?7DE ?D GK7DJE E=D? DKELE 9ED�
<;H?C;DJE :? KD I;HL?P?E 7BB\/D?ED; :7 F7HJ; :;? I?D=EB? 9E�
CKD? :;J;HC?D7 B7 D;9;II?JS :? ?DJHE:KHH; :;BB; L7H?7P?ED?

7D9>;�F?KJJEIJE�9EHFEI;
�7B�F?7DE�IJ;IIE��

-EDE :;<?D?J? :;=B? E8?;JJ?L? IJH7J;=?9? 7II;=D7J? 7? L7H? H;IFED�
I78?B? :? 7H;7 ; :? I;HL?P?E ; F;H JKJJ? I? <7 H?<;H?C;DJE 7B F?7DE
:;=B? E8?;JJ?L? 7BB;=7JE 7B * "� &7 I9>;:7 :? :;<?D?P?ED; :? KD
E8?;JJ?LE�IJH7J;=?9E�T�H?C7IJ7�?DL7H?7J7�
*;H GK7DJE H?=K7H:7 B\;IJ;DI?ED; :;BB7 C?IKH7P?ED; D;B DKELE
F?7DE :;BB7 performance I? IEDE FH;I; ?D 9EDI?:;H7P?ED; 7D�
9>; B; 7JJ?L?JS EH:?D7H?; 9EBB;=7D:EB; 7: KD E8?;JJ?LE :? C?=B?E�
H7C;DJE 9ECFB;II?LE :;BB7 C799>?D7 7CC?D?IJH7J?L7� �7 DE�
J7H; 9>; B\?DJHE:KP?ED; :;BB7 C?IKH7P?ED; :;BB; 7JJ?L?JS EH:?D7�
H?; DED T 7LL;DKJ7 ?D <7I; :? ;B78EH7P?ED; :;B F?7DE C7 I7HS
7JJK7J7�?D�<7I;�:?�H;L?I?ED;�?D<H7DDK7B;�
*;H JKJJ? =B? E8?;JJ?L? 9EDJ;DKJ? D;B F?7DE IEDE IJ7J? I;B;P?ED7J?
?D:?97JEH? ; IJ78?B?J? :;? target ?D CE:E :7 H;D:;H; ;IFB?9?J7 B7
performance H?9>?;IJ7 ; 9>?7HE ?B C;997D?ICE :? L7BKJ7P?ED;
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:? GK7DJE 9EDI;=K?JE H?IF;JJE 7B :;I?:;H7JE� +K?D:? B\/D?ED;
DED >7 FHE9;:KJE 7 IEIJ7DP?7B? CE:?<?9>;
 >7 IEBE H?<?D?JE
?B F;H9EHIE 7LL?7JE 9ED ?B F?7DE FH;9;:;DJ; I<HKJJ7D:E
B\;IF;H?;DP7 C7JKH7J7 IKB 97CFE D;B FH?CE 7DDE :? 7FFB?97�
P?ED;� �D9>; ?B F?7DE IJH7J;=?9E :;BB\/D?ED; T H?C7IJE ?DL7H?7�
JE�
+K7D:E I? ;H7 F7HJ?J? B; I9>;:; ;H7DE ?D ;N9;B
 7:;IIE ?B FHE�
9;IIE T 9ECFB;J7C;DJ; ?D<EHC7J?PP7JE� �JJH7L;HIE KD I?IJ;�
C7 :? 799;II? 7: 7KJEH?PP7P?ED; :?<<;H;DP?7J7
 ?B H;IFEDI78?�
B; :? 7H;7 :;<?D?I9; KD E8?;JJ?LE F;H KD I;HL?P?E� $B H;IFED�
I78?B; :? GK;B I;HL?P?E DED FKW CE:?<?97HBE
 C7 IEBE :;<?D?H;
GK7B? 7P?ED? <7H; 7 IKFFEHJE :;B F;HI;=K?C;DJE :;BB\E8?;JJ?LE
IJ;IIE� +K?D:? I? T ?DIJ7KH7JE KD FHE9;IIE :? =;H7H9>?PP7�
P?ED; D;BB; 7II;=D7P?ED?� &E I9EFE T 7BBEDJ7D7HI?
:7BB\7KJEH;<;H;DP?7B?JS ?DJHE:K9;D:E FH?D9?F? :? H;IFEDI78?B?JS
;: accountability�
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';DK a &\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7 a ���07BKJ7P?E�
D;�:;BB7 performance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;
IKBB7 performance

3.3 La relazione sulla performance

&7 H;B7P?ED; IKBB7 performance T ?B :E9KC;DJE 9>;
B\7CC?D?IJH7P?ED; KJ?B?PP7 F;H H;D:?9EDJ7H; ?B B?L;BBE :? perfor-

mance 9EDI;=K?JE D;BB\7DDE FH;9;:;DJ; H?IF;JJE 7=B? E8?;JJ?L?
9>;�I?�;H7�:7J7�9ED�?B F?7DE�:;BB7 performance * "�*�)�
&7 H;B7P?ED; IKBB7 performance F;H B\7DDE ���� T IJ7J7 7FFHE�
L7J7 :7BB\/D?ED; 9ED :;B?8;H7 :? =?KDJ7 D� �� :;B �� <;88H7?E
�����
&\/D?ED; :;? 9ECKD? :;BB7 �7II7 ,EC7=D7 >7 I;=K?JE KD
FHEFH?E 7FFHE99?E 7BB7 H;D:?9EDJ7P?ED; :;? H?IKBJ7J?� &; B?D;;
=K?:7 F;H B7 H;:7P?ED; :;BB7 H;B7P?ED; IKBB7 performance

;C7D7J; :7BB7 :;B?8;H7 �?0$. ����� 4&;==? ?B J;IJE ?D H;J; 5
DED IEDE IJ7J; FH;I; ?D 9EDI?:;H7P?ED; F;H ?B <7JJE 9>; IEDE
IJ7J; :;B?8;H7J; D;B C7HPE ����
 GK7D:E B\/D?ED; 7L;L7 =?S
9>?KIE�I?7�B7�L7BKJ7P?ED;
�I?7�B7�H;D:?9EDJ7P?ED;�
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';DK a &\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7 a ���07BKJ7P?E�
D;�:;BB7 performance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;
IKBB7 performance a ����&7�H;B7P?ED;�IKBB7 performance

Fattore: Ambiti di valutazione
&7 H;D:?9EDJ7P?ED; :;BB7 performance H?<B;JJ;
 F;H GK7DJE H?�
=K7H:7 =B? 7C8?J? :? L7BKJ7P?ED;
 GK7DJE FHE=H7CC7JE ; F?7D?�
<?97JE�7JJH7L;HIE�?B F?7DE�:;BB7 performance * "�*:)������
*;H GK7DJE H?=K7H:7 =B? ?CF7JJ?
 DED ;II;D:E IJ7J? ?D:?L?:K7J?
?D <7I; :? FHE=H7CC7P?ED; :;? 9>?7H? ?D:?97JEH? :? outcome

9EC; =?S H?B;L7JE ?D <7I; :? 7D7B?I? :;? :E9KC;DJ? :? F?7D?<?97�
P?ED;
�GK;IJ?�DED�IEDE�IJ7J?�L7BKJ7J?�
(;B F?7DE ���� =B? E8?;JJ?L? IJH7J;=?9? :;BB\/D?ED; IEDE IJ7J?
:;9B?D7J? ; JH7:EJJ? ?D E8?;JJ?L? IJH7J;=?9E=;IJ?ED7B? 7II;=D7J?
7? L7H? H;<;H;DJ? :? 7H;7 ; :? I;HL?P?E� �: E=D? E8?;JJ?LE IJH7J;�
=?9E=;IJ?ED7B; IEDE IJ7J? 7II;=D7J? ?D:?97JEH? ; target
 ;: KD
F;IE D;BB\;9EDEC?7 :;BB7 performance :;BB\7H;7 ;E :;B I;HL?�
P?E� *;H E=D? E8?;JJ?LE IJH7J;=?9E=;IJ?ED7B; T IJ7JE H?B;L7JE ?B
=H7:E :? 9EDI;=K?C;DJE 7BB7 <?D; :;BB\7DDE� &7 IECC7 FED�
:;H7J7 :;? B?L;BB? :? 9EDI;=K?C;DJE :;J;HC?D7 B7 performance

EJJ;DKJ7�:7�KD7�IF;9?<?97�7H;7I;HL?P?E�
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*;H B\7DDE ���� DED IEDE IJ7J? KJ?B?PP7J? 7BB\?DJ;HDE :;B 9?9BE :?
=;IJ?ED; :;BB7 performance :;=B? ?D:?97JEH? IF;9?<?9? F;H B; 7J�
J?L?JS EH:?D7H?;
 7D9>; I; J7B? ?D:?97JEH? IEDE IJ7J? KJ?B?PP7J? 7 B?�
L;BBE =;IJ?ED7B; ; DED L7BKJ7J?LE
 7BB\?DJ;HDE :;? I?D=EB? I;HL?P?�
&E IJ7JE :? I7BKJ; :;BB\/D?ED; T L7BKJ7JE 7JJH7L;HIE ? H?IF7HC?
:?�=;IJ?ED;�FHE=H7CC7J?�;�9EDI;=K?J?�
(ED T IJ7JE ;<<;JJK7JE 7B9KD benchmarking 7 B?L;BBE :? H;B7P?E�
D; IKBB7 performance� $B benchmarking L?;D; 9ECKDGK; KJ?�
B?PP7JE
 I?7 :7? I?D=EB? I;HL?P? F;H I7F;H; 9EC; IEDE FEI?P?E�
D7J?
 7: ;I;CF?E 7 B?L;BBE H;=?ED7B; H?IF;JJE 7 GK;BB? :? 7BJH;
7CC?D?IJH7P?ED?
 I?7 7 B?L;BBE :? 7D7B?I? :;? I;HL?P? :7 9ED<;H?H;
7BB\/D?ED;
 GK7D:E I? FH;I;DJ7 7BB7 =?KDJ7 ; I? 7JJ?L7 KD DKELE
FHE9;IIE�:?�9ED<;H?C;DJE�
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';DK a &\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7 a ���07BKJ7P?E�
D;�:;BB7 performance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;
IKBB7 performance a ����&7�H;B7P?ED;�IKBB7 performance

Fattore: Struttura della relazione
&7 H;D:?9EDJ7P?ED; :;BB7 performance DED T IJHKJJKH7J7 ?D
C7D?;H7 97DED?97
 C7 H?<B;JJ; B\7FFHE99?E F7HJ?9EB7H; I;=K?JE
:7BB\/D?ED;� FE9>?II?CE :;I9H?JJ?LE ; CEBJE 9ED9;DJH7JE IK? H?�
I9EDJH? JH7 GK7DJE :;I?:;H7JE ; GK7DJE ;<<;JJ?L7C;DJ; 9EDI;�
=K?JE� -; :7 KD B7JE DED I? H?;I9; 7: 7L;H; KD GK7:HE =;D;�
H7B; :7 GK;IJ7 H;D:?9EDJ7P?ED; :7BB\7BJHE B7 H;D:?9EDJ7P?ED; T
?DJ?C7C;DJ;�9EBB;=7J7�;:�7BB?D;7J7�7B F?7DE�:;=B?�E8?;JJ?L?�
$B :E9KC;DJE 7FFHEL7JE 9EC; H;B7P?ED; IKBB7 performance T
B7 9EDIKDJ?L7P?ED; :? JKJJ; B; 7P?ED? ; :? JKJJ? =B? E8?;JJ?L? 9>;
B\;DJ;
 D;BB; IK; 7HJ?9EB7P?ED? I? T :7JE� (ED I? JH7JJ7 GK?D:? :?
KD7�;<<;JJ?L7�H;B7P?ED;�
*;H GK7DJE H?=K7H:7 B7 FH;I;DJ7P?ED; :;? H?IKBJ7J? 7? 9?JJ7:?D?

9? I? T B?C?J7J? 7: ?BBKIJH7H; 7JJH7L;HIE 9HKI9EJJ? B7 performance

EJJ;DKJ7 F;H GK7DJE H?=K7H:7 =B? E8?;JJ?L? IJH7J;=?9? H;B7J?L? 7
9?7I9KD I;HL?P?E� -; :7 KD B7JE B\?CF7JJE L?I?LE T ?CC;:?7JE

:7BB\7BJHE C7D97DE 7B 9?JJ7:?DE B; ?D<EHC7P?ED? <ED:7C;DJ7B?

L’esperienza dei comuni della Bassa Romagna



F;H 97F?H; 9EI7 ;<<;JJ?L7C;DJ; T IJ7JE H7==?KDJE� (;BB7 I;P?E�
D; )F;H7P?ED; .H7IF7H;DP7 9ED 799;IIE :?H;JJE :7BB7 home-

page :;B I?JE I? 799;:; 7: KD7 I;H?; :? IEJJEI;P?ED?
 JH7 B;
GK7B? GK;BB7 H;B7J?L7 7BB7 performance� �7 GK;IJ7 IEJJEI;P?E�
D; I? FKW 799;:;H; 7? H?IKBJ7J? EJJ;DKJ? F;H ?B ���� :7 JKJJ? ? I;H�
L?P?�:;BB\/D?ED;�
-? H?FEHJ7 7 J?JEBE :? ;I;CF?E ?B 9HKI9EJJE H;B7J?LE 7BB7 FEB?P?7
CKD?9?F7B; 9>;�9ECF7H;�IKB�I?JE�:;BB\/D?ED;�
�EC; I? FKW DEJ7H;
 7BB7 FEB?P?7 CKD?9?F7B; ;H7DE IJ7J? 7II;�
=D7J?�JH;�E8?;JJ?L?�

_ '7DJ;D;H;�?B�B?L;BBE�:;BB7�GK7B?JS�:;?�I;HL?P?�H;I?�
_ H;7B?PP7H; KD I?IJ;C7 software ?DJ;=H7JE :? C?IKH7P?ED;
:;BB;�7JJ?L?JS�;�:?�FH;I?:?E�:;B�J;HH?JEH?E�

_ FH;:?IFEHH; B\EH=7D?PP7P?ED; ; B\799;DJH7C;DJE :;BB; FHE�
9;:KH; 7CC?D?IJH7J?L; :;? DKEL? K<<?9? KD?9?
 9?7I9KDE 9ED B7
FHEFH?7 9ECF;J;DP7
 =7H7DJ;D:E C7==?EH? B?L;BB? :? I;HL?P?E
;�FH;IJ7P?ED;�

-EBE�KDE�:;?�JH;�T�IJ7JE�F?;D7C;DJ;�H7==?KDJE�
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Figura 2

L’esperienza dei comuni della Bassa Romagna



(;BB7 <?=KH7 I;=K;DJ; I? ?BBKIJH7DE ? H?IKBJ7J? EJJ;DKJ? 9EIV 9EC;
H?FEHJ7J?�D;BB7 H;B7P?ED;�IKBB7 performance�

Figura 3

-? T :? <7JJE FH?L?B;=?7JE ?B H?IF;JJE :;? J;CF? :;B 9?9BE
 7::?H?J�
JKH7 7DJ?9?F7J?
 D;BB; KBJ?C; <7I?
 H?IF;JJE 7BB7 GK7B?JS :;BB7 9E�
CKD?97P?ED; 7B 9?JJ7:?DE :? GK7DJE EJJ;DKJE� -? FH;L;:; 9E�
CKDGK; :? H?;B78EH7H; ? H?IKBJ7J? ?D KD7 <EHC7 F?X I?DJ;J?97
 7=�
=H;=7J7 ; B;==?8?B;
 F;H <EHD?H; 7B 9?JJ7:?DE KDE IJHKC;DJE F?X
7:;=K7JE F;H B\7D7B?I? :;? H?IKBJ7J? EJJ;DKJ? :7BB\7CC?D?IJH7P?E�
D;�
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';DK a &\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7 a ���07BKJ7P?E�
D;�:;BB7 performance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;
IKBB7 performance a ����&7�H;B7P?ED;�IKBB7 performance

Fattore: valutazione degli obiettivi
*;H GK7DJE H?=K7H:7 B7 L7BKJ7P?ED; :;=B? E8?;JJ?L? B; I9>;:;
D;BB7 H;B7P?ED; IEDE IJ7J; IJHKJJKH7J; F;H <EHD?H; KD set 9EC�
FB;JE :? ?D<EHC7P?ED? H;B7J?L; 7 9?7I9KD E8?;JJ?LE� ?D:?97JEH?

target
 7P?ED? :7 7JJ?L7H;� *;H GK7DJE H?=K7H:7 B7 H;D:?9EDJ7�
P?ED; :;? H?IKBJ7J?
 BE I9>;C7 7:EJJ7JE T 7D7BE=E
 I? T IEBE
F7II7J? :7 KD <E=B?E ;N9;B 7: KD framework :;B software :?
9EDJHEBBE�:?H;P?ED7B;�
�? I;=K?JE
 :7BB\7BB;=7JE � 7BB7 :;B?8;H7 D� �� :;B �������� ]7F�
FHEL7P?ED; :;BB7 H;B7P?ED; IKBB7 performance^ I? H?FEHJ7 KD7
I9>;:7�:?�L7BKJ7P?ED;�
-? JH7JJ7 :;BB7 I9>;:7 :? L7BKJ7P?ED; :;B I;JJEH; ] DJH7J; 9E�
CKD7B?^��"B?�E8?;JJ?L?�IJH7J;=?9E=;IJ?ED7B?�:;B�I;JJEH;�;H7DE���

_ L;H?<?97�:?�DKC;HE�������FEI?P?ED?�JH?8KJ7H?;�$�$�
_ BEJJ7 ;L7I?ED; JH?8KJ? ;H7H?7B?� ?DL?E D� ��� I;=D7B7P?ED? GK7�
B?<?97J;�7:��=;DP?7� DJH7J;�
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_ ECE=;D;?PP7P?ED; FHE9;:KH7 H;JJ; F;H D� � 9ECKD? 9ED
FHE9;:KH7�KD?ED;�;�7BJH?�9ECKD?�

_ 9EDJHEBBE 9EDJH?8KP?ED? ���� E99KF7P?ED? IKEBE FK88B?9E

FK88B?9?JS F;HC7D;DJ?
 7<<?II?ED?
 I;HL?P? 7 :EC7D:7 ?D:?�
L?:K7B;�  C?II?ED; H;B7J?L? 7LL?I? IEBB;9?JE ; B?GK?:7P?ED;
����� '?DEH; IF;I7 F;HIED7B; 7 I;=K?JE H7P?ED7B?PP7P?ED;
; I;CFB?<?97P?ED; FHE9;:KH;
 9ED H?:KP?ED; D�� KD?JS :? F;H�
IED7B;�
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Figura 4
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';DK a &\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7 a ���07BKJ7P?E�
D;�:;BB7 performance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;
IKBB7 performance

3.4 Tema: Esiti della valutazione

$B FHE9;IIE :? L7BKJ7P?ED; ; H;D:?9EDJ7P?ED; T 7LL;DKJE ;DJHE
? FH?C? GK7JJHE C;I? :;BB\7DDE� (;? FH?C? :K; C;I? T IJ7J7 L7�
BKJ7J7 B7 performance EH=7D?PP7J?L7� +K?D:? I? T FHE9;:KJE 7
L7BKJ7H; B7 performance ?D:?L?:K7B;� :?H?=;DJ?
 FEI?P?ED? EH=7�
D?PP7J?L;�;�JKJJE�?B�H;IJE�:;B�F;HIED7B;�
-?�C;JJ;�?D�;L?:;DP7�?B�H?IF;JJE�:;?�J;CF?�
*;H GK7DJE H?=K7H:7 B\;IJ;DI?ED; :;BB7 performance L7BKJ7J7

I? DEJ7 9>; JKJJ? =B? 7C8?J? ?D9BKI? D;B F?7DE :;BB7 performance

IEDE IJ7J? L7BKJ7J?� "B? 7C8?J? DED L7BKJ7J? DED ;H7DE E==;JJE
:;BB7 FHE=H7CC7P?ED;L7BKJ7P?ED;� ?CF7JJ?
 7JJ?L?JS EH:?D7H?;�
�7 DEJ7H; 9>; 9ECKDGK; B; 7JJ?L?JS EH:?D7H?; IEDE IJ7J; CE�
D?JEH7J; :7? I?D=EB? I;HL?P? 7D9>; I; DED IEDE IJ7J; E==;JJE :?
L7BKJ7P?ED;�



$ 9H?J;H? 7:EJJ7J? D;BB7 L7BKJ7P?ED; DED I? H?<7DDE 7: KD 97B9EBE
7KJEC7J?9E :;? H?IKBJ7J? EJJ;DKJ? BKD=E B; :?C;DI?ED? C?IKH7J;
:7=B? IF;9?<?9? ?D:?97JEH? KJ?B?PP7J?� "B? E8?;JJ?L? IEDE F;I7J?
7BB\?DJ;HDE :;B I;HL?P?E ; GK?D:? B7 performance EH=7D?PP7J?L7
:;B I;HL?P?E T :7J7 :7BB7 IECC7 F;I7J7 :;B =H7:E :? H7==?KD�
=?C;DJE :? J7B? E8?;JJ?L?
 C7 =B? ?D:?97JEH? 7<<;H;DJ? 7: E=D? I?D�
=EBE E8?;JJ?LE DED IEDE IJ7J?
 7 BEHE LEBJ7
 FH;L;DJ?L7C;DJ;
F;I7J?
 D;BB\;9EDEC?7 :;BB\E8?;JJ?LE IJ;IIE� +K;IJE <7JJE >7 B7�
I9?7JE KD C7H=?D; :? :?I9H;P?ED7B?JS D;BB7 L7BKJ7P?ED; 9>; 7B
:? BS :? KD7 FH?C7 IKF;H<?9?7B; 9H?J?97 :? C7D97DP7 :? E==;JJ?�
L?JS
 >7 F;HC;IIE :? ?DJHE:KHH; D;BB7 L7BKJ7P?ED; KD7 I;H?; :?
7==?KIJ7C;DJ? <ED:7C;DJ7B? L?IJE 9>; B\?DJHE:KP?ED; :;B 9?9BE
:? =;IJ?ED; :;BB7 performance ;H7 IJ7J7 L?IIKJ7 9EC; KD CE�
C;DJE IF;H?C;DJ7B; :7 9EDIEB?:7H; ?D I;=K?JE
 IEFH7JJKJJE F;H
GK7DJE�H?=K7H:7�B7 performance ?D:?L?:K7B;�
&7 9>?7H;PP7 :;BB7 performance H7==?KDJ7 T IJ7J7 H?I9EDJH7J7
:7B FKDJE :? L?IJ7 ?DJ;HDE� �7B FKDJE :? L?IJ7 :;B 9?JJ7:?DE
 T
9>?7HE ?B B?L;BBE :? EJJ;D?C;DJE :? KD E8?;JJ?LE �L;:7I? ? 9HKI9EJJ?
IKB I?JE :;BB\/D?ED; F;H 9?7I9KD I;HL?P?E�
 C7 DED T 9>?7HE ?B
H7P?ED7B;�9>;�9?�IJ7�:?;JHE�;�B7�L?I?ED;�:?�?DI?;C;�
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-?IJ;C7
 F?7DE ; H;B7P?ED; IEDE JH7 :? BEHE 9E;H;DJ?� B7 H;B7�
P?ED; H?IF;99>?7 JEJ7BC;DJ; ?B F?7DE :;=B? E8?;JJ?L? 7 9K? 7=�
=?KD=;�IEB7C;DJ;�?�H?IKBJ7J?�9EDI;=K?J?�
�B CEC;DJE B\;I?JE :;BB7 L7BKJ7P?ED; DED JHEL7 KJ?B?PPE D;B
FHE9;IIE :;9?I?ED7B;
 7D9>; I; GK7B9>; I?D:79E 9EC?D9?7
7: 7FFH;PP7H; ?B benchmarking ?DJ;HDE ; KI7 GK;IJ; ?D<EH�
C7P?ED? I?7 9EC; 87I; F;H ?B C?=B?EH7C;DJE I?7 F;H <7H B;L7
IKBB\/D?ED; F;H GK7DJE H?=K7H:7 ?B J;HH?JEH?E :? IK7 9ECF;J;D�
P7�
$B FHE9;IIE :? L7BKJ7P?ED; T IJ7JE 7887IJ7DP7 ?DJ;H?EH?PP7JE
:7B F;HIED7B; :;BB\/D?ED; ;: DED T L?IIKJE ?D KD EJJ?97 FKH7�
C;DJ;�8KHE9H7J?97�
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';DK a &\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7 a ���07BKJ7P?E�
D;�:;BB7 performance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;
IKBB7 performance

3.5 Azioni di miglioramento e lesson learned

&\/D?ED; :;? 9ECKD? :;BB7 �7II7 ,EC7=D7 T KD7 :;BB; 7C�
C?D?IJH7P?ED? :? H?<;H?C;DJE F;H GK7DJE H?=K7H:7 B\7FFB?97P?ED;
:;B 9?9BE :? =;IJ?ED; :;BB7 performance� &E I<EHPE 9>; T IJ7JE
<7JJE F;H ?DJHE:KHH; ?B 9?9BE :? =;IJ?ED; :;BB7 performance

7BB\?DJ;HDE :;BB7 C799>?D7 7CC?D?IJH7J?L7
 ; F;H ?DJ;H?EH?PP7HBE
D;? 9ECFEHJ7C;DJ? :;BB; F;HIED; 9>; 9? B7LEH7DE
 T L;H7C;D�
J; DEJ;LEB;
 IEFH7JJKJJE I; I? J?;D; 9EDJE :;BB7 9EDJ?DK7 ;LE�
BKP?ED; ; JH7I<EHC7P?ED; :;BB\/D?ED;
 I?7 ?D J;HC?D? :? I;HL?�
P? 9ED<;H?J?
 I?7 ?D J;HC?D; :? F;HIED7B; JH7I<;H?JE� D;B ����
8;D ��� F;HIED; IEDE F7II7J; :7BB; I?D=EB; 7CC?D?IJH7P?E�
D;
 7BB\7CC?D?IJH7P?ED; :;BB\/D?ED;� &7 <7I; :? IF;H?C;DJ7�
P?ED; H;B7J?L7 7BB\?DJHE:KP?ED; :? GK;IJE DKELE 7FFHE99?E 7B�
B7 FHE=H7CC7P?ED;L7BKJ7P?ED; FKW :?HI? 9ED9BKI7 ; B\/D?ED;
FKW F7II7H; 7: KD7 DKEL7 <7I; :? IF;H?C;DJ7P?ED; F;H
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B\7<<?D7C;DJE :;? C;997D?IC? ?DJHE:EJJ?
 I?7 ?D J;HC?D? :? FHE�
=H7CC7P?ED; I?7 ?D J;HC?D? :? L7BKJ7P?ED;� � IKFFEHJE
:;BB\7D7B?I? I? <EHD?I9; KD7 =H?=B?7 I?DJ;J?97 9>; H?9>?7C7 ? J;C?
; ? <7JJEH? FH;I;DJ7J? D;? F7H7=H7<? FH;9;:;DJ? 9ED GK7B9>; IK=�
=;H?C;DJE IKBB; FEII?8?B? 7P?ED? :? C?=B?EH7C;DJE 7D9EH7 7J�
JK78?B? F;H H;D:;H; 7D9EH7 F?X ;<<?979; B7 =;IJ?ED; :;BB7 per-

formance 7BB\?DJ;HDE�:;BB\/D?ED;�

Tabella 4

Tema.fattore Descrizione Possibili Azioni di miglioramento
����,KEBE
:;=B?�EH=7D?�:?
L;HJ?9;�FEB?J?9E
7CC?D?IJH7J?LE

*;H�GK7DJE�H?=K7H:7�B7�L7BKJ7P?ED;
�B7
9ECFED;DJ;�7CC?D?IJH7J?L7�ILEB=;�KD�HKEBE
EF;H7J?LE
�B7�9ECFED;DJ;�FEB?J?97�ILEB=;�KD
HKEBE�:?�H7J?<?97

��

����,KEBE
:;BB\)$0

&\)$0 ?DJ;HL?;D;�?D�JKJJ;�B;�<7I?�:;B 9?9BE�:?
=;IJ?ED;�:;BB7 performance

��

����!7I?�;
J;CF?

!7I?�;�J;CF?�IEDE�H?IF;JJ7J?���7�DEJ7H;�9>;�B7
H;B7P?ED;�IKBB7 performance FH;9;:;�B7
H?<EHCKB7P?ED;�:;B F?7DE�:;BB7 performance

��

�� *?7DE�:;BB7
performance

���������

$B�*:*�����������DED�I?�:?I9EIJ7
:7BB\?CFEIJ7P?ED;�:7J7�7B�F?7DE�FH;9;:;DJ;

&;�I9>;:;�E8?;JJ?LE�FEJH;88;HE�;II;H;�KBJ;H?EHC;DJ;�C?=B?EH7J;�F;H
<79?B?J7HD;�I?7�B7�9ECF?B7P?ED;
�I?7�B7�B;JJKH7

�����C8?J?�:?
L7BKJ7P?ED;

-EDE�IJ7J?�7==?KDJ?�?D:?97JEH?�F;H�CED?JEH7H;�B;
7JJ?L?JS�EH:?D7H?; ��

����-JHKJJKH7
:;BB7�H;B7P?ED;

&7 H;B7P?ED;�IKBB7 performance T�H7FFH;I;DJ7J7
:7BB7�H;D:?9EDJ7P?ED;�:;B�=H7:E�:?
9EDI;=K?C;DJE�:;=B?�E8?;JJ?L?

&7�H;B7P?ED;�:ELH;88;�9EDJ;D;H;�7D9>;�KD7�F7HJ;�:;I9H?JJ?L7�:?
IKFFEHJE�7BB7�B;JJKH7�:;?�H?IKBJ7J?�9EDI;=K?J?
�;:�;II;H;�H;7B?PP7J7�?D
<EHC7JE�F?X�<HK?8?B;�:7�F7HJ;�:;B�9?JJ7:?DE��'7D97�KD7�7D7B?I?�;:
KD7�?DJ;HFH;J7P?ED;�:;?�H?IKBJ7J?�H7==?KDJ?

���
L7BKJ7P?ED;
:;=B?�E8?;JJ?L?

$B�C;997D?ICE�:?�L7BKJ7P?ED;�T
�LEBKJ7C;DJ;

7D9EH7�?D�<7I;�IF;H?C;DJ7B;

*EJH;88;HE�;II;H;�C?=B?EH7J?�D;B�J;CFE�?�9H?J;H?�;�B;�CE:7B?JS�:?
L7BKJ7P?ED;

��� I?J?�:;BB7
L7BKJ7P?ED;

*KH�DED�7:EJJ7D:E�B7�BE=?97�:;B�H7DA?D=�<EHP7JE

B\;I?JE�:;BB7�L7BKJ7P?ED;�>7�CEIJH7JE�KD7
I?=D?<?97J?L7�:?<<;H;DP?7P?ED;�7�B?L;BBE�9ECF7HJE

C;DE�7�B?L;BBE�:;?�:?H?=;DJ?�:\7H;7

*HEI;=K?H;�D;B�9EDIEB?:7C;DJE�:?�KD7�9KBJKH7�:;BB7 performance

I?7�?D�J;HC?D?�:?�H?IKBJ7J?�:7�F;HI;=K?H;
�I?7�?D�J;HC?D?�:?�FHE9;II?�;
9ECFEHJ7C;DJ?�7�IKFFEHJE�:;B�BEHE�F;HI;=K?C;DJE
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';DK a &\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7 a ���07BKJ7P?E�
D;�:;BB7 performance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;
IKBB7 performance a �����P?ED?�:?�C?=B?EH7C;DJE�; lesson learned

Ulteriori azioni di miglioramento del sistema di
misurazione e valutazione della performance
organizzativa
$B focus :;BB; 7P?ED? :? C?=B?EH7C;DJE
 7JJ?L7J; D;BB7 I;9ED:7
F7HJ; :;B ����
 T IJ7JE ?D:?H?PP7JE 7B C?=B?EH7C;DJE :;B I?�
IJ;C7 ?D:?97JEH? ?D =;D;H7B; ;: 7BB\?DJHE:KP?ED; :;BB7 L7BKJ7�
P?ED; :;BB; 7JJ?L?JS EH:?D7H?; ?D F7HJ?9EB7H;� &\?:;7 :? H;7B?PP7�
H; KD 9HKI9EJJE F;H ?B CED?JEH7==?E :;BB; F7HJ;9?F7J; T IJ7�
J7 IEIF;I7 ?D 7JJ;I7 :;BB7 9H;7P?ED; :? KD7 IEHJ7 :? >EB:?D=
:;BB\/D?ED; 7 9K? ? 9ECKD? 9ED<;H?I97DE B; FHEFH?; F7HJ;9?F7J;�
&\7JJ?L?JS ILEBJ7 IKBB7 C?IKH7P?ED; :;BB; 7JJ?L?JS EH:?D7H?; >7
FEHJ7JE 7BB7 :;<?D?P?ED; :;BBE I9>;C7 :7 7:EJJ7H; F;H C?IKH7�
H; ? I;HL?P? 7B :? BS :;=B? E8?;JJ?L? IJH7J;=?9? 7 BEHE 7II;=D7J?� &7
C?IKH7P?ED; :;BB; 7JJ?L?JS EH:?D7H?; I7HS ?DI;H?J7 D;B F?7DE :;B�
B7 performance ?D�<7I;�:?�H;L?I?ED;�?D<H7DDK7B;�
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Obiettivi delle azioni di miglioramento svolte dall’ammi-
nistrazione
&; 7P?ED? :? C?=B?EH7C;DJE 9ED9EH:7J; D;BB7 I;9ED:7 F7HJ;
:;B ���� ; FEHJ7J; 7L7DJ? :7BB\7CC?D?IJH7P?ED;
 >7DDE ?D�
<BK;DP7JE FEI?J?L7C;DJ; B\7FFHE99?E 7BB7 C?IKH7P?ED; 7JJK7JE
:7BB\/D?ED;�:;?�9ECKD?�:;BB7��7II7�,EC7=D7�
-; B\?CF?7DJE 9ECFB;II?LE :;B I?IJ;C7 :? C?IKH7P?ED; ; L7�
BKJ7P?ED; :;BB7 performance ; B\?CFEIJ7P?ED; :7J7 7B 9?9BE :?
=;IJ?ED; :;BB7 performance I? ;H7DE :7 IK8?JE :?CEIJH7J? HE�
8KIJ?
 C?DEH; 7JJ;DP?ED; ;H7 IJ7J7 FEIJ7 7BB7 :;<?D?P?ED; :;=B?
?D:?97JEH?�;:�7B�BEHE�KJ?B?PPE�D;?�L7H?�I;HL?P?�
&;�7P?ED?�:?�C?=B?EH7C;DJE�>7DDE�

_ 9H;7JE B7 9EDI7F;LEB;PP7 9>; KD ?D:?97JEH; :;887 ;II;H;
I;CFH; 9EBB;=7JE 7: KD E8?;JJ?LE :7 F;HI;=K?H;
 7D9>; F;H
B; 7JJ?L?JS EH:?D7H?;
 9>; J7B; E8?;JJ?LE :;887 ;II;H; ?:;D�
J?<?97JE FH?C7 :;BB\?D:?97JEH; ;: ;II;H; 9E;H;DJ;
 E F;H�
BEC;DE DED ?D 9EDJH7::?P?ED;
 9ED =B? ?DJ;DJ? IJH7J;=?9?
:;BB\EH=7D?PP7P?ED;� +K?D:? T IJ7JE C?=B?EH7JE ?B FHE9;IIE :?
:;<?D?P?ED;�:;=B?�?D:?97JEH?�
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_ ?DJHE:EJJE KD7 7D7=H7<?97 :;=B? ?D:?97JEH? 9>; FKW ;II;H;
KJ?B?PP7J7 ?D JKJJ7 B7 IK7 ;IJ;DI?ED; E ?D <EHC7 H?:EJJ7 7 I;�
9ED:7 :;B :;JJ7=B?E 7B GK7B; I? :;I?:;H7 F;HL;D?H; D;BB7 97�
H7JJ;H?PP7P?ED; :;B\?D:?97JEH;� -? T ;B78EH7JE KD framework

9>;�H?:K9;�7C8?=K?JS�;:�?D9ECFH;DI?ED?�
_ 9EDI;DJ?JE :? IL?BKFF7H; =B? ?D:?97JEH? :;? I;HL?P? F?BEJ7
 :;<?�
D;D:E =B? E8?;JJ?L? :7 F;HI;=K?H;
 ?:;DJ?<?97D:E =B? 7C8?J? :?
C?IKH7P?ED; F?X I?=D?<?97J?L? F;H 9?7I9KD I;HL?P?E ; 97H7JJ;�
H?PP7D:E 9?7I9KD ?D:?97JEH; D;BB\7D7=H7<?97� .7B; FHE9;IIE
FEJHS ;II;H; H?FH;IE GK7D:E I7HS H?7JJ?L7JE ?B FHE=;JJE H;B7�
J?LE�7B�I?IJ;C7�:?�CED?JEH7==?E�:;BB;�F7HJ;9?F7J;�

Percorso di miglioramento programmato
$B F;H9EHIE :? C?=B?EH7C;DJE T ?BBKIJH7JE D;BB7 J78;BB7 �
 9>;
H?9>?7C7 ? J;C? ;IFEIJ? D;B report H;B7J?LE 7BB\7JJK7P?ED; :;BB;
7P?ED? :? C?=B?EH7C;DJE FHEFEIJ; F;H ?B 9?9BE :? =;IJ?ED; :;BB7
performance D;BB\/D?ED;�:;?�9ECKD?�:;BB7��7II7�,EC7=D7�
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Tabella 5

Azioni Progressi Inizio Fine Stato
�D7B?I?�:;=B?
?D:?97JEH?�:?
KJ?B?PP7J?

&\7D7B?I?�>7�C;IIE�?D�;L?:;DP7�B\KIE�:?�?D:?97JEH?�F;H�BE�F?X�B;=7J?�7?�FHE=H7CC?� ������� ������� �ED9BKI7

,;L?I?ED;�:;BBE
I9>;C7
?D:?97JEH?

�88?7CE�FHEFEIJE�KDE�I9>;C7�:7�KJ?B?PP7H;�F;H�I;B;P?ED7H;�;�:;I9H?L;H;�=B?
?D:?97JEH?�H;B7J?L?�7BB;�7JJ?L?JS�EH:?D7H?; ������� ������� �ED9BKI7

,;L?I?ED;�:;=B?
?D:?97JEH?

-EDE�IJ7J?�?D:?L?:K7J?�=B?�?D:?97JEH?�:;?�I;HL?P?�F?BEJ7��7<<7H?�=;D;H7B?
�H7=?ED;H?7

9KBJKH7
�IL?BKFFE�;9EDEC?9E
�C7DKJ;DP?ED;
�;J9���;�9EDIEB?:7JE�?B�C;997D?ICE�
"B?�?D:?97JEH?�F;H�=B?�7BJH?�I;HL?P?�I7H7DDE�:;<?D?J?�IK99;II?L7C;DJ;�:7B�F;HIED7B;
:;BB\/D?ED;�:?�9ECF;J;DP7�9E7:?KL7J?�:7B 9EDJHEBBE�:?�=;IJ?ED;

������� �������

�ED9BKI7�B7
H;L?I?ED;
:;=B?
?D:?97JEH?�:;?
I;HL?P?�F?BEJ7�

$CFEIJ7P?ED;
7D7=H7<?97
?D:?97JEH?

R�?D9BKI7�D;BB7�FHEFEIJ7�:?�I9>;C7�F;H�=B?�?D:?97JEH?�:;BB;�7JJ?L?JS�EH:?D7H?;��'EBJE
FHE878?BC;DJ;�F;H�7B9KD?�I;HL?P?�I7HS�KJ?B?PP7JE�BE�I9>;C7�9ECFB;JE
�F;H�7BJH?�KDE
I9>;C7�H?:EJJE

������� ������� �ED9BKI7

$DJHE:KP?ED;
:;=B?�?D:?97JEH?
:;BB;�7JJ?L?JS
EH:?D7H?;�D;B
I?IJ;C7

�BB7�9ED9BKI?ED;�:;B�F;H9EHIE�B;�7JJ?L?JS�EH:?D7H?;�IEDE�IJ7J;�?DI;H?J;�9EC;�F7HJ;
?DJ;=H7DJ;�:;B 9?9BE�:?�=;IJ?ED;�:;BB7 performance

������� ������� �ED9BKI7

Leading practice e lesson learned
*;H GK7DJE H?=K7H:7 leading practice ; lesson learnt I? FEI�
IEDE ;L?:;DP?7H; B; I;=K;DJ? 9EDI?:;H7P?ED?
 B; FH?C; JH; =?S
9EDJ;DKJ; D;B report H;B7J?LE 7BB\7JJK7P?ED; :;BB; 7P?ED? :? C?�
=B?EH7C;DJE FHEFEIJ; F;H ?B 9?9BE :? =;IJ?ED; :;BB7 perfor-

mance D;BB\/D?ED; :;? 9ECKD? :;BB7 �7II7 ,EC7=D7
 B; KBJ?�
C; :K; :;H?L7J; :7 GK;IJ\KBJ?C7 7D7B?I? ; F?X B;=7J; 7B 9?9BE
D;B IKE 9ECFB;IIE ;: 7B FHE9;IIE :? L7BKJ7P?ED; ?D F7HJ?9EB7�
H;�L7BKJ7P?ED;�

L’esperienza dei comuni della Bassa Romagna



Prima di definire qualsiasi indicatore, è necessario
definire l’obiettivo che si intende perseguire a cui
l’indicatore è collegato.

*H?CE F7IIE T :;<?D?H; =B? E8?;JJ?L? :7 F;HI;=K?H; GK?D:?
:;<?D?H; =B? ?D:?97JEH? F;H CED?JEH7H; ? FHE=H;II? EJJ;DKJ? D;B
F;HI;=K?C;DJE :? J7B? E8?;JJ?L?� /D ?D:?97JEH; I;HL; 7 CED?�
JEH7H; ? FHE=H;II? :? performance 9EDI;=K?J? 7JJH7L;HIE :;�
J;HC?D7J; 7JJ?L?JS ;: 7 <EHD?H; ?D<EHC7P?ED? IKBB; GK7B? 87�
I7H; B; :;9?I?ED? :7 FH;D:;H;� -; DED T 9EBB;=7JE 7: KD
E8?;JJ?LE :7 F;HI;=K?H; F;H:; GK7BI?7I? H?<;H?C;DJE� �D9>;
GK7D:E I? :;I?:;H7 CED?JEH7H; B; 7JJ?L?JS EH:?D7H?; T EF�
FEHJKDE :;<?D?H; FH?C7 GK7B? IEDE =B? E8?;JJ?L? 9>; I? :;I?�
:;H7DE F;HI;=K?H;� T D;9;II7H?E J;D;H FH;I;DJ; 9>; DED
I? JH7JJ7 :? 9EDJ78?B?PP7H; 7JJ?L?JS
 E :? ?DJHE:KHH; 7KJEC7J?�
IC?
 8;DIV :? =;IJ?H; B7 performance :;BB\;DJ;
 I?7 7 B?L;BBE
EH=7D?PP7J?LE�9>;�7�B?L;BBE�?D:?L?:K7B;�
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Ritagliarsi il tempo necessario per pianificare
correttamente e programmare le attività relative al ciclo
di gestione della performance

&\7JJ?L?JS :? F?7D?<?97P?ED; ; 9H;7P?ED; :? KD I?IJ;C7 F;H�
L7I?LE :? E8?;JJ?L??D:?97JEH?target
 I; ;<<;JJK7J7 F;H B7 FH?�
C7 LEBJ7
 H?9>?;:; CEBJE F?X J;CFE :? GK;BBE 9>; I? FKW
IJ?C7H; ?D FH?C7 87JJKJ7� .;D;D:E 9EDJE 9>; ?B F;HIED7B;
T ?CF;=D7JE ?D L7H?; 7BJH; 7JJ?L?JS 9EHH;DJ? ; 9>; 9? IEDE
I;CFH; ;C;H=;DP; FH?EH?J7H?; 9>; H?9>?;:EDE B\7JJ;DP?ED;

? J;CF? FHE=H7CC7J? :?<<?9?BC;DJ; IEDE H?IF;JJ7J?� '7DJ;�
D;H; KD C7H=?D; :? C7DELH7 F?X 7CF?E F;HC;JJ; :? 7L;H;
F?X CEC;DJ? :? H?<B;II?ED; ; :? 9ED:?L?I?ED; F;H <7H; 9H;�
I9;H; ?DI?;C; JKJJ7 B\EH=7D?PP7P?ED; ;: ;L?J7H; 9>;
B\?CFB;C;DJ7P?ED; :;B 9?9BE I?7 9EDI?:;H7J7 IEBE KD 7:;C�
F?C;DJE <EHC7B; :7 9ECF?;H; F;H9>U H?9>?;IJE :7BB7 DEH�
C7J?L7�

Dotarsi di un sistema informativo adeguato
+K;IJ7 9EDI?:;H7P?ED; DED :;H?L7 :7BB; 7P?ED? :? C?=B?E�
H7C;DJE 9>; 7L;L7CE 9ED9EH:7JE 9ED B\7CC?D?IJH7P?ED;
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C7 788?7CE DEJ7JE
 FHEFH?E D;BB\7<<?7D97C;DJE
 GK7DJE
I?7 ?CFEHJ7DJ; 7L;H; KD I?IJ;C7 ?D<EHC7J?LE ?D =H7:E :?
IKFFEHJ7H; 7:;=K7J7C;DJ; B\?CFB;C;DJ7P?ED; :;B 9?9BE :?
=;IJ?ED; :;BB7 performance� &7LEH7H; ?D ;N9;B
 GK7D:E
B\;DJ; T F?KJJEIJE 7HJ?9EB7JE
 H?9>?;:; KD ?CF;=DE DEJ;LEB;
:7 F7HJ; :;BB; H?IEHI; KC7D; :;:?97J; ; I? H?L;B7 FH;IIE�
9>U ?CFH7J?978?B; GK7D:E F?X F;HIED; 7=?I9EDE IK? C;�
:;I?C? <?B;� /D I?IJ;C7 ?D<EHC7J?LE 9EBB;=7JE 7B I?IJ;C7 :?
9EDJHEBBE :? =;IJ?ED; E ?DJ;=H7JE 9ED ;IIE
 9ED B7 =;IJ?E�
D; :;B F;HIED7B; ; 9ED ?B =;IJ?ED7B; KJ?B?PP7JE F;H B7 9ED�
J78?B?JS F;HC;JJ; :? 7L;H; ?D KD KD?9E 9EDJ;D?JEH; JKJJ? ? :7J?
D;9;II7H? F;H =;IJ?H; ?D C7D?;H7 ;<<?979; B7 performance

:;BB\;DJ;�

Rispettare i tempi del ciclo
$B H?IF;JJE :;? J;CF? :;B 9?9BE T <ED:7C;DJ7B;
 FE?9>U FEHJ7
9ED IU B7 9H;:?8?B?JS :;BB\?DJ;HE I?IJ;C7� &E I<EHPE :7 9EC�
F?;H; ?D?P?7BC;DJ; T DEJ;LEB;
 C7 I; 9? I? H?;I9; ? H?IKBJ7J?
EJJ;DKJ? IEDE ;IJH;C7C;DJ; FEI?J?L?� +K?D:? T D;9;II7H?E
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9KH7H; 9ED 7JJ;DP?ED; E=D? <7I; :;B 9?9BE F;H <7H I? 9>; ?B
JKJJE�I?�ILEB=7�I;9ED:E�?�J;CF?�FHE=H7CC7J?�

Non introdurre automatismi nella valutazione
$B <7JJE :? DED 7<<?:7HI? 7: KD7 L7BKJ7P?ED; FH;JJ7C;DJ;
87I7J7 IK 7KJEC7J?IC? ; 9H?J;H? :;J;HC?D?IJ?9? FKW
7BB\7FF7H;DP7 I;C8H7H; KD7 H?DKD9?7 7BB\E==;JJ?L?JS�
�\7BJHE 97DJE B\?DJHE:KP?ED; :? 7KJEC7J?IC? FKW 9ED:KHH;
7: KD7 C7D97DP7 :? 7D7B?I?
 9ECFH;DI?ED; ;: ?DJ;HFH;J7�
P?ED; :;? :7J? H;B7J?L? 7BB7 performance 9EDI;=K?J7
 7D9EH
F?X :;B;J;H?7 ; ?DJHE:KHH; :?IJEHI?ED? 8;D F?X =H7L?� *E?9>U
?D 9;HJ; I?JK7P?ED? DED T <79?B; L7BKJ7H; I; B7 performance

EJJ;DKJ7 I?7 IE::?I<79;DJ; 87I7D:EI? ;I9BKI?L7C;DJ; IK?
H?I9EDJH? 9ED ? target 7II;=D7J?
 T ?CFEHJ7DJ; 9>; I?7 9ED�
I;DJ?J7 KD7 9;HJ7 <B;II?8?B?JS D;BB7 L7BKJ7P?ED;
 IEFH7JJKJJE
?D <7I; :? HE:7==?E ; IF;H?C;DJ7P?ED; :;BBE IJHKC;DJE� �B�
JH;JJ7DJE ?CFEHJ7DJ; T 9>; GK;IJ7 <B;II?8?B?JS I?7 :?9>?7H7J7
ex ante F;H H;D:;H; JKJJE B\?CF?7DJE JH7IF7H;DJ; ; 9ED:?�
L?IE� R 9>?7HE 9>; GK;IJE FKW ;II;H; 9EDI;DJ?JE IEBE I;
B\7CC?D?IJH7P?ED; T C7JKH7
 ?D GK7DJE GK;IJ7 :?I9H;P?E�
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D7B?JS T F;DI7J7 F;H 9EHH;==;H; ;L;DJK7B? :?IJEHI?ED? D;B�
B7 L7BKJ7P?ED; ; DED 9;HJE F;H 7CFB?<?97HB; 7 F?79?C;DJE :?
GK7B9>;�:?H?=;DJ;�
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Collegamenti

�B <?D; :? H;D:;H; F?X 7=;LEB; ?B F;H9EHIE :? 7FFHE<ED:?C;DJE
I? I;=D7B7DE :? I;=K?JE ? 9EDJ;DKJ? :;BB; 7BJH; I;P?ED? 9>;
9ECFED=EDE�?B�C7DK7B;�

_ &E IL?BKFFE :;B 9?9BE :;BB7 performance� FH?D9?F? ; 9H?J;H?

9>; FH;I;DJ7 ?B GK7:HE :;? FH?D9?F7B? ;B;C;DJ? IK? GK7B? T EF�
FEHJKDE 9>; E=D? 7CC?D?IJH7P?ED; H?<B;JJ7 F;H H7<<EHP7H; B7
FHEFH?7 97F79?JS :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB; perfor-

mance� &7 I;P?ED; 9ECFH;D:; B7 check list KJ?B?PP78?B; :7?
9ECKD? 9EC; IJHKC;DJE F;H KD\7KJE7D7B?I? :;BB; 97H7JJ;H?�
IJ?9>;�;�:;B�<KDP?ED7C;DJE�:;B�I?IJ;C7�

_ ?B H7FFEHJE IK? F;H9EHI? :? C?=B?EH7C;DJE D;? 9ECKD? :;BB;
H;=?ED? )8?;JJ?LE �EDL;H=;DP7
 9>; ?BBKIJH7 ?B F;H9EHIE :;B
B7LEHE :;BB; 7CC?D?IJH7P?ED? 9E?DLEBJ; ?D �7B78H?7
 �7CF7�
D?7
 *K=B?7 ; -?9?B?7 9ED B\7JJ?L?JS :? 7<<?7D97C;DJE
 FH;I;D�
J7D:ED; ? C?=B?EH7C;DJ? 9EDI;=K?J? D;BB\7JJK7P?ED; :;B 9?�



9BE :? =;IJ?ED; :;BB7 performance ;: ;L?:;DP?7D:E 7B9KD;
;IF;H?;DP;�F7HJ?9EB7HC;DJ;�I?=D?<?97J?L;�

_ ?B H7FFEHJE IKBB\ LEBKP?ED; ?D 9EHIE D;? 9ECKD? 97FEBKE=E
:? FHEL?D9?7
 9>; :;I9H?L; ?D EJJ?97 9ECF7H7J?L7 B\;I?JE
:;BB\;I7C; 9ECF?KJE IKB <?D?H; :;B ���� IK? I?J? web ; FHE�
FED;
 F;H KD7 I;B;P?ED; :? 9ECKD? 97FEBKE=E :? FHEL?D9?7

7FFHE<ED:?C;DJ? 9ED:EJJ? 7JJH7L;HIE 7D7B?I? :E9KC;DJ7B;
;:�?DJ;HL?IJ;�
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L’esperienza del comune di Verona

����D7B?I?�:;B�I?IJ;C7�:?�C?IKH7P?ED;�:;BB7 perfor-

mance EH=7D?PP7J?L7

����$DJHE:KP?ED;��$B�9ECKD;�:?�0;HED7

����$DDEL7P?ED?�D;?�I?IJ;C?�:?�C?IKH7P?ED;�H;7B?PP7J;
D;=B?�KBJ?C?�7DD?

��� Review :;B�I?IJ;C7�:?�C?IKH7P?ED;�:;BB7 perfor-

mance EH=7D?PP7J?L7

��� Lesson learned ;�FKDJ?�:?�<EHP7�:;B�F;H9EHIE�H;7�
B?PP7JE

���&;��P?ED?�:?�'?=B?EH7C;DJE�:;B�I?IJ;C7�:?�C?IKH7�
P?ED;�;�L7BKJ7P?ED;�:;BB7 performance



����"B?�E8?;JJ?L?�:;BB;�7P?ED?�:?�C?=B?EH7C;DJE

����$B�F;H9EHIE�:?�C?=B?EH7C;DJE�H;7B?PP7JE�:7BB\7CC?�
D?IJH7P?ED;

����"B?�;<<;JJ?�:;BB;�7P?ED?�:?�C?=B?EH7C;DJE�IKB�I?IJ;C7
:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance EH=7�
D?PP7J?L7

��� Leading practice � lesson learned

���07BKJ7P?ED;�:;BB7 performance
�H;:7P?ED;�:;B
F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7 perfor-

mance

$DJHE:KP?ED;

����$B�*HE9;IIE�:?�L7BKJ7P?ED;�:;?�H?IKBJ7J?�����
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����$B�F?7DE�:;BB7 performance ���������

����&7�H;B7P?ED;�IKBB7 performance

����"B?� I?J?�:;BB7�L7BKJ7P?ED;

�����P?ED?�:?�C?=B?EH7C;DJE�; lesson learned
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7

1. Analisi del sistema di misurazione della
performance organizzativa

Introduzione
&7 FH;I;DJ; I;P?ED; 9EDJ?;D; KD H7FFEHJE H;B7J?LE
7BB\;IF;H?;DP7 C7JKH7J7 :7B 9ECKD; :? 0;HED7 ?D J;C7 :? C?�
IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance� $ IK99;II?L? F7H7�
=H7<? FH;I;DJ7DE D;B :;JJ7=B?E B; 7D7B?I? ILEBJ; FH;IIE 9?7I9K�
D7 7CC?D?IJH7P?ED; D;BB\7C8?JE :;B *HE=;JJE 07BKJ7P?ED; :;B�
B; Performance ?D H;B7P?ED; 7B I?IJ;C7 :? C?IKH7P?ED; ; L7BK�
J7P?ED; :;BB7 performance EH=7D?PP7J?L7 ?D ;II;H; D;B �����
.7B? F7H7=H7<? :;I9H?LEDE ?DEBJH; B; 7P?ED? :? C?=B?EH7C;DJE FE�
IJ; ?D ;II;H; :7B 9ECKD; D;B F;H?E:E �������� 7B <?D; :? H7<�
<EHP7H; ?B 9?9BE :;BB7 performance
 B7 L7BKJ7P?ED; :;BB7 perfor-

mance
 B7 H;:7P?ED; :;B F?7DE ; :;BB7 H;B7P?ED; IKBB7 perfor-

mance�



*;H KD7 L?I?ED; :\?DI?;C; :;BB; ;IF;H?;DP; C7JKH7J; ?D JKJJ; ;
I;? B; 7CC?D?IJH7P?ED? F?BEJ7 FH;I; 7 H?<;H?C;DJE D;B *HE=;JJE
07BKJ7P?ED; :;BB; Performance T FEII?8?B; 9EDIKBJ7H; B7 I;�
P?ED;  IF;H?;DP; ; leading practice ?D 7B9KD; 7CC?D?IJH7P?E�
D? BE97B?� .7B; I;P?ED; FH;I;DJ7 ?D J;HC?D? 9ECF7H7J?L? ? H?IKB�
J7J? :;B F;H9EHIE :? 7D7B?I? 9ECF?KJE IKBB; I;? 7CC?D?IJH7P?ED?
F?BEJ7 D;B F;H?E:E �������� 9ED B\E8?;JJ?LE :? C;JJ;H; ?D ;L?�
:;DP7 B; leading practice :KH7DJ; B\;IF;H?;DP7 :? 7JJK7P?ED;
:;BB; ?DDEL7P?ED? ?D J;C7 :? performance management ?DJHE�
:EJJ;�:7B�:;9H;JE�B;=?IB7J?LE�D���������

1.1 Il comune di Verona

0;HED7 T KD 9ECKD; L;D;JE 9ED F?X :? ������� 78?J7DJ? ;: T
97FEBKE=E :;BB\ECED?C7 FHEL?D9?7� !BEH?:E 9;DJHE ;9EDEC?9E
:;B DEH:�;IJ ; ?CFEHJ7DJ; 9;DJHE 9KBJKH7B;
 T
 7 F7HJ?H; :7=B?
7DD? \��
 C;J7 :? <BKII? C?=H7JEH? 9>;
 I;9ED:E ? :7J? $-.�.

>7DDE FEHJ7JE =B? IJH7D?;H? H;I?:;DJ? D;B 9ECKD; 7 IKF;H7H;
?B ��� :;BB7 FEFEB7P?ED; 9ECFB;II?L7 H;I?:;DJ;� &7 C7==?EH
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F7HJ; :;? DED ?J7B?7D? H;I?:;DJ? FHEL;D=EDE :7BB\;IJ ;KHEF;E ;
:7BB\�<H?97�
!?DE 7B ���� ?B 9ECKD; T IJ7JE 7CC?D?IJH7JE
 I;DP7 IEBKP?ED;
:? 9EDJ?DK?JS
 :7 =?KDJ; 9;DJH?IJ; ; :7 I?D:79? ;B;JJ? D;B F7HJ?JE
:;BB7 �;CE9H7P?7 �H?IJ?7D7� (;B ���� ?B 9ECKD; L?;D; 9EC�
C?II7H?7JE <?DE 7BB; DKEL; ;B;P?ED?
 9>; I? IEDE J;DKJ;
D;BB\7DDE IK99;II?LE� �EFE ?B F;H?E:E :;B 9ECC?II7H?7C;DJE

F;H :K; C7D:7J? 9EDI;9KJ?L?
 T I?D:79E '?9>;B7 -?HED? '7�
H?EJJ? 9>; L?;D; ;B;JJ7 D;BB; B?IJ; :;B *EFEBE �;BB7 &?8;HJS� �BB;
;B;P?ED? IK99;II?L;
 7 97KI7 :? :?L;H=;DP; D;BB\7C8?JE :;BB7
C7==?EH7DP7
 L?;D; IEIJ?JK?J7 :7B 97D:?:7JE :;BB\/B?LE *7EBE
37DEJJE�
�ED B; KBJ?C; ;B;P?ED? :;B ���� T IJ7JE ;B;JJE I?D:79E
 9ED ?B
��
��� :;? LEJ?
 !B7L?E .EI?
 97D:?:7JE :;BB7 &;=7 (EH:
 ?D
9E7B?P?ED;�9ED�B7�97I7�:;BB;�B?8;HJS�
�JJK7BC;DJ; B7 =?KDJ7 9ECKD7B; T 9ECFEIJ7 :7 JH;:?9? 7II;I�
IEH? F?X ?B I?D:79E 9>; B7 FH;I?;:; ; <H7 ? JH;:?9? 7II;IIEH? T
FH;I;DJ; KD7 IEB7 :EDD7� &\;JS C;:?7 :;=B? 7II;IIEH? T :? 9?H�
97�JH;DJ\7DD?�
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&\EH=7D?PP7P?ED; :;B 9ECKD; :? 0;HED7
 CE:;BB7J7 IK 9H?J;H?
=;H7H9>?9E�<KDP?ED7B?
 9ECFH;D:;
 EBJH; 7BB7 I;=H;J;H?7 =;D;�
H7B; ; 7BB7 :?H;P?ED; =;D;H7B;
 B\7H;7 9KBJKH7
 B\7H;7 =;IJ?ED;
:;B J;HH?JEH?E
 B\7H;7 B7LEH? FK88B?9?
 B\7H;7 H?IEHI; ;9EDEC?9>;

B\7H;7 H?IEHI; KC7D;
 B\7H;7 I;HL?P? IE9?7B?� +K;IJ; IJHKJJKH;
9EIJ?JK?I9EDE H7==HKFF7C;DJ? ECE=;D;? :? I;HL?P?
 7JJ?L?JS

<KDP?ED?
 FHE9;II? :? B7LEHE ; FHE:EJJ?� 7B BEHE ?DJ;HDE B; KD?JS
EH=7D?PP7J?L; IEDE 7HJ?9EB7J; ?D� 9EEH:?D7C;DJ?
 I;JJEH?
 I;HL?�
P?
�KD?JS
�KD?JS�:?�FHE=;JJE�
&; CE:7B?JS :? <KDP?ED7C;DJE 9ECFEHJ7DE KD7 <EHJ; :;B;=7
7BB; 7H;; D;BB7 F?7D?<?97P?ED; EF;H7J?L7 ; 7D9>; D;BB7 I9;BJ7
:;=B? E8?;JJ?L? ; :;=B? ?D:?97JEH?� $B �" EF;H7 9EC;
9EEH:?D7JEH;�IKF;HL?IEH; :;BB; I9;BJ; 7KJEDEC; :;? :?H;JJEH?
:? 7H;7
 D;BB\7C8?JE :;=B? ?D:?H?PP? :? C;:?E�BKD=E J;HC?D;� .KJ�
J7L?7 B; EFP?ED? :? C7==?EH; ?CF7JJE IEDE 7IIKDJ; :7B L;HJ?�
9; FEB?J?9E :;BB\7CC?D?IJH7P?ED;� $B 9EDJHEBBE T 7<<?:7JE 7BB\KD?JS
9>; I? E99KF7 :;B 9EDJHEBBE :? =;IJ?ED;
 ?D staff 7BB7 :?H;P?ED;
=;D;H7B;� &7 <?=KH7 � FH;I;DJ7 B\7JJK7B; EH=7D?=H7CC7
:;BB\7CC?D?IJH7P?ED;�9ECKD7B;�
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&\EH=7D?9E :;B 9ECKD; 7DDEL;H7 9?H97 ���� :?F;D:;DJ?� !H7
GK;IJ?
 9? IEDE I;II7DJ7 :?H?=;DJ?� B\;JS C;:?7 :;? :?H?=;DJ? T :?
��
� 7DD? ; :;B F;HIED7B; 9ECFB;II?LE �:?H?=;DJ? ; DED� T :?
9?H97 �� 7DD?� &; :EDD; :?H?=;DJ; IEDE IEBJ7DJE ?B ��
�� :;B
JEJ7B;
 C;DJH; H7FFH;I;DJ7DE ?B ��
�� :;? :?F;D:;DJ?� $ J7II?
:? JKHDEL;H ?D ;DJH7J7 ;: ?D KI9?J7 IEDE
 H?IF;JJ?L7C;DJ;
 :;B
�
����;�:;B��
���
&7 <EHC7 ; B; CE:7B?JS :? <KDP?ED7C;DJE :;BB7 C799>?D7 7C�
C?D?IJH7J?L7 IEDE IJ7J; :;J;HC?D7J;
 =H7P?; 7: KD7 FH7II? 9ED�
IEB?:7J7 D;B J;CFE
 :7B I;=H;J7H?E =;D;H7B; 7 9K? T IJ7J7 7<�
<?:7J7 B7 governance :;B I?IJ;C7 7CC?D?IJH7J?LE� �ED B; :K;
KBJ?C; 7CC?D?IJH7P?ED? I? T I9;BJE :? 7<<?:7H; B7 =;IJ?ED; 7:
KD :?H;JJEH; =;D;H7B; ; DED F?X 7B I;=H;J7H?E =;D;H7B;
 C7D�
J;D;D:E KDE IJH;JJE 9EEH:?D7C;DJE <H7 ? :K; HKEB?� $B :?H;JJEH;
=;D;H7B; FH;I?;:; ?B 9EC?J7JE :? :?H;P?ED;
 9>; I? H?KD?I9; E=D?
GK?D:?9?�=?EHD?�
$B HKEBE :? :?H;JJEH; =;D;H7B; T E==? H?9EF;HJE :7B �EJJ� ,;D7JE
*?99EB?� ?B HKEBE :? I;=H;J7H?E =;D;H7B; DED T 7JJK7BC;DJ; H?9E�
F;HJE 7 97KI7 :;B F;DI?ED7C;DJE :;B FH;9;:;DJ; I;=H;J7H?E
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=;D;H7B;� GK;IJ7 <?=KH7 T IEIJ?JK?J7 :7B L?9; I;=H;J7H?E =;D;�
H7B; �LL��"?KI;FF;��7H7JJ7�

Figura 1: organigramma dell’amministrazione del comune di Verona

L’esperienza del comune di Verona



�B 9EC?J7JE :? :?H;P?ED;
 FH;I?;:KJE :7B :?H;JJEH; =;D;H7B;
 7<�
<;H?I9EDE ? H;IFEDI78?B? :;BB; � 7H;;� �BB; H?KD?ED? :;B 9EC?J7JE
F7HJ;9?F7 7D9>; ?B L?9; I;=H;J7H?E =;D;H7B; ?D IEIJ?JKP?ED; :;B
I;=H;J7H?E�=;D;H7B;�
&; 9EDIKBJ7P?ED; :;? FEHJ7JEH? :? ?DJ;H;II? DED T FH7II? 9ED�
IEB?:7J7� �LL?;D; IK 87I; E997I?ED7B; ;: T :;LEBKJ7 :? <7JJE
7B I?D:79E ; 7=B? 7CC?D?IJH7JEH? 9>; C7DJ;D=EDE KDE IJH;JJE
H7FFEHJE�9ED�B\EF?D?ED;�FK88B?97�
*;H GK7DJE H?=K7H:7 ?B F;H?E:E :? H?<;H?C;DJE F;H B7 F?7D?<?97�
P?ED;
 GK;IJ7 T <7JJ7 IK I97B7 7DDK7B; ; I? 7HJ?9EB7 D;BB7 ,**

9>; L?;D; H;:7JJ7 E=D? 7DDE
 ;
 F;H C7DJ;D;H; 9E;H;DP7 7J�
JH7L;HIE ? L7H? 7DD?
 IK KD :E9KC;DJE 9>; 9EDJ?;D; B; B?D;;
FHE=H7CC7J?9>;�:;BB\7CC?D?IJH7P?ED;��:7B������7B�������
$ FHE9;II? :? L7BKJ7P?ED; I? IEDE 9ED9;DJH7J? IKBB7 L7BKJ7P?ED;
?D:?L?:K7B; :;? :?H?=;DJ? ; :? JKJJE ?B F;HIED7B;� (;BB\KBJ?C7 L;H�
I?ED; ?B I?IJ;C7 :? L7BKJ7P?ED; ?D:?L?:K7B; >7 7DJ?9?F7JE 7B9KD?
7IF;JJ? :;BB7 H?<EHC7
 JH7 ? GK7B? B7 L7BKJ7P?ED; ;IJ;I7 7 JKJJE
?B F;HIED7B; ; B; <7I9; :? C;H?JE� &E IJ7JKJE 9ECKD7B; T IJ7JE
H?L?IJE ; CE:?<?97JE F?X LEBJ; <?DE 7BB\KBJ?C7 CE:?<?97 :;B �� :?�
9;C8H;������H?=K7H:7DJ;�?B 9?9BE�:;BB7 performance�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7 a ����D7B?I?�:;B�I?IJ;C7�:?
C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7

1.2 Innovazioni nei sistemi di misurazione
realizzate negli ultimi anni

$ F;H9EHI? :? ?DDEL7P?ED; :;B 9ECKD; :? 0;HED7 >7DDE JE997JE
FH?D9?F7BC;DJ; B\KIE :;BB; J;9DEBE=?; $�. ;
 9EC; 788?7CE
=?S H?9EH:7JE
 B7 L7BKJ7P?ED; ?D:?L?:K7B;� $D F7HJ?9EB7H;
 ?B I?�
IJ;C7 ?D<EHC7J?LE J;HH?JEH?7B; T IJ7JE FH;C?7JE 9ED C;DP?ED;
:\EDEH; :7B �?F7HJ?C;DJE :;BB7 !KDP?ED; *K88B?97 � �!*
D;BB\7C8?JE :;B FHE=;JJE ]*H;C?7CE ? H?IKBJ7J?^�
&\7CC?D?IJH7P?ED; FH;9;:;DJ; 7L;L7 :;:?97JE CEBJ7 7JJ;DP?E�
D; 7B J;C7 :;BB7 F?7D?<?97P?ED; IJH7J;=?97� $B :E9KC;DJE :? F?7�
D?<?97P?ED;
 H799EBJE D;B LEBKC; ]0;HED7 ����^ DED T IJ7JE
7:EJJ7JE�:7BB\7JJK7B;�7CC?D?IJH7P?ED;�
*;H B7 :;<?D?P?ED; ; B7 =;IJ?ED; :;B 9?9BE :;BB7 performance

B7 :;B?8;H7 :? =?KDJ7 :;B �������� IKBB\7FFB?97P?ED; :;B ��
&=I� ������� 4&;==? ?B J;IJE ?D H;J; 5 >7 CE:?<?97JE ?B H;=E�
B7C;DJE :? EH=7D?PP7P?ED; 7II;=D7D:E 7B DK9B;E :? L7BKJ7�

http://www.funzionepubblica.gov.it/media/155296/testo_del_decreto_150_del_27ottobre09.pdf


P?ED; B; <KDP?ED? :? )$0 ; :;<?D;D:E B; 97H7JJ;H?IJ?9>; EF;H7�
J?L; ; B; H;IFEDI78?B?JS H;B7J?L; 7B 9?9BE ; 7B F?7DE :;BB7 per-

formance� .7B? ?DDEL7P?ED? IEDE E==? 7D9EH7 IKBB7 97HJ7
 C;D�
JH; IEDE EF;H7DJ?
 9ED ?B 9EEH:?D7C;DJE :;B :?H;JJEH; =;D;H7B;

GK7JJHE =HKFF? :? B7LEHE F;H B\7JJK7P?ED; :;BB; DKEL; :?IFEI?�
P?ED?
 9EIJ?JK?J? 9ED B7 :;J;HC?D7P?ED; :?H?=;DP?7B; D� ���� :;B
��������� .7B? EH=7D?IC? 7LH;88;HE :ELKJE FH;:?IFEHH; KD7
H;B7P?ED; 9ED9BKI?L7 :;BB7 BEHE 7JJ?L?JS ;DJHE ?B DEL;C8H; ����

C7 9?W DED T 7D9EH7 IJ7JE <7JJE
 F;H B7 9ECFB;II?JS :;B 9ECF?�
JE
 9EDI?:;H7D:E 9>; B\7FFB?97P?ED; :;BB7 H?<EHC7 DED I;C8H7
H?;DJH7H;�JH7�B;�FH?EH?JS�:;BB\7CC?D?IJH7P?ED;�
�7 F7HJ; :;? =HKFF? :? B7LEHE 9?J7J? IEDE ?D <7I; 7L7DP7J7 :?
FH;F7H7P?ED;�

_ KD C7DK7B; :;DEC?D7JE *?7DE :;BB7 performance 9>; T 7J�
J;IE D;BB7 IK7 L;HI?ED; :;<?D?J?L7 F;H C7==?E ����� $B :E�
9KC;DJE ?D9BK:; B7 9ECFED;DJ; C;JE:EBE=?97 �?B I?IJ;C7
:? C?IKH7P?ED; ; L7BKJ7P?ED;�� &7 C;JE:EBE=?7 FH;I;DJ7J7
FH;L;:; B\?DJ;=H7P?ED; ; B\7==?EHD7C;DJE :;BB; FH7J?9>; ;
:;BB; FHE9;:KH; :? C?IKH7P?ED; ; 9EDJHEBBE 7JJK7BC;DJ; ?D
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KIE �FHE=H7CC7 :? C7D:7JE
 ,**
 * "
 �EDJE 9EDIKDJ?LE
;99��

_ KD�F?7DE�JH?;DD7B;�F;H�B7�JH7IF7H;DP7�;�B\?DJ;=H?JS
_ KD H;=EB7C;DJE F;H B7 :;<?D?P?ED; :;BB7 97HJ7 :;? I;HL?P? ;
B;�L7BKJ7P?ED?�:? customer satisfaction�

/D7 8EPP7 :;B C7DK7B; ?D :7J7 �� <;88H7?E ���� T IJ7J7 H;I7
:?IFED?8?B;� -? JH7JJ7 ?D H;7BJS
 9EC; 788?7CE :;JJE
 :;B I?IJ;�
C7 :? C?IKH7P?ED; ; L7BKJ7P?ED;
 9>; F;HW DED ?D9BK:; ? 9H?J;H?
F;H B7 L7BKJ7P?ED; :;BB7 performance ?D:?L?:K7B; �JH7JJ7J7 I;�
F7H7J7C;DJ;�
 DU JH7JJ7 B7 L7BKJ7P?ED; :;BB7 performance EH�
=7D?PP7J?L7 �7II;DJ;�� $B C7DK7B; I? 7HJ?9EB7 D;? I;=K;DJ? F7�
H7=H7<?�

_ *HE=H7CC7�:?�C7D:7JE�
_ &7 ,**�
_ $�FHE=H7CC?�:;BB7 ,**�
_ $B * " �
_ $B F?7DE�:;JJ7=B?7JE�:;=B?�E8?;JJ?L? �*�)��
_ "B?�E8?;JJ?L?�
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_ $D:?97JEH?�
_ 9?9BE�:;BB7 performance�
_ $B FHE9;IIE :? F?7D?<?97P?ED;
 FHE=H7CC7P?ED;
 CED?JEH7=�
=?E
 9EDJHEBBE
 H;D:?9EDJ7P?ED; ; reporting :;B 9ECKD; :?
0;HED7�

_ -?IJ;C7�?D<EHC7J?LE�

$B C7DK7B; :;<?D?I9; ?B H799EH:E JH7 ? :?L;HI? :E9KC;DJ? :?
FHE=H7CC7P?ED; :;BB\;DJ;
 9EC; 7B8;HE :;BB7 performance

H7FFH;I;DJ7JE D;BB7 <?=KH7 � � $B C;JE:E ?BBKIJH7JE 9EDI;DJ;
KD\;<<;JJ?L7 H7FFH;I;DJ7P?ED; :? JKJJ; B; 7JJ?L?JS :;BB\;DJ; ; :;B�
B; H;B7P?ED? 9>; ?DJ;H9EHHEDE 9ED B7 IJH7J;=?7
 ? H?IKBJ7J? ; B; H?�
IEHI; <?D7DP?7H?;
 KC7D; ; J;9D?9>;�  IIE <EHD?I9; 799KH7J;
?IJHKP?ED? F;H B7 9ECF?B7P?ED; :;=B? E8?;JJ?L? ; IKBB; FHE9;:KH;
:?�:;<?D?P?ED;
�H;D:?9EDJ7P?ED;
�CED?JEH7==?E�;�9EDJHEBBE�
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Figura 2: l’albero della performance
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7 a ����D7B?I?�:;B�I?IJ;C7�:?
C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7 a ����$DDEL7P?ED?�D;?�I?IJ;�
C?�:?�C?IKH7P?ED;�H;7B?PP7J;�D;=B?�KBJ?C?�7DD?

I sistemi informativi
&7 =;IJ?ED; :;? I?IJ;C? ?D<EHC7J?L? ; :;BB; J;B;9ECKD?97P?ED?
:;B 9ECKD; :? 0;HED7 T 7<<?:7J7 7B �EEH:?D7C;DJE $DJ;HI;JJE�
H?7B; $D<EHC7J?97 e-government
 :? staff 7BB7 :?H;P?ED; =;D;H7�
B;� &\KD?JS
 9>; >7 B7 =;IJ?ED; :?H;JJ7 I?7 :;=B? ?CF?7DJ? hard-

ware 9>; :;? I?IJ;C? ?D<EHC7J?L?
 T 9EEH:?D7J7 :7 KD :?H?=;DJ;
9ED 8KED; ;IF;H?;DP; C7JKH7J; D;B I;JJEH; ?D<EHC7J?9E
 ; >7
KD�EH=7D?9E�:?�9?H97����F;HIED;�
�? F7HJ?9EB7H; H?B?;LE T B\;IJ;IE ?CF?;=E :;BB; J;9DEBE=?; $�.
D;BB; 7JJ?L?JS :? 9ECKD?97P?ED;
 C?IKH7P?ED; ; 9EDJHEBBE� *7H�
J?9EB7HC;DJ; ?DJ;H;II7DJ? IEDE B\;IJ;DI?ED; :;BB7 H;J; wi-fi 7
87IIE 9EIJE 9>; 9EFH; 8KED7 F7HJ; :;B J;HH?JEH?E 9ECKD7B;

I<HKJJ7D:E B7 H;J; :;? I;C7<EH? ; :;? I?IJ;C? :? J;B;IEHL;=B?7D�
P7
 B7 :?IFED?8?B?JS :? KD7 datawarehouse 9>; ?DJ;=H7 JKJJ? ?
database 9ECKD7B? ; ?B -$. ?DJ;=H7JE 9ED B7 97HJE=H7<?7 ; B;
?CC7=?D? :7 H?B;L7P?ED; 7;H;7 ; I7J;BB?J7H; :;B J;HH?JEH?E� 07
?DEBJH; EII;HL7JE 9>; ?B 9ECKD; =;IJ?I9; :?H;JJ7C;DJ; KD7
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server farm =;IJ?J7 9>; T ?D 9EHIE :? JH7I<EHC7P?ED; 7B <?D; :?
H;D:;HB7 KD green data center 97H7JJ;H?PP7JE :7 87II? 9EDIK�
C?�;�H?:EJJE ?CF7JJE 7C8?;DJ7B;�
$B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; I? 7LL7B; :? KD7 F?7J�
J7<EHC7 web 9>; 9EDI;DJ; B\799;IIE ; B7 =;IJ?ED; ?DJ;=H7J7
:? JKJJ; B; ?D<EHC7P?ED? ; :;BB; FHE9;:KH; :7 F7HJ; :? JKJJ? ? IE=�
=;JJ? ?DJ;H;II7J? �:7B B?L;BBE FEB?J?9E 7B B?L;BBE EF;H7J?LE�� .7B;
F?7JJ7<EHC7 =;IJ?I9; ?B * " ; 7D9>; B7 L7BKJ7P?ED; ?D:?L?:K7�
B;�
$B I?IJ;C7 9ECFB;II?LE >7 7LKJE KD\7JJK7P?ED; ?D9H;C;DJ7B;
; DED I? 87I7 IK KD7 F?7JJ7<EHC7 ?DJ;=H7J7� &7 I9;BJ7 <7JJ7 T
IJ7J7 GK;BB7 :? ?DJ;=H7H; ex post B; 7FFB?97P?ED? ;I?IJ;DJ? 7B B?�
L;BBE :;BB\?DJ;H<799?7 9ED ?B browser ; 7B B?L;BBE :;? :7J? 9ED KD
I?IJ;C7 :? datawarehousing� &7 I9;BJ7 :? ?D<EHC7J?97 B;==;H7
>7 9EDI;DJ?JE :? 9EDJ;D;H; =B? ?DL;IJ?C;DJ? 7 L7DJ7==?E :? KD7
F?X�;IJ;I7�;�F;HIED7B?PP7J7�9EF;HJKH7�7FFB?97J?L7�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7 a ����D7B?I?�:;B�I?IJ;C7�:?
C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7 a ����$DDEL7P?ED?�D;?�I?IJ;�
C?�:?�C?IKH7P?ED;�H;7B?PP7J;�D;=B?�KBJ?C?�7DD?

Il sistema di misurazione e valutazione della
performance individuale
$B I?IJ;C7 :? L7BKJ7P?ED; ?D:?L?:K7B; :;I9H?JJE D;B :E9KC;DJE
]:?I9?FB?D7 F;H B7 C?IKH7P?ED; :;BB7 performance ; B7 L7BKJ7�
P?ED; :;B F;HIED7B;^ T ?D KIE =?S :7B ���� F;H B7 L7BKJ7P?ED;
:? JKJJE ?B F;HIED7B; 9ED H?<;H?C;DJE 7? H?IKBJ7J? :;B ����� $B I?�
IJ;C7 7DJ?9?F7 7B9KD? 7IF;JJ? :;BB7 H?<EHC7
 JH7 ? GK7B? L7DDE
H?9EH:7J?� B7 L7BKJ7P?ED; :;? H?IKBJ7J? =;IJ?ED7B? ; :;? 9ECFEH�
J7C;DJ? EH=7D?PP7J?L?
 B\;IJ;DI?ED; :;BB7 L7BKJ7P?ED; 7 JKJJE ?B
F;HIED7B;
 B7 ]F;I7JKH7^ :;BB; FEI?P?ED? 7? <?D? :;BB7 :;J;HC?�
D7P?ED; :;BB7 H;JH?8KP?ED; :? FEI?P?ED; ; B\?D:?L?:K7P?ED; :?
JH; <7I9; :? C;H?JE� .H7 GK;IJ; KBJ?C; B7 FH?C7 H?9;L; B7 C7=�
=?EH; GKEJ7 :? H?IEHI; FH;C?7B? :?IFED?8?B?
 C7 7D9>; B7 J;HP7
DED T ;I9BKI7 :7BB7 :?IFED?8?B?JS :? H?IEHI;
 I?7 FKH; ?D ;DJ?JS
?D<;H?EH? H?IF;JJE 7BB; 7BJH;� $B I?IJ;C7 T IJ7JE 9EDJH7JJ7JE 9ED
B; EH=7D?PP7P?ED? I?D:797B? 9>; B\>7DDE 799;JJ7JE
 D;=EP?7D:E
F;H ?B F;HIED7B; 7B9KD? 8;D;<?9? D;BB; FHE=H;II?ED? :? 97HH?;H7�
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&; DKEL; DEHC; FH;L?IJ; :7B �� B=I ������� 4&;==? ?B J;IJE
?D H;J; 5
 =B? E88B?=>? :;B F7JJE :? IJ78?B?JS ; B7 H;9;DJ; ?DJ;I7
=EL;HDE�I?D:797J? :;B � <;88H7?E ����
 >7DDE F;HW C;IIE ?D
IJ7BBE B\7JJK7B; I?IJ;C7 :? FH;C?7B?JS 9EBB;=7J7 7BB7 L7BKJ7P?ED;�
$B :E9KC;DJE 9>; :;I9H?L; ?B I?IJ;C7 T H;:7JJE 9ED =H7D:; 79�
9KH7J;PP7 ; 9>?7H;PP7�  IIE ?BBKIJH7 B\7HJ?9EB7P?ED; :;B FHE9;I�
IE :? L7BKJ7P?ED;
 B; <?D7B?JS =;D;H7B? ; B; BE=?9>; :? <ED:E 9>;
>7DDE H;IE D;9;II7H?7 B7 IK7 9H;7P?ED;� &7 :?I9?FB?D7 ?BBKIJH7�
J7 F;HC;JJ; 7 JKJJ? ? IE==;JJ? L7BKJ7J? :? JHEL7HI? 7 BEHE 7=?E :K�
H7DJ; JKJJ7 B7 <7I; :? L7BKJ7P?ED; ; 7 JKJJ? ? L7BKJ7JEH?
 :? 7L;�
H; KD7 road-map :7 I;=K?H; :KH7DJ; BE ILEB=?C;DJE :;BB7 BEHE
7JJ?L?JS� $B :E9KC;DJE F;HC;JJ;
 ?DEBJH;
 :? H?:KHH; B7 IE==;JJ?�
L?JS :;BB; L7BKJ7P?ED;
 H;D:;D:E 9E;H;DJ? ? 9H?J;H? ; ? J;CF? :?
L7BKJ7P?ED;�
"B? 7IIKDJ? :;BB7 L7BKJ7P?ED; 7BB\?DJ;HDE :;B 9ECKD; :? 0;HED7
L;HJEDE IKBB\?:;7 9>; KD7 L7BKJ7P?ED; E==;JJ?L7 I?7 KD :?H?JJE

;: 7BBE IJ;IIE J;CFE KD :EL;H;
 I?7 :;BB\EH=7D?PP7P?ED; 9>;
:;B B7LEH7JEH;� 9>; I?7 ?D:?IF;DI78?B; F;H KD 9EHH;JJE H7FFEHJE
:? FH;IJ7P?ED?� 9>; ? 9ECFEHJ7C;DJ? :? KD7 F;HIED7 ; B; 97�
H7JJ;H?IJ?9>; EH=7D?PP7J?L; :? KD HKEBE FEII7DE ;II;H; :;I9H?J�
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J? 9ED 9H?J;H? IJ78?B?J? ; IJ7D:7H:?PP7J? ; 9>; I?7 FEII?8?B; 9ED�
<HEDJ7H; <H7 :? BEHE :?L;HI? IE==;JJ? ; :?L;HI? HKEB? ?D CE:E :7
:7H; BKE=E 7 :?IJH?8KP?ED? :? L7BEH; 9>; :?L;DJ7DE C?IKH7 ?D
H7FFEHJE 7=B? standard :? H?<;H?C;DJE� �EC; I? FKW ?DJ;D:;�
H; :7 GK;IJ? 7IIKDJ?
 B\7CC?D?IJH7P?ED; 9ECKD7B; I? FED;
 D;?
9ED<HEDJ? :;BB7 L7BKJ7P?ED; :;BB7 performance ?D:?L?:K7B;
 ?D
KD\EJJ?97 :;J;HC?D?IJ?97 ; FHEL7 7 H?9ED:KHH; JKJJ? =B? 7997:?�
C;DJ? B7LEH7J?L? :;BB\7CC?D?IJH7P?ED; 7: KD I?IJ;C7 H7P?ED7B;�
&; <?D7B?JS :;B I?IJ;C7 :? L7BKJ7P?ED;
 F;H ?B 9ECKD;
 IEDE :?�
C?=B?EH7H; B; performance
 9;DI?H; ?B FEJ;DP?7B; KC7DE
 L7BE�
H?PP7H; B; H?IEHI; KC7D;
 =;IJ?H; B; FEB?J?9>; H;JH?8KJ?L;
 <7LE�
H?H; ?B C;H?JE
 7==?EHD7H; ? HKEB? EH=7D?PP7J?L?
 EH?;DJ7H; ? 9EC�
FEHJ7C;DJ?
 <7LEH?H; ? FHE9;II? :? 97C8?7C;DJE ; 9EBB;=7H; ?
I?IJ;C? :? =;IJ?ED; :;B F;HIED7B; 9ED ? I?IJ;C? :? FHE=H7CC7�
P?ED; ; 9EDJHEBBE� ?D 7BJH; F7HEB;
 ]I? LKEB; <EHD?H; KD7 FED:;�
H7J7 ; I?IJ;C7J?97 L7BKJ7P?ED; :;BB; FH;IJ7P?ED? :? GK7DJ? EF;�
H7DE D;BB\;DJ; ?D CE:E 9>; H?IFED:7 7? H;GK?I?J? :? ;GK?JS ; :?
KJ?B?JS^�
�B <?D; :? IKFFEHJ7H; KD I?IJ;C7 :? H;CKD;H7P?ED; :? C;H?JE

7 I97F?JE :? KD I?IJ;C7 :? H;CKD;H7P?ED; :? FEI?P?ED;
 ?B FH?�
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CE F7II7==?E ;<<;JJK7JE :7BB\7CC?D?IJH7P?ED; T IJ7JE GK;BBE
:? FH;L;:;H; KD ]:EFF?E 8?D7H?E^ 7BB\?DJ;HDE :;B I?IJ;C7 :? L7�
BKJ7P?ED;� �7 KD7 F7HJ; L;D=EDE L7BKJ7J? ? HKEB? EH=7D?PP7J?L?
?D:?F;D:;DJ;C;DJ; :7BB; F;HIED; 9>; B? H?9EFHEDE �job evalu-

ation� ; :7BB\7BJH7 F7HJ; I? L7BKJ7DE B; 9ECF;J;DP; ;E ? 9EC�
FEHJ7C;DJ? EH=7D?PP7J?L? :;BB; F;HIED;� $B 9ECKD; :? 0;HED7
H?9EDEI9; 9>; GK;IJ7 C;JE:EBE=?7 DED FKW
 F;HW
 ;II;H; 7F�
FB?97J7 ?D C7D?;H7 KD?<EHC; :;<?D;D:E 7BBE I9EFE JH; :?L;HI;
C;JE:EBE=?; :? L7BKJ7P?ED; �F;H B7 :?H?=;DP7
 F;H B; FEI?P?ED?
EH=7D?PP7J?L;7BJ; FHE<;II?ED7B?JS
 F;H ? :?F;D:;DJ? J?JEB7H; :?
9EDJH7JJE�H;=?ED?�;�7KJEDEC?;�BE97B?��
$B CE:;BBE :? L7BKJ7P?ED; :;BB7 :?H?=;DP7 T <E97B?PP7JE
IKBB\7D7B?I? :;? H?IKBJ7J? 9EDI;=K?J?
 EFFEHJKD7C;DJ; F;I7J?
 ;
IKBB\7FFH;PP7C;DJE :;? 9ECFEHJ7C;DJ? EH=7D?PP7J?L? C;II? ?D
7JJE F;H H7==?KD=;H; =B? E8?;JJ?L?� *;H B7 :?H?=;DP7
 9EC; 7D�
9>; JKJJ? =B? 7BJH? I?IJ;C? :? L7BKJ7P?ED;
 T FH;L?IJE KD 9EBBEGK?E
:? L7BKJ7P?ED; F;H F;HC;JJ;H; ?B 9ED<HEDJE <H7 L7BKJ7J? ; L7BKJ7�
JEH?��.7B;�9EBBEGK?E�L?;D;�F;HW�ILEBJE�E997I?ED7BC;DJ;�
&7 L7BKJ7P?ED; :;? H?IKBJ7J? I? 87I7 IKBB7 I;B;P?ED; 7DDK7B;
:? 7B9KD? E8?;JJ?L? :? C7DJ;D?C;DJE
 IL?BKFFE ;: ?DDEL7P?ED;
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9>; FEIIEDE H?=K7H:7H; 7JJ?L?JS IJH7EH:?D7H?; ; EH:?D7H?;� )=D?
E8?;JJ?LE :;L; ;II;H; C?IKH78?B; 9ED 7FFHEFH?7J? ?D:?97JEH?

H7==?KD=?8?B; ; J;CFEH?PP78?B;� "B? E8?;JJ?L? IEDE ?DI;H?J? D;BB7
I9>;:7 ]*H;IJ7P?ED? �?H?=;DP?7B?^ 9>; H?FEHJ7� B\;B;D9E :;=B?
E8?;JJ?L? ;IFH;II? D;B * " ; 7II;=D7J? 7BB\KD?JS :? H?<;H?C;DJE�
? H?IF;JJ?L? ?D:?97JEH? :? H?IKBJ7JE ;: ?B F;IE :? 9?7I9KD E8?;JJ?LE
;IFH;IIE ?D F;H9;DJK7B; 7BB\?DJ;HDE :;BB\?DI?;C; :;=B? E8?;JJ?L?
7DDK7B?�:;B�:?H?=;DJ;�
$ FH?D9?F? 9>; =K?:7DE B7 L7BKJ7P?ED; :;? 9ECFEHJ7C;DJ? 7J�
J;D=EDE 7BB7 I<;H7 :;BB7 9E;H;DP7 7P?;D:7B;
 7BB\?DJ;BB?=;DP7
;CEJ?L7
 7BB; 9ECF;J;DP; C7D7=;H?7B? ;: 7BB7 9E;H;DP7 9ED
B\EH?;DJ7C;DJE 7B 9B?;DJ; :;BB7 9KBJKH7 7P?;D:7B;� (;BB7 FH7J?97
:;BB7 L7BKJ7P?ED;
 ? 9ECFEHJ7C;DJ?�E8?;JJ?LE L;D=EDE :?I7=�
=H;=7J? ?D � <7JJEH? 9>; H;D:EDE F?X 7=;LEB; B7 9EDJ;IJK7B?PP7�
P?ED;�;�9ECFH;DI?ED;�:;BB\E8?;JJ?LE�
&; :K; 9ECFED;DJ? :;B I?IJ;C7 :? L7BKJ7P?ED; �B7 L7BKJ7P?ED;
:;? H?IKBJ7J? ; :;? 9ECFEHJ7C;DJ?� 9ED9EHHEDE ;DJH7C8; 7BB7
L7BKJ7P?ED; 9ECFB;II?L7 :;? :?H?=;DJ?
 7D9>; I; DED ?D C7D?;�
H7 ;GK?L7B;DJ; ; 9EIJ7DJ; D;B J;CFE� $B DK9B;E :? L7BKJ7P?ED;
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IJ78?B?I9;
 7DDK7BC;DJ;
 ?B F;IE :? 9?7I9KD7 :;BB; :K; 9ECFE�
D;DJ?�IKB�FKDJ;==?E�<?D7B;�
*;H JKJJ; B; FEI?P?ED? EH=7D?PP7J?L;7BJ; FHE<;II?ED7B?JS �:? I;�
=K?JE *)�*�
 ?B I?IJ;C7 :? L7BKJ7P?ED; I;=K;
 F;H 7B9KD; F7H�
J?
 GK7DJE =?S :;I9H?JJE F;H ? :?H?=;DJ?� JKJJ7L?7 IEDE FH;I;DJ?
7B9KD; :?IJ?DP?ED? F?X E C;DE H?B;L7DJ?� (;BB7 I;P?ED; :;? 9EC�
FEHJ7C;DJ? EH=7D?PP7J?L?
 L;D=EDE EII;HL7J; 9?DGK; :?C;D�
I?ED?
 IK KD JEJ7B; :? ��
 9EDI?:;H7J; 9H?J?9>; F;H B\;DJ;� $DEB�
JH;
 F;H GK7DJE H?=K7H:7 B7 I;P?ED; :;=B? E8?;JJ?L?
 7BB\?D?P?E :?
E=D? 9?9BE 7DDK7B; :;BB7 L7BKJ7P?ED;
 7: E=D? *)�* L;D=EDE
7II;=D7J?
 :7B FHEFH?E �?H?=;DJ;
 7B9KD? E8?;JJ?L? �9ED H;B7J?L?
?D:?97JEH?� I;B;P?ED7J? :?H;JJ7C;DJ; :7B * "� "B? E8?;JJ?L? IEDE
I9;BJ? ?D 87I; 7B =H7:E :? H?B;L7DP7 IJH7J;=?97 F;H JKJJE ?B BE97B?
:?�H;IFEDI78?B?JS�7�9K?�<7�97FE�?B��?H?=;DJ;�:?�H?<;H?C;DJE�
&7 L7BKJ7P?ED; :;? :?F;D:;DJ? �97J;=EH?; ���� H?97B97
 F;H
CEBJ? 7IF;JJ?
 ?B I?IJ;C7 :? L7BKJ7P?ED; ?D:?L?:K7JE F;H B;
*)�*
 C7 I; D; :?<<;H;DP?7 ?D GK7DJE I;
 :7 KD B7JE
 T I;C�
FH; FH;I;DJ; B7 L7BKJ7P?ED; :;=B? E8?;JJ?L?
 :7BB\7BJHE B7JE I9EC�
F7H; B7 L7BKJ7P?ED; :;? 9ECFEHJ7C;DJ? EH=7D?PP7J?L? 7 <7LE�
H; :;BB7 L7BKJ7P?ED; :;BB; 9ECF;J;DP;� &; 9ECF;J;DP; IEDE
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:;<?D?J; 9EC; B\?DI?;C; :;BB; 9EDEI9;DP;
 97F79?JS ; GK7B?JS
�EII;HL78?B? 7BB\?DJ;HDE :;BB7 L?J7 EH=7D?PP7J?L7 GKEJ?:?7D7� 9>;
KD :?F;D:;DJ; C7D?<;IJ7 D;BB\EH=7D?PP7P?ED; ; 7 9K? :;L; 7J�
J?D=;H; F;H H7==?KD=;H; ? H?IKBJ7J?� &; 9ECF;J;DP; I? 9EBBE97DE
7BB\?DJ;HDE :? � 7H;;� FH;9?I?ED; ; GK7B?JS
 7:7JJ7C;DJE EF;H7�
J?LE ; IF;9?7B?PP7P?ED;
 EH?;DJ7C;DJE 7BB\KJ;DP7 ; 9EBB78EH7�
P?ED;
�FHEFEI?J?L?JS�;�EH=7D?PP7P?ED;�
&7 FHE9;:KH7 :? L7BKJ7P?ED; FH;L;:; F;H *)�* ; :?F;D:;DJ?�

_ :EFE B\7FFHEL7P?ED; 7DDK7B; :;B * " L?;D; ;<<;JJK7J7 B7
FH?C7 9ECF?B7P?ED; 9ED B\?D:?97P?ED; :;? target :7 H7==?KD�
=;H;�

_ KD C;I; :EFE B\7LL?E
 I? 9>?K:; B7 <7I; ?D?P?7B; ; :;LEDE
;II;H; 9ECKD?97J? 7 JKJJ? ? :?F;D:;DJ? ; 7 JKJJ? B; *)�*
 =B?
E8?;JJ?L?�7DDK7B?�

_ :EFE B7 C;JS :? (EL;C8H; L?;D; 7LL?7J7 B7 <7I; <?D7B; :;B
FHE9;IIE :? L7BKJ7P?ED; 9ED B7 9ECF?B7P?ED; :;BB; :K; I;�
P?ED?�

_ ;DJHE ?B ���� E=D? I?D=EB7 I9>;:7 L?;D; IEJJEI9H?JJ7 ?D <EH�
C7JE�:?=?J7B;�
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$B FHE9;IIE I? 9EDI?:;H7 9ED9BKIE
 F;H B7 F7HJ; :? L7BKJ7P?ED;

7B ���� C7 T FH;L?IJE 9>; ;DJHE ?B �� C7==?E :;BB\7DDE IK9�
9;II?LE ? L7BKJ7J? FEII7DE 9>?;:;H;
 F;H ?I9H?JJE
 9>?7H?C;DJ?
7B L7BKJ7JEH;� ?D I;=K?JE 7BB; EII;HL7P?ED? F;HL;DKJ;
 ?B L7BKJ7�
JEH; FKW 7D9>; FHE9;:;H; 7BB7 H?7F;HJKH7 :;BB7 I9>;:7 ; 7BB7
CE:?<?97 :;BB7 IJ;II7� +K7BEH7 ?B L7BKJ7JEH; DED I?7 :?IFED?8?�
B; 7 H?L;:;H; B7 I9>;:7
 T FEII?8?B; 7LL?7H; KD7 FHE9;:KH7 :?
9ED9?B?7P?ED;�FH;IIE�B7�9ECC?II?ED;�F;HC7D;DJ;�
$B I?IJ;C7 FH;C?7B;
 9EBB;=7JE 7B I?IJ;C7 :? L7BKJ7P?ED; :;BB7
performance ?D:?L?:K7B;
 T 9ED<?=KH7JE IKB H?9EDEI9?C;DJE
9EDJ;CFEH7D;E :;BB7 performance EH=7D?PP7J?L7 ; :;BB7 per-

formance ?D:?L?:K7B;� � 9?7I9KD H;IFEDI78?B; :? IJHKJJKH7 T 7<�
<?:7JE KDE IF;9?<?9E budget :? I7B7H?E 799;IIEH?E :;IJ?D7JE 7
GK;IJE I9EFE� .7B; budget T :;<?D?JE 7DDK7BC;DJ; ?D 87I; 7B�
B7 H?B;L7DP7 IJH7J;=?97 9>; ?B 9ECKD; H?9EDEI9; 7BB7 IJHKJJKH7
EH=7D?PP7J?L7 ; 7BB7 IK7 J?FEBE=?7 �?D J;HC?D? GK7B?�GK7DJ?J7J?L?
:;BB;�H?IEHI;�KC7D;��
&; H?IEHI; <?D7DP?7H?; :;IJ?D7J; 7BB7 performance EH=7D?PP7J?�
L7 IEDE 7II;=D7J; ?D 87I; 7B B?L;BBE :? H7==?KD=?C;DJE :;=B?
E8?;JJ?L?� .7B; B?L;BBE ?D:?L?:K7 B7 <7I9?7 :? C;H?JE �B\;99;BB;DP7
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L?;D; 7II;=D7J7 F;H KD H7==?KD=?C;DJE :;=B? E8?;JJ?L? 7BC;DE
F7H?�7BB\�����
*;H GK7DJE H?=K7H:7 B7 performance ?D:?L?:K7B;
 E=D? :?H?=;D�
J; :? IJHKJJKH7 EH=7D?PP7J?L7 :? C7II?C7 :?C;DI?ED;
 :;L;
9EBBE97H; B; H?IEHI; KC7D; 7 BK? 7II;=D7J;
 ?D 87I; 7B FKDJ;=�
=?E 9EDI;=K?JE D;BB; I9>;:;
 7BB\?DJ;HDE :? KD7 =H7:K7JEH?7 :?�
L?I7 ?D JH; <7I9; :? C;H?JE� B7 <7I9?7 ]7BJ7^ :;L; FH;I;DJ7H; 97�
H7JJ;H? :? 7BJ7 I;B;JJ?L?JS ; 7 GK;IJ7 :;L\;II;H; 7II;=D7J7 KD7
GKEJ7 H?B;L7DJ; :;BB; H?IEHI; ;9EDEC?9>; :;IJ?D7J; 7BB7 FH;�
C?7B?JS� B7 <7I9?7 ]87II7^ :;L; FH;L;:;H; 9ECKDGK; KD7 GKE�
J7
 I;FFKH B?C?J7J7
 :? H?IEHI;� ?B B?L;BBE :? FH;C?7B?JS :;L\;II;H;
9H;I9;DJ; :7BB7 <7I9?7 F?X 87II7 7 GK;BB7 F?X 7BJ7� ?B L7BEH;
C;:?E FHE�97F?J; :? 9?7I9KD7 <7I9?7 �9EC; H7FFEHJE <H7 H?IEH�
I; ; F;H9;DJK7B; :? B7LEH7JEH? ?DI;H?J?� :;L; H?IKBJ7H; :?IJ?DJ?LE
; H7FFH;I;DJ7H; KD ;<<;JJ?LE L7BEH; FH;C?7B; :? D7JKH7 ?D9H;�
C;DJ7B;�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7 a ����D7B?I?�:;B�I?IJ;C7�:?
C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7

1.3 Review del sistema di misurazione della
performance organizzativa

Le condizioni abilitanti
)8?;JJ?LE :? GK;IJ7 I;P?ED; T GK;BBE :? FH;I;DJ7H; =B? ;B;C;DJ?
78?B?J7DJ? ?B FHE9;IIE :? ?DDEL7P?ED; :;B I?IJ;C7 :? C?IKH7P?E�
D; ; L7BKJ7P?ED; :;BB7 performance 9>; 9EDJH7::?IJ?D=KEDE ?B
9ECKD; :? 0;HED7� $D F7HJ?9EB7H;
 I? 7D7B?PP7DE B; H;IFEDI7�
8?B?JS ; B7 governance
 ?B I?IJ;C7 :? FHE=H7CC7P?ED; ; 9ED�
JHEBBE�;�B7�=;IJ?ED;�:;BB;�H?IEHI;�KC7D;�

Le responsabilità e la governance
$B I?D:79E ; B7 =?KDJ7 9ECKD7B;
 FKH <EHD;D:E ?D:?H?PP? D;BB; B?�
D;; FHE=H7CC7J?9>; :? C7D:7JE
 >7DDE 7:EJJ7JE KD7 B?D;7 :?
9ECFEHJ7C;DJE 87I7J7 IKBB; E99EHH;DP; ; IKBB; EFFEHJKD?JS
9>; FEJH;88; ;II;H; :;<?D?J7 9EC; ]IJH7J;=?7 ;C;H=;DJ;^� -?
JH7JJ7 :? KD7 IJH7J;=?7 9>; ;C;H=; 7FFKDJE 7 FEIJ;H?EH? 9EC;



?DJ;HFH;J7P?ED; :;? <7JJ? ; :;? 9ECFEHJ7C;DJ?�  II7 I? 7:EJJ7
J?F?97C;DJ; D;BB; I?JK7P?ED? 7C8?;DJ7B? :? ;B;L7J7 JKH8EB;DP7
D;?�C;H97J?
�D;BB;�H;=EB;
�D;BB;�9ED:?P?ED?�;IJ;HD;
&7 governance :;B I?IJ;C7 7CC?D?IJH7J?LE T IJ7J7 JH7:?P?ED7B�
C;DJ; 7<<?:7J7 7B I;=H;J7H?E =;D;H7B; 9>;
 D;B J;CFE
 7D9>;
=H7P?; 7B HKEBE ILEBJE :7 7B9KD; F;HIED7B?JS <EHJ? 9>; I? IEDE
IK99;:KJ; ?D GK;BB7 FEI?P?ED;
 >7 :;J;HC?D7JE B7 <EHC7 ; B;
CE:7B?JS :? <KDP?ED7C;DJE :;BB7 C799>?D7 7CC?D?IJH7J?L7� &;
KBJ?C; :K; 7CC?D?IJH7P?ED?
 :? 9;DJHE�I?D?IJH7 B7 FH?C7
 <?DE 7B
����
 ; :? 9;DJHE�:;IJH7 B7 I;9ED:7
 ?D I97:;DP7 D;B ����

>7DDE I9;BJE B7 B?D;7 F?X 7JJK7B; :;BB7 =;IJ?ED; 7<<?:7J7 7: KD
:?H;JJEH; =;D;H7B; 9>; >7 EF;H7JE
 DED I;DP7 :?<<?9EBJS
 9EEH�
:?D7D:EI? 9ED ?B I;=H;J7H?E� $B B?L;BBE :? 9E;I?ED; ; :? H;IFED�
I78?B?PP7P?ED; :;? :?H?=;DJ? T 8KEDE F;H ;IF;H?;DP7 :?H;JJ7 ;
7D9>; F;H B; 7II;HP?ED? :;B �"� $B =HKFFE :?H?=;DJ; T 7887�
IJ7DP7 IJ78?B; 7B IKE L;HJ?9;
 DEDEIJ7DJ; ?B H;9;DJ; 97C8?E :?
C7==?EH7DP7 �:7 9;DJHE�I?D?IJH7 7 9;DJHE�:;IJH7�� $B F?X H;9;D�
J; spoil-system >7 9ECFEHJ7JE B\?CC?II?ED; :? 9?H97 �� DKEL?
:?H?=;DJ?�
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$ H;IFEDI78?B? :;BB; � 7H;; �B7LEH? FK88B?9?
 I;HL?P? IE9?7B?
 H?�
IEHI; KC7D;
 9KBJKH7
 =;IJ?ED; :;B J;HH?JEH?E
 H?IEHI; ;9EDEC?�
9>;� IEDE :? ;B;L7J7 GK7B?JS FHE<;II?ED7B; ; I? ?DJ;=H7DE D;B
9EC?J7JE�:?�:?H;P?ED;�FH;I?;:KJE�:7B �"�
$B 9EC?J7JE :? :?H;P?ED; I? H?KD?I9; E=D? �� =?EHD? ;: T 9ECFE�
IJE :7? I;? H;IFEDI78?B? :? 7H;7 ; :7B L?9; I;=H;J7H?E =;D;H7B;�
/D 9EC?J7JE 7BB7H=7JE 7? I;JJ; 9EEH:?D7JEH? ?DJ;HI;JJEH?7B? L?;D;
9EDLE97JE E=D? C;I; ; C;PPE� -7BJK7H?7C;DJ; ?B �" 9EDLE�
97�KD�J;HPE�9EC?J7JE�9ED�7BJH?����9EEH:?D7JEH?�
*;H GK7DJE H?=K7H:7 B; B?D;; :? ?D:?H?PPE :;B =EL;HDE 9ECK�
D7B; L7 H?B;L7JE 9>; 7: E==? DED ;I?IJ; KD FHE9;IIE ;IFB?9?�
JE :? F?7D?<?97P?ED; IJH7J;=?97 F;H KD7 I9;BJ7 :;BB7 DKEL7 7C�
C?D?IJH7P?ED;
 9>;
 IK8;DJH7D:E 7BB7 FH;9;:;DJ;
 >7 FH;<;H?JE
7:EJJ7H; KD7 L?I?ED; 7 F?X 8H;L; J;HC?D;
 I9;=B?;D:E :? DED
7:EJJ7H;
 DU CE:?<?97H; ?B F?7DE IJH7J;=?9E ;B78EH7JE :7BB7 FH;�
9;:;DJ; 7CC?D?IJH7P?ED; :? 9;DJHE�I?D?IJH7� .KJJ7L?7 ;I?IJ; KD
:E9KC;DJE �:;<?D?JE :7BBE IJ7JKJE D;BB\�HJ� ��� 9>; :;<?D?I9; B;
B?D;; FHE=H7CC7J?9>; :;BB\7CC?D?IJH7P?ED; :7B ���� 7B ����
�I97:;DP7 :;BB\7CC?D?IJH7P?ED;� ; 9>; L?;D; :;9B?D7JE E=D?
7DDE�D;BB7 ,** �B\KBJ?C7�H?I7B;�7B�������
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Il sistema di controllo e programmazione
&\;DJ; DED :?IFED; 7: E==? :;B I?IJ;C7 :? C?IKH7P?ED; ; L7�
BKJ7P?ED; :;BB7 performance �-'0*� DU :;B F?7DE :;BB7 per-

formance �**�
 9>; T ?D FH;F7H7P?ED;� $B I?IJ;C7 :? FHE=H7C�
C7P?ED; ; 9EDJHEBBE ?D KIE T 87I7JE IK KD * " ?D<EHC7J?P�
P7JE 9>; 9EFH; JKJJ7 B\7JJ?L?JS :;B 9ECKD; �FHE=;JJ? ?DDEL7J?L?

FHE9;II? :? I;HL?P?E ; 7JJ?L?JS EH:?D7H?;� H;=?IJH7D:E
 F;H E=D?
E8?;JJ?LE
�JH7�B\7BJHE�

_ KD ?D:?9; :? H?B;L7DP7 �F;IE� :;BB\E8?;JJ?LE ;IFH;IIE 9EC;
F;H9;DJK7B; D;BB\7C8?JE :;=B? E8?;JJ?L? 7II;=D7J? 7 9?7I9KD
BE97B?�:?�H;IFEDI78?B?JS�

_ KD�H?IKBJ7JE�FH;L?IJE�9ED�;L;DJK7B?�?D:?97JEH?�:?�H?IKBJ7JE�
_ ?�J;CF?�:?�9ECFB;J7C;DJE�
_ BE IJ7JE :? 7L7DP7C;DJE 7B ��� ; ?B B?L;BBE H7==?KDJE 7B ��
���:?�E=D?�7DDE�

$B I?IJ;C7 ?D<EHC7J?PP7JE F;HC;JJ; <EHC; :? 9EDJHEBBE H7F?:E ;
DED :?IF;D:?EIE
 JKJJ7L?7 ?B -'0* FH;I;DJ7 :?L;HI? FKDJ? :;�
8EB?�9>;�:ELH7DDE�;II;H;�FHE=H;II?L7C;DJ;�7:;=K7J?�
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_ L7=>;PP7 :;B H799EH:E 9ED ?B FHE=H7CC7 :? C7D:7JE ; B7
,**�

_ DKC;HE�;99;II?LE�:?�E8?;JJ?L?�
_ FHE9;:KH7 bottom-up :? :;<?D?P?ED; :;=B? E8?;JJ?L?
 I;DP7
7:;=K7JE�9EDJHEBBE�

_ DKC;HE ;99;II?LE
 =;D;H?9?JS ; 7II;DP7 :? :;<?D?P?ED;
standard :;=B?�?D:?97JEH?�

_ 7II;DP7 :? FHE9;:KH; :? 9EDL7B?:7 ; H799EBJ7 :;? :7J? :;=B?
?D:?97JEH?�

_ C7D97JE H799EH:E 9ED ? :7J? ;9EDEC?9? ;
 ?D F7HJ?9EB7H;

9ED�B\?CF?;=E�:;BB;�H?IEHI;�KC7D;�?D�J;HC?D?�:?�!. �

_ F;IE :;=B? E8?;JJ?L? 7JJH?8K?JE :7B IE==;JJE H;IFEDI78?B; :;B�
B7�IK7�7JJK7P?ED;�

_ 7II;DP7 :? L7BEH? :? baseline ; :? L7BEH? 7JJ;I? :;=B? ?D:?97�
JEH?
�GK7D:E�9?�IEDE�

$B DK9B;E :? L7BKJ7P?ED; �(:0� >7 7IIKDJE B; 9ECF;J;DP; ;
B; <KDP?ED? :;BB\)$0 9ED B7 :;B?8;H7 :;BB7 =?KDJ7 9ECKD7B; D�
������� :;B �� :?9;C8H; ����� &\7JJK7B; 9ECFEI?P?ED; :;B
(:0 DED H?IF;JJ7 ? H;GK?I?J? FH;:;<?D?J? ?D J;HC?D? :? ?D9ECF7J?�
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8?B?JS
 FHE<;II?ED7B?JS ; ?D:?F;D:;DP7� $B (:0 T FH;I?;:KJE :7B
�"
 9ED :K; IE==;JJ? ;IJ;HD?
 ; :K; ?DJ;HD? EBJH; 7B I;=H;J7�
H?E =;D;H7B;� $B (:0 I? H?KD?I9; 9?H97 I;? LEBJ; 7BB\7DDE� &7 IK7
97F79?JS :? ?D9?:;H; IKBB\7CC?D?IJH7P?ED; DED I;C8H7 F7HJ?9E�
B7HC;DJ; ;B;L7J7� (ED 9EBB78EH7 9ED ? :?H?=;DJ?
 C7 IEBE 9ED ?B
L;HJ?9; :;BB\7CC?D?IJH7P?ED;� $B 9EDJHEBBE :? =;IJ?ED; T 7<<?:7JE
7: KD\KD?JS EF;H7J?L7 7<<?:7J7 7 KD ,;IFEDI78?B; :? *EI?P?E�
D; EH=7D?PP7J?L7
 9>; I? 7LL7B; :;B IKFFEHJE :? GK7JJHE F;HIE�
D;� -;C8H7 ?D =H7:E :? <7H <HEDJ; 7BB; ;I?=;DP; :;B 9EDJHEBBE
GK7D:E�:?IFEHHS�:;BB;�?D<EHC7P?ED?�KJ?B?�F;H�ILEB=;HBE�

La gestione delle risorse umane e il capitale
organizzativo
$B 9ECKD; E99KF7 ���� F;HIED; 9ED �� :?H?=;DJ? 7BB7 <?D; :;B
����� &[;JS C;:?7 T :? 9?H97 �� 7DD?
 9ED KD7 C;:?7 :? F;D�
I?ED7C;DJ? 9>; T ?D<;H?EH; 7B �� 7BB\7DDE IKB JEJ7B; :;B F;H�
IED7B;� *;H GK7DJE H?=K7H:7 ?B 8?B7D9?E :? =;D;H;
 FH;L7B; B7
9ECFED;DJ; <;CC?D?B; 9ED 9?H97 ?B ���
 :7JE GK;IJE :? =H7D
BKD=7�IKF;H?EH;�7B benchmark ' !�F;H�?B�JH?;DD?E�����������
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&\EH=7D?PP7P?ED; T CE:;BB7J7 IKBB7 9B7II?97 <EHC7 <KDP?ED7B;
9ED I97HI7 7JJ?JK:?D; 7: 7JJ?L7H; FHE=;JJ? ; FHE9;II? ?DJ;H<KD�
P?ED7B?� &7 9KBJKH7 :;B L;HJ?9; 7CC?D?IJH7J?LE T <EHJ;C;DJ; B;�
=7J7 7 GK;IJE J?FE :? EH=7D?PP7P?ED;
 :EL; E=D? 7H;7 :?IFED;
:? B?L;BB? :? 7KJEDEC?7
 C7 IE<<H; 7D9>; :? 9>?KIKH; EH=7D?PP7�
J?L;�
&\;DJ;
 9EC; =?S L?IJE
 :?IFED; :? KD FHE9;IIE :? L7BKJ7P?ED;
?D:?L?:K7B; :E9KC;DJ7JE ; ?D<EHC7J?PP7JE ;IJ;IE 7 JKJJE ?B F;H�
IED7B;� )==?=?EHDE
 7D9>; I; <EHC7BC;DJ; FH;L?IJ; :7BB7 FHE�
9;:KH7
 B\7KJEL7BKJ7P?ED; ; B7 :?I9KII?ED; 9ED ?B L7BKJ7JE DED
L;D=EDE ;<<;JJK7J;
 FH;<;H;D:E B7 <EHC7 :;B I?B;DP?E7II;DIE�
.KJJ7L?7
 ?D 7B9KD; 7H;; F;HI?IJ; B7 FH7II? FH;9;:;DJ; 9ED BE
ILEB=?C;DJE :? KD 9EBBEGK?E :? 9ED9;HJ7P?ED; JH7 L7BKJ7JEH; ;
L7BKJ7JE� R FH;L?IJE B\?IJ?JKJE :;B H?9EHIE 7B (:0 ?D 97IE :? ?D�
IE::?I<7P?ED;� .KJJ7L?7
 L7 H?B;L7JE 9>; GK;IJE ?IJ?JKJE T IJ7JE
KJ?B?PP7JE�IEBJ7DJE�:7BB\���:;B�F;HIED7B;�
(ED ;I?IJEDE 7D7B?I? :;B B7LEHE 7 B?L;BBE C?9HE�EH=7D?PP7J?LE

DU ;I?IJEDE :;<?D?P?ED? :;? FHE<?B? FHE<;II?ED7B? ; :;? <788?IE=D?
:? 9ECF;J;DP;� $ FHE9;II? :? I;HL?P?E DED >7DDE KD7 :;I9H?�
P?ED; <EHC7B;
 DU ;B;C;DJ? 9>; D; 9EDI;DJEDE B7 L7BKJ7P?ED;
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?D J;HC?D? :? J;CF? :? 9?9BE
 J;CF? :? 9E:7 ; :? 7JJH7L;HI7C;D�
JE� (ED IEDE C7? IJ7J; JH799?7J; 9KHL; ��� F;H B7 L7BKJ7P?ED;
:;B 9EIJE :;BB; 7JJ?L?JS 7IIE9?7JE 7B driver :? 9EIJE ]F;HIED7B;^�
$B H;IFEDI78?B; :;BB\7H;7 F;HIED7B; T 9EDI7F;LEB; :? GK;IJ? B?�
C?J?�;�7LL;HJ;�<EHJ;C;DJ;�B\;I?=;DP7�:?�IKF;H7HB?�
&; H;B7P?ED? I?D:797B? DED IEDE 9ED<B?JJK7B?
 7D9>; I; 9ED
B\?DJ;I7 =EL;HDE�I?D:797J? :;B � <;88H7?E I9EHIE
 ?B 97CC?DE
:;B �� &=I� ������� 4&;==? ?B J;IJE ?D H;J; 5 F;H =B? 7IF;JJ?
H?=K7H:7DJ? B7 FH;C?7B?JS ; B7 L7BKJ7P?ED; ?D:?L?:K7B; I? T 7H;�
D7JE�
&7 :?<<KI?ED; :;BB; J;9DEBE=?; $�. T ;I7KIJ?L7� B; IJ7P?ED? :?
B7LEHE ; B; 97I;BB; e-mail IEDE :?IFED?8?B? F;H B7 GK7I? JEJ7B?�
JS :;? :?F;D:;DJ?� *;H GK7DJE H?=K7H:7 B; 7II;DP; ;I?IJ; KD7
H?B;L7P?ED; C;DI?B;� &\KBJ?CE :7JE :?IFED?8?B; H?=K7H:7 :?9;C�
8H; ���� ��
�� == :? 7II;DP7 � ?D9BKI; B; <;H?; � F;H :?F;D:;D�
J;��
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7 a ����D7B?I?�:;B�I?IJ;C7�:?
C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7 a ��� Review :;B�I?IJ;C7
:?�C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7

Il sistema di misurazione
$B I;9ED:E F7H7=H7<E T LEBJE 7BB\7D7B?I? :;B I?IJ;C7 :? C?�
IKH7P?ED;� (;BB7 <7JJ?IF;9?; I? :;I9H?L; ?B CE:;BBE :? H7FFH;�
I;DJ7P?ED; :;BB; 7JJ?L?JS ILEBJ; ; :;? H?IKBJ7J? :? 9ECF;J;DP7
:;BB\EH=7D?PP7P?ED;� $DEBJH;
 I? FH;I;DJ7 B7 C;JE:EBE=?7 7:EJ�
J7J7 7? <?D? :;BB7 C?IKH7P?ED; :;BB7 performance EH=7D?PP7J?L7
;�?D:?L?:K7B;�

Gli ambiti di misurazione e valutazione
$B * " ?D<EHC7J?PP7JE T BE IJHKC;DJE 9>; :;<?D?I9; =B? 7C8?J?
:? C?IKH7P?ED; F;H B; 7JJ?L?JS EH:?D7H?; ; ?DDEL7J?L; :? =;IJ?E�
D;� &7 ]:?I9?FB?D7 F;H B7 C?IKH7P?ED; :;BB7 performance ; B7
L7BKJ7P?ED; :;B F;HIED7B;^ C?IKH7 ; L7BKJ7 B7 performance

7 B?L;BBE ?D:?L?:K7B;� (ED ;I?IJEDE L7BKJ7P?ED? :? performance

EH=7D?PP7J?L7 7 B?L;BBE :? I;HL?P?
 DU 7 B?L;BBE 9ECFB;II?LE� (ED
;I?IJEDE ?D:?97JEH? :? ?CF7JJE F;H H?B;L7H; ;IJ;HD7B?JS FEI?J?L;
E D;=7J?L; :;BB\7P?ED; :;B 9ECKD;� -EDE H7H? ? H?9EHI? 7 L7BK�
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J7P?ED? :? customer satisfaction F;H L;H?<?97H; ?B B?L;BBE :? IE:�
:?I<7P?ED;�:;?�8?IE=D?�:;?�9?JJ7:?D?�

Metodologie di misurazione e valutazione
&; C;JE:EBE=?; ?D KIE E==? DED IEDE :E9KC;DJ7J; I; DED
F;H GK;BBE 9>; H?=K7H:7 B7 L7BKJ7P?ED; :;B F;HIED7B;
 :EL;
F;H7BJHE B7 FHE9;:KH7 9>; FH;L;:; 7D9>; B7 :?I9KII?ED; 9ED
?B�L7BKJ7JE�DED�T�H;=EB7HC;DJ;�H?IF;JJ7J7�
&7 :E9KC;DJ7P?ED; ?CFB?9?J7 F;H B7 L7BKJ7P?ED; :;BB; 7JJ?L?JS
=;IJ?ED7B? T D;BB7 F?7JJ7<EHC7 web IKBB7 GK7B; I? 7FFE==?7DE
B; FHE9;:KH; :? :;<?D?P?ED; ; :? 9EDIKBJ7P?ED; :;B * "� $ FKDJ?
9H?J?9? :;BB7 =;IJ?ED; :;B * " IEDE =?S IJ7J? H?9EH:7J?
 C7 GK?
I;�D;�H?7IIKCEDE�?�FH?D9?F7B?�

_ ?DIK<<?9?;DJ; :;<?D?P?ED; :;B B?L;BBE IJH7J;=?9E ; I97HIE 9EBB;�
=7C;DJE :;BB; B?D;; FHE=H7CC7J?9>; :? C7D:7JE 9ED B7 :;�
<?D?P?ED;�:;=B?�E8?;JJ?L?�

_ CEBJ?FB?97P?ED; H?:ED:7DJ; :? E8?;JJ?L? ; ?D:?97JEH?
 9ED ?D�
IK<<?9?;DJ; :;<?D?P?ED; :? GK;IJ? KBJ?C?� B\?D:?97JEH; FH;L7B;D�
J; T BE IJ7JE :? 7L7DP7C;DJE :;B FHE=;JJEFHE9;IIE7JJ?L?JS�

L’esperienza del comune di Verona



? target IEDE ?D:?97J? ?D CE:E =;D;H?9E� DED T ;L?:;DJ; ?B
9EBB;=7C;DJE�JH7�E8?;JJ?L?�;�H?IEHI;�

_ ?DIK<<?9?;DJ; :?IFED?8?B?JS :? :7J? :? 87I; ; IJEH?9? ; 97H;DJ;
=;IJ?ED;�:;=B?�IJ;II?�

_ 7II;DP7 :? ;B;C;DJ? 9>; 9EDI;DJEDE :? L7BKJ7H; 7D7B?J?97�
C;DJ;�?B�9EIJE�:;BB;�:?L;HI;�7JJ?L?JS�

_ C7D97J7�9EF;HJKH7�:;BB7 performance EH=7D?PP7J?L7�

-EDE ?D <7I; 7L7DP7J7 :? ;B78EH7P?ED; :K; :E9KC;DJ?� $B FH?�
CE
 E==? ?D 8EPP7
 :7J7JE �� <;88H7?E ����
 T :;DEC?D7JE ?C�
FHEFH?7C;DJ; ]F?7DE :;BB7 performance^
 C;DJH; T KD7 F7HJ;
:;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance

C;DJH; ?B I;9ED:E
 9>; I7HS ?B F?7DE :;BB7 performance L;HE ;
FHEFH?E
 T 7JJ;IE F;H C7==?E ����
 7 L7BB; :;BB\7FFHEL7P?ED;
:;B 8?B7D9?E�:?�FH;L?I?ED; ;�:;B * "�

Il processo, i soggetti e le responsabilità del sistema
$B I?D:79E T H;IFEDI78?B; :;B FHE=H7CC7 :? C7D:7JE� $ :?H?�
=;DJ?
 7? :?L;HI? B?L;BB?
 :;9B?D7DE ?B FHE=H7CC7 :? C7D:7JE D;B
* "� &7 L;H?<?97 :;BBE IJ7JE :? 7L7DP7C;DJE :;B * " I? <7 7
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F7HJ?H; :7B �� =?K=DE KD7 LEBJ7 7BB\7DDE� &7 I;9ED:7 L;H?<?97
I? <7 7BB\?D?P?E :;BB\7DDE IK99;II?LE �;DJHE <;88H7?E�C7HPE�� �
I;JJ;C8H; :? E=D? 7DDE B\7H;7 ;9EDEC?97 ?DJ;=H7 B; H?B;L7P?ED?
F;H?E:?9>; 9ED :7J? ; ?D<EHC7P?ED? :;H?L7DJ? :7B I?IJ;C7 9ED�
J78?B;� $B (:0 9EDL7B?:7 ?B FHE9;IIE :? L7BKJ7P?ED; ?D:?L?:K7B;
9>; T 7<<?:7JE 7? :?H?=;DJ? ; 7? H;IFEDI78?B? *)� $B 9EDJHEBBE :?
=;IJ?ED; 9EEH:?D7 B; 7JJ?L?JS :? reporting KJ?B?PP7D:E B7 FHE9;�
:KH7 ?D<EHC7J?97 F;H ;L?:;DP?7H; ; I;=D7B7H; ;L;DJK7B? I9E�
IJ7C;DJ?�;�7DEC7B?;�
&7 FHE9;:KH7 ?D<EHC7J?97 9EDI;DJ; :? L7BKJ7H; ?B B?L;BBE :? H7=�
=?KD=?C;DJE :;=B? E8?;JJ?L?
 C7 DED <EHD?I9; ?D:?97P?ED? I?DJ;�
J?9>; IKBB7 performance :? 7H;7 E :? 7CC?D?IJH7P?ED; D;B IKE
9ECFB;IIE�

Le componenti del sistema
&\?DJ;=H7P?ED; :;B * " 9ED ? :7J? 9EDJ78?B? 7JJK7BC;DJ; DED
;I?IJ;� � FEIJ;H?EH? E=D? 7H;7 FKW <7H; GK;IJ7 ?DJ;=H7P?ED;
;B78EH7D:E�:7J?�:?�<EDJ;�:?L;HI7�
&; FHE9;:KH; H;B7J?L; 7BB; 7BJH; 9ECFED;DJ? :;B I?IJ;C7 �F;H�
IED7B;
 7BJH? 9;DJH? :? 9EIJE ;99�� DED IEDE 7JJK7BC;DJ; ?DJ;�
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=H7J;
 C7 EF;H7DE I;F7H7J7C;DJ; 9ED KD\KD?97 ?DJ;H<799?7
EF;H7DJ; IKB browser�  I?IJ; KD datawarehouse 9>; F;HC;JJ;
:?�?DJ;=H7H;�?�:7J?�:?�JKJJ?�? database :;B�9ECKD;�

Il livello di informatizzazione del sistema
$B B?L;BBE :? ?D<EHC7J?PP7P?ED; :;B 9ECKD; T F?X 9>; 7:;=K7JE�
.KJJ; B; FEIJ7P?ED? :? B7LEHE IEDE 7JJH;PP7J; 9ED IJ7P?ED? :?
B7LEHE 9EBB;=7J; ?D H;J;�  I?IJ; KD7 H;J; wi-fi H?LEBJ7 7BB7 9?J�
J7:?D7DP7 9ED ������ 799H;:?J? F;H B\KIE F;HC7D;DJ; ; 9>;
9EDI;DJ; 7 9>?KDGK; :? 799;:;HL? =H7JK?J7C;DJ; F;H KD J;C�
FE B?C?J7JE �JH; EH;��  II7 9EFH; 8KED7 F7HJ; :;B J;HH?JEH?E :;B�
B7 9?JJS�  I?IJ; KD FEHJ7B; :;B 9ECKD; 9ED :?L;HI? IEJJEFEHJ7B?
9EBB;=7J?� $ 9EDJ;DKJ? IEDE =;IJ?J? :7 KD7 H;:7P?ED; 9ED H;<;�
H;DJ? D;BB; :?L;HI; 7H;;� &\K<<?9?E :? 9EEH:?D7C;DJE internet T
B\K<<?9?E�IJ7CF7 web�
&; 7FFB?97P?ED? :? IKFFEHJE IEDE :?IJ?DJ;
 C7 799;II?8?B? 7 JKJJ?
=B? ?DJ;H;II7J? L?7 web�  II; DED IEDE ?DJ;=H7J; I; DED 7B B?�
L;BBE :;BB\?DJ;H<799?7 IKB browser
 C;DJH; ? database
 =;IJ?J?
9ED B7 J;9DEBE=?7 Oracle
 IEDE ?DJ;=H7J? 9ED KD dataware-

house�
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/D H?B?;LE F7HJ?9EB7H; >7DDE B; 7FFB?97P?ED? :? IKFFEHJE 7BB7
=;IJ?ED; :;B * " ; 7BB7 =;IJ?ED; J;HH?JEH?7B; 7D9>; 7? <?D? :;BB7
I?9KH;PP7�
$B I?JE C7FF;�9ECKD;�L;HED7�?J 9>; ?DJ;=H7 ? :7J? 97HJE=H7<?9?
; B; ?CC7=?D? :;B J;HH?JEH?E D;B -$. T L;H7C;DJ; ;I7KIJ?LE ;:
T KJ?B?PP7JE :7 CEBJ; ?IJ?JKP?ED? 9>; EF;H7DE IKB J;HH?JEH?E L;HE�
D;I;
 ?D9BKI; B; <EHP; :? I?9KH;PP7� (;B FHE=;JJE :;B �!* ]*H;�
C?7CE ? H?IKBJ7J?^ $B 9ECKD; >7 H?9;LKJE KD7 ';DP?ED; :\EDEH;
F;H�?B�I?IJ;C7�?D<EHC7J?LE�J;HH?JEH?7B;�?DJ;=H7JE�
�ED ?B F7JJE :? IJ78?B?JS =B? ?DL;IJ?C;DJ? ?D 9EDJE 97F?J7B; IEDE
97B7DJ?� &\7JJK7B; FH?EH?JS T GK;BB7 :;BB7 C;II7 7 DEHC7 :;? I?�
IJ;C? F;H <7H; KD green data center �9EDIKC? 87II?�� �JJK7B�
C;DJ; 7D9>; B7 IF;I7 9EHH;DJ; T 8BE997J7� $B service F;H B; 7J�
J?L?JS :? C7DKJ;DP?ED; ; IKFFEHJE T =;IJ?JE 7JJH7L;HIE B7 IF;�
I7�9EHH;DJ;�

Il livello di trasparenza del sistema
/D :E9KC;DJE :;B �� <;88H7?E ���� :;<?D?I9; ?B ]FHE=H7CC7
JH?;DD7B;�F;H�B7�JH7IF7H;DP7�;�B\?DJ;=H?JS^�
 IIE�I?�7HJ?9EB7�D;?�I;=K;DJ?�FKDJ?�

L’esperienza del comune di Verona

http://mappe.comune.verona.it


_ ?�:7J?�:7�FK88B?97H;�IKB�FEHJ7B;�:;B�9ECKD;�
_ ?B�FHE9;IIE�:?�FK88B?97P?ED;�:;?�:7J?�
_ B;�?D?P?7J?L;�F;H�B\?DJ;=H?JS�;�B7�B;=7B?JS�
_ B;�7P?ED?�C?H7J;�
_ ?B F?7DE�:;BB7 performance�
_ ?B�9E?DLEB=?C;DJE�:;=B? stakeholder�
_ B7�FEIJ7�;B;JJHED?97�9;HJ?<?97J7��* ���
_ =?EHD7J;�JH7IF7H;DP7�
_ B7 FK88B?97P?ED;
 B; 7JJ?L?JS :? 9ECKD?97P?ED; ; BE IJ7JE :?
7JJK7P?ED;�:;B�FHE=H7CC7�

(;BB7 IEIJ7DP7 I? JH7JJ7 :? KD :E9KC;DJE I9EB7IJ?9E 9>; H;9;�
F?I9; B; :?IFEI?P?ED? B;=?IB7J?L; L?=;DJ? ;
 ?D F7HJ?9EB7H;
 ?B ��
&=I� ������� 4&;==? ?B J;IJE ?D H;J; 5 �)JJ?C?PP7P?ED; :;BB7
FHE:KJJ?L?JS :;B B7LEHE FK88B?9E ; :? ;<<?9?;DP7 ; JH7IF7H;DP7
D;BB; FK88B?9>; 7CC?D?IJH7P?ED?�
 B7 &� ������ ��?IFEI?P?ED?
F;H BE IL?BKFFE ;9EDEC?9E
 B7 I;CFB?<?97P?ED;
 B7 9ECF;J?J?L?JS
DED9>U ?D C7J;H?7 :? FHE9;IIE 9?L?B;� ; B7 &� ������ �'E:?<?�
9>; ;: ?DJ;=H7P?ED? 7BB7 &� �������
 9ED9;HD;DJ? DEHC; =;�
D;H7B?�IKBB\7P?ED;�7CC?D?IJH7J?L7��
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-KB FEHJ7B; :;B 9ECKD; E==? I? FEIIEDE L;:;H;� KD7 I;P?ED;
].H7IF7H;DP7
 L7BKJ7P?ED; ; C;H?JE^
 KD �B8E FH;JEH?E on-line

9ED L7BEH; B;=7B;
 =B? ?D:?H?PP? e-mail :;? H;IFEDI78?B? :? JKJ�
J? =B? K<<?9? FH?D9?F7B?
 ? 9ECF;DI? :;=B? 7CC?D?IJH7JEH? C7 DED
?B BEHE 9KHH?9KBKC L?J7;
 DED9>U 7BJH; ?D<EHC7P?ED? KJ?B?� &7 I;�
P?ED; .H7IF7H;DP7 9?J7J7 <EHD?I9; ?D<EHC7P?ED? :;JJ7=B?7J;
 JH7
B\7BJHE
�IK�

_ :?H?=;DP7�:;B�9ECKD;�9ED�B7�FK88B?97P?ED;�:;?�9KHH?9KB7�
_ ?D97H?9>?�;�9EDIKB;DP;��:7J?�:7B�������
_ 9EIJ? 7KJE KJ?B?PP7J; :7B 9ECKD; :? 0;HED7 �7==?EHD7JE <?DE
7B�������

_ ;B;D9E�:;?�8;D;<?9?7H?�:?�IKII?:?�;�9EDJH?8KJ?�L7H?�

-? JH7JJ7 :? KD ;B;D9E F?KJJEIJE B79KDEIE 9>; :ELHS ;II;H; 7=�
=?EHD7JE ; 9ECFB;J7JE I;9ED:E B; :?IFEI?P?ED? :;B F?7DE :;BB7
JH7IF7H;DP7�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7 a ����D7B?I?�:;B�I?IJ;C7�:?
C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7 a ��� Review :;B�I?IJ;C7
:?�C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7

Gli indicatori
$D GK;IJE F7H7=H7<E I? 9ECC;DJ7DE =B? ?D:?97JEH? ?D KIE D;B
9ECKD; :? 0;HED7
 H7FFH;I;DJ7D:E ?B =H7:E :? ;IJ;DI?ED; :;B�
B7 C?IKH7P?ED;
 ?B J?FE :? ?D:?97JEH? :? 9EDJ;IJE
 :? ?CF7JJE ; :?
IJ7JE :? I7BKJ; KJ?B?PP7J?� $DEBJH;
 I? H7FFH;I;DJ7DE =B? ?D:?97JEH?
7:EJJ7J? F;H 7B9KD? I;HL?P? E<<;HJ? :7B 9ECKD;� &\7D7B?I? T IJ7�
J7 ILEBJ7 7IIKC;D:E 7 H?<;H?C;DJE KD ;B;D9E :? ?D:?97JEH? :;�
<?D?JE F;H 9?7I9KDE :;=B? 7C8?J? :? C?IKH7P?ED; FHEFEIJ?� .7B;
;B;D9E T 9EDJ;DKJE D;BB7 check list 7 IKFFEHJE :;BB7 review

:;?�I?IJ;C?�:?�C?IKH7P?ED;�:;BB7 performance�

Estensione della misurazione
�EC; F?X LEBJ; H?FEHJ7JE ?D FH;9;:;DP7
 ?B :E9KC;DJE :? H?<;�
H?C;DJE F;H B7 C?IKH7P?ED; T ?B * " ?D<EHC7J?PP7JE� �B * "
?D<EHC7J?PP7JE 9? I? H?LEB=; 7D9>; F;H B7 =;IJ?ED; :;=B? E8?;J�
J?L? :;BB; I?D=EB; 7H;; IJH7J;=?9>;� :;DJHE ?B * "
 ?D<7JJ?
 IEDE
9EDI?:;H7J? I?7 ? FHE=;JJ? ?DDEL7J?L? 9>; B\EH:?D7H?7 7JJ?L?JS :?
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7CC?D?IJH7P?ED; ; =;IJ?ED; :;B 9ECKD;� � <HEDJ; :? KD7 9E�
F;HJKH7 9EIV L7IJ7 :? JKJJ; B; 7H;;
 I? I9EDJ7
 F;HW
 KD7 B79KDE�
I7 :;I9H?P?ED; :? GK;IJ? ?D:?97JEH? KI7J? ;: KD\;99;II?L7 =;�
D;H7B?JS�;:�?D:;J;HC?D7P?ED;�:;=B?�IJ;II?�
�D9>; B7 L7BKJ7P?ED; :;? I;HL?P? ;HE=7J? :7B 9ECKD; H?I;DJ;
:;BB; IJ;II; FHE8B;C7J?9?JS
 :7JE 9>; I? <ED:7 IKBBE IJ;IIE
IJHKC;DJE�:?�H?<;H?C;DJE��* " ;B;JJHED?9E��
$D I?DJ;I?
 F;H B; 7H;; ; F;H ? I;HL?P? T IJ7JE FH?L?B;=?7JE ?B CE�
C;DJE 7D7B?J?9E 7 :?I97F?JE :;BB7 I?DJ;I? ; :? KD7 H;7B; ;<<?97�
9?7 7? <?D? :;BB\7D7B?I? ; :;BB7 L7BKJ7P?ED; :;? H?IKBJ7J? 9EDI;=K?�
J?�
*;H GK7DJE 7JJ?;D; 7BB7 C?IKH7P?ED; :;=B? ?CF7JJ? :;BB\7P?ED;
7CC?D?IJH7J?L7
 7: E==?
 B\7CC?D?IJH7P?ED; DED >7 7B9KD ?D:?�
97JEH;�:? ?CF7JJE�
�B9KD; 9EDI?:;H7P?ED? :? <ED:E 97H7JJ;H?PP7DE B\7D7B?I? 9>;
L;HHS�;<<;JJK7J7�:?�I;=K?JE�
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Numerosità:
JHEFF? ?D:?97JEH?
 IF;IIE DED 9EDEI9?KJ? :7 JKJJ? =B? EF;H7�
JEH? 9E?DLEBJ?
 9>; =;D;H7DE 9ED<KI?ED;
 ;: KD 9EDI?:;H;�
LEB;�KIE�:?�;D;H=?;
�?D�9EBEHE�9>;�B?�:;LEDE�KJ?B?PP7H;�

Tipologia:
DED L;D=EDE C7? KJ?B?PP7J? ?D:?97JEH? :\?CF7JJE ; :? L7BKJ7�
P?ED; :;BB7 IE::?I<7P?ED; :;=B? stakeholder ; B7 C7==?EH
F7HJ; :;=B? ?D:?97JEH?
 9EC; ;L?:;DP?7JE :7=B? ?DJ;HL?IJ7J?

H?=K7H:7DE�7JJ?L?JS�IJH7EH:?D7H?;�;�DED�GK;BB;�EH:?D7H?;�

Finalità:
7DP?9>U ;II;H; <?D7B?PP7J? 7: KD7 F?X 799KH7J7 L7BKJ7P?ED;
:;BB7 performance ; :;BBE IJ7JE :? I7BKJ;
:;BB\7CC?D?IJH7P?ED; 9ECKD7B;
 =B? ?D:?97JEH? IEDE IF;IIE
KJ?B?PP7J? F;H ;L?:;DP?7H; B\?CFEHJ7DP7 H;B7J?L7 :? KD\7JJ?L?JS
�;�:?�9>?�B7�IELH?DJ;D:;��H?IF;JJE�7:�KD\7BJH7�

Anagrafica, contesto e fattori di complessità
*;H GK7DJE H?=K7H:7 B7 C?IKH7P?ED; :;=B? ;B;C;DJ? :? H?<;H?�
C;DJE :;BB7 FEFEB7P?ED; H;I?:;DJ; D;B 9ECKD; ; B7 IK7 :?�
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IJH?8KP?ED; F;H <7I9; :\;JS
 I? KJ?B?PP7DE :7J? ;IJH7FEB7J?
 9ED
97:;DP7 7DDK7B;
 :7BB\7DDK7H?E IJ7J?IJ?9E� .H7;D:EB? :7=B? 7D�
DK7H? IJ7J?IJ?9?
 :7 <EDJ; ?DJ;HD; 7B 9ECKD; E :;H?L7D:EB? :7BB;
H?B;L7P?ED? D7P?ED7B? :;BB\$-.�. E EJJ;DKJ? :7 IE==;JJ? J;HP? H?�
IF;JJE 7B 9ECKD; �;I� KD?L;HI?JS :? 0;HED7�
 B\7CC?D?IJH7P?ED;
;B78EH7 KBJ;H?EH? ?D:?97JEH?
 EBJH; 7 GK;BB? ?DI;H?J? D;BB7 check-

list
 F;H CED?JEH7H; 7IF;JJ? IE9?7B? 9>; H?J?;D; H?B;L7DJ? �;I�
?CC?=H7J? IK FEFEB7P?ED; 9ECFB;II?L7
 DQ ?CC7JH?9EB7P?ED?
7BB\KD?L;HI?JS
�;J9���
�ED 97:;DP7 7DDK7B; I? H?B;L7DE 7D9>; ? :7J? H?=K7H:7DJ? B7
IF;I7 9EHH;DJ; ; B7 IF;I7 ?D 9EDJE 97F?J7B;� &7 C?IKH7P?ED;
:;BB7 :?C;DI?ED; EH=7D?PP7J?L7 �DKC;HE :? :?F;D:;DJ? ; DK�
C;HE :? :?H?=;DJ?� L?;D; CED?JEH7J7 ?D J;CFE H;7B; E
 9ECKD�
GK;
�9ED�KD7�97:;DP7�7887IJ7DP7�FHEII?C7�7B�J;CFE�H;7B;�
.KJJ? ? :7J? H;B7J?L? 7BB\EH:?D; FK88B?9E IEDE EJJ;DKJ?
:7BB\7DDK7H?E IJ7J?IJ?9E :;BB7 FEB?P?7 :? -J7JE :;BB7 *H;<;JJKH7
:? 0;HED7� -9EDJ7DE
 GK?D:?
 KD7 DED F;H<;JJ7 J;CF;IJ?L?JS ?D
GK7DJE CED?JEH7J? 9ED 97:;DP7 7DDK7B; ; DED
 7BC;DE
 I;�
C;IJH7B;�E
�7::?H?JJKH7
�8?C;IJH7B;�
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"B? ?D:?97JEH? H;B7J?L? 7BB\7C8?;DJ; ;: 7? I;HL?P?
 EJJ;DKJ? I?7 :7
<EDJ? ;IJ;HD; 9>; :7 <EDJ? J;HP;
 >7DDE 7D9>\;II? 9EC; F;H?E�
:E :? H?<;H?C;DJE B\7DDE IEB7H; ; B\7CF?;PP7 :? L7BKJ7P?ED; T
C7==?EH; :? GK7DJE FH;L?IJE :7BBE I9>;C7 :? H?<;H?C;DJE� "B?
KBJ;H?EH? ?D:?97JEH? CED?JEH7J? I? <E97B?PP7DE FH?D9?F7BC;DJ; IKB�
B7�I7BL7=K7H:?7�7�L7BEH?PP7P?ED;�:;B�L;H:;�9?JJ7:?DE�
$ :7J? :? I7BKJ; ;9EDEC?97 IEDE JKJJ? GK7DJ? :? :;H?L7P?ED; :7
7BJH? ;DJ? ;: >7DDE JKJJ? GK7DJ? KD EH?PPEDJ; 7DDK7B; 9>; I? 7:�
:?9; F;H<;JJ7C;DJ; 7? <;DEC;D? 9>; I? LKEB; 9EDJHEBB7H; ; CE�
D?JEH7H;� .KJJ7L?7
 I7H;88; EFFEHJKDE KJ?B?PP7H; 7D9>; GK7B�
9>; ?D:?9; 97B9EB7JE ?DJ;HD7C;DJ; 7BB\7CC?D?IJH7P?ED; ?D CE�
:E :7 FEJ;HBE ?D9HE9?7H; 9ED =B? ?D:?97JEH? ;IJ;HD? 7? <?D? :?
KD\;L;DJK7B;�L;H?<?97�D;BB7�9EHH;JJ;PP7�:;?�:7J?�
�D9>; B\7D:7C;DJE :;B C;H97JE :;B B7LEHE ; :;BB; 7JJ?L?JS FHE�
:KJJ?L; D;B J;HH?JEH?E :? 0;HED7 T 7D7B?PP7JE JH7C?J; :;=B? ?D:?�
9? 9>; >7DDE 9EC; F;H?E:E :? H?<;H?C;DJE B\7DDE IEB7H;� +K;�
IJ\7IF;JJE :;BB7 L?J7 :;BB7 9ECKD?JS 9ECKD7B; T CED?JEH7JE ?D
C7D?;H7 CEBJE 7FFHE<ED:?J7 =H7P?; 7BB\KJ?B?PPE :? CEBJ;FB?9? ?D�
:?97JEH? 9>; 9;H97DE :? 7D7B?PP7H; ?B <;DEC;DE :7 F?X FKDJ? :?
L?IJ7� /D?97 FKDJK7B?PP7P?ED; 9>; FKW ;II;H; <7JJ7
 H?=K7H:7
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B7 C7D97J7 H?B;L7P?ED; :? 7B9KD? ?D:?9? 9>; FH;D:7DE 9EC; E=�
=;JJE :\7D7B?I? ? <;DEC;D? E99KF7P?ED7B? IJH7J?<?97D:EB? ?D 87�
I; 7: 7B9KD; 97H7JJ;H?IJ?9>; :;BB7 FEFEB7P?ED; �;I� :?IE99K�
F7P?ED; =?EL7D?B; 7DP?9>U :?IE99KF7P?ED; 7 B?L;BBE 7==H;=7JE
:?�JKJJ7�B7�FEFEB7P?ED;��
*;H GK7DJE H?=K7H:7 ?B J;CFE B?8;HE ; B7 9KBJKH7
 IEDE IJ7J?
I9;BJ? ?D:?97JEH? 9>; I? H?<;H?I9EDE :?H;JJ7C;DJ; 7BB\7JJ?L?JS 9E�
CKD7B;� 7: ;I;CF?E DED T IJ7JE I9;BJE :? 97B9EB7H; ?B J7IIE
:? 9ED9;HJ? F;H 78?J7DJ; C7 B\7JJ;DP?ED; T IJ7J7 FEIJ7 IKB DK�
C;HE :? 9ED9;HJ?
 ; :? 7BJH; C7D?<;IJ7P?ED? 9KBJKH7B?
 =;IJ?J; :?�
H;JJ7C;DJ; :7BB\7CC?D?IJH7P?ED; 9ECKD7B;� *;HJ7DJE DED L?;�
D; 9EDI?:;H7JE ?B <;DEC;DE D;BB7 IK7 7CF?;PP7 ; 9ECFB;II?JS
C7 IEBJ7DJE D;BB7 IK7 F7HJ; IEJJE ?B 9EDJHEBBE ?CC;:?7JE
:;BB\7CC?D?IJH7P?ED;�

Gli impatti
�EC; FKW LEBJ; IEJJEB?D;7JE
 B\7CC?D?IJH7P?ED; 9ECKD7B; :?
0;HED7 DED FH;L;:;
 <H7 ? IKE? ?D:?97JEH?
 7B9KD7 L7BKJ7P?ED;
:;=B? ?CF7JJ? :;BB7�IK7�7JJ?L?JS�
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I servizi comunali offerti
*;H GK7DJE H?=K7H:7 =B? ?D:?97JEH? KJ?B?PP7J? F;H ?B CED?JEH7==?E
; 9EDJHEBBE :;? I;HL?P? 9ECKD7B? E<<;HJ?
 I? FH;D:EDE 7: ;I;C�
F?E ? I;=K;DJ? I;HL?P?� 7I?B? D?:E
 7II?IJ;DP7 :EC?9?B?7H;
 L?=?�
B7DP7
 97HJ7 :\?:;DJ?JS ; H?I9EII?ED; :;B JH?8KJE �?D GK;IJE 9E�
CKD; T B7 .$��� &7 GK7I? JEJ7B?JS :? GK;IJ? ?D:?97JEH? >7 97:;D�
P7 7DDK7B; ;
 B7 C7==?EH F7HJ;
 :;H?L7DE :7B ]I?IJ;C7 :? ?D�
:?97JEH? weborg^ 9>; T KD I?IJ;C7 ?DJ;=H7JE :? CED?JEH7==?E
9>; H;9;F?I9;
 C7DK7BC;DJ;
 JKJJ? ? :7J? :? H?<;H?C;DJE IK 87I;
7DDK7B;�
$B I;HL?P?E :? �I?BE D?:E T =;IJ?JE ?D <EHC7 :?H;JJ7 :7 F7HJ;
:;B 9ECKD; :? 0;HED7� *;H CED?JEH7H; ; F;H =;IJ?H; GK;IJE
I;HL?P?E
 B\7CC?D?IJH7P?ED; >7 I9;BJE :? 7:EJJ7H; KD7 GK?D:?9?�
D7 :? ?D:?97JEH? :? L7H?7 J?FEBE=?7� !H7 GK;IJ? ?D:?97JEH?
 9?DGK;
IEDE :;:?97J? KD?97C;DJ; 7: KD 9EDJHEBBE 9EDJ78?B; IK? 9EIJ?
9>; L;D=EDE IEIJ;DKJ? F;H B\;HE=7P?ED; :? GK;IJE I;HL?P?E� ?D
F7HJ?9EB7H; L?;D; CED?JEH7JE ?B 9EIJE 9ECFB;II?LE :;B I;HL?P?E
;: ?B 9EIJE ]FHE�97F?J;^ 97B9EB7D:E 9ED :?L;HI; CE:7B?JS� "H7�
P?; 7 GK;IJ\EJJ?97 :EFF?7
 B\7D:7C;DJE 9ECFB;II?LE :;B 97F?�
JEBE :? IF;I7 :;:?97JE 7=B? 7I?B? D?:E T CED?JEH7JE 9ED IK<<?�
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9?;DJ; 7JJ;DP?ED;� .KJJ? =B? 7BJH? ?D:?97JEH? >7DDE 9EC; E==;JJE
:\?D:7=?D; =B? 7IF;JJ? DED ;9EDEC?9? :;B I;HL?P?E 9EC; ?B DK�
C;HE :? FEIJ? :?IFED?8?B?
 9EDJ7D:E 7D9>; =B? 7I?B? D?:E DED =;�
IJ?J? ?D C7D?;H7 :?H;JJ7
 B7 GK7DJ?JS :? 87C8?D? ?I9H?JJ? ;: ?B DK�
C;HE�:?�;:K97JEH?�E99KF7J?�
&\7II?IJ;DP7 :EC?9?B?7H; T =;IJ?J7 7JJH7L;HIE B\7FF7BJE :;B I;H�
L?P?E
 9ED GK7JJHE 7<<?:7J7H? IK::?L?I? IK GK7JJHE BEJJ? J;HH?JEH?7B?�
*;H CED?JEH7H; GK;IJE I;HL?P?E
 L;D=EDE ?CF?;=7J? � <7JJEH? :?
9K? D;IIKDE
 :7J7 B7 J?FEBE=?7 :? =;IJ?ED; 9ED 7FF7BJ?
 :? D7JK�
H7 ;9EDEC?9E�<?D7DP?7H?7� $B 9EDJHEBBE :;? :7J? ?DJ;H;II7 ?B H7F�
FEHJE <H7 <HK?JEH? :;B I;HL?P?E ; F;HIED7B; :;:?97JE ; <H7 B; H?�
9>?;IJ;�FH;I;DJ7J;�;�B;�H?9>?;IJ;�IE::?I<7JJ;�
$B I;HL?P?E :? L?=?B7DP7 7DDEL;H7 ?B C7==?EH DKC;HE :? ?D:?97JE�
H? :;:?97J?� ��� *KH 9EDJ;==?7D:E KD 9EIV 7CF?E DKC;HE :? ?D�
:?97JEH?
 =B? ?D:?97JEH? I9;BJ? DED H?;I9EDE 7 CED?JEH7H; ?D C7�
D?;H7 7:;=K7J7 JKJJ? =B? 7IF;JJ? :? =;IJ?ED; :;B I;HL?P?E� !H7 ?
L;DJ?I;JJ; ?D:?97JEH? T FH;I;DJ; KD IEBE ?D:?97JEH; :? D7JKH7
;9EDEC?97 9>; ;L?:;DP?7 ?B 9EIJE 9ECFB;II?LE H7FFEHJ7JE 7B�
B7 FEFEB7P?ED;� GK;IJE T KD EJJ?CE ?D:?9;
 I; H7FFEHJ7JE 9ED
7BJH; 7CC?D?IJH7P?ED?
 :;BB\;<<?9?;DP7 :;B I;HL?P?E C7
 ;II;D:E

L’esperienza del comune di Verona



B\KD?9E
 DED H;D:; KD7 C?IKH7 ;I7KIJ?L7 :;BB7 =;IJ?ED; ;9E�
DEC?97� *EJH;88; ;II;H; KJ?B;
 F;H B\7CC?D?IJH7P?ED; 9ECK�
D7B;
 ?DJ;=H7H; GK;IJ\?D:?9; 7CFB?7D:EBE ; FED;D:EBE ?D H;B7�
P?ED;
 EBJH; 9>; 9ED 7BJH; H;7BJS 9ECKD7B?
 7D9>; 9ED GK7B9>;
?D:?97JEH;�:?�;<<?9?;DP7�;:�;<<?979?7�
$B H?B7I9?E :;BB; 97HJ; :\?:;DJ?JS T
 <H7 ? I;HL?P? 9EDI?:;H7J? 7 J?�
JEBE :\;I;CF?E
 ?B C?=B?EH I;HL?P?E ;HE=7JE :7B 9ECKD; I?7 :7B
FKDJE :? L?IJ7 :;BB; performance H7==?KDJ;
 9>; :7BB7 J?FEBE=?7
; :7BB7 GK7B?JS :;B CED?JEH7==?E 9>; L?;D; ;<<;JJK7JE IK GK;�
IJE I;HL?P?E� !H7 =B? ?D:?97JEH? I9;BJ?
 IEDE FH;I;DJ?� ?B DKC;HE
:? 97HJ; :\?:;DJ?JS ;B;JJHED?9>; H?B7I9?7J; :7B 9ECKD;
 ?B DKC;�
HE :? 97HJ; :\?:;DJ?JS DED ;B;JJHED?9>; H?B7I9?7J;
 ?B DKC;HE :?
H;I?:;DJ? 9>; >7DDE :?H?JJE 7BB7 97HJ7 :\?:;DJ?JS ;: ?B DKC;HE :?
H;I?:;DJ? 9>; >7DDE KD7 97HJ7 :\?:;DJ?JS ?D 9EHIE :? L7B?:?JS�
.KJJ? GK;IJ? ?D:?9?
 7 :?<<;H;DP7 :7BB; C7==?EH F7HJ; :;=B? 7BJH?
?D:?9? KJ?B?PP7J? F;H 7BJH? I;HL?P?
 DED L;D=EDE ;IJH7FEB7J? :7B I?�
IJ;C7 weborg C7�:7B�I?IJ;C7�:?�=;IJ?ED;�?D<EHC7J?97 Ascot�
&7 H?I9EII?ED; :;BB7 .$� �.7H?<<7 $=?;D; �C8?;DJ7B;� T =;IJ?J7
7JJH7L;HIE ?B IE==;JJE 9>; =;IJ?I9; ?B I;HL?P?E :;? H?<?KJ? ��'$�
0 ,)(� -�F���� 9>; T KD7 IE9?;JS in house� *;H GK;IJE I;H�
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L?P?E L;D=EDE KJ?B?PP7J? IEBJ7DJE JH; ?D:?97JEH? 9>; BE H;D:EDE
?B I;HL?P?E 9ED B7 C?DEH DKC;HEI?JS :? ?D:?9? ?CF?;=7J?� "B? ?D�
:?97JEH? IEDE� ?B DKC;HE :;=B? ?I9H?JJ? .$�
 ?B DKC;HE :? KJ;DJ?
.$� 7BBE IFEHJ;BBE
 ?B DKC;HE :? H?C8EHI? ; I=H7L? .$�� 0;D=EDE
FE? KJ?B?PP7J? 7BJH? ?D:?97JEH? <?D7B?PP7J? 7B 9EHH;JJE CED?JEH7==?E
:;BB\;<<?9?;DP7�:;B�I;HL?P?E�;HE=7JE�:7B�9ECKD;�
$D I?DJ;I?
 F;H ? I;HL?P? FH;I? 7: ;I;CF?E
 B\7CC?D?IJH7P?ED;
9ECKD7B; KJ?B?PP7 KD7 =H7D:; L7H?;JS :? ?D:?97JEH? 9>;
 JKJJ7�
L?7
 DED H?;I9EDE 7 <EJE=H7<7H; ?D C7D?;H7 ;<<?9?;DJ; ?B FHE9;I�
IE :? ;HE=7P?ED; :;? I;HL?P? ; =B? ?CF7JJ? 9>; GK;IJ? I;HL?P?
>7DDE IKBB7 9?JJ7:?D7DP7� !H7 =B? ?CF7JJ?
 <H7 B\7BJHE
 DED L?;D;
97B9EB7JE B\?D:?9; :? IE::?I<7P?ED; :? 9>? KIK<HK?I9; :? GK;IJ?
I;HL?P?� B7 C7D97DP7 :? GK;IJE ?D:?9; T I?DJECE :? KD7 97H;D�
P7 ?D<EHC7J?L7 ; B7 IK7 I;CFB?9; ?DJHE:KP?ED;
 FEHJ;H;88; 7
L7DJ7==? ?CC;:?7J? ?D J;HC?D? :? 9EDEI9;DP7 ; :? 97F79?JS :?
H?IFEIJ7 F;H =B? KJ;DJ?� FEHJ;H;88; 7D9>; KD =H7D:; L7DJ7=�
=?E F;H JKJJ? 9EBEHE 9>; I? JHEL7DE 7 :EL;H =;IJ?H; ;: ?DJ;HFH;�
J7H; GK;IJ? ?D:?9? F;H9>U H?IKBJ7 ;II;H;
 F;H B7 C7==?EH F7HJ;
:;? I;HL?P?
 KD EJJ?CE ?D:?9; I?DJ;J?9E :;BB7 I?JK7P?ED; :;? I;H�
L?P? L?IJ? :7B B7JE :;? 9EDIKC7JEH?� &\KBJ?CE FKDJE :\7JJ;DP?ED;
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:7 I;=D7B7H; H?=K7H:7 B7 I97:;DP7 J;CFEH7B; :;BB; H?B;L7P?E�
D?� +K;IJ; L;D=EDE ;<<;JJK7J;
 F;H B7 C7==?EH F7HJ;
 IK 87I;
7DDK7B;� F;H 7B9KD? ?D:?9?
 I7H;88; F?X ?:ED;7 KD7 L7BKJ7P?E�
D;�9ED�I97:;DP7�F?X�<H;GK;DJ;�

Lo stato di salute dell’ente comunale
*;H GK7DJE H?=K7H:7 BE IJ7JE :? I7BKJ; :;B 9ECKD; :? 0;HED7

DED T FEII?8?B; ;IFH?C;H; KD7 9EDI?:;H7P?ED; L7B?:7 F;H JKJJ?
=B? 7C8?J? ?D 9K? I? 7HJ?9EB7 B\7JJ?L?JS 9ECKD7B; FE?9>U IEDE FH;�
I;DJ? <EHJ? :?<<;H;DP; <H7 ? :?L;HI? 7C8?J? ?D 9K? I? FKW 7D7B?PP7�
H;� 7B9KD? 7C8?J? IEDE CED?JEH7J? 799KH7J7C;DJ; ;: 7BJH?
 ?DL;�
9;
�IEDE�CED?JEH7J?�IEBE�?D�F7HJ;�E�E997I?ED7BC;DJ;�
&7 I7BKJ; ;9EDEC?97 :;BB\;DJ; T 799KH7J7C;DJ; EII;HL7J7 ;
CED?JEH7J7 7JJH7L;HIE B\?CF?;=E :? CEBJ;FB?9? ?D:?9?� .KJJ? =B? ?D�
:?9? FH;I;DJ7J? IEDE KJ?B?PP7J? 7D9>; :7BB\7CC?D?IJH7P?ED; ; :?
JKJJ? =B? ?D:?9? T IJ7JE FEII?8?B; EJJ;D;H; KD L7BEH; :? H?<;H?C;D�
JE�
�D9>; B7 L7BKJ7P?ED; :;B 97F?J7B; KC7DE :;BB\;DJ; T :;9?I7�
C;DJ; 799KH7J7 ;: 7FFHE<ED:?J7 ; L?;D; ;<<;JJK7J7 87I7D:EI?
IK�KD7�CEBJ;FB?9?JS�;:�;J;HE=;D;?JS�:?�?D:?97JEH?�
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*;H GK7DJE H?=K7H:7 ?B 97F?J7B; EH=7D?PP7J?LE
 B\KD?9E L7BEH;
DED CED?JEH7JE H?=K7H:7 B7 F;H9;P?ED; :;B 8;D;II;H; EH=7�
D?PP7J?LE� &7 C7D97DP7 :? GK;IJE ?D:?9;
 FKH ;II;D:E B\KD?9E
C7D97DJ;
 H?IKBJ7 ;II;H; CEBJE H?B;L7DJ; D;BB\EJJ?97 :? KD7 L7�
BKJ7P?ED; DED :;B JKJJE IK<<?9?;DJ;� ?B DED 9EDJHEBBE :? GK;IJE
L7BEH; I? 7BB?D;7 F;H<;JJ7C;DJ; 9ED B\7II;DP7 :? GK7BI?7I? ?D:?�
9;�:?�L7BKJ7P?ED;�:;BB7�IE::?I<7P?ED;�:;?�9B?;DJ?�:;?�I;HL?P?�
$B I?IJ;C7 :? FH;C?7B?JS :;? :?F;D:;DJ? ; :;? :?H?=;DJ? DED T
7JJK7BC;DJ; CED?JEH7JE ?D JKJJ? =B? 7IF;JJ? FHEFEIJ?� R FH;I;D�
J; KD7 IJHKJJKH7 H;JH?8KJ?L7 FH;C?7DJ; ;: T FEII?8?B; 97B9EB7H;
GK7B; I?7 B\?D9?:;DP7 F;H9;DJK7B; :;BB7 H;JH?8KP?ED; L7H?78?B;
IKBB7 H;JH?8KP?ED; 9ECFB;II?L7� 7BBE IJ;IIE J;CFE
 :7? :7J? :?�
IFED?8?B?
 DED I? H?B;L7 B7 IJHKJJKH7 :;B I?IJ;C7 FH;C?7DJ; F;H ?
:?H?=;DJ?�;�F;H�H;IJE�:;B�F;HIED7B;�
&; H;B7P?ED? ;IJ;HD; :;B 9ECKD; DED L;D=EDE 9EDJHEBB7H; ?D
C7D?;H7 I?IJ;C7J?97� $ :?H?=;DJ?
 ?DJ;HL?IJ7J? F;H B7 9ECF?B7P?E�
D; :;BB7 check-list :? IKFFEHJE 7B CED?JEH7==?E
 IEDE IJ7J? ?D
=H7:E :? ?D:?97H; GK7B?
 <H7 B; LE9? H?9>?;IJ;
 <EII; FH;I;DJ? E
C;DE D;BB\7CC?D?IJH7P?ED; C7 DED IEDE IJ7J? ?D =H7:E :? ?D�
:?97H; KD ?D:?9; KJ?B?PP7JE 9EC; H?<;H?C;DJE� +K;IJE 7IF;JJE
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T
 :? 9EDI;=K;DP7
 =EL;HD7JE 87I7D:EI? IK KD7 9EDEI9;DP7
:?<<KI7 ; DED <EHC7B?PP7J7� !H7 =B? ?D:?97JEH? IK==;H?J? ;H7 FH;�
I;DJ; B7 IE::?I<7P?ED; :;? 9B?;DJ? 9>;
 9EC; =?S H?9EH:7JE
 T
JEJ7BC;DJ; 7II;DJ;
 I?7 9>; 9? I? H?<;H?I97 7 9B?;DJ? ;IJ;HD?
 I?7
9>; 9? I? H?<;H?I97 7 ]9B?;DJ? ?DJ;HD?^� R :7 I;=D7B7H; 7D9>; B7
C7D97DP7 :;BB7 97HJ7 :;? I;HL?P? ?D JKJJ? ? I;HL?P? ; B7 C7D97D�
P7�:?�KD F?7DE�IJH7J;=?9E�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7 a ����D7B?I?�:;B�I?IJ;C7�:?
C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7

1.4 Lesson learned e punti di forza del
percorso realizzato

Strumenti, metodologie e competenze
$D L?7 FH;B?C?D7H; 8?IE=D7 9EDI?:;H7H; 9>; B\?CF?7DJE 9EC�
FB;II?LE :;BB7 C799>?D7 7CC?D?IJH7J?L7 :;B 9ECKD; :? 0;HED7
T 9EDIEB?:7JE :7 CEBJ? :;9;DD? :? IJ78?B?JS D;=B? ?D:?H?PP? FE�
B?J?9?� -EBE D;B 9?9BE 7CC?D?IJH7J?LE ���������
 ?B 9ECKD; :?
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0;HED7 >7 7LKJE KD\7CC?D?IJH7P?ED; :? 9;DJHE�I?D?IJH7
 7<<;H�
C7J7I? FH?D9?F7BC;DJ; 7 97KI7 :;BB; :?L?I?ED? 7BB\?DJ;HDE :;BB7
C7==?EH7DP7�FH;9;:;DJ;�
&7 governance :;BB\7FF7H7JE T IJ7J7 7<<?:7J7 F;H :;9;DD? 7B
I;=H;J7H?E =;D;H7B;
 9>; >7 :7JE KD\?CFHEDJ7 JH7:?P?ED7B;
7BB7 9KBJKH7 ; 7BB7 <EHC7 :;BB\EH=7D?PP7P?ED;� $ 9?DGK; 7DD?
:;BB\7CC?D?IJH7P?ED; :? 9;DJHE�I?D?IJH7 DED >7DDE I?=D?<?97�
J?L7C;DJ; ?DJ7997JE GK;IJE :?I;=DE� *;H B7 L;H?JS
 7B9KD;
?DJ;H;II7DJ? ?DDEL7P?ED? FEHJ7J; :7B :?H;JJEH; =;D;H7B;
:;BB\7CC?D?IJH7P?ED; :? 9;DJHE�I?D?IJH7
 ;IF;HJE :? EH=7D?PP7�
P?ED; ; :? =;IJ?ED; :? EH=7D?PP7P?ED? ?DDEL7J?L;
 DED IEDE
IJ7J; H799EBJ; :7BB7 DKEL7 7CC?D?IJH7P?ED;
 FH?C7 <H7 JKJJ; ?B
F;IE ; ?B HKEBE :;BB7 F?7D?<?97P?ED; IJH7J;=?97� &7 9ECFB;II7
C799>?D7 7CC?D?IJH7J?L7 :? KD =H7D:; 9ECKD;
 I;C8H7 H?�
IFED:;H; 9ED KD7 9;HJ7 ?D;HP?7 7BB; IEBB;9?J7P?ED? 9>; L;D=E�
DE�:7BB;�DKEL;�H;9;DJ?�DEHC;�
&\7IF;JJE F?X ?DJ;H;II7DJ; :;BB\;IF;H?;DP7 :;B 9ECKD; :? 0;�
HED7 T H7FFH;I;DJ7JE :7BBE IJ7:?E 7L7DP7JE :? 7FFB?97P?ED;
:;BB7 :?I9?FB?D7 F;H B7 L7BKJ7P?ED; :;B F;HIED7B; 9>;
 ?D 7DJ?�
9?FE H?IF;JJE 7BB7 H?<EHC7
 >7 9E?DLEBJE JKJJE ?B F;HIED7B; 9ED
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KD7 C;JE:EBE=?7 9>; 9EDJ;CFB7 B\7D7B?I? :;? H?IKBJ7J? =;IJ?ED7�
B? ; ?DI?;C;
 GK;BB7
 :;? 9ECFEHJ7C;DJ? EH=7D?PP7J?L?� $DEBJH;

<7JJE H7HE JH7 B; 7CC?D?IJH7P?ED? 9ECKD7B?
 ?B 9ECKD; >7 :;<?�
D?JE JH; <7I9; :? C;H?JE �F7H? 7B ���
 ��� ; ��� :;B F;HIE�
D7B;� 7BB; GK7B? >7 :?IJH?8K?JE ?D CE:E :?<<;H;DP?7JE B; H?IEHI;
:;B <ED:E :? FH;C?7B?JS
 =?S 7 F7HJ?H; :7B <ED:E ����
 :?IJH?8K?JE
D;B ����
 I;DP7 F;HW ;I9BK:;H; :7? FH;C? B7 <7I9?7 F?X :;8E�
B;� &\;IF;H?;DP7 T ?DJ;H;II7DJ; 7D9>; F;H9>U T IJ7J7 9EDJH7J�
J7J7 ; DED 9ED9;HJ7J7 9ED B; ))� --�
 :?CEIJH7D:E 9>; =;�
IJ;D:E 9ED ;<<?979?7 B; H;B7P?ED? I?D:797B? T FEII?8?B; H?CKEL;�
H; 7JJ;==?7C;DJ? FH;=?K:?P?7B?� R L;HE 9>; E==?
 :EFE B\?DJ;I7
=EL;HDE�I?D:797J? :;B � <;88H7?E ����
 F;H7BJHE DED IEJJEI9H?J�
J7 :7B C7==?EH; I?D:797JE ?J7B?7DE
 B7 �"$&
 ; DED H?<;H?J7 :?�
H;JJ7C;DJ; 7=B? ;DJ? BE97B?
 7D9>; 7 0;HED7 B7 IF?DJ7 :;? I?D:7�
97J? 7 EIJ79EB7H; B\7FFB?97P?ED; :? GK;IJE 7IF;JJE :;BB7 H?<EHC7
I?�T�<7JJ7�F?X�FH;II7DJ;�
/D I;9ED:E ;B;C;DJE ?DJ;H;II7DJ; :;BB\;IF;H?;DP7 L;HED;I;
T 9EIJ?JK?JE :7BB\KIE :?<<KIE ; B;==;HE :;BB; J;9DEBE=?; $�. ?D
JKJJ? ? 9ECF7HJ? :;BB\7CC?D?IJH7P?ED;� "K?:7J7 :7 KD :?H?=;DJ;
9ECF;J;DJ;
 9ED KD7 FH;9;:;DJ; ;IF;H?;DP7 D;BB\?D:KIJH?7 ?D�
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<EHC7J?97
 B\KD?JS 9>; =;IJ?I9; ? I;HL?P? :? ?D<EHC7J?97 F;H ?B 9E�
CKD; >7 H;7B?PP7JE KD7 I;H?; :? 7FFB?97P?ED? :;:?97J; 7? :?L;H�
I? I;JJEH?
 ?DJ;=H7D:EB; 7B B?L;BBE :;BB\?DJ;H<799?7 9ED ?B browser

; 7 B?L;BBE :;? :7J? 9ED KD I?IJ;C7 :? datawarehousing
 9>;
9EDI;DJ; B\?DJ;=H7P?ED; :;BB; 87I? :? :7J? :;B 9ECKD;� (;BBE
IJ;IIE J;CFE
 ?B 9ECKD; T H?KI9?JE D;B J;CFE 7 :EJ7H; JKJJ? ?
FEIJ? :? B7LEHE 9ED IJ7P?ED? :? B7LEHE 9EBB;=7J; ?D KD7 intranet

; 9ED internet� 07 H?9EH:7J7
 ?DEBJH;
 B7 :?<<KI?ED; :;BB7 H;J; wi-

fi D;B J;HH?JEH?E :;B 9ECKD;
 EJJ;DKJ7 7D9>\;II7 7 9EIJ? 9ED�
J;DKJ? ?DIJ7BB7D:E B; 7DJ;DD?D; FH;IIE I;C7<EH? ; H?B;L7JEH? :?
FH;I;DP7�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7 a ����D7B?I?�:;B�I?IJ;C7�:?
C?IKH7P?ED;�:;BB7 performance EH=7D?PP7J?L7 a ��� Lesson learned ;
FKDJ?�:?�<EHP7�:;B�F;H9EHIE�H;7B?PP7JE

Processo di sviluppo del sistema di misurazione e
valutazione della performance
$D B?D;7 =;D;H7B;
 I7BLE 9>; F;H B7 L7BKJ7P?ED; ?D:?L?:K7B;
 ?B
9ECKD; :? 0;HED7 I? JHEL7 ?D KDE IJ7:?E FH;B?C?D7H; H?IF;JJE
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7BB7 F?;D7 7FFB?97P?ED; :;BB; :?IFEI?P?ED? :;B �� &=I� ���
�����4&;==?�?B�J;IJE�?D�H;J; 5�
&\7CC?D?IJH7P?ED; >7 7LL?7JE B7 :;<?D?P?ED; :;B I?IJ;C7 EH=7�
D?PP7J?LE ; :;BB; H;=EB; :? <KDP?ED7C;DJE :;B 9?9BE :;BB7 per-

formance 9ED B7 :;B?8;H7 :? =?KDJ7 D� ��� :;B ��������� $D
F7HJ?9EB7H;
 B7 9?J7J7 �" 7JJH?8K?I9; 7B DK9B;E :? L7BKJ7P?ED; B;
9ECF;J;DP; ; B; <KDP?ED? :? 9K? 7BB\�HJ� ��
 9ECC7 � :;B ��
&=I� ������� 4&;==? ?B J;IJE ?D H;J; 5
 9?ET B; <KDP?ED? :? CE�
D?JEH7==?E :;BB; 7JJ?L?JS :;B 9?9BE :;BB7 performance ; :? =7H7D�
P?7 :;BB7 9EHH;JJ7 7FFB?97P?ED; :;BB; B?D;; =K?:7
 :;BB; C;JE�
:EBE=?; ; :;=B? IJHKC;DJ? F;H B7 =;IJ?ED; :;B 9?9BE� $DEBJH;
 9ED
B7 IJ;II7 :;B?8;H7
 ?B 9ECKD; >7 CE:?<?97JE ?B H;=EB7C;DJE :?
EH=7D?PP7P?ED; 7B .?JEBE 0$$
 ?DJHE:K9;D:E ex novo ?B 97FE $$
�9?9BE�:?�=;IJ?ED;�:;BB7 performance��9>;�:;<?D?I9;�

_ B;�<7I?�:;B 9?9BE�:?�=;IJ?ED;�:;BB7 performance�
_ ?B F?7DE :;BB7 performance
 :;H?L7JE :7=B? KIK7B? IJHKC;DJ?
:? FHE=H7CC7P?ED; GK7B?� B; B?D;; FHE=H7CC7J?9>; :? C7D�
:7JE
 B7 ,** �,**�
 ?B * " �* "� ; ?B F?7DE :;JJ7=B?7JE :;�
=B?�E8?;JJ?L? 9>;�T�B7�:;9B?D7P?ED;�EF;H7J?L7�:;B * "�
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_ ?B CED?JEH7==?E :;B 9?9BE ; =B? ?DJ;HL;DJ? 9EHH;JJ?L?
 7<<?:7J? 7B
:?H;JJEH; =;D;H7B;
 <EHI; 7D9>; D;B IKE HKEBE :? *H;I?:;DJ;
:;B�(:0�

_ B7 H;B7P?ED; IKBB7 performance
 ?DJ;I7 9EC; B7 H;D:?9EDJ7�
P?ED; :;? H?IKBJ7J?
 7JJH7L;HIE ?B ,;D:?9EDJE :;BB7 =;IJ?ED;

9ED 7BB;=7J7 B7 L;H?<?97 :;BBE IJ7JE :? 7JJK7P?ED; :;? FHE�
=H7CC?�:;BB7 ,** ;�:;=B?�E8?;JJ?L?�:;B * "�

$B :7JE FEI?J?LE ; KJ?B; :? GK;IJE 7FFHE99?E :? ?DJ;=H7P?ED;
:;? :E9KC;DJ? ; :;BB; FHE9;:KH; ;I?IJ;DJ? T H7FFH;I;DJ7JE :7B
H;7B?ICE ; :7BB7 =H7:K7B?JS 9ED B7 GK7B; I? 7<<HEDJ7 KD F;H9EH�
IE :? H?<EHC7 9EIV 9ECFB;IIE� $B L;HJ?9; :;BB\7CC?D?IJH7P?ED; I?
H;D:; 9EDJE :;? F7II? 7D9EH7 D;9;II7H? :7 9ECF?;H; D;BB7 :?�
H;P?ED; :;BB7 F?;D7 7JJK7P?ED; :;BB7 H?<EHC7
 JKJJ7L?7 >7 I9;BJE
KD7 B?D;7 :? =H7:K7B; 7:7JJ7C;DJE :;BB\;I?IJ;DJ; F;H DED F;H�
JKH87H; ;99;II?L7C;DJ; B7 9ECFB;II7 C799>?D7 EH=7D?PP7J?�
L7 :;B 9ECKD;� +K;IJE 7FFHE99?E T 9EDI?=B?78?B; D;BB; 7C�
C?D?IJH7P?ED? F?X 9EDIEB?:7J; ; IJHKJJKH7J; I;9ED:E ?B CE:;BBE
<KDP?ED7B;�=;H7H9>?9E :EL; ? FHE9;II? :? 7FFH;D:?C;DJE IEDE
H7BB;DJ7J? ; B; FEII?8?B?JS :? ?D?P?7J?L; ?DDEL7J?L; ?DJ;H<KDP?ED7B?
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?D9EDJH7DE :?<<?9EBJS 7: ;II;H; 7LL?7J; ; FEHJ7J; <;B?9;C;DJ;
7�9ECF?C;DJE�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7

2. Le Azioni di Miglioramento del sistema
di misurazione e valutazione della
performance

2.1 Gli obiettivi delle azioni di miglioramento

&\7D7B?I? ILEBJ7 7JJH7L;HIE =B? ?D9EDJH?
 B7 9ECF?B7P?ED; :;BB7
check list ; B7 H;:7P?ED; :;B H7FFEHJE :? I?DJ;I? ]Report :?
7D7B?I? :;B I?IJ;C7 :? C?IKH7P?ED; :;BB7 performance EH=7�
D?PP7J?L7^ :;B �� 7FH?B; ����
 7L;L7 C;IIE ?D ;L?:;DP7 ?B H?�
J7H:E 9ED ?B GK7B; B\7CC?D?IJH7P?ED; 7L;L7 H?IFEIJE 7BB; D;�
9;II?JS :;B 97C8?7C;DJE� +K;IJE <7JJE ;H7 7D9>; 9EDI;=K;D�
P7 :7BB; ?D9;HJ;PP; D;B 97CC?DE :;BB7 H?<EHC7 9>;
 <E97B?PP7�
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J7 IKBB\7CC?D?IJH7P?ED; 9;DJH7B; :;BBE -J7JE
 DED 9EDI?:;H7L7
7:;=K7J7C;DJ; B; IF;9?<?9?JS ; ? B?L;BB? :? 7KJEDEC?7 :? 7BJH;
7CC?D?IJH7P?ED?
 9EC; =B? ;DJ? BE97B?� � 9?W I? 7==?KD=7DE FE�
B;C?9>;
 ?D9;HJ;PP; ; 7D9>; B?C?J? :? 9ECF;J;DP; :;BB7 9EC�
C?II?ED; D7P?ED7B; �?0$. FH;FEIJ7 7BB7 =;IJ?ED; :;B 97CC?�
DE�:;BB7�H?<EHC7�
+K;IJE H?J7H:E
 JKJJ7L?7
 DED T :7 C;JJ;H; ?D H;B7P?ED; IEBJ7D�
JE 9ED B; :?<<?9EBJS IKB 97CC?DE :;BB7 H?<EHC7
 C7 T :;J;HC?D7�
JE :7BB7 I9;BJ7 9EDI7F;LEB; :;B 9ECKD; :? 0;HED7 :? 7=?H; I;�
9ED:E KD7 B?D;7 :? =H7:K7B; 97C8?7C;DJE� &7 F7HJ;9?F7P?ED;
9EDL?DJ7 :;B 9ECKD; 7B FHE=;JJE :;B �!* J;IJ?CED?7 9ECKD�
GK; B7 LEBEDJS :? 7:;=K7HI? 7B DKELE I?IJ;C7 ; :? 7FFH;D:;H;
F;H9EHI?�;�I9;BJ;�EJJ?C7B?�7D9>;�:7�7BJH;�;IF;H?;DP;�
&7�H;B7P?ED;�9?J7J7�C;JJ;L7�?D�;L?:;DP7�7B9KD?�FKDJ?�9H?J?9?�

_ C7D97DP7 :? KD7 F?7D?<?97P?ED; IJH7J;=?97 9>; ?D9BK:7 7D�
9>; =B? 7IF;JJ? DED 9EDI?:;H7J? :7BB; B?D;; FHE=H7CC7J?9>;

C7 D;9;II7H? F;H B7 9EDJ?DK?JS :;? I;HL?P? ; :;BB; <KDP?ED?
:;BB\7CC?D?IJH7P?ED;�

_ 9ECFEI?P?ED;�;�?�9ECF?J?�:;B DK9B;E�:?�L7BKJ7P?ED; �(:0��
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_ 9>?KIKH7 EH=7D?PP7J?L7 J?F?97 :;BB; EH=7D?PP7P?ED? <KDP?ED7B?
9ED�I97HIE�H?B?;LE�7?�FHE9;II?�?DJ;HEH=7D?PP7J?L?�

_ :?I9?FB?D7 :;=B? ?D:?97JEH? ; :;BB; FHE9;:KH; :? 9EDL7B?:7 :;?
:7J?�

_ 7HH;JH7J;PP7 :? C;JE:? ; IJHKC;DJ? :? L7BKJ7P?ED; :;BB7 per-

formance EH=7D?PP7J?L7 :;? I;HL?P?
 :;BB; KD?JS EH=7D?PP7J?�
L;�;�:;BB\7CC?D?IJH7P?ED;�D;B�IKE�9ECFB;IIE�

_ 7II;DP7 :? ?D<EHC7P?ED? IKBB\EH=7D?PP7P?ED; :;? FHE9;II? B7�
LEH7J?L? ; IK? 9B7II?9? ?D:?97JEH? H;B7J?L? �J;CF? :? 9?9BE
 J;CF?
:?�9E:7�;�:?�7JJH7L;HI7C;DJE��

_ L7BKJ7P?ED; :;BB; 9ECF;J;DP; ; :;B BEHE <788?IE=DE ; B7 L7�
BKJ7P?ED;�:;B�8;D;II;H;�EH=7D?PP7J?LE�

_ ?DJ;=H7P?ED; D;B 9?9BE :;BB7 performance
 9ED B\7KI?B?E
:;BB\?D<EHC7J?97
 :? JKJJ? =B? IJHKC;DJ? E==? ;I?IJ;DJ? ; ?D 9EHIE
:?�H?:;<?D?P?ED;�

_ C7D97DP7 :? KD I?IJ;C7 :? 9EDJ78?B?JS ;9EDEC?9E�F7JH?CE�
D?7B;�

&; 7P?ED? :? C?=B?EH7C;DJE 7JJK7J; :7BB\7CC?D?IJH7P?ED; >7D�
DE 9;H97JE :? IKF;H7H; ? FH?D9?F7B? FKDJ? 9H?J?9? IEFH7 ;B;D97J?�
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�BJH?
 :? 97H7JJ;H; F?X IF;9?<?97C;DJ; FEB?J?9E
 :ELH7DDE ;II;H;
C7J;H?7�:?�7D7B?I?�;�:?�?DJ;HL;DJE�:;BB\7CC?D?IJH7P?ED;�
&\7D7B?I? ILEBJ7 D;B 9EHIE :;? FH?C? C;I? :;B ���� 7L;L7 9ED�
I;DJ?JE :? ?D:?L?:K7H; 7B9KD; FEII?8?B? 7P?ED? :? C?=B?EH7C;DJE

IKBB; GK7B? B7 9EBB78EH7P?ED; 9ED ?B �!*
 D;BB\7C8?JE :;B FHE�
=;JJE ]L7BKJ7P?ED; :;BB; performance^
 7LH;88; FEJKJE H?L;B7H�
I?�KJ?B;�;:�;<<?979;�
�EFE B7 L7BKJ7P?ED; :;? :?H?=;DJ? :;B 9ECKD; :? 0;HED7
 B;
7P?ED? :? C?=B?EH7C;DJE I;B;P?ED7J; F;H B\;I;9KP?ED; ;DJHE ?
J;HC?D? :;BB7 I97:;DP7 :;BB7 FH?C7 <7I; :;B FHE=;JJE ��� :?�
9;C8H;������
�IEDE�IJ7J;�

�� FHE=;JJE ]?D:?97JEH?^ 9ED B\E8?;JJ?LE :;BB7 I;B;P?ED; :;�
=B? ?D:?97JEH?
 :;BB7 BEHE 9B7II?<?97P?ED; ; :;I9H?P?ED;
7D7=H7<?97
 DED9>U :;BB7 :;<?D?P?ED; :;BB; FHE9;:KH;
:? ?CFKJ7P?ED;
 9EDL7B?:7 ; =;IJ?ED; :;? :7J? 9>; B? H?�
=K7H:7DE� &; <7I? :;B FHE=;JJE IEDE IJ7J; 9EIV :;<?D?�
J;�

e H?9E=D?P?ED;�:;=B?�?D:?97JEH?�?D�KIE�
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e L7BKJ7P?ED; :;BB7 :?IFED?8?B?JS :? ?D:?97JEH? standard

;�9B7II?<?97J?�:?�<EDJ;�!EHC;P
 �(�$ E�:?�7BJH7�<EDJ;�
e FHE=;JJ7P?ED; :? KD7 C7FF7 BE=?97 F;H B7 9B7II?<?97�
P?ED;�:;=B?�?D:?97JEH?�

e I;B;P?ED; :;=B? ?D:?97JEH? :? ;<<?9?;DP7
 ;<<?979?7 ;
?CF7JJE 7:7JJ?�7BB;�;I?=;DP;�:;B�9ECKD;�

e :;<?D?P?ED; ; 7JJK7P?ED; :;BB; FHE9;:KH; :? ?CFKJ7�
P?ED;
�9EDL7B?:7�;�=;IJ?ED;�:;?�:7J?�

�� FHE=;JJE ]performance EH=7D?PP7J?L7^ 9ED B\E8?;JJ?LE
:? :;<?D?H; CE:;BB? :? FH;IJ7P?ED? F;H ? I;HL?P? :? front

office ; :? back office
 F;H B; KD?JS EH=7D?PP7J?L; ;
9H?J;H? :? L7BKJ7P?ED; :;BB7 performance 9ECFB;II?L7
:;BB\7CC?D?IJH7P?ED;� $B FHE=;JJE H?9>?;:;L7 BE ILEB=?�
C;DJE�:;BB;�I;=K;DJ?�7JJ?L?JS�

e :;<?D?P?ED; :? KD CE:;BBE :? GK7B?JS :;? I;HL?P? :?
front office ; back office�

e :;<?D?P?ED; :? 7FFHEFH?7J? ?D:?97JEH? F;H B7 L7BKJ7P?E�
D;�:;B�CE:;BBE�
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e ;B78EH7P?ED; ; 97B9EBE :? KD ?D:?97JEH; I?DJ;J?9E
:? performance EH=7D?PP7J?L7 F;H 9?7I9KD I;HL?P?E
:;BB\7CC?D?IJH7P?ED;�

e ;B78EH7P?ED; ; 97B9EBE :;BB7 performance EH=7D?P�
P7J?L7 :? 9?7I9KD7 KD?JS EH=7D?PP7J?L7 F;H ? I;HL?P?
:?�9K?�>7�B7�H;IFEDI78?B?JS�:?H;JJ7�

$B FHE=;JJE 7L;L7 7D9>; FH;L?IJE B7 :;<?D?P?ED; :? 9H?J;H? :?
7D7B?I? :;BB7 performance :;BB\7CC?D?IJH7P?ED; D;B IKE 9EC�
FB;IIE� +K;IJE 9ECF?JE
 ;II;D:E :? 9ECF;J;DP7 :;B (:0 �L�
�HJ� �
 9ECC7 � B;JJ;H7 7 ; �HJ� ��
 9ECC7 � B;JJ;H7 ; :;B ��
&=I� ������� 4&;==? ?B J;IJE ?D H;J; 5�
 T IJ7JE IK99;II?L7�
C;DJ;�IJH7B9?7JE�
&\output :;? FHE=;JJ? :EL;L7 ;II;H; ?DJ;=H7JE D;BB7 IJHKC;DJ7�
P?ED; :;<?D?J7 F;H B7 =;IJ?ED; :;B 9?9BE :;BB7 performance� �?
<7JJE =B? ;IF;HJ? >7DDE 9EBB78EH7JE 7 GK;IJ7 7JJ?L?JS :? ?DJ;=H7�
P?ED; F7HJ;9?F7D:E 7JJ?L7C;DJ; 7B 9ECFB;J7C;DJE ; 7BB7 H;�
L?I?ED; 9H?J?97 :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7
performance ; :;B F?7DE JH?;DD7B; :;BB7 JH7IF7H;DP7� +K;IJ7
7JJ?L?JS ?CF;=D7J?L7 ; :;B?97J7 >7 9ECFEHJ7JE KD7 9EDJ?DK7 ?D�
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J;H7P?ED; 9ED KD =HKFFE :? B7LEHE ?DJ;H�<KDP?ED7B;
 9EEH:?D7JE
;<<?979;C;DJ; :7B L?9; I;=H;J7H?E =;D;H7B;
 ; 9ED ?B :?H;JJEH;
=;D;H7B;�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7 a ���&;��P?ED?�:?�'?=B?EH7�
C;DJE�:;B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance

2.2 Il percorso di miglioramento realizzato
dall’amministrazione

&7 J78;BB7� ; B7 J78;BB7� H?FEHJ7DE ? J;CF? :;BB; 7P?ED? ; :;BB;
<7I? ?:;DJ?<?97J; :7BB\7CC?D?IJH7P?ED;� ,?IF;JJE 7 9?7I9KD7
7P?ED; :? C?=B?EH7C;DJE
 L?;D;
 GK?D:?
 :;I9H?JJE GK7DJE T IJ7�
JE ILEBJE :7BB\7CC?D?IJH7P?ED; ?D 9EBB78EH7P?ED; 9ED B\;IF;HJE�

Tabella 1: Le azioni di miglioramento

Azioni Progressi Inizio Fine Stato

&E�IL?BKFFE�:;=B?�?D:?97JEH? R�IJ7J7�ILEBJ7�KD7�H?9E=D?P?ED;�;�L7BKJ7P?ED;�:;B database :;=B?�?D:?97JEH?
:;=B?�?D:?97JEH?�;I?IJ;DJ?�

��
����

��
���� �ED9BKIE

&7�:;<?D?P?ED;�:;BB7 performance

EH=7D?PP7J?L7
-EDE�IJ7J?�ILEBJ?�?D9EDJH?�:?�FHE=H7CC7P?ED;�:;BB;�7JJ?L?JS�9ED �" ;
:?H;JJEH?��;DJH7B?

��
����

��
���� �ED9BKIE

&7�:;<?D?P?ED;�:;B I?IJ;C7�:?
C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7
performance �-'0*�

R�IJ7JE�ILEBJE�KD�;I7C;�:;BBE�IJ7JE�:?�7JJK7P?ED;�:;B -'0* ;�:;B
:E9KC;DJE�IKBB7 performance EH=7D?PP7J?L7�9ED�L?9;�I;=H;J7H?E�=;D;H7B;
;�=HKFFE�:?�IKFFEHJE�:7�GK;IJ?�9EEH:?D7JE�

��
����

��
���� �ED9BKIE
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Tabella 2: Dettaglio delle fasi di realizzazione delle azioni di miglioramento

Fasi Descrizione Inizio Fine
�;<?D?P?ED;�?D:?97JEH?�:?
?CF7JJE

�;<?D?P?ED;�:;=B? ?CF7JJ? :;I?:;H7J?�IKBB7�9ECKD?JS�:;BB;�FEB?J?9>;�:?�C;:?E�BKD=E
F;H?E:E�;�:;=B?�?D:?97JEH?�?D:?L?:K7J?�F;H�CED?JEH7HB? ������� �������

�D7B?I?�:;=B?�?D:?97JEH?�:?
I;HL?P?E�KJ?B?PP7J? �D7B?I?�:;=B?�?D:?97JEH?�7JJK7BC;DJ;�KJ?B?PP7J?�;�BEHE�9EDL7B?:7 ������� �������

,;L?I?ED;�:;=B?�?D:?97JEH?�:?
I;HL?P?E

 B?C?D7P?ED;�:;=B?�?D:?97JEH?�L7BKJ7J?�9EC;�?CFHEFH?
�CE:?<?97�:;=B?�?D:?97JEH?�:7
9EHH;==;H;
�?DJHE:KP?ED;�:?�;L;DJK7B?�DKEL?�?D:?97JEH?�EL;�D;9;II7H?E ������� �������

$CFEIJ7P?ED;�7D7=H7<?97
?D:?97JEH?

�;<?D?P?ED;�:;BBE�I9>;C7�:7�KJ?B?PP7H;�F;H�B\7D7=H7<?97�:;=B?�?D:?97JEH?�;:
IF;H?C;DJ7P?ED;�:;BB7�IJ;II7�IK�7B9KD?�?D:?97JEH? ������� �������

*HE9;:KH;�:?�=;IJ?ED;�:;=B?
?D:?97JEH? �;<?D?P?ED;�:;BB;�FHE9;:KH;�:?�=;IJ?ED;�:;=B?�?D:?97JEH?�;�:;?�:7J?�H;B7J?L? ������� �������

�;<?D?P?ED;�:?�KD database

:?�?D:?97JEH?
$B database H799E=B?;�?D�CE:E�IJHKJJKH7JE�=B?�?D:?97JEH?�FH;I9;BJ?�7IIE9?7D:EB?�7BB;
H;B7J?L;�7D7=H7<?9>; ������� �������

'E:;BB?�:?�L7BKJ7P?ED;�:;BB;
FH;IJ7P?ED?�:;?�I;HL?P?

�;<?D?P?ED;�:;?�CE:;BB?�:?�L7BKJ7P?ED;�:;BB;�FH;IJ7P?ED?�:;?�I;HL?P?
�:;?�9H?J;H?�:?
F;I7JKH7�:;BB;�:?L;HI;�:?C;DI?ED?�;�:;=B?�7B=EH?JC?�:?�L7BKJ7P?ED; ������� �������

-F;H?C;DJ7P?ED;�;�J7H7JKH7
:;?�CE:;BB?

$�CE:;BB?�IEDE�KI7J?�?D�L?7�IF;H?C;DJ7B;�7BBE�I9EFE�:?�L;H?<?97HD;�B\;<<?979?7�;
C?=B?EH7HB7 ������� �������

'E:;BB?�:?�L7BKJ7P?ED;�:;BB;
KD?JS�EH=7D?PP7J?L;

�;<?D?P?ED;�;�IF;H?C;DJ7P?ED;�:?�CE:;BB?�:?�L7BKJ7P?ED;�:;BB;�KD?JS�EH=7D?PP7J?L;

H;IFEDI78?B?�:;BB7�=;IJ?ED;�:?�F?X�I;HL?P? ������� �������

,;L?I?ED;�;�C;II7�7�FKDJE
:;B -'0*

$DJ;=H7P?ED;�:;=B? output :;?�FHE=;JJ?�D;B -'0* ;�H;L?I?ED;�9ECFB;II?L7�:;B
:E9KC;DJE ������� �������

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7 a ���&;��P?ED?�:?�'?=B?EH7�
C;DJE�:;B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance a ���
$B�F;H9EHIE�:?�C?=B?EH7C;DJE�H;7B?PP7JE�:7BB\7CC?D?IJH7P?ED;

Lo sviluppo degli indicatori (progetto indicatori)
!?DE 7 JKJJE ?B ���� ?B 9ECKD; :? 0;HED7 >7 KJ?B?PP7JE KD7 CEB�
J;FB?9?JS :? ?D:?97JEH? 9>; H?IKBJ7DE ;II;H; :? :?<<?9?B; =;IJ?ED;

7�97KI7�:?�KD7�I;H?;�:?�9?H9EIJ7DP;�GK?�IEBE�;B;D97J;�
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_ ;99;II?LE�DKC;HE�:?�?D:?97JEH?�
_ I;B;P?ED;�IE==;JJ?L7�:7�F7HJ;�:;?�:?H?=;DJ?�
_ C7D97J7 :;<?D?P?ED; :;B FHE9;IIE :? L7BEH?PP7P?ED; ; =;�
IJ?ED;�:;=B?�?D:?97JEH?�

_ C7D97DP7�:?�7D7=H7<?97�:;=B?�?D:?97JEH?�

�B <?D; :? ELL?7H; 7 GK;IJ? ?D9EDL;D?;DJ? =B? ;IF;HJ? :;B �!*
>7DDE FHE:EJJE KD database IJHKJJKH7JE :? ?D:?97JEH? JH7JJ? :7
:?L;HI; <EDJ? F;H 7LL?7H; KD7 H?<B;II?ED; IK GK7B? ?D:?97JEH? I?7�
DE KJ?B? F;H CED?JEH7H; ?B I?IJ;C7 :? performance ; GK7B? ?D:?�
97JEH?
 <H7 GK;BB? 7JJK7BC;DJ; ?D KIE
 I?7DE :7 7887D:ED7H; E
H?:;<?D?H;�
*;H B7 9EIJHKP?ED; :;B database T IJ7J7 ILEBJ7 KD\7D7B?I? :;BB;
FH?D9?F7B? <EDJ? ?D<EHC7J?L; :?IFED?8?B? I;B;P?ED7D:E
 <H7 JKJJ? =B?
?D:?97JEH? :;I9H?JJ?
 GK;BB? F?X I?=D?<?97J?L? ; 7:7JJ7D:EB? 7B 9ED�
J;IJE�:?�H?<;H?C;DJE�
-K99;II?L7C;DJ; T IJ7JE :;<?D?JE ?B CE:;BBE BE=?9E�IJHKJJKH7B;
9ED 9K? FH;I;DJ7H; ;: EH=7D?PP7H; ?B I?IJ;C7 :;=B? ?D:?97JEH?�
+K;IJE CE:;BBE H7FFH;I;DJ7 B7 9EBEDD7 FEHJ7DJ; :;B I?IJ;C7
:? L7BKJ7P?ED; ; CED?JEH7==?E :;BB7 performance :;B 9ECKD;

L’esperienza del comune di Verona



;: >7 H?9>?;IJE CEBJ;FB?9? 7:7JJ7C;DJ? FH?C7 :? 7HH?L7H; 7BB7
IJ;IKH7 :;<?D?J?L7
 7FFHEL7J7 :7BB\7CC?D?IJH7P?ED;
 ?B 9K? I9>;�
C7 T D;BB7 J78;BB7 �� �EC; I? L;:; D;BB7 J78;BB7
 B7 perfor-

mance :;B 9ECKD; T C?IKH7J7 7JJH7L;HIE � driver :\7D7B?I?
GK7B?� B\7C8?;DJ; ;IJ;HDE IK 9K? ?D9?:; B\7JJ?L?JS :;B 9ECKD;
 B7
IJH7J;=?7 :;BB\7CC?D?IJH7P?ED; 9ECKD7B;
 ? I;HL?P? ;HE=7J? :7B
9ECKD; ; BE IJ7JE :? I7BKJ; :;BB\?DJ;H7 IJHKJJKH7 7CC?D?IJH7J?�
L7�
&7 I9;BJ7 :;B FH?CE driver T IJ7J7 :;JJ7J7 :7BB7 LEBEDJS :?
L7BEH?PP7H; 7B C;=B?E JKJJ7 B7 H?99>;PP7 ?D<EHC7J?L7 :? :7J?
9>; ?B 9ECKD; H?9;L; :7BB\7C8?;DJ; ;IJ;HDE ; :7BB7 D;9;II?JS
:? C;JJ;H; ?D H;B7P?ED; B\7JJ?L?JS :;BB\7CC?D?IJH7P?ED; 9ED
B\7C8?;DJ;�:?�H?<;H?C;DJE�
$B I;9ED:E driver :? L7BKJ7P?ED; H?=K7H:7 B7 IJH7J;=?7 :;B 9E�
CKD; ;: T <?D7B?PP7JE 7 L7BKJ7H; =B? ?CF7JJ? 9>; B; IJH7J;=?;
FHE:K9EDE H?IF;JJE 7=B? E8?;JJ?L? <?II7J? ; 7 L7BEH?PP7H; B7 F?7�
D?<?97P?ED;�:?�C;:?E�F;H?E:E�;<<;JJK7J7�:7B�9ECKD;�
$B J;HPE driver C?IKH7 B\7JJ?L?JS FH?D9?F7B; :;B 9ECKD; ; I? 7HJ?�
9EB7
 7 IK7 LEBJ7 ; F;H JKJJ? ? I;HL?P? 9ECKD7B? ?DJ;HD? ;: ;IJ;H�
D?
 ?D� ;<<?9?;DP7
 ;<<?979?7
 799;II?8?B?JS
 JH7IF7H;DP7 ; H7II?�
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9KH7P?ED;� )=D? I;HL?P?E I7HS L7BKJ7JE ?D 87I; 7 GK;IJ? 9H?J;H?
:\7D7B?I? C7 ?B F;IE :? E=D? I?D=EBE 9H?J;H?E FEJHS L7H?7H; ?D 87�
I; 7BB7 J?FEBE=?7 :? I;HL?P?E L7BKJ7JE ?D CE:E :7 L7BEH?PP7HD;
B;�97H7JJ;H?IJ?9>;�F;9KB?7H?�
$B GK7HJE driver H?=K7H:7 B7 IEIJ;D?8?B?JS 7JJK7B; ; <KJKH7
:;BB\7P?ED; 7CC?D?IJH7J?L7 :;B 9ECKD;� )=DKD7 :? GK;IJ; :?�
C;DI?ED? I? 7HJ?9EB7
 7 IK7 LEBJ7
 ?D IEJJE:?C;DI?ED? :;<?D?J;
; B?C?J7J; 9>; ILEB=EDE B7 <KDP?ED; :? IF;9?<?97H; ; B?C?J7H;
C7==?EHC;DJ; B\E==;JJE :\7D7B?I?� )=D? IEJJE:?C;DI?ED; H7F�
FH;I;DJ7 KD :?L;HIE 7IF;JJE :\7D7B?I? ; JKJJ; 7II?;C; 9ED9EH�
HEDE 7BB7 H7FFH;I;DJ7P?ED; 9EHH;JJ7 :;BB7 :?C;DI?ED; C7=�
=?EH; :? 9K? <7DDE F7HJ;� �B9KD; IEJJE:?C;DI?ED? L;D=EDE FE?
IF;9?<?97J; KBJ;H?EHC;DJ; ?D =HKFF? :? ?D:?97JEH?� GK;IJ\KBJ;H?EH;
IF;9?<?97P?ED; I;HL; F;H C;=B?E EH=7D?PP7H; =B? ?D:?97JEH? 7J�
JEHDE 7 IF;9?<?9? E==;JJ? :\7D7B?I?� �: E=D? ?D:?97JEH; <?D7B; T
7IIE9?7J7 KD7 I9>;:7 7D7=H7<?97 9EC; GK;BB7 H?FEHJ7J7 D;BB7
J78;BB7���
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Tabella 3 - Struttura dell’anagrafe degli indicatori

Dimensioni Sottodimensioni
*EFEB7P?ED;

!7C?=B?7

-?JK7P?ED;�;9EDEC?97

';H97JE
�B7LEHE�;�?IJHKP?ED;

�D7=H7<?97�;�<7JJEH?�:?�9EDJ;IJE

)H:?D;�FK88B?9E

�JJK7P?ED;
-JH7J;=?;

$CF7JJE

 <<?979?7

 <<?9?;DP7

�99;II?8?B?JS

.H7IF7H;DP7

-;HL?P?

,7II?9KH7P?ED;

-7BKJ;�;9EDEC?9E�<?D7DP?7H?7

-7BKJ;�EH=7D?PP7J?L7-7BKJ;�:;BB\;DJ;

-7BKJ;�:;BB;�H;B7P?ED?

$B I?=D?<?97JE :;BB; LE9? 9>; 9ECFED=EDE B7 I9>;:7 7D7=H7<?97
T�?B�I;=K;DJ;�

_ 9E:?9;� �: E=D? ?D:?97JEH; T 9EBB;=7JE KD 9E:?9; ?:;DJ?<?97�
J?LE 7B <?D; :? F;HC;JJ;H; KD7 F?X H7F?:7 ; 9;HJ7 ?:;DJ?<?97�
P?ED;�:;BB\?D:?97JEH;�9>;�I?�T�I9;BJE�:?�KJ?B?PP7H;�

_ DEC; :;BB\?D:?97JEH;� )=D? ?D:?97JEH; T ?:;DJ?<?97JE
 EBJH;
9>; :7B DKC;HE
 :7 KD J?JEBE 9>; H799>?K:; ?D ;IJH;C7 I?D�
J;I?
�B\E==;JJE�:\7D7B?I?�9K?�I?�H?<;H?I9;�
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_ :;I9H?P?ED; :;BB\?D:?97JEH;� $D:?97 B\E==;JJE 9>; L;HHS C?IK�
H7JE�

_ H7P?ED7B;� +K? I? ?BBKIJH7DE B7 D7JKH7 :;BB\?D:?97JEH; ; B; <?D7�
B?JS�F;H�9K?�BE�I?�KJ?B?PP7�

_ :?C;DI?ED;� ,?FEHJ7 B7 :?C;DI?ED; :;BB7 IJHKJJKH7 BE=?97 9K?
B\?D:?97JEH;�7FF7HJ?;D;�

_ IEJJE:?C;DI?ED; E =HKFFE� -F;9?<?97 ?B 97CFE :;BB7 :?C;D�
I?ED; ?D:?L?:K7D:E 7D9>; B7 IEJJE:?C;DI?ED; E
 I; FH;I;D�
J;
�B7�97J;=EH?7�9K?�7<<;H?I9;�

_ J?FE :? 97B9EBE<EHCKB7<EHC7JE� -? ?BBKIJH7 B7 CE:7B?JS :? 97B�
9EBE�:;BB\?D:?97JEH;�

_ I97B7 :;? :7J?� +K? I? IEJJEB?D;7 B\?DJ;HL7BBE :? L7BEH? 9>;
B\?D:?97JEH; FKW 7IIKC;H; ?D CE:E :7 ?:;DJ?<?97H; ?CC;:?7�
J7C;DJ;�L7BEH?�7DEC7B?�:ELKJ?�7:�;HHEH?�:?�97B9EBE�

_ B?L;BBE� +K? I? H?B;L7 I; KD ?D:?97JEH; T EH?=?D7JE :7BB7 9EC�
8?D7P?ED; :? :K; :7J? �FH?CE B?L;BBE�
 :? KD :7JE ;: KD ?D:?�
97JEH; �I;9ED:E B?L;BBE� E :7 :K; ?D:?97JEH? �J;HPE B?L;BBE� 7B
<?D;�:?�H?B;L7H;�B7�9ECFB;II?JS�:;BB\?D<EHC7P?ED;�

_ 9E:?9; 9EDJHEBBE :? =;IJ?ED;� 0;D=EDE GK? H?FEHJ7J? ? 9E:?9?
:;BB; I?D=EB; LE9? 9>; 9ED9EHHEDE 7BB7 <EHC7P?ED;
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:;BB\?D:?97JEH;
 9EC; 97J7BE=7J; :7B 9EDJHEBBE :? =;IJ?ED;� ?D
GK;IJE CE:E T 7D9>; FEII?8?B; ;L?:;DP?7H; JKJJ? =B? ?D:?97�
JEH?�9EBB;=7J?�7�GK;BBE�:;I9H?JJE�

_ <EDJ;? :;? :7J?� $:;DJ?<?97 B7 <EDJ; ?D<EHC7J?L7 :7 9K? FHEL;D�
=EDE�?�:7J?�KJ?B?�7B�97B9EBE�:;BB\?D:?97JEH;�

_ GK7B?JS :;? :7J?�  L?:;DP?7 B; FEII?8?B? 9H?J?9?JS :? 9K? FEIIEDE
IE<<H?H; ? :7J? ; 9>;
 GK?D:?
 FEIIEDE ?D<BK?H; IKBB\KJ?B?JS
:;BB\?D:?97JEH;�IJ;IIE

_ <H;GK;DP7 :? H?B;L7P?ED;� *H;I;DJ7 B7 I97:;DP7 J;CFEH7B;
9ED 9K? B\?D:?97JEH; :;L\;II;H; 7==?EHD7JE F;H H?IKBJ7H; KJ?�
B;��7BB\7CC?D?IJH7P?ED;

_ L7B?:?JS :;BB\?D:?97JEH;� �;I9H?L; I; B\?D:?97JEH; >7 KD7 L7�
B;DP7�FBKH?;DD7B;
�7DDK7B;�E�:?<<;H;DJ;�

_ baseline �L7BEH; :? F7HJ;DP7�� 0?;D; H?FEHJ7JE ?B L7BEH;
:;BB\?D:?97JEH;�7BB\?D?P?E�:;B�F;H?E:E�:?�H?<;H?C;DJE�

_ target �L7BEH; :;I?:;H7JE��  IFB?9?J7 ?B L7BEH; :;BB\?D:?97JEH;
9>;�T�IJ7JE�<?II7JE�9EC;�E8?;JJ?LE�

_ benchmarking �L7BEH; :? H?<;H?C;DJE�� +K? I? ?DI;H?I9EDE B;
<EDJ? ?D<EHC7J?L;
 I?7 :;BB\;DJ; IJ;IIE 9>; ;IJ;HD;
 9ED 9K?
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9ED<HEDJ7HI? 7B <?D; :? EJJ;D;H; KD7 L7BKJ7P?ED; 9ECF7H7J?�
L7�

_ FHE9;IIE :? H?<;H?C;DJE� $:;DJ?<?97 ?B FHE9;IIE IEJJEFEIJE 7
C?IKH7P?ED;�

_ H;IFEDI78?B?JS :;BB\?D:?97JEH;� -? :;L; FH;L;:;H;
 F;H E=D?
?D:?97JEH;
 KD IE==;JJE 9>; I?7 H;IFEDI78?B; :? JKJJ; B; 7JJ?�
L?JS�D;9;II7H?;�7B�IKE�9EHH;JJE�97B9EBE�

_ H;IFEDI78?B?JS :;BB7 performance :;BB\?D:?97JEH;� $D:?L?:K7 ?B
IE==;JJE 9>; T H;IFEDI78?B; :;BB7 performance I?DJ;J?PP7J7
D;BB\?D:?97JEH;�

&7 FH?C7 87I; :? ?D:?97JEH? FHEFEIJ7 7B 9ECKD; :? 0;HED7
9EDJ;D;L7�9ECFB;II?L7C;DJ;�����?D:?97JEH?�9EIV�H?F7HJ?J?�

_ 7H;7�:;B�9EDJ;IJE�����?D:?97JEH?�
_ 7H;7�:;BB;�IJH7J;=?;�����?D:?97JEH?�
_ 7H;7�:;?�I;HL?P?�����?D:?97JEH?�
_ 7H;7�:;BB7�I7BKJ;�:;BB\;DJ;�����?D:?97JEH?�

"B? ?D:?97JEH? ?DI;H?J? D;BB\7H;7 :;B 9EDJ;IJE
 :;BB; IJH7J;=?; ;
:;BB7 I7BKJ; :;BB\;DJ; FEIIEDE ;II;H; KJ?B?PP7J? I?7 F;H L7BK�
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J7H; B\;DJ; D;BB7 IK7 ?DJ;H;PP7
 I?7 F;H L7BKJ7H; F7HJ? :;BB\;DJ;
7D9>;�:?<<;H;DJ?�<H7�:?�BEHE�
"B? ?D:?97JEH? ?DI;H?J? D;BB\7H;7 :;BB; IJH7J;=?;
 ?DL;9;
 FH;I;D�
J7DE :K; D7JKH; :?<<;H;DJ? JH7 BEHE� -; =B? ?D:?97JEH? H?<;H?J?
7BB\7JJK7P?ED; :;BB; IJH7J;=?; FEIIEDE ;II;H; KJ?B?PP7J? ?D:?<<;�
H;DJ;C;DJ; F;H GK7BI?7I? J?FE :? E8?;JJ?LE IJH7J;=?9E
 JKJJ? =B?
7BJH? ?D:?97JEH? IEDE IJ7J? ?DI;H?J? D;B database =?S :;9B?D7J? ?D
87I; 7: 7B9KD? 7C8?J? :\?CF7JJE :;BB; IJH7J;=?;� "B? ?D:?97JEH?
=?S :;9B?D7J? ?D 87I; 7=B? 7C8?J? :\?CF7JJE :;BB7 IJH7J;=?7 DED
=E:EDE :;BBE IJ;IIE B?L;BBE :? =;D;H7B?JS :? 9K? =E:EDE =B? 7BJH?�
+K;IJ? IEDE IJ7J? ?DI;H?J? D;B database F;H <KD=;H; :7 ;I;C�
F?E F;H B7 FHE:KP?ED; :? 7BJH? ?D:?97JEH? :\?CF7JJE
 9ED B7 9ED�
I7F;LEB;PP7 9>; DED FEJH7DDE ;II;H; KJ?B?PP7J? ?D D;IIKD 7B�
JHE�7C8?JE
�EBJH;�7�GK;BBE�=?S�FH;L?IJE�
�EC; H?FEHJ7JE D;BB7 J78;BB7 �
 F;H B7 9ECF?B7P?ED; :;B data-

base IEDE�IJ7J;�9EDIKBJ7J;�B;�I;=K;DJ?�<EDJ?�

_ *H?D9?F? ; 9H?J;H? F;H B7 FHE=;JJ7P?ED; :;B I?IJ;C7 :? C?IKH7�
P?ED; ; L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7 :? KD
;DJ;�&E97B;
�FHE=;JJE�*)(�"7I
���EJJE8H;������
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_ &7 performance D;BB\;DJ; 9ECKD;� CE:;BBE 9ED9;JJK7B; ;
IJHKC;DJ?�EF;H7J?L?�Y�!EHC;P*��

_ North Carolina benchmarking project�
_ FHE=;JJE�*)(���"�-�]07BKJ7P?ED;�:;BB7 performance^�
_ /D?L;HI?JS :;=B? IJK:? :? ,;==?E �7B78H?7� ]F?7DE :;BB7 per-

formance ���������^�
_ �ECKD; :? �H;PPE� ]F?7DE :;BB7 performance ���� � ����^�
_ benchmarking +9BK8 � *HEIF;JJE H?7IIKDJ?LE � �ED<?=KH7�
P?ED;�87I;�?D:?97JEH?�9ED:?L?I?�I;HL?P?��;CE=H7<?9?�

_ *HE=;JJE -$*�& � ,7<<EHP7C;DJE :;BB7 97F79?JS 7CC?D?IJH7�
J?L7�F;H�KD\7CC?D?IJH7P?ED;�:?�GK7B?JS�

_ *HE=;JJE ]�7HEC;JHE :;BB7 GK7B?JS :;? I;HL?P? FK88B?9?^ � '?�
D?IJ;HE�F;H�B7�*K88B?97�7CC?D?IJH7P?ED;�;�B\$DDEL7P?ED;�
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Tabella 4 - Scheda anagrafica dell’indicatore

Codice 001
(EC;�:;BB\?D:?97JEH; -E::?I<7P?ED;�:;BB7�:EC7D:7

�;I9H?P?ED;�:;BB\?D:?97JEH; ,?B;L7�B7�97F79?JS�:;B�I;HL?P?E�7�H?IFED:;H;�7BB;�H?9>?;IJ;
<EHCKB7J;�:7?�9?JJ7:?D?�7BB\7CC?D?IJH7P?ED;

,7P?ED7B; -?�KJ?B?PP7�GK;IJ\?D:?97JEH;�F;H�:;I9H?L;H;�B7�97F79?JS�:;B�I;HL?P?E
:?�H?IFED:;H;�7BB;�7IF;JJ7J?L;�:?�I;HL?P?E�:;?�9?JJ7:?D?

�?C;DI?ED; -;HL?P?

-EJJE�:?C;DI?ED;�E�=HKFFE  <<?979?7

.?FE�:?�97B9EBE<EHCKB7 �DKC;HE�:EC7D:;�IE::?I<7JJ;D��:EC7D:;�F;HL;DKJ;�����

-97B7�:;?�:7J? ����������

&?L;BBE

�E:?9;��:"

!EDJ;?�:;?�:7J?

+K7B?JS�:;?�:7J? �99KH7J;PP7�;�J;CF;IJ?L?JS�D;BB7�H?B;L7P?ED;�:;BB;�:EC7D:;
FH;I;DJ7J;�;�:?�GK;BB;�;L7I;

!H;GK;DP7�:?�H?B;L7P?ED;

07B?:?JS�:;BB\?D:?97JEH;

Baseline �L7BEH;�:?�F7HJ;DP7�

Target �L7BEH;�:;I?:;H7JE�

Benchmarking �<EDJ?�:?�9ED<HEDJE�

*HE9;IIE�:?�H?<;H?C;DJE

,;IFEDI78?B;�:;BB\?D:?97JEH;

,;IFEDI78?B;�:;BB7 performance :;BB\?D:?97JEH;

�?8B?E=H7<?7 North Carolina benchmarking project

*;H GK7DJE H?=K7H:7 B\KJ?B?PPE EF;H7J?LE :;B database IEDE
FH;L?IJ?�?�I;=K;DJ?�F7II?�FH?D9?F7B?�

_ �BB\?DJ;HDE :;BB7 IJHKJJKH7 BE=?97
 7 F7HJ?H; :7BB7 FH?C7 87J�
J;H?7 :? ?D:?97JEH? =?S :;I9H?JJ7 ; IK99;II?L7C;DJ; ?DJ;=H7J7
:7BB\7CC?D?IJH7P?ED;
 I7H7DDE FHE=H;II?L7C;DJ; ?DI;H?J? 7B�
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JH? ?D:?97JEH? 9>; ?B I;HL?P?E 7::;JJE 7B 9EDJHEBBE :? =;IJ?ED;
:;B 9ECKD; :? 0;HED7 H?J;HHS D;9;II7H?E KJ?B?PP7H;� )=D? ?D�
:?97JEH; :ELHS 7L;H; KD7 IK7 I9>;:7 7D7=H7<?97 9ECF?B7J7
?D CE:E 9>; I?7 FEII?8?B;
 ; ?CC;:?7J7 B7 IK7 9ECFH;DI?E�
D; F;H JKJJ? =B? stakeholder ?DJ;H;II7J?� $B 9ECFB;IIE :;=B? ?D�
:?97JEH? 9EIJ?JK?I9; B\7D7=H7<; =;D;H7B; :;=B? ?D:?97JEH? 9>;
<7�F7HJ;�?DJ;=H7DJ;�:;B -'0* 7FFHEL7JE�:7B�9ECKD;�

_ )=D? :?H?=;DJ; :;B 9ECKD; :? 0;HED7
 F;H B7 C?IKH7P?ED;
:;=B? 7C8?J? 7<<?:7J? 7BB7 FHEFH?7 H;IFEDI78?B?JS
 :ELHS I;B;�
P?ED7H; =B? ?D:?97JEH? F?X 7FFHEFH?7J? 7BB\?DJ;HDE :;B database

; DED FEJHS KJ?B?PP7H; ?D:?97JEH? 9>; DED L? H?;DJH?DE 7 C;DE
:? DED 9ED9EH:7HBE 9ED ?B 9EDJHEBBE :? =;IJ?ED; ; IEBJ7DJE F;H
<?D7B?JS F7HJ?9EB7H?� "H7P?; 7 GK;IJE L?D9EBE I7HS F?X <79?B;
9ED<HEDJ7H; B7 performance :? :?L;HI? I;HL?P? 7BB\?DJ;HDE :;B�
B7 IJ;II7 7CC?D?IJH7P?ED; ; J;D;H; IEJJE 9EDJHEBBE ?B 9?9BE :?
=;IJ?ED;�:;BB7 performance�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7 a ���&;��P?ED?�:?�'?=B?EH7�
C;DJE�:;B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance a ���
$B�F;H9EHIE�:?�C?=B?EH7C;DJE�H;7B?PP7JE�:7BB\7CC?D?IJH7P?ED;

La definizione della performance organizzativa
(progetto performance organizzativa)
&7 L7BKJ7P?ED; :;BB7 performance :;? I;HL?P? ; :;BB; KD?JS EH�
=7D?PP7J?L; T KD\;IF;H?;DP7 DKEL7 F;H ?B 9ECKD; :? 0;HED7�
R 7JJ?LE :7 J;CFE KD =HKFFE :? B7LEHE IKBB7 97HJ7 :? GK7B?JS
:;? I;HL?P? 9>; >7 EF;H7JE ?D 9EBB;=7C;DJE 9ED ?B �!*
 C7 ?D
C7D?;H7 :;B JKJJE ?D:?F;D:;DJ; H?IF;JJE 7BB\?CF;=DE :;BB\7BJHE
=HKFFE :? B7LEHE ?D97H?97JE :7B �" :? ;B78EH7H; ?B C7DK7B; F;H
B7 =;IJ?ED; :;B 9?9BE :;BB7 performance� �D9>; =B? E8?;JJ?L? :;?
:K; =HKFF? IEDE :?L;HI?� $B <?D; :;BB7 97HJ7 :;? I;HL?P? T B7 :;�
<?D?P?ED; :? KDE standard 7B GK7B; JKJJ? ? I;HL?P? 7B 9?JJ7:?DE :E�
LH;88;HE 7JJ;D;HI?� &\7BJHE =HKFFE T ?CF;=D7JE IKB <HEDJ; :;B�
B7 C?IKH7P?ED; ; :;BB7 L7BKJ7P?ED; :? JKJJ; B; 7JJ?L?JS 9ECKD7B?
9ED B\E8?;JJ?LE :;B C?=B?EH7C;DJE 9EDJ?DKE ; :;B H?9EDEI9?C;D�
JE�:;?�C;H?J?�?D:?L?:K7B?�;�:?�=HKFFE�
(;B 9EHIE :;B FHE=;JJE ?B =HKFFE :;=B? ;IF;HJ? :;B �!* >7 JH7�
I<;H?JE B; C?=B?EH? FH7J?9>; :? C?IKH7P?ED; ; L7BKJ7P?ED; :;?
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I;HL?P? C7JKH7J; ?D 7BJH; I;:? �F� ;� FH;IIE ?B 9ECKD; :? �H;P�
PE ; FH;IIE B\KD?L;HI?JS -7F?;DP7� ; >7 EF;H7JE ?D CE:E :7
?DJ;=H7H; B\7FFEHJE :;B B7LEHE IKBB7 97HJ7 :;? I;HL?P? D;B F?X =;�
D;H7B; 7C8?JE :;BB7 =;IJ?ED; :;B 9?9BE :;BB7 performance� $B
FHE9;IIE :? 9ED:?L?I?ED; ; ?DJ;=H7P?ED; :;BB; FHEFEIJ; :;=B?
;IF;HJ? 9ED B\7CC?D?IJH7P?ED; T IJ7JE ?CF;=D7J?LE ; <;9ED:E
=?KD=;D:E 7 :;<?D?H; KD L7B?:E FHE9;IIE :? L7BKJ7P?ED; :;?
I;HL?P? ; :;BB; KD?JS EH=7D?PP7J?L;
 <HKJJE :? KD7 CEBJ;FB?9?JS :?
7FFEHJ?�?DJ;HD?�;:�;IJ;HD?�
$D I?DJ;I? B7 C;JE:EBE=?7 :? L7BKJ7P?ED; :;BB7 performance :;?
I;HL?P?�I?�87I7�IKBB7�:;<?D?P?ED;�:?�

�� '7FF7 :;? I;HL?P? 9>; H7FFH;I;DJ7 B7 JEJ7B?JS :;? I;HL?�
P? E<<;HJ? :7B 9ECKD; :? 0;HED7
 IK::?L?I? <H7 I;HL?P? :?
IKFFEHJE ?DJ;HDE �7KI?B?7H? 7B <KDP?ED7C;DJE :;BB\;DJ;�
; I;HL?P? <?D7B? �:?H;JJ? 7 stakeholder ;IJ;HD?�� (;BB7
C7FF7 ? I;HL?P? IEDE C;II? ?D H;B7P?ED; 9ED B; KD?JS
EH=7D?PP7J?L; 9>; >7DDE B7 H;IFEDI78?B?JS :;B BEHE
9EEH:?D7C;DJE ; 9ED B; <KDP?ED? =;D;H7B? :? IKFFEHJE
:;BB\7CC?D?IJH7P?ED;�
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�� -9>;:7 :;B I;HL?P?E
 9>; F;H E=D? I;HL?P?E :;B 9ECKD;
FH;L;:; B7 :;I9H?P?ED; :;B I;HL?P?E
 B\;B;D9E :;? ]FHE�
:EJJ?^ ;HE=7J?
 =B? stakeholder :? H?<;H?C;DJE ; ?B F;IE
:? 9?7I9KD I;HL?P?E IKB 9ECFB;IIE :;? I;HL?P? :;BB\;DJ;
9>;
 7 H;=?C;
 I7HS :;J;HC?D7JE :7B :?H;JJEH; =;D;H7�
B;
 I;DJ?JE ?B 9EC?J7JE :? :?H;P?ED; ; 9ED B7 9EDL7B?:7
:;B DK9B;E :? L7BKJ7P?ED;� $D KD7 <7I; FH;B?C?D7H; B7
F;I7JKH7 :;B I;HL?P?E I7HS ;<<;JJK7J7 9ED H?<;H?C;DJE 7?
I;HL?P? :;BB7 IJ;II7 KD?JS EH=7D?PP7J?L7� $ 9H?J;H? :? F;�
I7JKH7 :;B I;HL?P?E IEDE H?FEHJ7J? D;B CE:;BBE :? <?=KH7
��

�� *HE9;II? EF;H7J?L? 9>; :;I9H?LEDE B; EF;H7P?ED? :;B
I;HL?P?E� �? FHE9;II? :? I;HL?P?E I7H7DDE 7IIE9?7J? =B?
E8?;JJ?L? :? C7DJ;D?C;DJE ; :? IL?BKFFE ; ?DDEL7P?ED;
9>;�I7H7DDE�?IJ7DP?7J?�D;B F?7DE�:;BB7 performance�

�� 'E:;BBE :? L7BKJ7P?ED; :;B I;HL?P?E 9>; :;I9H?L; B; :?�
C;DI?ED? :;BB7 performance :;B I;HL?P?E ; 9EDI;DJ;
:? 7IIE9?7H; 7: ;II; 7FFHEFH?7J? ?D:?97JEH?
 JH7JJ?
:7BB\7D7=H7<; =;D;H7B; :;=B? ?D:?97JEH? 4L;:? <?=KH7 �5�
�D9>; GK;IJE CE:;BBE
 9EC; ?B I?IJ;C7 :? F;I7JKH7
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:;? I;HL?P?
 I7HS 7FFB?97JE 9ED =H7:K7B?JS 7 F7HJ?H; :7B
����� (;BB7 L7BKJ7P?ED; :;B I;HL?P?E �L� LE9; 7<<?:78?�
B?JS� >7 KD HKEBE ?CFEHJ7DJ; ?B B?L;BBE :? H7==?KD=?C;D�
JE :;=B? E8?;JJ?L? :? C7DJ;D?C;DJE ; :? IL?BKFFE?DDE�
L7P?ED; 7II;=D7J?� &\?D:?9; 9ECFB;II?LE 9>; ;IFH?C;
B7 performance :;B I;HL?P?E T B7 IECC7 :;BB; L7BKJ7�
P?ED? FED:;H7J; :;? 9?DGK; H7C? :;BB\7B8;HE :? <?=KH7 ��
�B B?L;BBE :;BB; <E=B?;
 9EC; ?D:?97JE :7BB7 <?=KH7 �
 B7
L7BKJ7P?ED; FED:;H7J7 �07B� *ED:�� T B7 C;:?7 FED:;�
H7J7 :;? L7BEH? 7II;=D7J? 7 9?7I9KD ?D:?97JEH; 7IIE9?7�
JE� .7B; L7BEH; I? EJJ?;D; :7BB7 F;H9;DJK7B; :? 9EDI;�
=K?C;DJE :;B target� $D KD7 <7I; ?D?P?7B; =B? ?D:?97JEH?
I7H7DDE :?H;JJ7C;DJ; 7IIE9?7J? 7BB; 9?DGK; :?C;DI?ED?
FH?D9?F7B?�
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Figura 3 - Modello di pesature dei servizi

&7 L7BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7 :;? I;HL?P? T ?B
FH;BK:?E D;9;II7H?E 7BB7 L7BKJ7P?ED; :;BB; KD?JS EH=7D?PP7J?L;�
&7 performance EH=7D?PP7J?L7 :;BB7 /�)� I? C?IKH7 IKBB7 87I;
:;BB; L7BKJ7P?ED? ; :;? F;I? 7JJH?8K?J? 7? I?D=EB? I;HL?P? 7: ;II7
7<<;H;DJ?
�I;9ED:E�B7�I;=K;DJ;�<EHCKB7�
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Indice di performance unità organizzative = (risultato di per-

formance servizio 1 * peso servizio 1 + risultato di perfor-

mance servizio 2 * peso servizio 2 + risultato di performance

servizio n * peso servizio n)/100

R ;L?:;DJ; 9>; IEBE GK7D:E B7 F;I7JKH7 :;? I;HL?P? I7HS ;<<;J�
JK7J7 H?IF;JJE 7 JKJJ? ? I;HL?P? :;B 9ECKD;
 B7 performance :;B�
B; KD?JS EH=7D?PP7J?L; I7HS KD ?D:?9; 9>; 9EDI;DJ?HS :? IJ?B7H;
KD7 H;7B; =H7:K7JEH?7 :? performance JH7 JKJJ? ? I;HL?P? ; B; KD?�
JS EH=7D?PP7J?L; :;B 9ECKD;� �?W 7LL;HHS 9ED B7 D;9;II7H?7
=H7:K7B?JS ; :EFE B; EFFEHJKD; <7I? :? 7FFH;D:?C;DJE EH=7�
D?PP7J?LE� � GK;IJE E8?;JJ?LE I? =?KD=;HS D;BB7 I;9ED:7 <7I;
:? 7JJK7P?ED; :;B DKELE CE:;BBE� (;BB7 FH?C7 <7I;
 B7 F;I7JK�
H7 :;? I;HL?P? L;HHS ;<<;JJK7J7 IEBJ7DJE 7BB\?DJ;HDE :;BB; I?D=EB;
KD?JS�EH=7D?PP7J?L;�
(;B 9ECKD; :? 0;HED7 B; KD?JS EH=7D?PP7J?L; IEDE EH=7D?PP7�
J; ?D � 7H;;� �D9>; GK?
 7 F7HJ?H; :7BB7 L7BKJ7P?ED; :;BB; KD?JS
EH=7D?PP7J?L;
 T FEII?8?B; EJJ;D;H; B7 L7BKJ7P?ED; :;BB7 perfor-

mance :?�9?7I9KD7�7H;7�;�7D9>;�IJ?B7H;�KD7�=H7:K7JEH?7�
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Figura 4 - Modello di pesature dei servizi

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7 a ���&;��P?ED?�:?�'?=B?EH7�
C;DJE�:;B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance a ���
$B�F;H9EHIE�:?�C?=B?EH7C;DJE�H;7B?PP7JE�:7BB\7CC?D?IJH7P?ED;

La definizione del sistema di misurazione e
valutazione della performance (SMVP)
.H7 B7 9ED9BKI?ED; :;BB7 <7I; :? 7D7B?I? 9>; I? 9EBBE97
7BB\?D9?H97 7BB7 :7J7 :;B !EHKC *� �� C7==?E ����� ; B\?D?P?E
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:;BB; 7JJ?L?JS IK? FHE=;JJ? :;I9H?JJ? ��� I;JJ;C8H; ����� L? T IJ7�
JE KD F;H?E:E :? ?D9;HJ;PP7 H?=K7H:7DJ; ?B commitment FEB?J?9E�
7CC?D?IJH7J?LE :;B FHE=;JJE� .7B; ?D9;HJ;PP7 I? T H?IEBJ7
D;BB\?D9EDJHE :;B �� I;JJ;C8H; ����
 GK7D:E
 ?B �" :EJJ� ,;�
D7JE *?99EB?
 7BB7 FH;I;DP7 :;? 9ECFED;DJ? :;B =HKFFE :? B7�
LEHE ?D97H?97JE :? H;:?=;H; ?B C7DK7B; F;H B7 =;IJ?ED; :;B 9?9BE
:;BB7 performance ; ?B F?7DE :;BB7 JH7IF7H;DP;
 >7 :7JE ?D97H?�
9E 7B :EJJ� "?KI;FF; �7H7JJ7
 L?9; I;=H;J7H?E =;D;H7B; :;B 9E�
CKD;
 :? 799;B;H7H; B7 9ED9BKI?ED; :;? B7LEH? 9EEH:?D7D:ED;
BE�ILEB=?C;DJE�
�7 GK;B CEC;DJE ?B B7LEHE 9EBB;=?7B; T FHEI;=K?JE 7 H?JC? I;H�
H7J? 9ED ?D9EDJH? GK?D:?9?D7B? JH7 =HKFFE :? B7LEHE ;: ;IF;HJ?

EBJH; 7 <H;GK;DJ? ?DJ;H7P?ED? 7 :?IJ7DP7 F;H C;JJ;H; 7 FKDJE ?B
:E9KC;DJE 9>?7L; :;B 9?9BE :;BB7 performance 9?ET ?B I?IJ;C7
:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance�
&7 87I; :? F7HJ;DP7 ;H7 FH?D9?F7BC;DJ; KD7 8EPP7 9>; :;�
I9H?L;L7 ?B 9?9BE 9EC; ?DJ;=H7P?ED; JH7 ? JH7:?P?ED7B? :E9KC;DJ?
:? FHE=H7CC7P?ED; :;=B? ;DJ? BE97B?
 ,**
 * " ; *�)� �
GK;IJ7 8EPP7 I? 7==?KD=;L7 KD :E9KC;DJE :?I=?KDJE
 =?S
EF;H7J?LE
 9>; :;I9H?L;L7 B7 C;JE:EBE=?7 :? L7BKJ7P?ED; ?D:?�
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L?:K7B;�  H7DE F7HJ; :;BB7 :E9KC;DJ7P?ED; :?IFED?8?B; 7D9>;
7BJH? :K; :E9KC;DJ? ?D 8EPP7 9>; :;I9H?L;L7DE H?IF;JJ?L7C;D�
J; ?B F?7DE JH?;DD7B; :;BB7 JH7IF7H;DP7 ; B7 97HJ7 :? GK7B?JS :;?
I;HL?P?�
$B =HKFFE 9ED =B? ;IF;HJ?
 ;<<?979;C;DJ; 9EEH:?D7JE :7B :EJJ�
�7H7JJ7 ; :7BB7 IK7 I;=H;J;H?7 ; 9EDJ?DK7C;DJ; CED?JEH7JE
:7B �"
�>7�EF;H7JE�I;9ED:E�?�F7II?�I;=K;DJ?�

�� 7D7B?I? 9H?J?97 :;BB7 8EPP7 :? -'0* 9ED C;II7 ?D ;L?�
:;DP7�:;?�FKDJ?�:7�C?=B?EH7H;�

�� ;I7C; :;BB; FHEFEIJ; :;=B? ;IF;HJ? H?=K7H:7DJ? B7 per-

formance EH=7D?PP7J?L7�;�B\7D7=H7<;�:;=B?�?D:?97JEH?�
�� H;L?I?ED; ; ?DJ;=H7P?ED; :;B CE:;BBE :? L7BKJ7P?ED;

9EDJ;DKJE D;BB7 97HJ7 :? GK7B?JS :;? I;HL?P? 9ED ?B :E9K�
C;DJE IKBB7 L7BKJ7P?ED; :;BB7 performance EH=7D?PP7�
J?L7�

�� ?DJ;=H7P?ED; :;BB7 L7BKJ7P?ED; ?D:?L?:K7B; 9ED B7 L7BK�
J7P?ED; :;=B? E8?;JJ?L? * " ; 9ED B7 L7BKJ7P?ED; :;BB7
performance EH=7D?PP7J?L7�

�� 7:7JJ7C;DJE :;B I?IJ;C7 ?D<EHC7J?LE :? IKFFEHJE 7BB;
DEL?JS�C;JE:EBE=?9>;�
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�� I?DJ;I? :? JKJJ? =B? 7FFEHJ? D;B :E9KC;DJE ]I?IJ;C7 :?
C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance^ 9ED I;?
7BB;=7J?� CE:;BBE :;BB7 GK7B?JS :;? I;HL?P?
 I?IJ;C7 :?
L7BKJ7P?ED; :;B F;HIED7B;
 '7FF7 :;? I;HL?P?
 7D7=H7�
<; =;D;H7B; :;=B? ?D:?97JEH?
 I?IJ;C7 ?D<EHC7J?LE :;B
9EDJHEBBE :? =;IJ?ED;
 "BEII7H?E� $B :E9KC;DJE 9ED =B?
7BB;=7J? T IJ7JE 7FFHEL7JE :7BB7 =?KDJ7 9ECKD7B; ?B
���������� 9ED :;B?8;H7 D� ���� &7 IJ;II7 :;B?8;H7
FH;9?I7 7D9>;� ]���:? :7H; 7JJE 9>; B7 H;=EB7C;DJ7P?E�
D; 7FFHEL7J7 9ED ?B FH;I;DJ; FHELL;:?C;DJE T 7F;H�
J7 7 IL?BKFF? ; C?=B?EH7C;DJ? F;H B7 :;<?D?P?ED; :;? 9H?�
J;H? ; :;? FHE9;II? :? <KDP?ED7C;DJE :;B 9ECFB;II?LE
I?IJ;C7 :? FHE=H7CC7P?ED;
 9EDJHEBBE
 C?IKH7P?ED; ;
L7BKJ7P?ED; 7D9>; 7? <?D? :;BB7 9ECKD?97P?ED; 7B F;H�
IED7B; ?DJ;HDE
 7? 9?JJ7:?D? KJ;DJ? ;: 7? FEHJ7JEH? :? ?D�
J;H;II? ;IJ;HD?� :? ?D:?L?:K7H; D;B :?H;JJEH; =;D;H7B;
 ?B
,;IFEDI78?B; :;BB; <KDP?ED? :? C?IKH7P?ED; :;BB7 per-

formance
 7? I;DI? :;BB\7HJ� ��
 9ECC7 � B;JJ� ;�
 :;B ��
&=I� ������� 4&;==? ?B J;IJE ?D H;J; 5� :? :7H; 7JJE 9>;
F;H B\7DDE ����
 ?B F?7DE :;BB7 performance T 9EIJ?JK?JE
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:7? :E9KC;DJ? ?D:?L?:K7J? 7B 97FE $$ �9?9BE :? =;IJ?ED;
:;BB7 performance� :;B H;=EB7C;DJE IKBB\EH:?D7C;DJE
:;=B? K<<?9? ; :;? I;HL?P?�� ^�D�:��� ?D FH7J?97 B7 JH7:?P?E�
D7B; I;GK;DP7 ,**
 * " ; *�)�^� &7 J78;BB7 � H?FEH�
J7�B\?D:?9;�:;B�:E9KC;DJE�

�� 7FFHEL7P?ED; :;B F?7DE JH?;DD7B; F;H B7 JH7IF7H;DP7
; B\?DJ;=H?JS 9ED :;B?8;H7 D� ��� :;B ���������� :;BB7
=?KDJ7�9ECKD7B;�

�EC; I? L;:;
 9? I? JHEL7 ?D FH;I;DP7 :? :E9KC;DJ? C;�
JE:EBE=?9? F?X 7L7DP7J? H?IF;JJE 7BB7 FH7II? 9EHH;DJ;
:;BB\7CC?D?IJH7P?ED; D;BB7 =;IJ?ED; :;BB7 JH7IF7H;DP7 ; D;BB7
IJ;IKH7 :;B F?7DE JH?;DD7B; :;BB7 performance� &\?CF;=DE :;B
L;HJ?9; FEB?J?9E�7CC?D?IJH7J?LE
 9EC; I? B;==; D;BB7 :;B?8;H7
 T
F;HW EH?;DJ7JE 7BB\7FFH;D:?C;DJE EH=7D?PP7J?LE ; 7B C?=B?EH7�
C;DJE 9EDJ?DKE
 DED9>U 7BB7 =H7:K7B; ; FHE=H;II?L7 7JJK7P?E�
D; :;BB; :?IFEI?P?ED? 9EDJ;DKJ; D;? :E9KC;DJ? C;JE:EBE=?9?�
�?W T ?D:?9; :? KD ?CF;=DE 9EDL?DJE IKBB7 =;IJ?ED; :;B 9?9BE ;
7D9>; :;BB7 H;7B; 9ECFH;DI?ED; :;B I?=D?<?97JE :;BB7 H?<EHC7

9EC; 7?KJE IEIJ7DP?7B; F;H C?=B?EH7H; B7 performance 9EC�
FB;II?L7�:;BB\7CC?D?IJH7P?ED;�
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*, ' --�
� � &� 0�&/.�3$)( � && �..$0$.�\ �''$($-.,�.$0 � $ �)�
'/($
������ LEBKP?ED;�:;BB;�DEHC;
��� � �FFB?978?B?JS :;B :;9H;JE B;=?IB7J?LE ��� :;B �� EJJE8H; ���� ; IK9�
9;II?L;�CE:?<?9>;�F;H�?�9ECKD?
��� � !KDP?ED? ; IE==;JJ? 7JJK7JEH? :;BB; :?IFEI?P?ED? :;B :;9H;JE B;=?IB7J?�
LE�����:;B����EJJE8H;������;�IK99;II?L;�CE:?<?9>;
�������C8?J?�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;
� � "&$ -.,/' (.$ * , &� " -.$)( � & �$�&) � &&� PERFOR-

MANCE ( $��)'/($
������*HE=H7CC7�:?�C7D:7JE
������&7 ,**
������$�FHE=H7CC?�:;BB7 ,**
������$B�9EDJHEBBE�IJH7J;=?9E
������$B 8?B7D9?E�:?�FH;L?I?ED;
������$B * " �* "�
������$B F?7DE�:;JJ7=B?7JE�:;=B?�E8?;JJ?L? �*�)�
������"B?�E8?;JJ?L?
������"B?�?D:?97JEH?
������ �B8;HE�:;BB7 performance

������ *?7DE�:;BB7 performance

����$&��$�&)�� &&� PERFORMANCE ( &��)'/( ��$�0 ,)(�
��� � $DJHE:KP?ED;� ?B GK7:HE :;CE=H7<?9E ; IE9?E�;9EDEC?9E ; B7 IJHKJJK�
H7�7CC?D?IJH7J?L7
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������&7�FHE=H7CC7P?ED;
������&;�<7I?�:?�<EHC7P?ED;�:;B�8?B7D9?E�;�:;?�IKE?�7BB;=7J?
������$�FHE=H7CC?�:;BB7 ,**
������$B * "
������"B?�E8?;JJ?L?�:;B * "
������$B�CED?JEH7==?E�;�9EDJHEBBE
������&7�H;D:?9EDJ7P?ED;
��� � &7 L7BKJ7P?ED; :;BB; KD?JS )H=7D?PP7J?L; ; :;? I;HL?P? :;B 9ECKD; :?
0;HED7
�������&;�97HJ;�:;?�I;HL?P?�;�?B�CE:;BBE�:?�L7BKJ7P?ED;�:;BB7 performance

���� � &7 C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 performance ?D:?L?:K7B; ; ?B I?�
IJ;C7�FH;C?7DJ;
����������;<?D?P?ED?
���������!?D7B?JS
����������HJ?9EB7P?ED;�:;B�I?IJ;C7�:?�L7BKJ7P?ED;
���� � -JHKJJKH7 ; FHE9;IIE :? <EHC7P?ED; :;B F?7DE :;BB7 performance

:;B�9ECKD;�:?�0;HED7
���������!7I?�:;B 9?9BE�:;BB7 performance

�������Y�*EHJ7<E=B?E�I;HL?P?
���������*HE=;JJ?�B7LEH?�FK88B?9?
���������*EHJ7JEH?�:\?DJ;H;II;�:?�H?<;H?C;DJE
�������&7 H;B7P?ED;�IKBB7 performance

�&& "�.$
�BB����'E:;BBE�:;BB7�97HJ7�:?�GK7B?JS�:;?�I;HL?P?
�BB����-?IJ;C7�:?�L7BKJ7P?ED;�:;B�F;HIED7B;
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�BB����'7FF7�:;?�I;HL?P?
�BB��� �D7=H7<;�=;D;H7B;�:;=B?�?D:?97JEH?
�BB����$B�I?IJ;C7�?D<EHC7J?LE�:;B�9EDJHEBBE�:?�=;IJ?ED;
�BB����"BEII7H?E

Tabella 5 - Indice del documento sul
sistema di misurazione e valutazione della performance (SMVP)

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7 a ���&;��P?ED?�:?�'?=B?EH7�
C;DJE�:;B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance

2.3 Gli effetti delle azioni di miglioramento sul
sistema di misurazione e valutazione della
performance organizzativa

�? I;=K?JE I? FH;I;DJ7DE =B? ;<<;JJ? FHE:EJJ? :7BB; 7P?ED? :? C?�
=B?EH7C;DJE
 7IIKC;D:E 7 H?<;H?C;DJE ? <7JJEH? ;: ? 9H?J;H? 9>;
D;BB\7C8?JE :;BB7 review ILEBJ7 D;BB7 FH?C7L;H7 :;B ���� ;H7�
DE�H?IKBJ7J?�9H?J?9?�
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Fattore 1.1. I leader dell’organizzazione.
-K GK;IJE FKDJE T ?DJ;H;II7DJ; H?B;L7H; KDE IL?BKFFE :;BB7
leadership :;B �" 9>;
 F;H ?B HKEBE ILEBJE D;BBE IL?BKFFE
:;B I?IJ;C7 ; F;H B\?DL;IJ?JKH7 <EHC7B; D;B HKEBE :? H;IFED�
I78?B; :;B 9?9BE :;BB7 performance :?IFED; EH7 :? KD 7F�
F7H7JE 9ECFB;JE ; IJHKJJKH7JE F;H B7 =;IJ?ED; :;B I?IJ;C7
7CC?D?IJH7J?LE� 07 7D9>; H?B;L7JE B\;<<?979; 9ECFEHJ7C;D�
JE EH=7D?PP7J?LE :;B L?9; I;=H;J7H?E ; :? 7B9KD? :?H;JJEH? :?
7H;7
 9>; >7DDE ILEBJE KD HKEBE JH7?D7DJ; D;BBE IL?BKFFE
:;B I?IJ;C7
 9EEH:?D7D:EI? FKDJK7BC;DJ; ; 9EDJH?8K;D:E
7 IKF;H7H; ?D F7HJ; B; JH7:?P?ED7B? 87HH?;H; <KDP?ED7B?� .H7
GK;IJ? KD H?9EDEI9?C;DJE F7HJ?9EB7H; F;H B\?CF;=DE :?CE�
IJH7JE L7 7BB\�LL� '7H9E �H;I9?C8;D?
 :?H;JJEH; :;BB\7H;7 H?�
IEHI; KC7D; ; 7B �EJJ� '7H9E �EH=>;I?
 :?H;JJEH; :;BB\7H;7
H?IEHI;�;9EDEC?9>;�

Fattore 1.2. Il sistema di controllo e programmazione.
+K? B\;B;C;DJE :? DEL?JS T 9EIJ?JK?JE :7BB7 DKEL7 =;IJ?ED;
:;=B? ?D:?97JEH? JH7C?J; B\7D7=H7<; =;D;H7B;� &\7D7=H7<; >7
9EDI;DJ?JE :? IKF;H7H; KDE :;? C7==?EH? FKDJ? :? :;8EB;P�
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P7 :;B I?IJ;C7 :? FHE=H7CC7P?ED; ; 9EDJHEBBE� ';H?J7 H?�
B?;LE 7D9>; ?B H7<<EHP7C;DJE :? HKEBE :;BB7 ,;IFEDI78?B;
7B 9EDJHEBBE :? =;IJ?ED;
 :EJJ�II7 *?K8;BBE� ,?C7D; 7D9EH7
C?=B?EH78?B; B7 9ECFEI?P?ED; :;B DK9B;E :? L7BKJ7P?ED;
 ?D
F7HJ?9EB7H; F;H GK7DJE H?=K7H:7 KD7 C7==?EH; ?D:?F;D:;D�
P7 7KIF?978?B; F;H BE ILEB=?C;DJE :;BB; DKEL; <KDP?ED? :?
)$0� ,?C7D; ?DEBJH; ?DIE::?I<79;DJ; ?B FHE9;IIE :? ;B78E�
H7P?ED; :;BB; IJH7J;=?; 9>; H;IJ7DE ?D B7H=7 C?IKH7 :;B;�
=7J;�:7BB7�F7HJ;�FEB?J?97�7?�:?H?=;DJ?�:;BB\7CC?D?IJH7P?ED;�

Fattore 1.3. La gestione del personale.
(;B FHE9;IIE :? ?DJ;=H7P?ED; JH7 L7BKJ7P?ED; EH=7D?PP7J?L7
; L7BKJ7P?ED; ?D:?L?:K7B; I? T :;9?IE :? I?D9HED?PP7H; B7
C?IKH7P?ED? ; B; L7BKJ7P?ED? FHE:EJJ; D;? :K; 7C8?J? J;D;D�
:E 9EDJE 7D9>; :;BB\?CF7JJE :;BB7 performance EH=7D?PP7�
J?L7 IKBB7 L7BKJ7P?ED; ?D:?L?:K7B;� -? IKF;H7 9EIV KDE :;�
=B? 7IF;JJ? 9H?J?9? :;BB7 L7BKJ7P?ED; ?D:?L?:K7B;
 L?IJ7 9EC;
KD 9EHFE I;F7H7JE H?IF;JJE 7B GK7:HE =;D;H7B; :;BB7 L7BK�
J7P?ED; :;BB7 performance� $B I?IJ;C7 :;L; ?DL;9; ;II;H;
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C?=B?EH7JE F;H GK7DJE H?=K7H:7 B\7D7B?I? ; BE IL?BKFFE :;BB;
9ECF;J;DP;�

Fattore 2.1. Gli ambiti di misurazione e valutazione.
�D9>; GK? 9? IEDE ?CFEHJ7DJ? C?=B?EH7C;DJ?� (ED IEBE T
IJ7JE 7FFHEL7JE ?B CE:;BBE standard F;H B7 97HJ7 :;? I;H�
L?P?
 C7 GK;IJE T IJ7JE ?DJ;=H7JE 9ED B7 L7BKJ7P?ED; :;?
I;HL?P? :;B -'0*� $DEBJH;
 =B? ?D:?97JEH? F;H 7D7B?PP7H; B\?C�
F7JJE :;BB\7P?ED; 7CC?D?IJH7J?L7 ; BE IJ7JE :? I7BKJ;
:;BB\7CC?D?IJH7P?ED; IEDE IJ7J? ?DI;H?J? D;BB\7D7=H7<; :;=B?
?D:?97JEH?�

Fattore 2.2. Metodologie di misurazione e valutazione.
&\7FFHEL7P?ED; :;B -'0* D;BB7 IK7 7JJK7B; L;HI?ED; IK�
F;H7 JKJJ; B; B79KD; H;=?IJH7J; ?D FH;9;:;DP7 IK=B? 7C8?J?
:?�L7BKJ7P?ED;�

Fattore 2.3. Il processo, i soggetti e le responsabilità del
sistema.

!;HC? H;IJ7D:E ? B?C?J? =?S H?B;L7J? ?D C;H?JE 7B J;C7 :;BB7
F?7D?<?97P?ED; IJH7J;=?97
 B\7FFB?97P?ED; :;B DKELE -'0*
9EDI;DJ?HS :? <7H <HEDJ; 7BB; 7BJH; 97H;DP; H;=?IJH7J; ?D C;�
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H?JE 7B FHE9;IIE :? C?IKH7P?ED; ; L7BKJ7P?ED;� /D H?IKBJ7JE
?CFEHJ7DJ; 9>; I? 9EDIEB?:;HS D;B J;CFE T ?B C?=B?EH7C;D�
JE :;BB\?DJ;=H7P?ED; EH=7D?PP7J?L7 JH7 B; 7H;; ; 9ED ?B L;H�
J?9; 7CC?D?IJH7J?LE� R 7KIF?978?B; KD H7<<EHP7C;DJE IJHKJ�
JKH7B; ; <EHC7B; :;BB7 <KDP?ED; :? FH;I?:?E IJH7J;=?9E ; :;B
9EDJHEBBE :? =;IJ?ED;� $B I?IJ;C7 :? reporting 7 IEIJ;=DE :;?
FHE9;II? =;IJ?ED7B? T 8;D :;<?D?JE D;B -'0*�  IIE 9ED�
I;DJ?HS 7B L;HJ?9; FEB?J?9E�7CC?D?IJH7J?LE :? 7IIKC;H; :;�
9?I?ED?�87I7J;�IK�:7J?�:?�<7JJE�I;CFH;�F?X�7<<?:78?B?�

Fattore 2.4. Le componenti del sistema.
&\?DJ;=H7P?ED; :;BB; L7BKJ7P?ED? 9ED ? :7J? ;9EDEC?9? I?
>7 IEBJ7DJE 7 B?L;BBE C79HE
 C7D97D:E B7 9EDJ78?B?JS
;9EDEC?9E�F7JH?CED?7B; 9>; L?;D; EJJ;DKJ7 7 FEIJ;H?EH?
9ED KD7 9EDL;HI?ED; :? :7J?� .KJJ; B; 7BJH; B?C?J7P?ED? IKBB;
9ECFED;DJ? :;B I?IJ;C7 IEDE IJ7J; IKF;H7J;� 07 H?B;L7JE
9>; B7 I9;BJ7 :? 7DJ?9?F7H; BE IL?BKFFE :;B -'0* H?IF;JJE
7B F?7DE :;BB7 performance 9H;7 KD 9;HJE :?I7BB?D;7C;DJE
JH7 -'0* ; F?7DE�  IIE I7HS =H7:K7BC;DJ; IKF;H7JE C7D
C7DE 9>; ?B DKELE -'0* ;DJH;HS D;BB\KIE FH7J?9E :7 F7HJ;
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:? JKJJ; ? H;IFEDI78?B? :? IJHKJJKH7� � J7B; I9EFE ?B L;HJ?9;
IJ7 ;B78EH7D:E KD F?7DE :? :?<<KI?ED; :;BB; DKEL; FH7J?9>;
9>;�I7HS�7LL?7JE�;DJHE�=;DD7?E������

Fattore 2.5. Il livello di informatizzazione del sistema.
R F?X 9>; 7:;=K7JE 7 <EHD?H; IKFFEHJE 7BB7 =;IJ?ED; :;B 9?�
9BE�:;BB7 performance�

Fattore 2.6. Il livello di trasparenza del sistema.
�ED B\7FFHEL7P?ED; :;B F?7DE JH?;DD7B; :;BB7 JH7IF7H;DP7 ?B
I?IJ;C7 T ?D B?D;7 9ED B; FHEFEIJ; �?0$. ?D C;H?JE� -? JH7JJ7
EH7 :? 7JJK7H; JKJJ; B; C?IKH; FH;L?IJ; I;9ED:E B; ?D:?97�
P?ED?�:;B�F?7DE�

Fattore 3.1. Estensione della misurazione e seguenti.
�ED B\7D7=H7<; =;D;H7B; :;=B? ?D:?97JEH? B\;IJ;DI?ED; :;BB7
C?IKH7P?ED;�T�7�JEJ7B;�9EF;HJKH7�:;B�<788?IE=DE�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7 a ���&;��P?ED?�:?�'?=B?EH7�
C;DJE�:;B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance

2.4 Leading practice & Lesson learned

&7 FH7J?97 FH?D9?F7B; 7:EJJ7J7 IJ78?BC;DJ; :7B 9ECKD; :? 0;�
HED7 9EDI?IJ; D;B IEIJ;=DE :? E=D? C;JE:EBE=?7 =;IJ?ED7B; ?D�
JHE:EJJ7 D;B I?IJ;C7 9ED KD F7H7BB;BE IL?BKFFE :;? I?IJ;C? ?D�
<EHC7J?L?� � GK;IJE H?=K7H:E T :7 H?B;L7H; KD 7FFHE99?E C?�
D?C7B?IJ7 9>; ;L?J7 ?B H?9EHIE 7: 7FFB?97P?ED? ?DJ;=H7J; =?S :?�
IFED?8?B? IKB C;H97JE
 FH;<;H;D:E IL?BKFF? F7HP?7B? ?DJ;=H7J? L?7
web 9ED�KD\KD?97�?DJ;H<799?7�
/D\7BJH7 ;IF;H?;DP7 I?=D?<?97J?L7 9EDI?IJ; D;BB7 I9;BJ7 :? 9ED�
9;DJH7H; B\7JJ;DP?ED; IKBB\7IF;JJE C;JE:EBE=?9E :;BB7 =;IJ?ED;
:;B 9?9BE :;BB7 performance 7:EJJ7D:E :? <7JJE KD7 J7JJ?97 :;B
]:EFF?E 8?D7H?E^� :7 KD7 F7HJ; I? ?D9EHFEH7DE JKJJ; B; DEL?JS
:;BB7 H?<EHC7 D;B :E9KC;DJE -'0* 9>; C7DJ;HHS 9E;I?ED; ;
IJ78?B?JS D;B J;CFE
 FKH IK8;D:E 7:7JJ7C;DJ? ; C?=B?EH7C;D�
J? 9EDJ?DK?
 :7BB\7BJH7 I? FHEI;=K; B\7JJ?L?JS :? FHE=H7CC7P?ED;
EF;H7J?L7 9ED =B? IJHKC;DJ? JH7:?P?ED7B? ,**
 * " ; *�) <7�
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9;D:EB? FHE=H;II?L7C;DJ; 9EDL;H=;H; ?D KD F?7DE :;BB7 per-

formance 9>; L?7 L?7 ?D9EHFEH7 JKJJ7 B7 IJHKC;DJ7P?ED; FH;�
L?IJ7 :7B -'0*� +K;IJE 7FFHE99?E 9EDJH7IJ7 9ED B7 FEII?8?�
B; I9;BJ7 7BJ;HD7J?L7 :? IL?BKFF7H; :?H;JJ7C;DJ; KD F?7DE :;B�
B7 performance 7 F7HJ?H; :7BB\;B78EH7P?ED; :;BB; IJH7J;=?;
 9E�
IJHK;D:E KD7 97J;D7 :;B L7BEH; �7B8;HE :;BB7 performance�
9>; 7HH?L7 <?DE 7? FHE=;JJ? :? ?DDEL7P?ED; ; IL?BKFFE ; 7? FHE�
9;II? 9EDJ?DK? ;
 IEFH7JJKJJE
 ?D9EHFEH7D:E B; C;JE:EBE=?; D;B
F?7DE :;BB7 performance ?D KD JKJJE ?D:?IJ?D=K?8?B; ; <BKJJK7D�
J;� )F;H7D:E ?D GK;IJE CE:E
 9?ET 9ED9;DJH7D:E B\7JJ;DP?ED;
IKBB\EF;H7J?L?JS
 I? H?I9>?7 :? F;H:;H; ?B D;9;II7H?E H?=EH; C;�
JE:EBE=?9E 9>; 9ED<;H?I9; IJ78?B?JS ; 7<<?:78?B?JS 7B I?IJ;C7 =;�
IJ?ED7B; ;
 D;BBE IJ;IIE J;CFE
 :? F;H:;H; :? L?IJ7 :?C;DI?E�
D? :? L7BKJ7P?ED; EH=7D?PP7J?L7 GK7B? GK;BB7 :;? I;HL?P? ; :;BB;
KD?JS�EH=7D?PP7J?L;�
,?=K7H:E 7? 9EDJ;DKJ? :;B -'0*
 =?S L?IJ? ?D FH;9;:;DP7
 L7D�
DE H?9EH:7J; B; ?DDEL7P?ED? FH?D9?F7B? 9>; 9EDI?IJEDE D;BB7
;IJ;DI?ED; :;B 9ED9;JJE :? performance EH=7D?PP7J?L7 :;? I;H�
L?P?
 :;BB; KD?JS EH=7D?PP7J?L; ; :;BB; 7H;;
 D;B H799EH:E 9ED
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B7 97HJ7 :;? I;HL?P? ; D;BB7 9EIJHKP?ED; :;BB\7D7=H7<; :;=B? ?D�
:?97JEH?�
/D J;HPE ;B;C;DJE 9>; C;H?J7 H?B?;LE T B\?DJ;=H7P?ED; JH7 ? :?�
L;HI? 7C8?J? :? L7BKJ7P?ED; =7H7DJ?J7 :7B IKFFEHJE :;B I?IJ;C7
?D<EHC7J?LE ; :7BB7 =;IJ?ED; 9;DJH7B?PP7J7 :;BB\7D7=H7<; :;�
=B? ?D:?97JEH?� .7B; ?DJ;=H7P?ED; T H7FFH;I;DJ7J7 =H7<?97C;DJ;
:7BB; B?D;; 9KHL; 7 <H;99?7 :;BB7 <?=KH7 � :EL; ? :?L;HI? 7C8?�
J? :? L7BKJ7P?ED; IEDE H799EH:7J? JH7 BEHE ?D CE:E :7 H;D:;H;
;L?:;DJ;�?B�9EBB;=7C;DJE�JH7�B;�:?L;HI;�C?IKH;�
$D<?D;
 H?9>?7C?7CE B\7JJ;DP?ED; IKBB; :K; FH?D9?F7B? B;P?ED? 7F�
FH;I;�D;B�9EHIE�:?�GK;IJ7�;IF;H?;DP7�FHE=;JJK7B;�
$B FH?CE 7IF;JJE
 9>; <EHI; T IF;9?<?9E :? ;DJ? :? =H7D:; :?C;D�
I?ED;
 H?=K7H:7 B7 GK;IJ?ED; :;B commitment� &7 97HJ7 L?D9;D�
J; ?D GK;IJE 97IE T IJ7J7 B7 H?9;H97 :;B commitment :7 F7HJ;
:;B L;HJ?9; 7CC?D?IJH7J?LE
 �" ; :?H?=;DJ? FH?D9?F7B?� -EJJEFEIJ?
7 CEBJ; IEBB;9?J7P?ED? :7 F7HJ; :;BB7 9ECFED;DJ; FEB?J?97 ; 7D�
9>; :7BB; H7FFH;I;DJ7DP; I?D:797B?
 ? FH?D9?F7B? :?H?=;DJ? >7D�
DE J;CFEH;==?7JE FH?C7 :? ;DJH7H; 9ED :;9?I?ED; D;B C;H?JE
:;B FHE=;JJE� +K7D:E FE? >7DDE :;9?IE B\>7DDE <7JJE 9ED 9ED�
J?DK?JS ;: ;<<?9?;DP7 :?CEIJH7D:E B7 8KED7 GK7B?JS :;BB7 C79�
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9>?D7 7CC?D?IJH7J?L7� $D GK;IJ7 JH7DI?P?ED; T IJ7JE KJ?B; ?B HKE�
BE :;B �!* ; :;=B? ;IF;HJ? 9>; >7DDE C;IIE ?D BK9; ?B HKEBE :?
CE:;BBE ; :? =K?:7 9>; ?B 9ECKD; :? 0;HED7 7LH;88; FEJKJE
7IIKC;H; H?IF;JJE 7: 7BJH; H;7BJS J;HH?JEH?7B?� +K;IJE HKEBE L7
IEIJ;DKJE ; IEBB;9?J7JE KBJ;H?EHC;DJ; 9ED ?D?P?7J?L; IF;9?<?9>;
:? 9ECKD?97P?ED; ; :? IKFFEHJE :?H;JJE F;H9>U T KDE IJHKC;D�
JE�<ED:7C;DJ7B;�F;H�B7�:?<<KI?ED;�:;BB;�8KED;�FH7J?9>;�
(ED 9? IEDE IJ7J? 9EDJ7JJ? :?H;JJ? 9ED ?B L;HJ?9; FEB?J?9E
:;BB\7CC?D?IJH7P?ED; 9>; T H7FFH;I;DJ7JE :? <7JJE :7B �"
 :?
DEC?D7 FEB?J?97 ; 9ED 7CF?; :;B;=>; <?:K9?7H?; ?D C;H?JE 7BB7
=;IJ?ED;�:;BB7�H?<EHC7�
/D I;9ED:E 7IF;JJE H?B;L7DJ; T IJ7J7 B7 9EDIJ7J7P?ED; :;BBE
IL?BKFFE :;BB; 97F79?JS :? =;IJ?ED; EH?PPEDJ7B; :;? FHE9;II? ;
:? B7LEHE 9EBB;=?7B; :7 F7HJ; :;? :?H?=;DJ? FH?D9?F7B? ; :;? BEHE
:?H;JJ? 9EBB78EH7JEH?� +K? 788?7CE 7LKJE CE:E :? EII;HL7H; :?�
D7C?9>; 9EBB78EH7J?L; CEBJE ?DJ;H;II7DJ?
 I;DP7 B7 C7D?<;IJ7�
P?ED; :? 9ED<B?JJ? ?:;EBE=?9? ; 9ED KD7 9EIJ7DJ; ; <;HC7 7JJ;D�
P?ED; 7B H?IKBJ7JE <?D7B;� �88?7CE 7D9>; 7LKJE CE:E :? EI�
I;HL7H; B7 C7D?<;IJ7P?ED; :? 97F79?JS FHE<;II?ED7B? ; :? lead-

ership <EHI; DED 7887IJ7DP7 L7BEH?PP7J; ?D KD7 EH=7D?PP7�
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P?ED; =;H7H9>?9E�<KDP?ED7B;
 9EC; GK;BB7 :;B 9ECKD; :? 0;�
HED7� +K;IJ\KBJ?CE 7IF;JJE 9>;
 ?D FHEIF;JJ?L7
 J;D:; 7 CE�
:?<?97H; ?D FHE<ED:?JS ?B CE:E :? B7LEH7H; ; B\EH=7D?PP7P?ED;
:;BB\7CC?D?IJH7P?ED; T <EHI; B7 B;P?ED; F?X ?CFEHJ7DJ; FHE:EJ�
J7 :7 GK;IJ7 ;IF;H?;DP7� $D<7JJ?
 KD7 =;IJ?ED; 7<<?:7J7 7 IJHK�
C;DJ? F?X CE:;HD? 9EC; GK;BB? C;II? ?D 97CFE EH7
 FKW H?L;�
B7HI? ?D;<<?979; I; DED T 799ECF7=D7J7 :7 97C8?7C;DJ? EH=7�
D?PP7J?L? 9>; 9EDJH?8K?I97DE 7 IL?BKFF7H; 97F79?JS :? ?DJ;=H7�
P?ED; ?DJ;H<KDP?ED7B;
 ; 7CFB?DE BE IF;JJHE :;BB; 9ECF;J;DP;
; :;BB; FHE<;II?ED7B?JS :?IFED?8?B?
 7D9>; <79;D:E B;L7 IK FE�
J;DP?7B?JS�?D;IFH;II;�:;BB\EH=7D?PP7P?ED;�
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Figura 5 - Il raccordo tra diversi ambiti di misurazione
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7

3. Valutazione della performance,
redazione del piano 2012-2014 e della
relazione sulla performance

Introduzione

$B I;=K;DJ; :E9KC;DJE T FH;:?IFEIJE 7B <?D; :? 9EDI;DJ?H; KD7
L7BKJ7P?ED; :;BB; FH7J?9>; ?D KIE D;B 9ECKD; :? 0;HED7 H?IF;J�
JE 7BB7 =;IJ?ED; :;? FHE9;II? :? L7BKJ7P?ED; :;BB7 performance

;�FH;:?IFEI?P?ED;�:;BB7 H;B7P?ED;�IKBB7 performance�
$B CE:;BBE :? 7D7B?I? FHEFEIJE 9EDI?:;H7 ?D IK99;II?ED; ? I;�
=K;DJ?�J;C?�;�9?ET�

�� *HE9;IIE�:?�L7BKJ7P?ED;�;�;I?JE�:;BB7�L7BKJ7P?ED;
�� ,;B7P?ED;�IKBB7 performance ����
�� *?7DE�:;BB7 performance ���������

$ JH; J;C?
 7FFHE<ED:?J? J;D;D:E ?D 9EDI?:;H7P?ED; B7 I;B;P?ED;
:? <7JJEH? FHEFEIJ?
 IEDE :?I9KII? J;D;D:E 9EDJE :;B F;H9EHIE
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:? C?=B?EH7C;DJE <?DEH7 9ECF?KJE ; :;BB; 7P?ED? ?DJH7FH;I; 7B
<?D;�:?�;B78EH7H;�B7 H;B7P?ED;�IKBB7 performance�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7 a ���07BKJ7P?ED;�:;BB7 per-

formance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7 perfor-

mance

3.1 Il Processo di valutazione

*;H 7D7B?PP7H; ?B FHE9;IIE :? L7BKJ7P?ED; 9ECF?KJE I? FH;D:E�
DE�?D�9EDI?:;H7P?ED;�JH;�<7JJEH?�

�� ,KEBE�:;=B?�EH=7D?�:?�L;HJ?9;�FEB?J?9E�7CC?D?IJH7J?LE�
�� ,KEBE�:;B DK9B;E�:?�L7BKJ7P?ED; �)$0��
�� !7I?�;�J;CF?�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7 a ���07BKJ7P?ED;�:;BB7 per-

formance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7 perfor-

mance a ����$B�*HE9;IIE�:?�L7BKJ7P?ED;

Fattore: Ruolo degli organi di vertice politico-
amministrativo
"B? EH=7D? :? L;HJ?9; :;BB\7CC?D?IJH7P?ED; >7DDE ILEBJE KD HKE�
BE 7II7? :?<<;H;DP?7JE D;B FHE9;IIE :? L7BKJ7P?ED; :;BB7 perfor-

mance EH=7D?PP7J?L7 7D9>; ?D 9EDI?:;H7P?ED; 9>; ;IIE I? T
IELH7FFEIJE 9ED ?B H?DDELE :;BB\7CC?D?IJH7P?ED; �?B I?D:79E ;
B7�DKEL7�=?KDJ7�I?�IEDE�?DI;:?7J?�D;B�C;I;�:?�C7==?E�������
�?H;JJEH; =;D;H7B;� ?B �EJJ� ,;D7JE *?99EB? >7 ILEBJE KD HKEBE
FHEFKBI?LE D;B FHE9;IIE :? L7BKJ7P?ED; F7HJ;9?F7D:E :?H;JJ7�
C;DJ; 7BB; IK; <7I? FH?D9?F7B?
 FEHJ7D:E B7 H;B7P?ED; :;BB7 per-

formance 7BB\7FFHEL7P?ED; :;BB7 =?KDJ7 FH?C7 :;B IKE I9?E=B?�
C;DJE ; EJJ;D;D:E B7 9EDL7B?:7 :;BB7 H;B7P?ED; :7BB\)$0 ?B ��
7FH?B;������
-;=H;J7H?E =;D;H7B;� ?B I;=H;J7H?E =;D;H7B;
 �LL� �H?IJ?D7 *H7�
J?PPEB?
 ?DI;:?7JE ?B � <;88H7?E ����
 T IJ7JE ?D<EHC7JE :?H;JJ7�
C;DJ; :7BB\;IF;HJE :;BBE IJ7JE ; :;B I?=D?<?97JE :;B FHE=;JJE� $B
I;=H;J7H?E
 DED FEJ;D:E ILEB=;H; KD HKEBE 7JJ?LE
 >7 F;HW 7F�
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FH;PP7JE B\?D?P?7J?L7 ; >7 7II?9KH7JE ?B IKE IKFFEHJE 7BBE ILEB�
=?C;DJE�:;BB;�7JJ?L?JS�:?�FHE=H7CC7P?ED;�;�9EDJHEBBE�
�EC?J7JE :? :?H;P?ED;� ?B 9EC?J7JE :? :?H;P?ED; >7 I;=K?JE :7
L?9?DE BE ILEB=;HI? :;BB; 7JJ?L?JS ?D GK7DJE 7B9KD? :;? IKE? 9EC�
FED;DJ? <7DDE F7HJ; :;B "HKFFE :? B7LEHE F;H B7 =;IJ?ED; :;B
9?9BE :;BB7 performance ��"*� 9>; ?B :?H;JJEH; =;D;H7B; >7
?DI;:?7JE F;H 9EEH:?D7H; B7 =;IJ?ED; :;B 9?9BE :;BB7 perfor-

mance�
"HKFFE :? B7LEHE F;H B7 =;IJ?ED; :;B �"*� 9EEH:?D7JE :7B
�EJJ� "?KI;FF; �7H7JJ7
 L?9; I;=H;J7H?E =;D;H7B; L?97H?E
 J7B;
"HKFFE T IJ7JE B\?DJ;HBE9KJEH; FH?L?B;=?7JE :;BB\;IF;HJE F;H JKJJE
?B F;H?E:E :;B FHE=;JJE ; >7 ILEBJE KD HKEBE FEI?J?LE :? 9ED9;H�
J7P?ED;�;�FHE=H7CC7P?ED;�
-?D:79E� ?B I?D:79E !B7L?E .EI?
 F;HIED7==?E FEB?J?9E :? B?L;BBE
D7P?ED7B;
 >7 :;B;=7JE 7B :?H;JJEH; =;D;H7B; B; <KDP?ED? :? FHE�
CEP?ED; ; 9EEH:?D7C;DJE :;B �"*
 ?DJ;HL;D;D:E :?H;JJ7C;D�
J;
 :EFE B7 IK7 H?;B;P?ED;
 D;B FHE9;IIE :? :;<?D?P?ED; :;=B?
E8?;JJ?L?�IJH7J;=?9?�;�:;BB;�7P?ED?�IJH7J;=?9>;�:7�;II?�:;H?L7J;�
"?KDJ7� DED I? T H;=?IJH7JE KD HKEBE 7JJ?LE :;BB7 =?KDJ7 9E�
CKD7B; KI9;DJ; D;BB7 <7I; :? <EHC7P?ED; :;BB7 H;B7P?ED;� &7
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=?KDJ7 >7 9ECKDGK; :?I9KIIE ; 7FFHEL7JE B7 H;B7P?ED; :;BB7
performance�
�EDI?=B?E 9ECKD7B;� <?DE 7: E==? ?B 9EDI?=B?E DED T IJ7JE 9E?D�
LEBJE D;B �"*� $DJ;HL;HHS D;? FHEII?C? =?EHD? D;BB7 :?I9KII?ED;
:;B FHE=H7CC7 :? C7D:7JE :;B I?D:79E
 :;H?L7JE 7 IK7 LEBJ7
:7=B? E8?;JJ?L? ; :7BB; 7P?ED? IJH7J;=?9>; ;B78EH7J; :7B I?D:79E
9ED B7 9EBB78EH7P?ED; :;? :?H?=;DJ? 7F?97B? F;H 7LL?7H; B7 :;<?�
D?P?ED;�:;B�9?9BE�:?�FHE=H7CC7P?ED;�
(ED H?IKBJ7DE 9E?DLEBJ?
 7BC;DE <?DE 7: E==?
 IE==;JJ? ;IJ;HD?
FEHJ7JEH?�:?�?DJ;H;II;�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7 a ���07BKJ7P?ED;�:;BB7 per-

formance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7 perfor-

mance a ����$B�*HE9;IIE�:?�L7BKJ7P?ED;

Fattore: Ruolo dell’organismo indipendente di
valutazione (OIV)
&7 =?KDJ7 9ECKD7B;
 9ED :;B?8;H7P?ED; D� ��� :;B �� :?9;C�
8H; ����
 >7 IJ78?B?JE 9>; ?B DK9B;E :? L7BKJ7P?ED;
 9EIJ?JK?JE
7? I;DI? :;B L?=;DJ; H;=EB7C;DJE IKBB\EH:?D7C;DJE :;=B? K<<?�
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9? ; :;? I;HL?P?
 7IIKC7 B; 9ECF;J;DP; ; B; <KDP?ED? FH;L?IJ;
:7BB\7HJ� ��
 9ECC7 �
 :;B �� &=I� ������� 4&;==? ?B J;IJE ?D
H;J; 5
 9?ET GK;BB; :? )$0� �ED GK;IJ7 ?D?P?7J?L7 ?B 9ECKD; >7
?DJ;IE H7<<EHP7H; B; <KDP?ED? :;BB\EH=7DE ?D C7J;H?7 :? FHE=H7C�
C7P?ED; ; 9EDJHEBBE
 7D9>; 7B :? BS :;BB7 DEHC7
 ?D GK7DJE 7=B?
;DJ? BE97B? DED I? 7FFB?97 ?B 9?J7JE 7HJ� ��� $D H;7BJS ?B (:0
 9EC�
FEIJE :7 JH; ;IF;HJ? ;IJ;HD?
 :7B �" ; :7B I;=H;J7H?E 9ECKD7�
B;
 EBJH; 9>; :7 :K; :?H?=;DJ? 7F?97B? ?DJ;HD?
 >7 <?DE 7: E==? =;�
IJ?JE GK7I? ;I9BKI?L7C;DJ; ? FHE9;II? :? L7BKJ7P?ED; ?D:?L?:K7�
B; 9ED B\7IIE9?7J7 FH;C?7B?JS
 7JJ?L?JS ?D 9K? ?B 9ECKD; :? 0;HED7
I? JHEL7 :;9?I7C;DJ; 7BB\7L7D=K7H:?7� )H7 F;HW ?B C7D:7JE :;B
(:0 T I97:KJE 9ED ?B I?D:79E ; B; FHE9;:KH; :? H?DDELE DED
IEDE IJ7J; 7D9EH7 7LL?7J;� &\;IF;HJE >7 IEBB;9?J7JE :? FHEHE=7�
H; ? J;HC?D? :? I97:;DP7 :;B (:0 7BB\?DI;:?7C;DJE :;B DKELE
EH=7DE ?D CE:E :7 DED B7I9?7H; KD F;H?E:E :? L797J?E ?D KD7
<7I;�9H?J?97�F;H�=B?�?CF;=D?�:;B 9?9BE�:;BB7 performance�
�D7B?PP7D:E F?X ?D :;JJ7=B?E ; ?B HKEBE
 B; <KDP?ED? ; ?B I?IJ;C7
H;B7P?ED7B;�:;BB\7JJK7B;�(:0
�I?�>7�
,KEBE�<EHC7B;� $B�(:0�:;B 9ECKD;�:?�0;HED7�
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_ CED?JEH7 ?B <KDP?ED7C;DJE 9ECFB;II?LE :;B I?IJ;C7 :;BB7
L7BKJ7P?ED;
 :;BB7 JH7IF7H;DP7 ; ?DJ;=H?JS :;? 9EDJHEBB? ?DJ;H�
D? ;: ;B78EH7 KD7 H;B7P?ED; 7DDK7B; IKBBE IJ7JE :;BBE IJ;I�
IE�

_ 9ECKD?97 J;CF;IJ?L7C;DJ; B; 9H?J?9?JS H?I9EDJH7J; 7? 9EC�
F;J;DJ? EH=7D? ?DJ;HD? :? =EL;HDE ;: 7CC?D?IJH7P?ED; DED�
9>U 7BB7 9EHJ; :;? �EDJ?
 7BB\?IF;JJEH7JE F;H B7 <KDP?ED; *K8�
8B?97 ; 7BB7 9ECC?II?ED; D7P?ED7B; F;H B7 L7BKJ7P?ED;
 B7
JH7IF7H;DP7 ; B\?DJ;=H?JS :;BB; 7CC?D?IJH7P?ED? FK88B?�
9>; ��?0$.��

_ L7B?:7 B7 H;B7P?ED; IKBB7 performance ; D; 7II?9KH7 B7 L?�
I?8?B?JS 7JJH7L;HIE B7 FK88B?97P?ED; IKB I?JE ?IJ?JKP?ED7B;
:;BB\7CC?D?IJH7P?ED;�

_ =7H7DJ?I9; B7 9EHH;JJ;PP7 :;? FHE9;II? :? C?IKH7P?ED; ; L7�
BKJ7P?ED;
 DED9>U :;BB\KJ?B?PPE :;? FH;C?
 I;9ED:E GK7DJE
FH;L?IJE :7B �� &=I� ������� 4&;==? ?B J;IJE ?D H;J; 5
 :7?
9EDJH7JJ? D7P?ED7B?
 :7? 9EDJH7JJ? ?DJ;=H7J?L?
 :7? H;=EB7C;DJ?
?DJ;HD? :;BB\7CC?D?IJH7P?ED;
 D;B H?IF;JJE :;B FH?D9?F?E :? L7�
BEH?PP7P?ED;�:;B C;H?JE�;�:;BB7�FHE<;II?ED7B?JS�
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_ FHEFED;
 IKBB7 87I; :;B I?IJ;C7 :? L7BKJ7P?ED;
 7B I?D:79E

B7 L7BKJ7P?ED; 7DDK7B; :;? :?H?=;DJ? :? L;HJ?9; ;
B\7JJH?8KP?ED;�7:�;II?�:;?�FH;C?�

_ T H;IFEDI78?B; :;BB7 9EHH;JJ7 7FFB?97P?ED; :;BB; B?D;; =K?:7

:;BB;�C;JE:EBE=?;�;�:;=B?�IJHKC;DJ?�FHEFEIJ?�:7BB7 �?0$.�

_ FHECKEL; ;: 7JJ;IJ7 B\7IIEBL?C;DJE :;=B? E88B?=>? H;B7J?L?
7BB7�JH7IF7H;DP7�;�7BB\?DJ;=H?JS�

_ L;H?<?97 ? H?IKBJ7J? ; B; 8KED; FH7J?9>; :? FHECEP?ED; :;BB;
F7H?�EFFEHJKD?JS�

!KDP?ED; L7BKJ7J?L7� ?B (:0 >7 ILEBJE <?DE 7: E==? FH;L7B;D�
J;C;DJ; KD\7P?ED; :? CED?JEH7==?E ; 9EDL7B?:7 :;B FHE9;IIE
:? L7BKJ7P?ED; ?D:?L?:K7B;
 I;DP7 ?DJ;HL;D?H; ?D CE:E I?=D?<?�
97J?LE D;BB7 :;<?D?P?ED; :;=B? IJHKC;DJ? :;B 9?9BE :;BB7 perfor-

mance ;
 ?D F7HJ?9EB7H;
 D;BB7 :;<?D?P?ED; :;BB7 IJHKJJKH7 ; :;?
9EDJ;DKJ? :;BB7 H;B7P?ED; IKBB7 performance
 :EL; I? T B?C?J7JE
7 H7J?<?97H; ?B C7J;H?7B; =?S FH;:?IFEIJE :7BB\7CC?D?IJH7P?ED;�
&\;IF;HJE >7 IEBB;9?J7JE B\7CC?D?IJH7P?ED; 7 H;:?=;H; B7 H;B7�
P?ED; :? CED?JEH7==?E IKB <KDP?ED7C;DJE 9ECFB;II?LE :;B 9?�
9BE :;BB7 performance
 :? 9K? 7BB7 :;B?8;H7 �?0$. �����
 ; >7
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<EHD?JE 7B "HKFFE :? B7LEHE KD7 8EPP7 :? H;B7P?ED;� -? 7KIF?�
97 B7 FHEHE=7 :;? J;HC?D? :? I97:;DP7 F;H :7H CE:E 7B (:0
KI9;DJ; :? 9>?K:;H; ?B 9?9BE 9ED B7 H;B7P?ED; IKB CED?JEH7==?E
9>; ?DJ7DJE =B? K<<?9? :? IKFFEHJE >7DDE FH;:?IFEIJE� &\;IF;HJE
>7 <EHD?JE KD7 JH799?7 ; KD ;I;CF?E :;BB7 H;B7P?ED; :? CED?JE�
H7==?E :;B <KDP?ED7C;DJE 9ECFB;II?LE :;B 9?9BE :;BB7 perfor-

mance�

_ $DJ;H7P?ED; ?IJ?JKP?ED7B;� ?B (:0 >7 H7J?<?97JE B7 H;B7P?ED;
IKBB7 performance ?CC;:?7J7C;DJ; :EFE B\7FFHEL7P?ED;
:7�F7HJ;�:;BB7�=?KDJ7�9ECKD7B;�

_ $DJ;H7P?ED; EH=7D?PP7J?L7� DED L? T ;L?:;DP7 :? ?DJ;H7P?ED;
7JJ?L7 JH7 ?B (:0 ; B; IJHKJJKH; J;9D?9>;
 L7H?7C;DJ; :;DE�
C?D7J;
 D;BB7 <7I; :? H799EBJ7 :;? :7J? H;B7J?L? 7=B? ?D:?97JEH?
I;B;P?ED7J?�F;H�B7�L7BKJ7P?ED;�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7 a ���07BKJ7P?ED;�:;BB7 per-

formance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7 perfor-

mance a ����$B�*HE9;IIE�:?�L7BKJ7P?ED;

Fattore: Fasi e tempi
,;:7P?ED; :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7
performance� $B I?IJ;C7 T IJ7JE 7FFHEL7JE ?B �� :?9;C8H; ����
9ED B7 :;B?8;H7 :? =?KDJ7 D� ���� &7 FH;F7H7P?ED; :;B I?IJ;C7
>7 7LKJE KD7 BKD=7 =;IJ7P?ED;� $D?P?7J7 7BB7 <?D; :;B ���� 9ED
B7 9EIJ?JKP?ED; :? GK7JJHE :?IJ?DJ? =HKFF? :? B7LEHE IK? :?L;HI?
7C8?J? :? L7BKJ7P?ED; �JH7IF7H;DP7
 97HJ; :;? I;HL?P?
 ?D:?97JE�
H? ; F?7DE :;BB7 performance�
 >7 H?FH;IE L?=EH; :7B I;JJ;C�
8H; ���� 9ED B7 H?KD?<?97P?ED; :;? =HKFF? :? B7LEHE ?D KD KD?9E
=HKFFE :? B7LEHE :? :?H?=;DJ? 7F?97B?
 9EEH:?D7JE :7B :EJJ� "?K�
I;FF; �7H7JJ7
 I;=H;J7H?E =;D;H7B; L?97H?E
 ; IEJJE B7 IKF;HL?�
I?ED; :;B :?H;JJEH; =;D;H7B; :EJJ� ,;D7JE *?99EB?� &\;IF;HJE >7
F7HJ;9?F7JE�7JJ?L7C;DJ;�7�GK;IJ7�<7I;�9ED9BKI?L7�
,;:7P?ED; :;B F?7DE :;BB7 performance �������� $B F?7DE :;B�
B7 performance ��������� >7 KD\?CFEIJ7P?ED; JH7:?P?ED7B;
9>; I? :?I9EIJ7 :7? FH?D9?F? :;B I?IJ;C7
 9>;
 ;II;D:E IJ7JE
7FFHEL7JE 7 <?D; 7DDE
 DED 7LH;88; 9ECKDGK; FEJKJE 9EIJ?�
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JK?H; B7 =K?:7 C;JE:EBE=?97 F;H B\?CFEIJ7P?ED; :;B *$7DE� .7B;
I?JK7P?ED; T IJ7J7 ?D 8KED7 F7HJ; :;J;HC?D7J7 :7BB7 97CF7�
=D7 ;B;JJEH7B; ; :7BB; ;B;P?ED? :? H?DDELE :;B 9EDI?=B?E ; :;B
I?D:79E
 9ED9BKI; D;B C7==?E :;B ���� 9ED B7 9ED<;HC7 :;B
I?D:79E KI9;DJ;� $B F?7DE :;BB7 performance ��������� T 7J�
JK7BC;DJ; ?D <7I; :? FH;F7H7P?ED; ?DI?;C; 7B 8?B7D9?E FH;L;D�
J?LE� $B 8?B7D9?E I7HS 7FFHEL7JE ;DJHE <?D; =?K=DE ���� ; ?B F?7�
DE�;DJHE�<?D;�7=EIJE�
'ED?JEH7==?E� F;H B; H7=?ED? ;IFEIJ; ?D FH;9;:;DP7 ?B F?7DE
:;BB7 performance ������� DED T 9E;H;DJ; 9ED ?B I?IJ;C7�
&\;IF;HJE DED >7 ;L?:;DP7 :? 7P?ED? :? CED?JEH7==?E F;H?E:?9E
:;=B? ?D:?97JEH? 9EDJ;DKJ? D;B F?7DE :;BB7 performance

�������� (;BB7 H;:7P?ED; :;BB7 H;B7P?ED; IKBB7 performance

=B? ?D:?97JEH? :;B F?7DE
 F;H7BJHE ?DIK<<?9?;DJ? 7 C?IKH7H; ; L7�
BKJ7H; B7 performance EH=7D?PP7J?L7
 IEDE IJ7J? C?IKH7J? ; L7�
BKJ7J?� &7 H;B7P?ED; T IJ7J7 7FFHEL7J7 ?B �� 7FH?B; ���� 9ED B7
:;B?8;H7�:?�=?KDJ7�D������
07BKJ7P?ED; ?DJ;HC;:?7� DED H?IKBJ7 9>; I?7 IJ7J7 ILEBJ7 D;B
���� KD7 L7BKJ7P?ED; ?DJ;HC;:?7 :;B B?L;BBE :? performance EH�
=7D?PP7J?L7�H7==?KDJE�
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*HE=H7CC7P?ED; ����� B\7CC?D?IJH7P?ED; >7 7LL?7JE B7 <7I;
:? FHE=H7CC7P?ED; :;BB; 7JJ?L?JS F;H ?B ����
 7 F7HJ?H; :7B =;D�
D7?E ����
 ?D 7DJ?9?FE H?IF;JJE 7B F;H?E:E :? FHE=H7CC7P?ED;
����� &7 9?H9EIJ7DP7 :;BB7 97CF7=D7 ;B;JJEH7B; >7 9EDI;DJ?�
JE :? 7LL?7H; ?B 9?9BE :;BB7 FHE=H7CC7P?ED; 7 F7HJ?H; :7B FHE�
=H7CC7 ;B;JJEH7B; :;B I?D:79E� �7BB; ;DKD9?7P?ED? FHE=H7C�
C7J?9>; :;B I?D:79E IEDE IJ7J? H?97L7J? =B? E8?;JJ?L? IJH7J;=?9? ;
B; 7P?ED? IJH7J;=?9>; D;9;II7H?; F;H H;7B?PP7HB?� $D GK;IJE CE�
:E T IJ7J7 7LL?7J7 B7 9EIJHKP?ED; :;BB7 F7HJ; 7BJ7 :;BB\7B8;HE
:;BB7 performance
 87I; F;H BE IL?BKFFE :;BB7 F?7D?<?97P?ED;
EF;H7J?L7� .7B; 7JJ?L?JS T 7D9EH7 ?D 9EHIE ; I; D; FH;L;:; B7
9ED9BKI?ED; ;DJHE BK=B?E ���� 9ED B\7FFHEL7P?ED; :;B DKELE
F?7DE :;BB7 performance �������
 9E;H;DJ; 9ED ?B I?IJ;C7� R
?DJ;H;II7DJ; DEJ7H; 9>;
 7DJ?9?F7D:E B7 H?<EHC7 :;BB7 IJHKJJK�
H7 :;B 8?B7D9?E
 9>; I7HS ;I;9KJ?L7 F;H JKJJ? ? 9ECKD? 7 F7HJ?H;
:7B ����
 B7 IJHKJJKH7 :? F?7D?<?97P?ED; 7:EJJ7J7 KI7 B7 C7JH?9;
C?II?ED?FHE=H7CC? :;BB7 ]�B7II?<?97P?ED; ?DJ;HD7P?ED7B; :;B�
B7 IF;I7 FK88B?97 F;H <KDP?ED; ��E<E=� I;9ED:E ?B I?IJ;C7 :;?
�EDJ?� KHEF;?�- ���^�
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,?B;L7P?ED; :? <?D; 7DDE� B\7CC?D?IJH7P?ED; >7 H?B;L7JE ?D CE�
:E I?IJ;C7J?9E ? L7BEH? :;=B? ?D:?97JEH? I;B;P?ED7J? F;H B7 L7BK�
J7P?ED; :;BB7 performance
 ?D E997I?ED; :;BB7 H;:7P?ED; :;BB7
H;B7P?ED;�IKBB7 performance�
07BKJ7P?ED; :;BB7 performance EH=7D?PP7J?L7�
B\7CC?D?IJH7P?ED; >7 H?B;L7JE ?D CE:E I?IJ;C7J?9E ? L7BEH? :;=B?
?D:?97JEH? I;B;P?ED7J? F;H B7 L7BKJ7P?ED; :;BB7 performance
 ?D
E997I?ED; :;BB7 H;:7P?ED; :;BB7 H;B7P?ED; IKBB7 performance�
$D GK;BB7 9?H9EIJ7DP7 IEDE IJ7J? H799EBJ? ; FH;I;DJ7J? :7J? IK 7B�
9KD? E8?;JJ?L? IJH7J;=?9?
 I;HL?P?
 KD?JS EH=7D?PP7J?L; ; IJ7JE :?
I7BKJ;�:;BB\7CC?D?IJH7P?ED;�
�>?KIKH7 :;B 8?B7D9?E FH;�9EDIKDJ?LE ����� B\7CC?D?IJH7P?ED;
>7 ;B78EH7JE KD FH;9EDIKDJ?LE ���� ;DJHE ?B �� DEL;C8H;�
$B H;D:?9EDJE :? =;IJ?ED; :;BB\;I;H9?P?E ����
 9>; H?7IIKC;
?D J;HC?D? <?D7DP?7H?
 ;9EDEC?9? ; F7JH?CED?7B? B7 =;IJ?ED;
:;BB\;I;H9?P?E ����
 T IJ7JE 7FFHEL7JE :7B 9EDI?=B?E 9ECKD7B;
9ED :;B?8;H7P?ED; D� �� :;B �� 7FH?B; ����� $ :7J? :? FH;9ED�
IKDJ?LE I7H7DDE ?CF?;=7J? 7 IKFFEHJE :;BB7 FHE=H7CC7P?ED;
�����
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�FFHEL7P?ED; :;B 8?B7D9?E FH;L;DJ?LE ����� 9EC; =?S H?9EH:7�
JE
 ?B 8?B7D9?E FH;L;DJ?LE ���� T ?B 9EHIE :? FH;F7H7P?ED; ; I7�
HS�7FFHEL7JE�;DJHE�B7�<?D;�:?�=?K=DE������
*?7DE :;BB7 performance ���������� ?B F?7DE :;BB7 perfor-

mance ������� T ?D 9EHIE :? FH;F7H7P?ED;� -; D; FH;L;:;
B\7FFHEL7P?ED;�;DJHE�7=EIJE������
07BKJ7P?ED; :;BB7 performance ?D:?L?:K7B;� B\7CC?D?IJH7P?ED;
>7 9ED9BKIE ?B F;H9EHIE :? L7BKJ7P?ED; :;BB7 performance ?D�
:?L?:K7B; ���� F;H JKJJE ?B F;HIED7B;
 7: ;I9BKI?ED; :;BB7 L7�
BKJ7P?ED; :;? :?H?=;DJ? 9>; I7HS 9ED9BKI7 ;DJHE 7=EIJE ����� $
:7J? D;9;II7H? F;H B7 L7BKJ7P?ED; IEDE IJ7J? ?CFKJ7J? L?7 web

;DJHE�?B�����������
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7 a ���07BKJ7P?ED;�:;BB7 per-

formance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7 perfor-

mance

3.2 Piano della performance 2012-2014

$B F?7DE :;BB7 performance F;H ?B F;H?E:E ��������� I7HS KD
:E9KC;DJE :;B JKJJE DKELE H?IF;JJE 7B F?7DE ���������
 ?D
GK7DJE I7HS C;JE:EBE=?97C;DJ; 9EIJHK?JE 7 F7HJ?H; :7B I?IJ;�
C7 7FFHEL7JE 7BB; <?D; :;B ���� ; I7HS FH;9;:KJE :7 KD7 <7�
I; :? :;<?D?P?ED; :;=B? E8?;JJ?L? IJH7J;=?9?
 7JJK7BC;DJ; ?D 9EH�
IE� &; 7P?ED? :? C?=B?EH7C;DJE 9ECF?KJ; :7BB\7CC?D?IJH7P?ED;
D;BB\7C8?JE :;B FHE=;JJE >7DDE H?=K7H:7JE B7 :;<?D?P?ED; 9EC�
FB;II?L7 :;B I?IJ;C7 :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB7 per-

formance ;
 ?D F7HJ?9EB7H;
 B7 :;<?D?P?ED; :;BB\7D7=H7<; :;=B?
?D:?97JEH? DED9>U ? 9H?J;H? :? L7BKJ7P?ED; :;BB7 performance :;?
I;HL?P?�
*7HJ?9EB7H; ?DJ;H;II; H?L;IJ; B7 DKEL7 ?CFEIJ7P?ED; 9>; T :7�
J7 7BB7 IJHKJJKH7 :;BB7 F7HJ; 7BJ7 :;BB\7B8;HE :;BB7 performance
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9>;
 9EC; I? T :;JJE
 H?FHE:K9; BE I9>;C7 :;BB7 IJHKJJKH7 :;?
9EDJ?�FK88B?9?�I;9ED:E�BE standard ;KHEF;E��E<E=�
&7 DKEL7 IJHKJJKH7 :;? 9EDJ? FK88B?9? T IJ7J7 :;<?D?J7 D;B ��&=I�
�������
 9>; :?I9?FB?D7 ?B FHE9;IIE :? 7HCED?PP7P?ED; :;? 8?�
B7D9? :;=B? ;DJ? J;HH?JEH?7B? F;H H;D:;HB? C7==?EHC;DJ; 9ED<HED�
J78?B? ; ECE=;D;? 7? <?D? :;B 9EDIEB?:7C;DJE :;? 9EDJ? :;BB;
���**�
$D F7HJ?9EB7H; ?B ��&=I� ������� FH;L;:; B7 9B7II?<?97P?ED;
:;BB;�IF;I;�F;H�C?II?ED?�;�FHE=H7CC?
�:EL;�
'?II?ED?� H7FFH;I;DJ7DE B; <KDP?ED? FH?D9?F7B? :;BB7 IF;I7 FK8�
8B?97 ; D; :;B?D;7DE =B? E8?;JJ?L? IJH7J;=?9?� &; C?II?ED? IEDE
:;<?D?J; ?D H;B7P?ED; 7B H?F7HJE :? 9ECF;J;DP7 :? 9K? 7=B? 7HJ?9EB?
����;�����:;BB7��EIJ?JKP?ED;�
*HE=H7CC?�9EIJ?JK?I9EDE 7==H;=7J? :?H;JJ? 7B F;HI;=K?C;DJE
:;=B?�E8?;JJ?L?�IJH7J;=?9?�:;<?D?J?�D;BB\7C8?JE�:;BB;�C?II?ED?�
+K;IJ7 DKEL7 IJHKJJKH7 :? 8?B7D9?E
 ?D 9EHIE :? IF;H?C;DJ7�
P?ED; :7B ���� IK KD 97CF?ED; :? � H;=?ED?
 �� FHEL?D9; ;
�� 9ECKD?
 I7HS E88B?=7JEH?7 F;H JKJJ? =B? ;DJ? 7 F7HJ?H; :7B
�����  II7 9EDI;DJ; KD F?X ?CC;:?7JE 9EBB;=7C;DJE :? E8?;J�
J?L? IJH7J;=?9?7P?ED? IJH7J;=?9>;E8?;JJ?L? EF;H7J?L?7P?ED? EF;�
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H7J?L; 9ED ? H;B7J?L? IJ7DP?7C;DJ? :? IF;I7 9>; I? LE=B?EDE 7:EJ�
J7H;
 9EBB;=7D:E :?H;JJ7C;DJ; ?B <788?IE=DE <?D7DP?7H?E 7? B?L;BB?
:?�I;HL?P?E�FH;L?IJ?�;�7=B?�E8?;JJ?L?�=;IJ?ED7B?�:7�H7==?KD=;H;�
(;BB7 <?=KH7 � T L?I?8?B; KD ;IJH7JJE F7HP?7B; :;BB7 C7FF7 C?I�
I?ED?FHE=H7CC?�:;B 9ECKD;�:?�0;HED7�
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Figura 6 – Estratto della mappa missioni/programmi 2012 del comune di Verona
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7 a ���07BKJ7P?ED;�:;BB7 per-

formance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7 perfor-

mance

3.3 La relazione sulla performance

�ED :;B?8;H7P?ED; :? =?KDJ7 9ECKD7B; D� ������� :;B ����
���� T IJ7JE :7JE 7JJE 9>; F;H B\7DDE ���� ?B F?7DE :;BB7 per-

formance T 9EIJ?JK?JE :7? :E9KC;DJ? ?D:?L?:K7J? 7B .?JEBE 0$$$
97FE $$ :;B H;=EB7C;DJE IKBB\EH:?D7C;DJE :;=B? K<<?9? ; :;? I;H�
L?P?
 9?ET B?D;; FHE=H7CC7J?9>; :? C7D:7JE �&*'�
 ,**
 * "
; *�)�
&7 H;B7P?ED; IKBB7 performance H;B7J?L7 7BB\7DDE ���� :;B 9E�
CKD; :? 0;HED7 T IJ7J7 7FFHEL7J7 :7BB7 =?KDJ7 9ECKD7B; ?B ��
7FH?B; ���� ; B7 IK7 FH;F7H7P?ED; T ?D?P?7J7 D;B =;DD7?E �����
$ :7J? D;9;II7H? F;H B7 L7BKJ7P?ED; :;? H?IKBJ7J? IEDE IJ7J? H?B;�
L7J? IKBB7 87I; :;? :E9KC;DJ? :? FHE=H7CC7P?ED; ;9EDEC?9E�
<?D7DP?7H?7�;�:?�H;D:?9EDJ7P?ED;�:;?�H?IKBJ7J?�F;H�B\7DDE������
(;B�I;=K?JE�I?�7D7B?PP7DE�

�� �C8?J?�:?�C?IKH7P?ED;�
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�� -JHKJJKH7�:;BB7�H;B7P?ED;�
�� C?IKH7P?ED;�:;=B?�E8?;JJ?L?�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7 a ���07BKJ7P?ED;�:;BB7 per-

formance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7 perfor-

mance a ����&7�H;B7P?ED;�IKBB7 performance

Fattore: Ambiti di valutazione
(;BB7 H;B7P?ED; IEDE IJ7J? 9EDI?:;H7J? ? I;=K;DJ? 7C8?J? :? L7�
BKJ7P?ED;�
$CF7JJ?� =B? E8?;JJ?L? IJH7J;=?9?
 JH7JJ? :7? � FHE=H7CC? :;BB7
,**
 DED IEDE 7IIE9?7J? ;IFB?9?J7C;DJ; 7 ?D:?97JEH? :? ?CF7J�
JE� �B9KD? :? GK;IJ?
 JKJJ7L?7
 IEDE :?IFED?8?B?
 F;H ?B ���� 7D�
9>;�D;B�BEHE�7D:7C;DJE�IJEH?9E�
)8?;JJ?L? IJH7J;=?9?� B7 ,** ;B;D97 �� E8?;JJ?L? IJH7J;=?9?
 FH;�
:?IFEIJ? :7BB7 :?H;P?ED; =;D;H7B; IKBB7 87I; :;BB7 ,** 9ED�
9;HJ7J7 9ED =B? �CC?D?IJH7JEH?� &7 BEHE ;<<?979?7 ?D J;HC?D? :?
FHE=H7CC7P?ED; F;H ?B ���� T I97HI7 9EDI?:;H7D:E 9>; ;II?
H?IKBJ7DE 7FFHEL7J? :7BB7 =?KDJ7 9ECKD7B; IEBJ7DJE ?B �� BK=B?E
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����� $DEBJH; B7 BEHE L7BKJ7P?ED; T 7B;7JEH?7 ?D GK7DJE DED 7I�
IE9?7J7�7�I?IJ;C?�:?�C?IKH7P?ED;�7FFHEFH?7J?�
�JJ?L?JS
 I;HL?P? ; KD?JS EH=7D?PP7J?L;� BE IJ7JE :? 7JJK7P?ED;
:;BB; <?D7B?JS FHE=H7CC7J?9>;
 JH7JJ; :7? � FHE=H7CC? :;BB7
,** ; IK99;II?L7C;DJ; :;9B?D7J; D;B * "*�)
 ; :;? H;B7�
J?L? FHE=H7CC? T L7BKJ7JE I?DJ;J?97C;DJ; :7? :?H?=;DJ? H;IFED�
I78?B? 9ED B7 F;H9;DJK7B; :? H7==?KD=?C;DJE ; 9ED B\;L;DJK7B;
?D:?97P?ED; :;BB; 97KI; :? H?J7H:E� "B? E8?;JJ?L? * "
 7II;=D7J?
7 9?7I9KD7 KD?JS EH=7D?PP7J?L7
 IEDE IJ7J? ��� D;B �����  II?
IEDE :;I9H?JJ? ?D I9>;:; web 9>; ?D9BK:EDE
 EBJH; 7BB7 :;I9H?�
P?ED; :;BB\E8?;JJ?LE
 ?B F;IE H;B7J?LE D;BB\7C8?JE :;BB7 IJ;II7
KD?JS EH=7D?PP7J?L;
 ?B 9EBB;=7C;DJE 9ED B; <?D7B?JS :;BB7 ,**

=B? ?D:?97JEH? :? H?IKBJ7JE
 ?B target ; ?B H?IKBJ7JE H7==?KDJE� .7B?
?D<EHC7P?ED? IEDE L;H?<?97J; ; 9EDL7B?:7J; :7B 9EDJHEBBE :? =;�
IJ?ED; 7D9>; 7? <?D? :;BB7 L7BKJ7P?ED; ?D:?L?:K7B;� *;H GK7DJE
H?=K7H:7 B7 L7BKJ7P?ED; :;? I;HL?P? I? H;=?IJH7DE 7D7B?I? :? cus-

tomer satisfaction IK=B? IFEHJ;BB? FEB?<KDP?ED7B? ; BE IL?BKFFE :?
97HJ; :? GK7B?JS F;H ? I;HL?P? 7B 9?JJ7:?DE� (ED ;I?IJEDE L7BKJ7�
P?ED? :;BB; KD?JS EH=7D?PP7J?L;
 DU :;=B? 7BJH? I;HL?P? ?DJ;HD? ;:
;IJ;HD?�

L’esperienza del comune di Verona



-J7JE :? I7BKJ;� =B? ?D:?97JEH? :? IJ7JE :? I7BKJ; H799EBJ? D;BB7 H;�
B7P?ED; H?=K7H:7DE BE IJ7JE :;BB\EH=7D?PP7P?ED; ; B7 :?C;DI?E�
D; ;9EDEC?9E�<?D7DP?7H?7
 C;DJH; DED IEDE IEDE IJ7J; FK8�
8B?97J; B; ?D<EHC7P?ED? :?IFED?8?B? IKBBE IJ7JE :;BB; H;B7P?ED?
9ED�?�FEHJ7JEH?�:?�?DJ;H;II;�
Benchmarking� DED IEDE FHEFEIJ? ?D:?97JEH? :? benchmarking

7D9>; I; =B? ?D:?97JEH? :? D7JKH7 ;9EDEC?9E�<?D7DP?7H?7 IEDE
7CF?7C;DJ;�9ED<HEDJ78?B?�9ED�GK;BB?�:?�7BJH?�;DJ?�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7 a ���07BKJ7P?ED;�:;BB7 per-

formance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7 perfor-

mance a ����&7�H;B7P?ED;�IKBB7 performance

Fattore: Struttura della relazione
&7 H;B7P?ED; T IJ7J7 H;:7JJ7 I;9ED:E B; B?D;; =K?:7 :;B?8;H7
�?0$. ����� 4&;==? ?B J;IJE ?D H;J; 5 FK88B?97J; D;BB7 :;B?8;H7
D� �����
 7:7JJ7J7 ; ?DJ;=H7J7 ?D 9EBB78EH7P?ED; 9ED
B\;IF;HJE� &; 9ECFED;DJ? FH?D9?F7B? :;BB7 H;B7P?ED; IEDE H?7I�
IKDJ;�D;B�I;=K?JE�
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*H;I;DJ7P?ED; :;BB7 H;B7P?ED; ; ?D:?9;� &\?D:?9; T 9ECFB;JE ;
B7 FH;I;DJ7P?ED; H?DL?7 9ED 9>?7H;PP7 7? :E9KC;DJ? :? H?<;H?�
C;DJE�
-?DJ;I? :;BB; ?D<EHC7P?ED? :? ?DJ;H;II; F;H ? 9?JJ7:?D?� ?D GK;IJ7
I;P?ED; :;BB7 H;B7P?ED; IEDE ;IFEIJ? 9ED 9>?7H;PP7 ? 9EDJ;�
DKJ? :? ?DJ;H;II; ?CC;:?7JE F;H ? 9?JJ7:?D? ; =B? 7JH? stakehold-

er ;IJ;HD?� $B B?D=K7==?E 7:EJJ7JE D;BB7 I;P?ED; :?LKB=7J?L7 T
?CFEIJ7JE ?D CE:E 9>?7HE ; 9ECFH;DI?8?B; 7D9>; 7: KD B;J�
JEH; DED ;IF;HJE
 JKJJ7L?7 B7 GK7B?JS 9ECKD?97J?L7 :;B 97F?JE�
BE FKW ;II;H; I;DI?8?BC;DJ; C?=B?EH7J7 I?DJ;J?PP7D:E J78;BB;
JHEFFE BKD=>; ;L;DJK7BC;DJ; 7BB;=78?B? ; H?9EHH;D:E I?IJ;C7�
J?97C;DJ; 7 H7FFH;I;DJ7P?ED? L?IK7B? F?KJJEIJE 9>; 7 :7J? J7�
8;BB7H?
�DED�I;CFH;�:?�<79?B;�?DJ;HFH;J7P?ED;�
)8?;JJ?L? EH=7D?PP7J?L?� "B? E8?;JJ?L? EF;H7J?L? IEDE :;9B?D7J? I;�
9ED:E KD7 IJHKJJKH7 7: 7B8;HE =?S :;I9H?JJ7 7 F7HJ?H; :7BB7
,** <?DE 7=B? E8?;JJ?L? * " ; *�)�  II? DED 9EDJ;D=EDE
;IFB?9?J? H?<;H?C;DJ? 7BB7 performance :;? I;HL?P? ; :;BB; KD?JS
EH=7D?PP7J?L;�
)8?;JJ?L? ?D:?L?:K7B?� KD 97F?JEBE :;BB7 H;B7P?ED; H?=K7H:7 B7 L7�
BKJ7P?ED; ?D:?L?:K7B; 9>; ?DJ;H;II7 JKJJ? ? :?H?=;DJ? ; ?B F;HIED7�
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B; :?F;D:;DJ;� -? JH7JJ7 :? KD 97F?JEBE ;I7KIJ?LE 9>; IEJJ?DJ;D�
:; KD7 FH7J?97 C7JKH7 ;: ;<<?9?;DJ; :? L7BKJ7P?ED; :;BB7 per-

formance ?D:?L?:K7B;�
,?IEHI;� B7 I7BKJ; ;9EDEC?9E�<?D7DP?7H?7 :;BB\7CC?D?IJH7P?ED;
; B7 97F79?JS :;BB7 IJ;II7 :? ?CF?;=7H; 7B C;=B?E B; H?IEHI;
;9EDEC?9>; :?IFED?8?B? T I?DJ;J?PP7J7 ?D KD7 I;H?; :? J78;BB;
9ED ?D:?97JEH? 9>?7H? ; 9ED<HEDJ78?BB� (ED T ;L?:;DP?7J7 D;BB7
H;B7P?ED; B7 CE:7B?JS 9ED 9K? T IJ7JE 7<<HEDJ7JE B\E8?;JJ?LE :;BB7
IEIJ;D?8?B?JS :;BB\7P?ED; 7CC?D?IJH7J?L7 9EBB;=7JE 7B GK7:HE
=;D;H7B;�:?�9EDJ;D?C;DJE�:;BB;�H?IEHI;�:?IFED?8?B?�
*7H? EFFEHJKD?JS ; 8?B7D9?E :? =;D;H;� ?B 9ECKD; >7 FH;:?IFE�
IJE KD7 H;B7P?ED; :? =;D;H; ��������� FK88B?97J7 D;B ����
IKB FEHJ7B; :;B 9ECKD;
 :? 9K? IEDE FH;L?IJ? 7==?EHD7C;DJ? 7
8H;L; J;HC?D;� &7 H;B7P?ED; ?D9BK:; 9ECKDGK; ?D<EHC7P?ED?
H?=K7H:7DJ?�GK;IJ?�7IF;JJ?�
$B FHE9;IIE :? H;:7P?ED;� B7 H;:7P?ED; :;B :E9KC;DJE
 9ED B7
IKF;HL?I?ED; :;BB\;IF;HJE
 T IJ7J7 9KH7J7 :7 KD =HKFFE :? B7�
LEHE 9EIJ?JK?JE :7 :?H?=;DJ? ; <KDP?ED7H? :? :?H;P?ED; =;D;H7B;

�<<7H? =;D;H7B?
 9EDJHEBBE :? =;IJ?ED;
 8?B7D9?E ; FHE=H7CC7�
P?ED;
 F;HIED7B;
 9KBJKH7
 ,;B7P?ED? 9ED ? 9?JJ7:?D?� &; H;B7P?E�
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D; T IJ7J7 7FFHEL7J7 :7BB7 =?KDJ7 9ECKD7B; ; T IJ7J7 7D9>;
9EDL7B?:7J7 :7B DK9B;E :? L7BKJ7P?ED;�  II7 T FK88B?97J7 IKB
FEHJ7B; :;B 9ECKD;
 9EC; FH;L;:; ?B F?7DE JH?;DD7B; :;BB7 JH7�
IF7H;DP7�

';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7 a ���07BKJ7P?ED;�:;BB7 per-

formance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7 perfor-

mance a ����&7�H;B7P?ED;�IKBB7 performance

Fattore: valutazione degli obiettivi
"B? E8?;JJ?L? :;B * " ; =B? E8?;JJ?L? IJH7J;=?9? ;B78EH7J? :7BB7
:?H;P?ED; IEDE 9EBB;=7J? 7BB7 IJHKJJKH7 :;BB\7B8;HE :;BB7 per-

formance 7HJ?9EB7JE
 7BB7 H7:?9;
 F;H FEB?J?9>;FHE=H7CC?KD?JS
EH=7D?PP7J?L;� � BEHE LEBJ7 7B9KD? E8?;JJ?L? * " IEDE 9EBB;=7J?
7=B? E8?;JJ?L? IJH7J;=?9?� $D<?D; =B? E8?;JJ?L? * "
 9EBB;=7J? 7B 8?�
B7D9?E
 IEDE KBJ;H?EHC;DJ; IF;9?<?97J? D;B F?7DE :;JJ7=B?7JE :;�
=B? E8?;JJ?L? �*�)�� $D GK;IJ\KBJ?CE :E9KC;DJE =B? E8?;JJ?L?
 :?�
IJ?DJ? ?D ]E8?;JJ?L? :? IL?BKFFE ; ?DDEL7P?ED;^ ; ?D ]E8?;JJ?L? EH�
:?D7H?:? C?=B?EH7C;DJE^
 IEDE :;I9H?JJ? C;:?7DJ; KD7 I9>;:7
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9>; ?D9BK:;� :;DEC?D7P?ED;
 :;I9H?P?ED;
 7JJ?L?JS :7 9ECF?;�
H; ; J;CF?IJ?97
 97F?JEB? :? IF;I7;DJH7J7 9EBB;=7J?
 F;HIED7B;
9EBB;=7JE
�?D:?97JEH?�:?�H?IKBJ7JE�
(;BB7 H;B7P?ED; IEDE IJ7J? FH;I;DJ7J? EBJH; 9;DJE ]FHE=;JJ? :?
?DDEL7P?ED; ?D9H;C;DJE C?=B?EH7C;DJE^� �? GK;IJ? DED IEDE
;IFB?9?J7J? D;BB7 H;B7P?ED; ? 9EBB;=7C;DJ? 9ED B\7B8;HE :;BB7 per-

formance� $B BEHE I?=D?<?97JE T 9EBB;=7JE 7B FHE9;IIE :? L7BKJ7�
P?ED; ?D:?L?:K7B;� $B B?L;BBE :? H7==?KD=?C;DJE :? GK;IJ? FHE=;JJ?
I?�EJJ?;D;�9ED�KD7�CE:7B?JS�IF;9?<?97�:?�H?B;L7P?ED;�
�?7I9KD E8?;JJ?LE H?FEHJ7 KD F;IE H;B7J?LE 7BB\?DJ;HDE :;BB\KD?JS
EH=7D?PP7J?L; H;IFEDI78?B; ; ?D:?97JEH? 7IIE9?7J? 9ED H;B7J?LE
target� &7 L7BEH?PP7P?ED; :;=B? ?D:?97JEH? ; BE IJ7JE
:\7L7DP7C;DJE :? 9?7I9KD E8?;JJ?LE IEDE 7JJ?L?JS 9KH7J; :7B H;�
IFEDI78?B; ; L;H?<?97J; :7B 9EDJHEBBE :? =;IJ?ED;� �7BBE IJ7JE :?
7JJK7P?ED; :;=B? E8?;JJ?L? * " I? FKW H?I7B?H; 7BBE IJ7JE :? 7J�
JK7P?ED; :;=B? E8?;JJ?L? IJH7J;=?9? ; :;? FHE=H7CC?
 DED9>U 7B�
B7�9ECFED;DJ;�=;IJ?ED7B;�:;BB7�L7BKJ7P?ED;�?D:?L?:K7B;�
&; ?D<EHC7P?ED? IK;IFEIJ; DED IEDE FH;I;DJ? D;BB7 H;B7P?ED;
:;BB7 performance
�C7�D;B�F?7DE�
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�EC; H?IKBJ7 :7BB\7D7B?I? 9ECF?KJ7 D;B 9EHIE :;BB7 FH?C7 C;JS
:;B ����
 ?B 9EHFKI :;=B? ?D:?97JEH? KI7JE D;B F?7DE ���� DED
T ;<<?9?;DJ; F;H9>U T JHEFFE :?IF;HI?LE ; L7IJE� $DEBJH;
 B7
:;I9H?P?ED; :;=B? ?D:?97JEH? KI7J? T B79KDEI7 ; I9EDJ7
KD\;99;II?L7�=;D;H7B?JS�;�?D:;J;HC?D7P?ED;�
&7 :;8EB;PP7 :;=B? IJHKC;DJ? :? C?IKH7P?ED; ; L7BKJ7P?ED;
9>; ?B I?IJ;C7 :;B ���� FH;I;DJ7 T ?D F7HJ; H;IFEDI78?B; :;B
H?IKBJ7JE 9ECFB;II?LE L7DJ7JE :7BB\7CC?D?IJH7P?ED; 9>;
 F;H
GK7DJE H?=K7H:7 BE IJ7JE :? 7L7DP7C;DJE :;=B? E8?;JJ?L? * "

T 7B ���
 C;DJH; F;H GK7DJE H?=K7H:7 ? FHE=H7CC? T 7B ����
$DEBJH;
 B\KD?97 97KI7 :;BBE I9EIJ7C;DJE JH7 target ; H?IKBJ7JE
9>; I? ?D:?97 T GK7I? ;I9BKI?L7C;DJ; B7 ]I97HI?JS :? H?IEHI; <?�
D7DP?7H?;^�
-? JH7JJ7 :? KD H?IKBJ7JE 9>; IEBE ?D F7HJ; T H?DL?78?B; 7BB7 ]8KE�
D7 7CC?D?IJH7P?ED;^ ; 9>; FKHJHEFFE DED 9EDI;DJ; :? ?D:?L?�
:K7H;
 BE97B?PP7H; ; H?CKEL;H; ? :?<;JJ? ; ? C7B<KDP?ED7C;DJ?
9>; 9ED E=D? FHE878?B?JS ;I?IJEDE
 C7 9>; 7 GK;IJE B?L;BBE :?
?D<EHC7P?ED;�DED�L;D=EDE�7BB7�BK9;�
$B (:0 >7 H7J?<?97JE GK7DJE ;B78EH7JE :7BB; IJHKJJKH;
 I;DP7 <EH�
CKB7H;�EII;HL7P?ED?�?D�C;H?JE�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7 a ���07BKJ7P?ED;�:;BB7 per-

formance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7 perfor-

mance

3.4 Gli Esiti della valutazione

"B?�;B;C;DJ?�FH;I?�?D�9EDI?:;H7P?ED;�IEDE�
 IJ;DI?ED; :;BB7 performance L7BKJ7J7� $B B?L;BBE :? perfor-

mance H7==?KDJE T ;99;BB;DJ; I?7 F;H =B? E8?;JJ?L? * " 9>; F;H
? FHE=H7CC?� .KJJ7L?7 GK;IJE H?IKBJ7JE T L?P?7JE :7 KD7 I97H�
I7 :?IFED?8?B?JS :;BB\7CC?D?IJH7P?ED; 7: 7D7B?PP7H; 9ED H?=EH;
? FKDJ? 9H?J?9? :;B I?IJ;C7 F;H 7LL?7H; ;IFB?9?J; 7P?ED? :? C?=B?E�
H7C;DJE� $DEBJH; I? H;=?IJH7DE 7C8?J? 9>; I<K==EDE :;B JKJJE 7B�
B7 L7BKJ7P?ED; GK7B? =B? E8?;JJ?L? IJH7J;=?9?
 7? GK7B? DED IEDE
7IIE9?7J? ?D:?97JEH? 7FFHEFH?7J?
 ; B7 performance EH=7D?PP7J?�
L7 :;? I;HL?P?
 :;BB; KD?JS EH=7D?PP7J?L; ; :;BB\7CC?D?IJH7P?ED;
:;B�IKE�9ECFB;IIE�
�>?7H;PP7 :;BB7 performance H7==?KDJ7� D;BB7 H;B7P?ED; IKBB7
performance ?B B?L;BBE :? FH;IJ7P?ED? H7==?KDJE :7BB\7CC?D?IJH7�
P?ED; H?IKBJ7 FE9E 9H;:?8?B; ; :?<<?9?BC;DJ; ?DJ;HFH;J78?B;� $D
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GK;IJ7 <EHC7 B7 H;B7P?ED; DED IE::?I<7 B7 :EC7D:7 :? JH7�
IF7H;DP7 ;
 IEFH7JJKJJE
 I? H?L;B7 KDE IJHKC;DJE FE9E KJ?B; D;B
9ECFB;IIE�:;B 9?9BE�:?�=;IJ?ED;�:;BB7 performance�
�E;H;DP7 JH7 I?IJ;C7
 F?7DE ; H;B7P?ED;� DED 9\T 9E;H;DP7 JH7
I?IJ;C7 ; F?7DE F;H9>U ? :K; IJHKC;DJ? IEDE IJ7J? IL?BKFF7J?
?D�F7H7BB;BE��&7�H;B7P?ED;�T�9E;H;DJ;�9ED�?B�F?7DE������
$D9BKI?ED; D;B FHE9;IIE :;9?I?ED7B; FEB?J?9E :;=B? ;I?J? :;BB7
L7BKJ7P?ED;� 9EDI?:;H7D:E BE IJ7JE :? 7JJK7P?ED; :;B 9?9BE :;B
8?B7D9?E DED T FEII?8?B; L7BKJ7H; B\?CF7JJE :;BB7 H;B7P?ED; IKB
FHE9;IIE :;9?I?ED7B;
 ?D CE:E F7HJ?9EB7H; IKBB; :?D7C?9>; :?
:;<?D?P?ED; :;B 8?B7D9?E FH;L;DJ?LE ; IKBB; I9;BJ; :? ?DL;IJ?�
C;DJE 9ECF?KJ; :7BB\7CC?D?IJH7P?ED;� /D7 H;B7P?ED; 97F79;
:? 9E=B?;H; 9ED C7==?EH; FH;9?I?ED; =B? 7IF;JJ? 9H?J?9? FEJHS ;I�
I;H;�KD�KJ?B;�IKFFEHJE�7BB;�:;9?I?ED?�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7 a ���07BKJ7P?ED;�:;BB7 per-

formance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7 perfor-

mance

3.5 Azioni di miglioramento e lesson learned

� IKFFEHJE :;BB\7D7B?I? I? FH;I;DJ7 B7 J78;BB7 � 9>; H?9>?7C7 ?
J;C? ; ? <7JJEH? EH7 FH;I;DJ7J? ; IK==;H?I9; 7BB\7CC?D?IJH7P?ED;
?D?P?7J?L; F;H C?=B?EH7H; ?B FHE9;IIE :? L7BKJ7P?ED; :;BB7 per-

formance EH=7D?PP7J?L7 ; B7 FHEFH?7 H;B7P?ED; IKBB7 perfor-

mance�



Tabella 6

Tema.fattore Descrizione Possibili Azioni di miglioramento
����,KEBE
:;=B?�EH=7D?�:?
L;HJ?9;�FEB?J?9E
7CC?D?IJH7J?LE

*E9E�FH;I;DJ?�7D9>;�7�97KI7�:;BB\?CC?D;DJ;
?CF;=DE�;B;JJEH7B;

R�?D�9EHIE�KD�KJ?B;�9ED<HEDJE�9ED�?B�I?D:79E�F;H�;B78EH7H;�B7�F7HJ;�7BJ7
:;BB\7B8;HE�:;BB7 performance��R�KD\;IF;H?;DP7�?CFEHJ7DJ;�9>;�L7
9ECFB;J7J7�;�?IJ?JKP?ED7B?PP7J7�

����,KEBE
:;BB\)$0

*E9E�?D9?I?LE�F;H�:?<;JJ?�:?�9ECF;J;DP7�;�:?
?D:?F;D:;DP7��$CF;=D7JE�FH;L7B;DJ;C;DJ;
D;BB7�L7BKJ7P?ED;�?D:?L?:K7B;

$B�(:0�:;L;�;II;H;�H?DDEL7JE
�;II;D:E�I97:KJE�9ED�B7�I?D:797JKH7
FH;9;:;DJ;��R�D;9;II7H?E�7FFEHJ7HL?�9ECF;J;DP;�IF;9?<?9>;�:;B
HKEBE�:? )$0 ;�H7<<EHP7H;�B7�IK7�J;HP?;JS�

����!7I?�;
J;CF?

$B�F?7DE�T�IJ7JE�;B78EH7JE�?D:?F;D:;DJ;C;DJ;
:7B�I?IJ;C7�;�IEDE�7HH?L7J?�7BB7�7FFHEL7P?ED;
D;BBE�IJ;IIE�F;H?E:E�

$B�F?7DE�I7HS�7FFHEL7JE�DED�FH?C7�:?�BK=B?E�������R�D;9;II7H?E
7DJ?9?F7H;�?B�FHE9;IIE�:?�F?7D?<?97P?ED;�

�� *?7DE�:;BB7
performance

���������

$B�F?7DE�T�?D�9EHIE�:?�FH;:?IFEI?P?ED;
�?D
F7H7BB;BE�9ED�?B�8?B7D9?E
�I;9ED:E�B;�B?D;;�:;B
I?IJ;C7
�7�F7HJ?H;�:7=B?�E8?;JJ?L?�IJH7J;=?9?�:;B
I?D:79E�

$B�C?=B?EH7C;DJE�FEII?8?B;�H?=K7H:7�B\EH=7D?PP7P?ED;�:;BB\7B8;HE�:;BB7
performance I;9ED:E�BE�I9>;C7��E<E=�7�F7HJ?H;�:7=B?�E8?;JJ?L?
IJH7J;=?9?�:;B�I?D:79E��.7B;�?CFEIJ7P?ED;�?DDEL7J?L7�L7�H?FEHJ7J7�D;B
I?IJ;C7�9ED�KD�EFFEHJKDE�7==?EHD7C;DJE�

�����C8?J?�:?
L7BKJ7P?ED;

-EDE�L7BKJ7J?�=B?�E8?;JJ?L?�=;IJ?ED7B?�;�B7
performance ?D:?L?:K7B;��'7D97DE�B;
L7BKJ7P?ED?�:;=B?�E8?;JJ?L?�IJH7J;=?9?
�:;BB;�)/�;
:;BB\7CC?D?IJH7P?ED;�D;B�IKE�9ECFB;IIE�

$B�F?7DE�?D�FH;F7H7P?ED;
�I;=K;D:E�B\?CFEIJ7P?ED;�:;B�I?IJ;C7
�I?
?CF;=D7�7�?DJ;HL;D?H;�IK�JKJJ?�=B?�7C8?J?�:?�L7BKJ7P?ED;�

����-JHKJJKH7
:;BB7�H;B7P?ED; R�9ED<EHC;�7BB7 :;B?8;H7��?0$.������� �ELH;88;�C?=B?EH7H;�B\7IF;JJE�:;BB7�9ECKD?97P?ED;�7B�9?JJ7:?DE�

���
L7BKJ7P?ED;
:;=B?�E8?;JJ?L?

&7�L7BKJ7P?ED;�T�87I7J7�IK�?D:?97JEH?�FE9E
7FFHEFH?7J?��&7�C?IKH7P?ED;�T�?D7<<?:78?B;� $B�DKELE�F?7DE�:ELH;88;�?D?P?7H;�7�FEHH;�H?C;:?E�7�GK;IJ;�97H;DP;�

 I?J?�:;BB7
L7BKJ7P?ED;

 99;BB;DJ?
�C7�FE9E�7JJ;D:?8?B?
�F;H�B;
9EDI?:;H7P?ED?�ILEBJ;�

$�DKEL?�IJHKC;DJ?�:;B 9?9BE�:;BB7 performance :ELH;88;HE�7?KJ7H;�7
C?=B?EH7H;�GK;IJE�7IF;JJE
�C7�E99EHH;�7D9>;�KD�EH?;DJ7C;DJE�:;B
L;HJ?9;�FEB?J?9E�7CC?D?IJH7J?LE�L;HIE�KD�7FFHE99?E�7D7B?J?9E�F?X
H?=EHEIE�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7 a ���07BKJ7P?ED;�:;BB7 per-

formance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7 perfor-

mance a �����P?ED?�:?�C?=B?EH7C;DJE�; lesson learned

Ulteriori azioni di miglioramento del sistema di
misurazione e valuazione della performance
organizzativa
�ED9BKI? ? FHE=H7CC? :? C?=B?EH7C;DJE FH;L?IJ? 7BB7 <?D; :;B
����
 D;B 9EHIE :;B ���� B\7JJ?L?JS I? T <E97B?PP7J7 IKBB; I;�
=K;DJ?�?D?P?7J?L;�H?FEHJ7J;�?D J78;BB7���

Tabella 7

Fase Descrizione Inizio Fine
!� *H;F7H7P?ED;�:;BB7 H;B7P?ED;�IKBB7 performance �������� ���������

!� �;<?D?P?ED;�:;BB7�C7JH?9;�C?II?ED?FHE=H7CC?E8?;JJ?L?�IJH7J;=?9? ��������� ���������
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7 a ���07BKJ7P?ED;�:;BB7 per-

formance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7 perfor-

mance a �����P?ED?�:?�C?=B?EH7C;DJE�; lesson learned

Obiettivi delle azioni di miglioramento svolte dall’am-
ministrazione
&7 IJ;IKH7 :;BB7 H;B7P?ED; IKBB7 performance T IJ7J7 9ED:EJJ7
:7 KD =HKFFE :? :?H?=;DJ? 7F?97B?
 9EEH:?D7JE :7B :EJJ� "?KI;F�
F; �7H7JJ7
 9ED B7 IKF;HL?I?ED; :;BB\;IF;HJE� R IJ7J7 L7BKJ7J7
; ?DJ;=H7J7 B7 JH799?7 :;BB7 :;B?8;H7 �?0$. ����� 7BB7 GK7B;
9?7I9KD :?H?=;DJ; >7 FEHJ7JE ?B FHEFH?E 7FFEHJE� &7 H;B7P?ED; T
IJ7J7�7FFHEL7J7�
&\E8?;JJ?LE :;BB7 I;9ED:7 7P?ED;
 ILEBJ7 I;CFH; 9ED B7 IJ;II7
CE:7B?JS 9EBB78EH7J?L7 JH7 =HKFFE :? B7LEHE
 :?H;P?ED; =;D;H7�
B;
 I;=H;J;H?7 :;B I?D:79E ;: ;IF;HJE
 T GK;BBE :? ?CFEIJ7H;
9EHH;JJ7C;DJ; B\7B8;HE :;BB7 performance
 :? 7FFHE<?JJ7H; :;BB7
9?H9EIJ7DP7 ;99;P?ED7B; :;BB\?D?P?E :? KD7 DKEL7 7CC?D?IJH7�
P?ED;
 9E=B?;D:E 7B LEBE B\EFFEHJKD?JS :? I;B;P?ED7H; E8?;JJ?L?
IJH7J;=?9? :?H;JJ7C;DJ; :7B FHE=H7CC7 ;B;JJEH7B; ;
 ?D<?D;
 :?
?CFEIJ7H; B7 IJHKJJKH7 :;B F?7DE ��������� I;9ED:E BE I9>;�
C7 �E<E=
 7DJ?9?F7D:E B7 H?<EHC7 ?D 9EHIE :? IF;H?C;DJ7P?ED;�
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7 a ���07BKJ7P?ED;�:;BB7 per-

formance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7 perfor-

mance a �����P?ED?�:?�C?=B?EH7C;DJE�; lesson learned

Percorso di miglioramento programmato
&; :K; 7P?ED? IEDE IJ7J; ILEBJ; 9ED KD7 <EHJ; 9ED9;HJ7P?ED;
JH7 ? FH?D9?F7B? :?H?=;DJ? 7F?97B?
 B7 :?H;P?ED; =;D;H7B;
 B7 I;=H;�
J;H?7 :;B I?D:79E ; B\;IF;HJE� $B 9EEH:?D7C;DJE :;B :EJJ� �7H7J�
J7
 9E7:?KL7JE L7B?:7C;DJ; :7BB7 :EJJ�II7 �B7K:?7 "K;HH7
 T
IJ7JE ;<<?979; D;B C7DJ;D;H; B; H;B7P?ED? 9ED B\;IF;HJE ; 9ED
? 9EBB;=>?
 7II?9KH7D:E B7 C7II?C7 JH7IF7H;DP7 ?D JKJJ? ? F7I�
I7==? ; 9EDJH?8K;D:E 7 9H;7H; KD 9B?C7 :? B;7B; 9EBB78EH7P?E�
D; :7 F7HJ; :? JKJJ?� -? I;=D7B7 B\7II;DP7 ?D GK;IJE B7LEHE :?
9ED9;HJ7P?ED; :;? :?H?=;DJ? :;BB; <KDP?ED? F?X J;9D?9E�IF;9?7B?�
IJ?9>;��KH87D?IJ?97
�B7LEH?�FK88B?9?�;99���
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';DK a &\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7 a ���07BKJ7P?ED;�:;BB7 per-

formance
�H;:7P?ED;�:;B�F?7DE�����������;�:;BB7�H;B7P?ED;�IKBB7 perfor-

mance a �����P?ED?�:?�C?=B?EH7C;DJE�; lesson learned

Leading practice e lesson learned
"B? ;B;C;DJ? FH?D9?F7B? 9>; ;C;H=EDE :7 GK;IJ7 ;IF;H?;DP7
9EC;�FH7J?9>;�];IFEHJ78?B?^�?D�7BJH?�9EDJ;IJ?�IEDE�B;=7J?�7�

_ <EHJ; commitment :;B L;HJ?9; 7CC?D?IJH7J?LE
 FHE=H;II?L7�
C;DJ; F;HIK7IE
 ?D KD FHE9;IIE :? 7FFH;D:?C;DJE

:;BB\KJ?B?JS :;? DKEL? IJHKC;DJ? :? FHE=H7CC7P?ED; ; 9EDJHEB�
BE�

_ 9E?DLEB=?C;DJE :? :?H?=;DJ? 7F?97B? ; :? H7FFH;I;DJ7DJ? :;BB7
:?H;P?ED; ?D KD\7JJ?L?JS :?H;JJ7C;DJ; FHE:KJJ?L7 ; DED I;C�
FB?9;C;DJ;�:?�9EDIKBJ7P?ED;�;�9EDL7B?:7�

_ B7 FEII?8?B?JS :? ?CFEIJ7H; ?B F?7DE ������� 7 F7HJ?H; :7B FHE�
=H7CC7 ;B;JJEH7B; :;B I?D:79E
 9ED KD7 IK7 ?D:?H;JJ7 F7HJ;�
9?F7P?ED;�7JJH7L;HIE�B7�IK7�I;=H;J;H?7�

_ B\?CFEIJ7P?ED; :;BB\7B8;HE :;BB7 performance IKBB7 87I; :;B�
B7 9B7II?<?97P?ED; �E<E=
 7DJ?9?F7D:E B7 H?<EHC7 IKBB7 9EDJ7�
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8?B?BJS :;=B? ;DJ? BE97B?
 FH;L?IJ7 ?D 7FFB?97P?ED; 7 F7HJ?H; :7B
�����

"B? 7IF;JJ? F?X 9H?J?9? :;BB7 I?JK7P?ED; IEDE 7D9EH7 FH;I;DJ? D;B
HKEBE DED 7D9EH7 9EDIEB?:7JE :;B DK9B;E :? L7BKJ7P?ED; H?IF;J�
JE 7BB; IK; <KDP?ED? :? )$0
 D;BB7 FE9E ;<<?979; =;IJ?ED; :;?
J;CF? ; :;BB; I97:;DP; :;B 9?9BE :;BB7 performance
 ?D KD7
9KBJKH7 :;BB7 L7BKJ7P?ED; FEB7H?PP7J7 F?X IKBB7 =;IJ?ED; :;BB7
FH;C?7B?JS F?KJJEIJE 9>; IKB C?=B?EH7C;DJE :;BB; FH;IJ7P?ED? ;
7D9>; D;BB; ?D9;HJ;PP; ; 7C8?=K?JS IKB 97CC?DE :;BB7 H?<EH�
C7�
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Collegamenti

�B <?D; :? H;D:;H; F?X 7=;LEB; ?B F;H9EHIE :? 7FFHE<ED:?C;DJE
I? I;=D7B7DE :? I;=K?JE ? 9EDJ;DKJ? :;BB; 7BJH; I;P?ED? 9>;
9ECFED=EDE�?B�C7DK7B;�

_ &E IL?BKFFE :;B 9?9BE :;BB7 performance� FH?D9?F? ; 9H?J;H?

9>; FH;I;DJ7 ?B GK7:HE :;? FH?D9?F7B? ;B;C;DJ? IK? GK7B? T EF�
FEHJKDE 9>; E=D? 7CC?D?IJH7P?ED; H?<B;JJ7 F;H H7<<EHP7H; B7
FHEFH?7 97F79?JS :? C?IKH7P?ED; ; L7BKJ7P?ED; :;BB; perfor-

mance� &7 I;P?ED; 9ECFH;D:; B7 check list KJ?B?PP78?B; :7?
9ECKD? 9EC; IJHKC;DJE F;H KD\7KJE7D7B?I? :;BB; 97H7JJ;H?�
IJ?9>;�;�:;B�<KDP?ED7C;DJE�:;B�I?IJ;C7�

_ ?B H7FFEHJE IK? F;H9EHI? :? C?=B?EH7C;DJE D;? 9ECKD? :;BB;
H;=?ED? )8?;JJ?LE �EDL;H=;DP7
 9>; ?BBKIJH7 ?B F;H9EHIE :;B
B7LEHE :;BB; 7CC?D?IJH7P?ED? 9E?DLEBJ; ?D �7B78H?7
 �7CF7�
D?7
 *K=B?7 ; -?9?B?7 9ED B\7JJ?L?JS :? 7<<?7D97C;DJE
 FH;I;D�
J7D:ED; ? C?=B?EH7C;DJ? 9EDI;=K?J? D;BB\7JJK7P?ED; :;B 9?�



9BE :? =;IJ?ED; :;BB7 performance ;: ;L?:;DP?7D:E 7B9KD;
;IF;H?;DP;�F7HJ?9EB7HC;DJ;�I?=D?<?97J?L;�

_ ?B H7FFEHJE IKBB\ LEBKP?ED; ?D 9EHIE D;? 9ECKD? 97FEBKE=E
:? FHEL?D9?7
 9>; :;I9H?L; ?D EJJ?97 9ECF7H7J?L7 B\;I?JE
:;BB\;I7C; 9ECF?KJE IKB <?D?H; :;B ���� IK? I?J? web ; FHE�
FED;
 F;H KD7 I;B;P?ED; :? 9ECKD? 97FEBKE=E :? FHEL?D9?7

7FFHE<ED:?C;DJ? 9ED:EJJ? 7JJH7L;HIE 7D7B?I? :E9KC;DJ7B;
;:�?DJ;HL?IJ;�
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Indice delle parole chiave

Tocca il nome di una parola chiave per approfondire e vederne le ricorrenze più
importanti nel testo.

�B8;HE�:;BB7 performance �:;B?8;H7��?0$.����������

�C8?J?�:?�C?IKH7P?ED;��:;B?8;H7��?0$.����������

�JJ?L?JS�;�I;HL?P?��:;B?8;H7��?0$.����������

�;D9>C7HA?D=��:;B?8;H7��$0$.���������

�;D9>C7HA?D=�+�BK8�

�>;9A�B?IJ��*H?D9?F?�;�9H?J;H?�F;H�B7�FHE=;JJ7P?ED;�:;B�9?9BE�:?�=;IJ?ED;
:;BB7 performance��

�?9BE�:?�=;IJ?ED;�:;BB7 performance �:;B?8;H7��?0$.����������

�EDJHEBBE�:?�=;IJ?ED;��7HJJ��������:;B���&=I�����������

$CF7JJE���;B?8;H;��?0$.��������;����������

$D:?97JEH?��:;B?8;H7��?0$.���������

&?D;;�FHE=H7CC7J?9>;�:?�C7D:7JE��7HJ������&=I�����������



(K9B;E�:?�L7BKJ7P?ED;��7HJ���
���&=I���������
�&?D;;�=K?:7��(�$�?D�J;�
C7�:?�7FFB?97P?ED;�:;B���&=I����������

)8?;JJ?LE�9EDL;H=;DP7��9ECC?II?ED;� KHEF;7�Y�$D<E,;=?E��

)H=7D?ICE�?D:?F;D:;DJ;�:?�L7BKJ7P?ED;��B?D;;�=K?:7��(�$�?D�J;C7�:?
7FFB?97P?ED;�:;B���&=I����������7?�9ECKD?��

*7H?�EFFEHJKD?JS��:;B?8;H7��?0$.���������

*;H<EHC7D9;�?D:?L?:K7B;��7HJ���
���&=I�����������

*?7DE�:;BB7 performance �:;B?8;H7��?0$.��������
�&�����������

*?7DE�:;JJ7=B?7JE�:;=B?�E8?;JJ?L?��7HJ�����
���&=I���������

*?7DE� I;9KJ?LE�:?�=;IJ?ED;��7HJ�����
���&=I���������

*HE=H7CC7P?ED;�;�9EDJHEBBE����&=I�����������

,;B7P?ED;�FH;L?I?ED7B;�;�FHE=H7CC7J?97��7HJ�����
���&=I���������

,;B7P?ED;�IKBB7 performance �:;B?8;H7��?0$.��������

-?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;��:;B?8;H7��?0$.����������

-J7JE�:?�I7BKJ;��:;B?8;H7��?0$.����������

-JH7J;=?7��:;B?8;H7��?0$.����������

Torna al menu
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Albero della performance (delibera CiVIT 112/2010)

&\7B8;HE�:;BB7 performance T�KD7�C7FF7�BE=?97�9>;�H7FFH;I;DJ7
�7D9>;
=H7<?97C;DJ;
�?�B;=7C?�JH7�C7D:7JE�?IJ?JKP?ED7B;
�C?II?ED;
�7H;;�IJH7J;�
=?9>;
�E8?;JJ?L?�IJH7J;=?9?�;�F?7D?�EF;H7J?L?��9>;�?D:?L?:K7DE�E8?;JJ?L?�EF;�
H7J?L?
�7P?ED?�;�H?IEHI;���$D�7BJH?�J;HC?D?
�J7B;�C7FF7�:?CEIJH7�9EC;�=B?
E8?;JJ?L?�7?�L7H?�B?L;BB?�;�:?�:?L;HI7�D7JKH7�9EDJH?8K?I97DE
�7BB\?DJ;HDE�:?�KD
:?I;=DE�IJH7J;=?9E�9ECFB;II?LE�9E;H;DJ;
�7B�C7D:7JE�?IJ?JKP?ED7B;�;�7B�
B7�C?II?ED;�� II7�<EHD?I9;�KD7�H7FFH;I;DJ7P?ED;�7HJ?9EB7J7
�9ECFB;J7

I?DJ;J?97�;:�?DJ;=H7J7�:;BB7 perfomance :;BB\7CC?D?IJH7P?ED;�

$D &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7
 vedi (1)

vedi (2)
 vedi (3)
 vedi (4)�

&\;IF;H?;DP7�:;B�9ECKD;�:?�(EL7H7
 vedi (1)�

 IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B?
 vedi (1)�

$B�9?9BE�:?�=;IJ?ED;�:;BB7 performance D;=B?�;DJ?�BE97B?
 vedi (1)
 vedi (2)

vedi (3)
 vedi (4)
 vedi (5)
 vedi (6)
 vedi (7)�

&E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H?
 vedi (1)
 vedi

(2)�

Torna all’indice delle parole chiave

Indice delle parole chiave



Ambiti di misurazione (delibera CiVIT 104/2010)

�?�<?D?�:?�KD7�C?=B?EH;�H7FFH;I;DJ7P?ED;�:;BB;�:?D7C?9>;�=;IJ?ED7B?�:;BB;
7CC?D?IJH7P?ED?
�?B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 perfor-

mance EH=7D?PP7J?L7�:;L;�;II;H;�7HJ?9EB7JE�?D�CE:E�J7B;�:7�9ED9;HD;H;
:?L;HI?�7C8?J?�H?9ED:K9?8?B?�7?�I;=K;DJ?�

_ ?B�=H7:E�:?�7JJK7P?ED;�:;BB7�IJH7J;=?7��B\7CC?D?IJH7P?ED;�T�9>?7C7J7

7:�?:;DJ?<?97H;
�IKBB7�87I;�:;BB;�FH?EH?JS�:;=B?�EH=7D?�:?�?D:?H?PPE
�=B?

E8?;JJ?L?�IJH7J;=?9?�;�B7�H;B7J?L7�7HJ?9EB7P?ED;��-9EFE�:?�J7B;�]C79HE�

7C8?JE^�T�9EDI;DJ?H;
�7JJH7L;HIE�B;�CE:7B?JS�;IFB?9?J7J;�D;B�I?IJ;C7


:?�H7FFH;I;DJ7H; ex ante GK7B?�IEDE�B;�FH?EH?JS�:;BB\7CC?D?IJH7P?ED;�;

:?�L7BKJ7H; ex post I;�B\7CC?D?IJH7P?ED;�>7�I7FKJE�JH7:KHH;�?�FHEFH?

E8?;JJ?L?�IJH7J;=?9?�?D�H?IKBJ7J?�?D�B?D;7�9ED�GK7DJE�FH;L?IJE�

_ ?B�FEHJ7<E=B?E�:;BB;�7JJ?L?JS�;�:;?�I;HL?P?��?B�I?IJ;C7�:;L;�IJHKJJKH7HI?

IKBB7�87I;�:;BB;�7JJ?L?JS
�?D9BKI;�GK;BB;�:?�IKFFEHJE�;�:?�H;=EB7C;DJ7�

P?ED;
�;�:;?�I;HL?P?�7JJH7L;HIE�?�GK7B?�B\7CC?D?IJH7P?ED;�;IFB?97�B7�FHE�

FH?7�7P?ED;�H?IF;JJE�7BB\7C8?;DJ;�:?�H?<;H?C;DJE
�7?�FEHJ7JEH?�:?�?DJ;H;I�

I;��stakeholder��;
�B7::EL;�B;�<KDP?ED?�?IJ?JKP?ED7B?

:;BB\7CC?D?IJH7P?ED;�BE�FH;L;:7DE
�H?IF;JJE�7=B?�KJ;DJ?��';:?7DJ;
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B\7HJ?9EB7P?ED;�:?�J7B;�]C79HE�7C8?JE^
�L?;D;�:7J7�?D:?97P?ED;
 ex an-

te
�:;BB\?DI?;C;�FHE=H7CC7JE�:?�7JJ?L?JS�;�I;HL?P?�9>;

B\7CC?D?IJH7P?ED;�C;JJ;�7�:?IFEI?P?ED;�:;=B?�KJ;DJ?�;
�9ECKDGK;


:;BB7�9EBB;JJ?L?JS���I;9ED:E�B;�;I?=;DP;�?D<EHC7J?L;�:;BB;�:?L;HI;�97J;�

=EH?;�:?�FEHJ7JEH?�:?�?DJ;H;II;��stakeholder����;:
 ex post
�:;B�B?L;BBE�:?

7JJ?L?JS�;�I;HL?P?�;<<;JJ?L7C;DJ;�H;7B?PP7J?�

_ BE�IJ7JE�:?�I7BKJ;�:;BB\7CC?D?IJH7P?ED;��B\7CC?D?IJH7P?ED;�T�J;DKJ7�7

?D:?97H;�B;�9ED:?P?ED?�D;9;II7H?;�7�=7H7DJ?H;�9>;�?B�F;HI;=K?C;DJE

:;BB;�IJH7J;=?;
�BE�ILEB=?C;DJE�:;BB;�7JJ?L?JS�;�B\;HE=7P?ED;�:;?�I;HL?P?

7LL;D=7�?D�9ED:?P?ED?�EJJ?C7B?��7�J7B�<?D;
�?B�I?IJ;C7�:;L;�;II;H;�IJHKJ�

JKH7JE�?D�CE:E�J7B;�:7�9EDI;DJ?H;�:?�L7BKJ7H; ex ante ;: ex post I;�

7��B\7CC?D?IJH7P?ED;�T�?D�=H7:E�;<<;JJ?L7C;DJ;�:?�H7==?KD=;H;�?�FHEFH?

E8?;JJ?L?
�=7H7DJ;D:E�KD�KJ?B?PPE�;GK?B?8H7JE�:;BB;�H?IEHI;
�BE�IL?BKFFE

:;BB;�9ECF;J;DP;�;�:;BB\EH=7D?PP7P?ED;
�?B�C?=B?EH7C;DJE�:;BB;�H;B7�

P?ED?�9ED�?DJ;HBE9KJEH?�;�FEHJ7JEH?�:?�?DJ;H;II;��stakeholder���8��?�FHE�

9;II?�?DJ;HD?�:?�IKFFEHJE���?�GK7B?�H;D:EDE�FEII?8?B;�?B�<KDP?ED7C;DJE

:;BB\7CC?D?IJH7P?ED;���H7==?KD=EDE�7:;=K7J?�B?L;BB?�:?�;<<?9?;DP7�;:�;<�

<?979?7�
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_ =B?�?CF7JJ?�:;BB\7P?ED;�7CC?D?IJH7J?L7��outcome���?B�I?IJ;C7�:;L;�9ED�

I?:;H7H;�=B?�?CF7JJ?�FHE:EJJ?�D;BB\7C8?;DJ;�;IJ;HDE�?D�J;HC?D?�:?�H?IFE�

IJ7�7?�8?IE=D?��$D�F7HJ?9EB7H;
�E99EHH;�?:;DJ?<?97H; ex ante =B?�?CF7JJ?

9>;�B\7JJ?L?JS�I?�FHEFED;�:?�FHE:KHH;�IKBB\7C8?;DJ;�:?�H?<;H?C;DJE�;�IK?

8?IE=D?�:;BB7�9EBB;JJ?L?JS��R
�?DEBJH;
�D;9;II7H?E�<EHD?H; ex post ;B;�

C;DJ?�KJ?B?�7�L7BKJ7H;�I;�=B?�?CF7JJ?�FH;L?IJ?�IEDE�IJ7J?�H;7BC;DJ;�9ED�

I;=K?J?�

_ ?�9ED<HEDJ?�9ED�7BJH;�7CC?D?IJH7P?ED?��benchmarking���C;:?7DJ;�J7B;

]C79HE�7C8?JE^
�9>;�H?IKBJ7�JH7IL;HI7B;�7?�FH;9;:;DJ?
�9?7I9KD7�7C�

C?D?IJH7P?ED;�:;L;�?:;DJ?<?97H;�?�IE==;JJ?�H?IF;JJE�7?�GK7B?�?DJ;D:;

ILEB=;H;�KD7�9ECF7H7P?ED;�:;BB7�FHEFH?7 performance��$B�I?IJ;C7�:;�

L;
�GK?D:?
�F;HC;JJ;H;�:?�<EHD?H;�KD�GK7:HE�:;B�FEI?P?ED7C;DJE

:;BB\7CC?D?IJH7P?ED;�H?IF;JJE�7�IE==;JJ?�9>;�ILEB=EDE�7JJ?L?JS�I?C?B?�

&\7D7B?I?�:;B�FEI?P?ED7C;DJE�9EDI;DJ; ex post :?�L7BKJ7H;�GK7B?�IEDE

?�FKDJ?�:?�<EHP7�;�B;�FH?D9?F7B?�97H;DP;�:7�9EBC7H;�

$D  IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B?
 vedi

(1)�

&\;IF;H?;DP7�:;B�9ECKD;�:?�(EL7H7
 vedi (1)�

&\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7
 vedi (1)�
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 IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B?
 vedi (1)

vedi (2)
 vedi (3)
 vedi (4)�

&E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H?
 vedi (1)
 vedi

(2)�

&\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE
 vedi (1)�

&\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7
 vedi (1)�

&\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7
 vedi (1)�

Torna all’indice delle parole chiave
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Attività e servizi (delibera CiVIT 104/2012)

�JJ?L?JS�;�I;HL?P?�:;B�9ECKD;�9EIJ?JK?I9EDE�=B? output 9>;
B\7CC?D?IJH7P?ED;�FHE:K9;�9ED�9EDJ?DK?JS�;�F;HJ7DJE�B\;B;C;DJE�GK7B?<?�
97DJ;�H?IF;JJE�7B�GK7B;�:;LEDE�;II;H;�:;<?D?J?�E8?;JJ?L?�:?�=;IJ?ED;�;�?D:?�
97JEH?��$B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance EH=7�
D?PP7J?L7�:;L;�IJHKJJKH7HI?�IKBB7�87I;�:;BB;�7JJ?L?JS
�?D9BKI;�GK;BB;�:?�IKF�
FEHJE�;�:?�H;=EB7C;DJ7P?ED;
�;�:;?�I;HL?P?�7JJH7L;HIE�?�GK7B?
B\7CC?D?IJH7P?ED;�;IFB?97�B7�FHEFH?7�7P?ED;�H?IF;JJE�7BB\7C8?;DJ;�:?�H?<;H?�
C;DJE
�7?�FEHJ7JEH?�:?�?DJ;H;II;��stakeholder��;
�B7::EL;�B;�<KDP?ED?�?IJ?�
JKP?ED7B?�:;BB\7CC?D?IJH7P?ED;�BE�FH;L;:7DE
�H?IF;JJE�7=B?�KJ;DJ?�

';:?7DJ;�B\7HJ?9EB7P?ED;�:?�J7B;��C79HE�7C8?JE�
�L?;D;�:7J7�?D:?97P?ED;

ex ante
�:;BB\?DI?;C;�FHE=H7CC7JE�:?�7JJ?L?JS�;�I;HL?P?�9>;
B\7CC?D?IJH7P?ED;�C;JJ;�7�:?IFEI?P?ED;�:;=B?�KJ;DJ?�;
�9ECKDGK;
�:;BB7
9EBB;JJ?L?JS�I;9ED:E�B;�;I?=;DP;�?D<EHC7J?L;�:;BB;�:?L;HI;�97J;=EH?;�:?
FEHJ7JEH?�:?�?DJ;H;II;��stakeholder�
�;:
 ex post
�:;B�B?L;BBE�:?�7JJ?L?JS�;
I;HL?P?�;<<;JJ?L7C;DJ;�H;7B?PP7J?��&;�7JJ?L?JS�;:�?�I;HL?P?�9EIJ?JK?I9EDE�KDE
:;=B?�7C8?J?�?D�9K?�:;L;�;II;H;�7HJ?9EB7JE�?B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7�
BKJ7P?ED;�:;BB7 performance�

$D  IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B?
 vedi

(1)
 vedi (2)�
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&E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H?
 vedi (1)
 vedi

(2)
 vedi (3)
 vedi (4)
 vedi (5)
 vedi (6)
 vedi (7)
 vedi (8)�

Torna all’indice delle parole chiave
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Benchmarking (delibera CIVIT 89/2010)

$B�FHE9;IIE�7JJH7L;HIE�9K?�?:;DJ?<?97H;
�9ECFH;D:;H;�;�?CFEHJ7H;
�7:7J�
J7D:EB;
�8KED;�FH7J?9>;�IL?BKFF7J;�?D�7BJH?�9EDJ;IJ?�7B�<?D;�:?�C?=B?EH7H;�B;
performance EH=7D?PP7J?L;���D7B?I?�:? benchmarking FEIIEDE�;II;H;
;<<;JJK7J;�H;B7J?L7C;DJ;�7�IJH7J;=?;
�FHE9;II?
�;�FHE:EJJ?�;�I;HL?P?��$B�T�KD
FKDJE�:?�H?<;H?C;DJE�F;H�<?D7B?JS�9ECF7H7J?L;�E�:?�C?IKH7P?ED;
�;�?D:?97
B7�C?=B?EH; performance FEII?8?B;��"B?�?D:?97JEH?�:? benchmarking 9EIJ?�
JK?I9EDE�KDE�:;=B?�7C8?J?�?D�9K?�:;L;�;II;H;�7HJ?9EB7JE�?B�I?IJ;C7�:?�C?�
IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance�

$D  IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B?
 vedi

(1)
 vedi (2)
 vedi (3)�

&E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H?
 vedi (1)�

Torna all’indice delle parole chiave
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Benchmarking QClub (http://www.qualitapa.gov.it/it/iniziative-club/
qclub/ )

&;�7CC?D?IJH7P?ED?�9>;�:7�7DD?�B7LEH7DE�IK?�J;C?�:;BB7�GK7B?JS�;�9>;�I?
IEDE�C?IKH7J;�9ED�IJHKC;DJ?�:?�7KJEL7BKJ7P?ED;�9EC;�?B���!��9>;�9ED�
I?:;H7�?B benchmarking 9EC;�IJHKC;DJE�:?�9H;I9?J7�:;BB;�H;7BJS�EH=7D?P�
P7J?L;��C7JKH7DE
�D;B�J;CFE
�B7�D;9;II?JS�:?�KD�9ED<HEDJE�I?IJ;C7J?9E
9ED�B;�7BJH;�7CC?D?IJH7P?ED?��FHE9;II?
�?D:?97JEH?
�]F799>;JJ?�:?�I;HL?P?^

`�FEIIEDE�;II;H;�KJ?BC;DJ;�C;II?�7�9ED<HEDJE�F;H�9ECFH;D:;H;�B;�:?�
L;HI;�IEBKP?ED?�EH=7D?PP7J?L;�;�F;H�7D7B?PP7H;�B;�CE:7B?JS�:?�CED?JEH7=�
=?E�;�L7BKJ7P?ED;��R�9EIV�9>;�D7I9;�?B�+�BK8
�:7BB\;I?=;DP7�:?�7B9KD;
7CC?D?IJH7P?ED?�:?�9EIJHK?H;�IJHKC;DJ?�9ECKD?�F;H�C?IKH7H;�;<<?9?;DP7

;<<?979?7�;:�?CF7JJ?�:?�7B9KD?�I;HL?P?��.H;DJE
�'?B7DE
�.EH?DE
�";DEL7
�0;�
D;P?7
��;H=7CE
��EBP7DE�;�'E:;D7�Z�9ED�?B�IEIJ;=DE�:;B��?F7HJ?C;D�
JE�:;BB7�!KDP?ED;�*K88B?97�;:�?B�IKFFEHJE�C;JE:EBE=?9E�:?�I?IJ;C7-KI?E
Z�>7DDE�:7JE�L?J7
�7�:?9;C8H;�����
�7BB\?D?P?7J?L7�:;B benchmarking

+�BK8��KD��BKE=E��:?�I97C8?E�;�:?�B7LEHE�9ECKD;�IK?�J;C?�:;BB7�GK7B?JS
;�:;BB7�L7BKJ7P?ED;�:;?�I;HL?P?�

$D  IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B?
 vedi

(1)
 vedi (2)�

&E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H?
 vedi (1)�
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&\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7
 vedi (1)�

Torna all’indice delle parole chiave
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Check list (Principi e criteri per la progettazione del ciclo di gestio-
ne della performance)

&7 check list T�KDE�IJHKC;DJE�F;DI7JE�F;H�IKFFEHJ7H;�B\7D7B?I?�:;B�I?IJ;�
C7�:?�C?IKH7P?ED;�:;BB;�7CC?D?IJH7P?ED?�BE97B?�9E?DLEBJ;�D;B�FHE=;JJE

I;9ED:E�KDE�I9>;C7�ECE=;D;E�:?�H?<;H?C;DJE��.7B;�IJHKC;DJE�7<<HEDJ7
?D�I;GK;DP7�JH;�J;C?�9?7I9KDE�:;?�GK7B?�H7FFH;I;DJ7�KD7�:?C;DI?ED;�:?
7D7B?I?�KJ?B;�7�9ECFH;D:;H;�B;�97H7JJ;H?IJ?9>;�;:�?B�<KDP?ED7C;DJE�:;B ci-

clo di gestione della performance��$�J;C?�I?�7HJ?9EB7DE�?D�<7JJEH?���?7I9KD
<7JJEH;�H7FFH;I;DJ7�KD�9ECFED;DJ;�KJ?B;�7BB7�:;<?D?P?ED;�:;B�I?IJ;C7�;
B\7D7B?I?�T�IJHKJJKH7J7�?D�CE:E�J7B;�:7�L;H?<?97H;�B7�9EDI?IJ;DP7�:?�E=D?
<7JJEH;��$�J;C?�9EDI?:;H7J?�IEDE�B;�9ED:?P?ED?�78?B?J7DJ?
�?B�I?IJ;C7�:?�C?IK�
H7P?ED;�;�B7�L7BKJ7P?ED;�:;BB7 performance��(;B�9EHIE�:;B�FHE=;JJE�?BBK�
IJH7JE�B7 check list T�7D:7J7�?D9EDJHE�7�IK99;II?L;�;LEBKP?ED?�F;H�J;D;H;
9EDJE�:;BB\;IF;H?;DP7�C7JKH7J7�D;?�97I?�:?�7FFB?97P?ED;��&7�L;HI?ED;�:;�
<?D?J?L7�T�9EDJ;DKJ7�D;B�F7H7=H7<E�9ED9BKI?LE�:;B�:E9KC;DJE Lo sviluppo

del ciclo della performance. Principi e criteri�

$D &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H?
 vedi (1)�

Torna all’indice delle parole chiave
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Ciclo di gestione della performance (delibera CiVIT 104/2010)

$B�FHE9;IIE�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance I?�IDE:7�7J�
JH7L;HIE�KD7�I;H?;�:?�<7I?�9>;�:;LEDE�;II;H;�;IFB?9?J7J;�7BB\?DJ;HDE�:;B
:E9KC;DJE�9>;�:;I9H?L;�?B�I?IJ;C7��.7B?�<7I?�L7DDE�?DGK7:H7J;
D;BB\7C8?JE�F?X�=;D;H7B;�:;B�9?9BE�:?�=;IJ?ED;�:;BB7 performance
�9EC;
$D:?L?:K7JE�:7BB\�7HJ?9EBE��
�9ECC7��
�:;B���&=I����������4&;==?�?B�J;IJE
?D�H;J; 5�9>;�FH;L;:;�B7�I;=K;DJ;�7HJ?9EB7P?ED;�

_ :;<?D?P?ED;�;�7II;=D7P?ED;�:;=B?�E8?;JJ?L?�9>;�I?�?DJ;D:EDE�H7==?KD�

=;H;
�:;?�L7BEH?�7JJ;I?�:?�H?IKBJ7JE�;�:;?�H?IF;JJ?L?�?D:?97JEH?�

_ 9EBB;=7C;DJE�JH7�=B?�E8?;JJ?L?�;�B\7BBE97P?ED;�:;BB;�H?IEHI;�

_ CED?JEH7==?E�?D�9EHIE�:?�;I;H9?P?E�;�7JJ?L7P?ED;�:?�;L;DJK7B?�?DJ;HL;DJ?

9EHH;JJ?L?�

_ C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance
�EH=7D?PP7J?L7�;�?D:?L?�

:K7B;�

_ KJ?B?PPE�:;?�I?IJ;C?�FH;C?7DJ?
�I;9ED:E�9H?J;H?�:?�L7BEH?PP7P?ED;�:;B

C;H?JE�

_ H;D:?9EDJ7P?ED;�:;?�H?IKBJ7J?�7=B?�EH=7D?�:?�?D:?H?PPE�FEB?J?9E�7CC?D?�

IJH7J?LE
�7?�L;HJ?9?�:;BB;�7CC?D?IJH7P?ED?
�DED9>U�7?�9ECF;J;DJ?�EH=7D?
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;IJ;HD?
�7?�9?JJ7:?D?
�7?�IE==;JJ?�?DJ;H;II7J?
�7=B?�KJ;DJ?�;�7?�:;IJ?D7J7H?

:;?�I;HL?P?�

$D &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7
 vedi (1)

vedi (2)�

&\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7
 vedi (1)�

&\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7
 vedi (1)�

&\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE
 vedi (1)
 vedi (2)�

&\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7
 vedi (3)�

&\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE
 vedi (1)�

 IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B?
 vedi (1)

vedi (2)
 vedi (3)
 vedi (4)
 vedi (5)
 vedi (6)
 vedi (7)
 vedi (8)
 vedi (9)

vedi (10)
 vedi (11)
 vedi (12)
 vedi (13)
 vedi (14)
 vedi (15)�

$B�9?9BE�:?�=;IJ?ED;�:;BB7 performance D;=B?�;DJ?�BE97B?
 vedi (1)
 vedi (2)�

&E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H?
 vedi (1)
 vedi

(2)
 vedi (3)
 vedi (4)
 vedi (5)
 vedi (6)
 vedi (7)
 vedi (8)
 vedi (9)
 vedi

(10)
 vedi (11)
 vedi (12)�
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Condizioni abilitanti (Principi e criteri per la progettazione del ci-
clo di gestione della performance)

$B�J;C7�:;BB; condizioni abilitanti >7�7�9>;�<7H;�9ED�B\?:;DJ?<?97P?ED;�:?
GK;=B?�;B;C;DJ?�:;B ciclo di gestione della performance 9>;�FEIIEDE�?D�
<BK;DP7H;�B;�97H7JJ;H?IJ?9>;�;:�?B�<KDP?ED7C;DJE�:;B sistema di misura-

zione e valutazione della performance ;�9>;�:KDGK;�:;LEDE�;II;H;
FHE=;JJ7J?�;�=;IJ?J?�I;9ED:E�KD�:?I;=DE�GK7DJE�F?X�FEII?8?B;�9E;H;DJ;�;
KD?J7H?E��$D�J;C7�:?�9ED:?P?ED?�78?B?J7DJ?�FEIIEDE�;II;H;�FH;I?�?D�9EDI?�
:;H7P?ED;�JH;�EH:?D?�:?�<7JJEH?��B;�97H7JJ;H?IJ?9>;�:;BB7 governance ;
:;BB\EH=7D?PP7P?ED;
�B;�97H7JJ;H?IJ?9>;�:;B�I?IJ;C7�:?�FHE=H7CC7P?ED;�;
9EDJHEBBE�;�?D<?D;�B;�97H7JJ;H?IJ?9>;�:;B�I?IJ;C7�:?�=;IJ?ED;�:;B�F;HIED7�
B;�

$D &\;IF;H?;DP7�:;B�9ECKD;�:?�(EL7H7
 vedi (1)�

 IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B?
 vedi (1)

vedi (2)
 vedi (3)
 vedi (4)
 vedi (5)�

$B�9?9BE�:?�=;IJ?ED;�:;BB7 performance D;=B?�;DJ?�BE97B?
 vedi (1)
 vedi (2)

vedi (3)
 vedi (4)
 vedi (5)
 vedi (6)
 vedi (7)
 vedi (8)�

&E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H?
 vedi (1)
 vedi

(2)
 vedi (3)
 vedi (4)�

&\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7
 vedi (1)�
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Controllo di gestione (artt. 196/7/8 del D.Lgs. 267/2000) 4&;==?�?B�J;�
IJE�?D�H;J; 5

�B�<?D;�:?�=7H7DJ?H;�B7�H;7B?PP7P?ED;�:;=B?�E8?;JJ?L?�FHE=H7CC7J?�B7�9EHH;J�
J7�;:�;9EDEC?97�=;IJ?ED;�:;BB;�H?IEHI;�FK88B?9>;
�B\?CF7HP?7B?JS�;:�?B
8KED�7D:7C;DJE�:;BB7�FK88B?97�7CC?D?IJH7P?ED;�;�B7�JH7IF7H;DP7
:;BB\7P?ED;�7CC?D?IJH7J?L7
�=B?�;DJ?�BE97B?�7FFB?97DE�?B�9EDJHEBBE�:?�=;IJ?E�
D;�I;9ED:E�B;�CE:7B?JS�IJ78?B?J;�:7B�FH;I;DJ;�J?JEBE
�:7?�FHEFH?�IJ7JKJ?�;
H;=EB7C;DJ?�:?�9EDJ78?B?JS��$B�9EDJHEBBE�:?�=;IJ?ED;�T�B7�FHE9;:KH7�:?H;JJ7
7�L;H?<?97H;�BE�IJ7JE�:?�7JJK7P?ED;�:;=B?�E8?;JJ?L?�FHE=H7CC7DJ?�;
�7JJH7�
L;HIE�B\7D7B?I?�:;BB;�H?IEHI;�79GK?I?J;�;�:;BB7�9ECF7H7P?ED;�JH7�?�9EIJ?�;
B7�GK7DJ?JS�;�GK7B?JS�:;?�I;HL?P?�E<<;HJ?
�B7�<KDP?ED7B?JS�:;BB\EH=7D?PP7P?ED;
:;BB\;DJ;
�B\;<<?979?7
�B\;<<?9?;DP7�;:�?B�B?L;BBE�:?�;9EDEC?9?JS�D;BB\7JJ?L?JS�:?
H;7B?PP7P?ED;�:;?�FH;:;JJ?�E8?;JJ?L?�

$B�9EDJHEBBE�:?�=;IJ?ED;�>7�F;H�E==;JJE�B\?DJ;H7�7JJ?L?JS�7CC?D?IJH7J?L7�;:
T�ILEBJE�9ED�KD7�97:;DP7�F;H?E:?97�:;<?D?J7�:7B�H;=EB7C;DJE�:?�9EDJ78?�
B?JS�:;BB\;DJ;��$B�9EDJHEBBE�:?�=;IJ?ED;�I?�7HJ?9EB7�7BC;DE�?D�JH;�<7I?�

�� FH;:?IFEI?P?ED;�:?�KD�F?7DE�:;JJ7=B?7JE�:?�E8?;JJ?L?�

�� H?B;L7P?ED;�:;?�:7J?�H;B7J?L?�7?�9EIJ?�;:�7?�FHEL;DJ?�DED9>U�H?B;L7�

P?ED;�:;?�H?IKBJ7J?�H7==?KDJ?�
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�� L7BKJ7P?ED;�:;?�:7J?�FH;:;JJ?�?D�H7FFEHJE�7B�F?7DE�:;=B?�E8?;JJ?L?

7B�<?D;�:?�L;H?<?97H;�?B�BEHE�IJ7JE�:?�7JJK7P?ED;�;�:?�C?IKH7H;

B\;<<?979?7
�B\;<<?9?;DP7�;:�?B�=H7:E�:?�;9EDEC?9?JS�:;BB\7P?ED;�?D�

JH7FH;I7�

$B�9EDJHEBBE�:?�=;IJ?ED;�T�ILEBJE�?D�H?<;H?C;DJE�7?�I?D=EB?�I;HL?P?�;�9;DJH?�:?
9EIJE
�EL;�FH;L?IJ?
�L;H?<?97D:E�?D�C7D?;H7�9ECFB;II?L7�;�F;H�9?7I9KD
I;HL?P?E�?�C;PP?�<?D7DP?7H?�79GK?I?J?
�?�9EIJ?�:;?�I?D=EB?�<7JJEH?�FHE:KJJ?L?
�?
H?IKBJ7J?�GK7B?J7J?L?�;�GK7DJ?J7J?L?�EJJ;DKJ?�;
�F;H�?�I;HL?P?�7�97H7JJ;H;�FHE�
:KJJ?LE
�?�H?97L?��&7�IJHKJJKH7�EF;H7J?L7�7BB7�GK7B;�T�7II;=D7J7�B7�<KDP?E�
D;�:;?�9EDJHEBBE�:?�=;IJ?ED;�<EHD?I9;�B;�9ED9BKI?ED?�:;B�FH;:;JJE�9EDJHEBBE
7=B?�7CC?D?IJH7JEH?�7?�<?D?�:;BB7�L;H?<?97�:;BBE�IJ7JE�:?�7JJK7P?ED;�:;=B?
E8?;JJ?L?�FHE=H7CC7J?�;:�7?�H;IFEDI78?B?�:;?�I;HL?P?�7<<?D9>U�GK;IJ?�KBJ?C?
788?7DE�=B?�;B;C;DJ?�D;9;II7H?�F;H�L7BKJ7H;�B\7D:7C;DJE�:;BB7�=;IJ?ED;
:;?�I;HL?P?�:?�9K?�IEDE�H;IFEDI78?B?�

&\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7
 vedi (1)
 vedi

(2)
 vedi (3)�

&\;IF;H?;DP7�:;B�9ECKD;�:?�(EL7H7
 vedi (1)
 vedi (2)
 vedi (3)
 vedi (4)

vedi (5)�

&\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE
 vedi (1)
 vedi (2)�

 IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B?
 vedi (1)

vedi (2)
 vedi (3)�
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$B�9?9BE�:?�=;IJ?ED;�:;BB7 performance D;=B?�;DJ?�BE97B?
 vedi (1)
 vedi (2)

vedi (3)
 vedi (4)�

&E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H?
 vedi (1)
 vedi

(2)�

&\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE
 vedi (1)�
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Impatto (Delibere CiVIT 89/2010 e 104/2010)

$B�9ED9;JJE�:?�?CF7JJE�:;BB\7P?ED;�:?�KD7�FK88B?97�7CC?D?IJH7P?ED;�I?�H?�
9EBB;=7�7�GK;BBE�:? outcome ELL;HE
�?D�KBJ?C7�?IJ7DP7
�7B�L7BEH;�FK88B?9E
FHE:EJJE�:7BB;�7CC?D?IJH7P?ED?�D;BB\;HE=7P?ED;�:;?�I;HL?P?�F;H�B7�9EBB;JJ?�
L?JS��$B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance EH=7D?P�
P7J?L7�:;L;�9EDI?:;H7H;�=B?�?CF7JJ?�FHE:EJJ?�D;BB\7C8?;DJ;�;IJ;HDE�?D�J;H�
C?D?�:?�H?IFEIJ7�7?�8?IE=D?��$D�F7HJ?9EB7H;
�E99EHH;�?:;DJ?<?97H; ex ante =B?
?CF7JJ?�9>;�B\7JJ?L?JS�I?�FHEFED;�:?�FHE:KHH;�IKBB\7C8?;DJ;�:?�H?<;H?C;DJE�;
IK?�8?IE=D?�:;BB7�9EBB;JJ?L?JS��R
�?DEBJH;
�D;9;II7H?E�<EHD?H; ex post ;B;�
C;DJ?�KJ?B?�7�L7BKJ7H;�I;�=B?�?CF7JJ?�FH;L?IJ?�IEDE�IJ7J?�H;7BC;DJ;�9EDI;�
=K?J?��"B?�?CF7JJ?�9EIJ?JK?I9EDE�KDE�:;=B?�7C8?J?�?D�9K?�:;L;�;II;H;�7HJ?9E�
B7JE�?B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance�

$D &\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE
 vedi (1)�

 IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B?
 vedi (1)

vedi (2)
 vedi (3)
 vedi (4)
 vedi (5)
 vedi (6)�

&E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H?
 vedi (1)
 vedi

(2)
 vedi (3)
 vedi (4)
 vedi (5)
 vedi (6)
 vedi (7)�

&\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7
 vedi (1)�

&\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7
 vedi (1)�
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&\;IF;H?;DP7�:;B�9ECKD;�:?�(EL7H7
 vedi (1)�

&\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7
 vedi (1)�

Torna all’indice delle parole chiave
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Indicatori (delibera CiVIT 89/2010)

/D�?D:?97JEH;�:? performance T�BE�IJHKC;DJE�9>;�H;D:;�FEII?8?B;
B\7JJ?L?JS�:?�79GK?I?P?ED;�:?�?D<EHC7P?ED?���<<?D9>U�?B�FHE9;IIE�:?�C?IKH7�
P?ED;�I?7�H?B;L7DJ;
�=B?�?D:?97JEH?�:;LEDE�;II;H;�9EBB;=7J?�7:�E8?;JJ?L?�;
:;LEDE�FKDJ7H;�7�=;D;H7H;�H?IKBJ7J?�7:;=K7J?�7�GK;IJ?�E8?;JJ?L?
�;�DED
L7BEH?�?:;7B?�E�7�L7BEH?�L;H?���BBE�IJ;IIE�J;CFE
�?B�FHE9;IIE�:?�C?IKH7P?E�
D;�:;L;�;II;H;�JH7IF7H;DJ;�;�J;D:;DP?7BC;DJ;�H;FB?978?B;��F;H�GK;IJE
=B?�?D:?97JEH?�:;LEDE�;II;H;�IJHKJJKH7J?�9EDI?:;H7D:E�L7H?;�:?C;DI?ED?�

$D &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H?
 vedi (1)�

&\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE
 vedi (1)�

&\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7
 vedi (1)�

&\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7
 vedi (1)�

&\;IF;H?;DP7�:;B�9ECKD;�:?�(EL7H7
 vedi (1)�

&\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE
 vedi (1)�

&\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7
 vedi (1)�
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Linee programmatiche di mandato (art.46 D.Lgs. 267/2000)

&;�B?D;;�FHE=H7CC7J?9>;�:?�C7D:7JE�IEDE�?B�:E9KC;DJE�D;B�GK7B;�?B
FHE=H7CC7�;B;JJEH7B;�FH;I;DJ7JE�:7BB7�9E7B?P?ED;�FEB?J?97�T�JH7:EJJE�?D
KD�F?7DE�FBKH?;DD7B;�:?�7P?ED?�;�FHE=;JJ?�:7�H;7B?PP7H;�D;B�9EHIE�:;B
C7D:7JE��.7B;�:E9KC;DJE
�7?�I;DJ?�:;BB\7HJ�����:;B���&=I���������
4&;==?�?B�J;IJE�?D�H;J; 5�T�FH;I;DJ7JE�:7B�I?D:79E
�I;DJ?J7�B7�=?KDJ7
�7B
9EDI?=B?E�

$D &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H?
 vedi (1)�

 IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B?
 vedi (1)

vedi (2)
 vedi (3)�
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Nucleo di valutazione (art. 1, D.Lgs. 286/1999, Linee guida ANCI in
tema di applicazione del D.Lgs. 150/2009 [Leggi il testo in rete ] ai
comuni)

$B�DK9B;E�:?�L7BKJ7P?ED;
�L7H?7C;DJ;�:?I9?FB?D7JE�:7�E=D?�9ECKD;
D;BB\7C8?JE�:;?�FHEFH?�EH:?D7C;DJ?�=;D;H7B?�;�:;BB;�DEHC;�9ED9;HD;DJ?
B\EH:?D7C;DJE�<?D7DP?7H?E
�9EDJ78?B;�;�:;?�9EDJHEBB?�?DJ;HD?
�9EIJ?JK?I9;�?B
IE==;JJE�9K?�T�:;C7D:7J7�B\7JJ?L?JS�:?�L7BKJ7P?ED;�:;?�:?H?=;DJ?��.7B;�IE=�
=;JJE�FKW�ILEB=;H;�7BJH;IV�<KDP?ED?�:?�9EDJHEBBE�IJH7J;=?9E�C;DJH;�B;�IEDE
FH;9BKI;�7JJ?L?JS�:?�9EDJHEBBE�:?�=;IJ?ED;�;�:?�L;H?<?97�:?�H;=EB7H?JS�7CC?�
D?IJH7J?L7�;�9EDJ78?B;�

&7�D7JKH7�:?�J7B;�IE==;JJE�BE�H;D:;�:?�<7JJE�7II?C?B78?B;�7BB\EH=7D?ICE�?D�
:?F;D:;DJ;�:?�L7BKJ7P?ED;
�?DJHE:EJJE�:7B���&=I����������4&;==?�?B�J;IJE
?D�H;J; 5�9>;�JKJJ7L?7�DED�IEIJ?JK?I9;�D;9;II7H?7C;DJ;�?B�DK9B;E�:?�L7BK�
J7P?ED;�7�9ED:?P?ED;�9>;�GK;IJ\KBJ?CE�IE==;JJE�H?IF;JJ?�?�H;GK?I?J?�FH;L?IJ?
:7B�9?J7JE�7HJ����

$D  IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B?
 vedi

(1)
 vedi (2)�
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Obiettivo convergenza (commissione Europea – InfoRegio)

(;B�F;H?E:E�����������B7�FEB?J?97�:?�9E;I?ED;�I?�<E97B?PP7�IK�JH;�E8?;JJ?L?
FH?D9?F7B?���EDL;H=;DP7�Y�IEB?:7H?;JS�JH7�B;�H;=?ED?���ECF;J?J?L?JS�H;=?E�
D7B;�;�E99KF7P?ED;���EEF;H7P?ED;�J;HH?JEH?7B;�;KHEF;7��&\E8?;JJ?LE��ED�
L;H=;DP7�Y�IEB?:7H?;JS�JH7�B;�H;=?ED?
�>7�BE�I9EFE�:?�H?:KHH;�B;�:?IF7H?JS
H;=?ED7B?�?D� KHEF7�7?KJ7D:E�B;�H;=?ED?�?B�9K?�FHE:EJJE�?DJ;HDE�BEH:E��*$&�
FHE�97F?J;�T�?D<;H?EH;�7B�����:;BB7�C;:?7�:;BB\/ �7�H7==?KD=;H;�GK;BB;
F?X�H?99>;��&\E8?;JJ?LE��EDL;H=;DP7�Y�IEB?:7H?;JS�JH7�H;=?ED?�T�<?D7DP?7JE
9ED�?�<ED:?�! -,
�!- �;�9ED�?B�!ED:E�:?��E;I?ED;�H;=?ED7B;��$D�$J7B?7
H?;DJH7DE�D;B�F;H?C;JHE�:?�?DJ;HL;DJE��7CF7D?7
��7B78H?7
�*K=B?7�;�-?9?�
B?7�

$D  IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B?
 vedi

(1)
 vedi (2)
 vedi (3)�

$B�9?9BE�:?�=;IJ?ED;�:;BB7 performance D;=B?�;DJ?�BE97B?
 vedi (1)�

$�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H�
=;DP7
 vedi (1)�
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Organismo indipendente di valutazione (linee guida ANCI in tema
di applicazione del D.Lgs. 150/2009 [Leggi il testo in rete ] ai co-
muni)

&\EH=7D?ICE�?D:?F;D:;DJ;�:?�L7BKJ7P?ED;�D;?�9ECKD?�ILEB=;�KD�HKEBE
<ED:7C;DJ7B;�?D�GK7DJE�BE�IJ;IIE�T�?D:?L?:K7JE�9EC;�KDE�:;?�IE==;JJ?
9>;�9ED9EHHEDE�7�9EIJ?JK?H;�?B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;B�
B7 performance
�;II;D:E
�?D�FH?CE�BKE=E
�9>?7C7JE�7�=7H7DJ?H;�B7�9EH�
H;JJ;PP7�:;B�FHE9;IIE�:?�L7BKJ7P?ED;�7DDK7B;�:;BB7 performance :?�9?7�
I9KD7�IJHKJJKH7�7CC?D?IJH7J?L7�D;B�IKE�9ECFB;IIE�?D�H;B7P?ED;�7?�IKE?
FHE9;II?�;
�:?�H?<B;IIE
�7�FH;I;DJ7H;�KD7�FHEFEIJ7�:?�L7BKJ7P?ED;�:;BB7
performance :;?�:?H?=;DJ?�:?�L;HJ?9;�:;BB\7CC?D?IJH7P?ED;��&7�9ED9H;J7
7HJ?9EB7P?ED;�:;BB;�97H7JJ;H?IJ?9>;�;
�IEFH7JJKJJE
�:;BB;�IF;9?<?9>;�<KDP?E�
D?�:;BB\EH=7D?ICE�?D:?F;D:;DJ;�:?�L7BKJ7P?ED;
�D;B�H?IF;JJE�:;BB;�FH;I9H?�
P?ED?�=;D;H7B?�:;<?D?J;�:7BB\7HJ����:;B���&=I����������4&;==?�?B�J;IJE�?D
H;J; 5
�T�H?C;II7�7BB\7KJEDEC?7�DEHC7J?L7�;:�EH=7D?PP7J?L7�:?�E=D?�7C�
C?D?IJH7P?ED;�BE97B;�

(;?�9ECKD?�B\EH=7D?ICE�?D:?F;D:;DJ;�:?�L7BKJ7P?ED;�DED�IEIJ?JK?I9;�D;�
9;II7H?7C;DJ;�?B�DK9B;E�:?�L7BKJ7P?ED;�7�9ED:?P?ED;�9>;�GK;IJ\KBJ?CE
IE==;JJE�H?IF;JJ?�?�H;GK?I?J?�FH;L?IJ?�:7B�9?J7JE�7HJ����
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Pari opportunità (delibera CiVIT 22/2011)

$B�J;C7�:;BB;�F7H?�EFFEHJKD?JS�9EIJ?JK?I9;�KD�;B;C;DJE�:?�<ED:7C;DJ7B;
?CFEHJ7DP7�D;BB\EJJ?97�:;BBE�IL?BKFFE�:;BB;�H?IEHI;�KC7D;�:;IJ?D7JE
7BB\?D9H;C;DJE�:;BB; performance :?�GK7BI?7I?�J?FE�:?�EH=7D?PP7P?ED;
�;
7D9EH�F?X�D;BB;�FK88B?9>;�7CC?D?IJH7P?ED?
�:EL;�I?�97H7JJ;H?PP7�9EC;
;B;C;DJE�JH7IL;HI7B;�F;H�?B�F;HI;=K?C;DJE�:;BB7�C?II?ED;�;�?B�H?IF;JJE
:;?�L7BEH?�9>;�=K?:7DE�B;�7JJ?L?JS�;�?�FHE9;II?�:;9?I?ED7B?
�I?7�:?�97H7JJ;H;
IJH7J;=?9E�9>;�EF;H7J?LE��*;HJ7DJE
�?B�J;C7�:;BB;�F7H?�EFFEHJKD?JS�L7�7<�
<HEDJ7JE�?D�C7D?;H7�I?IJ;C7J?97
�I?7�?D�GK7DJE�B\7CC?D?IJH7P?ED;�T�7BBE
IJ;IIE�J;CFE�:7JEH;�:?�B7LEHE��FHEIF;JJ?L7�?DJ;HD7��;�FHE:KJJEH;�:?�8;D?
;�I;HL?P?��FHEIF;JJ?L7�;IJ;HD7�
�I?7�;IFBE:;D:E�B;�CEBJ;FB?9?�:?C;DI?ED?
9>;�97H7JJ;H?PP7DE�J7B;�J;C7��=;D;H;
�:?I78?B?JS
�;99��
�;�B7�9K?�FEHJ7J7�;
97H7JJ;H?IJ?9>;�L7H?;H7DDE�?D�H;B7P?ED;�7B�9EDJ;IJE�:?�H?<;H?C;DJE�;�7BB;
F;9KB?7H?JS�:;BB;�I?D=EB;�7CC?D?IJH7P?ED?��$B�9ED9;JJE�:?�F7H?�EFFEHJKD?JS
FH;I;DJ7�CEBJ;FB?9?�I<799;JJ7JKH;�;�KD�F;H?C;JHE�9>;�9ED�?B�F7II7H;�:;B
J;CFE�J;D:;�7�;II;H;�I;CFH;�F?X�7CF?E
�?D�B?D;7�9ED�B7�9H;I9;DJ;
9ECFB;II?JS�:;?�:?L;HI?�9EDJ;IJ?�IE9?7B?�;:�EH=7D?PP7J?L?�?D�9K?�;IIE�I?
97B7��$D�=;D;H7B;
�D;BB\7C8?JE�:?�KD�9EDJ;IJE�EH=7D?PP7J?LE
�I?�FEIIEDE
?D:?L?:K7H;�GK7JJHE�FH?D9?F7B?�:?C;DI?ED?�9>;�9ECFED=EDE�B;�F7H?�EFFEH�
JKD?JS��";D;H;
��?I78?B?JS
� JD?7
�"HKFFE�IE9?7B;�

$D &\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE
 vedi (1)�

Indice delle parole chiave



&\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7
 vedi (1)�

&\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE
 vedi (1)�
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Performance individuale (art. 9, D.Lgs. 150/2009 [Leggi il testo in
rete ])

&7 performance ?D:?L?:K7B;�9EIJ?JK?I9;�KDE�:;?�B?L;BB?�:?�:;<?D?P?ED;�:;BB7
performance 7BB\?DJ;HDE�:?�KD\7CC?D?IJH7P?ED;�;�FH;9?I7C;DJ;�?B�B?L;BBE
:?H;JJ7C;DJ;�H?9ED:K9?8?B;�7B�I?D=EBE�:?F;D:;DJ;��&7�C?IKH7P?ED;�;�B7
L7BKJ7P?ED;�:;BB7 performance ?D:?L?:K7B;�:;?�:?H?=;DJ?�;�:;B�F;HIED7B;
H;IFEDI78?B;�:?�KD7�KD?JS�EH=7D?PP7J?L7�?D�FEI?P?ED;�:?�7KJEDEC?7�;�H;�
IFEDI78?B?JS�T�9EBB;=7J7�

�� 7=B?�?D:?97JEH?�:? performance H;B7J?L?�7BB\7C8?JE�EH=7D?PP7J?LE�:?

:?H;JJ7�H;IFEDI78?B?JS�

�� 7B�H7==?KD=?C;DJE�:?�IF;9?<?9?�E8?;JJ?L?�?D:?L?:K7B?�

�� 7BB7�GK7B?JS�:;B�9EDJH?8KJE�7II?9KH7JE�7BB7 performance =;D;H7�

B;�:;BB7�IJHKJJKH7
�7BB;�9ECF;J;DP;�FHE<;II?ED7B?�;�C7D7=;H?7B?

:?CEIJH7J;�

�� 7BB7�97F79?JS�:?�L7BKJ7P?ED;�:;?�FHEFH?�9EBB78EH7JEH?
�:?CEIJH7J7

JH7C?J;�KD7�I?=D?<?97J?L7�:?<<;H;DP?7P?ED;�:;?�=?K:?P?�
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&7�C?IKH7P?ED;�;�B7�L7BKJ7P?ED;�ILEBJ;�:7?�:?H?=;DJ?�IKBB7 performance

?D:?L?:K7B;�:;B�F;HIED7B;�IEDE�;<<;JJK7J;�IKBB7�87I;�:;B�I?IJ;C7�:?�9K?
7BB\7HJ?9EBE���;�9EBB;=7J;�

�� 7B�H7==?KD=?C;DJE�:?�IF;9?<?9?�E8?;JJ?L?�:?�=HKFFE�E�?D:?L?:K7B?�

�� 7BB7�GK7B?JS�:;B�9EDJH?8KJE�7II?9KH7JE�7BB7 performance

:;BB\KD?JS�EH=7D?PP7J?L7�:?�7FF7HJ;D;DP7
�7BB;�9ECF;J;DP;�:?�

CEIJH7J;�;:�7?�9ECFEHJ7C;DJ?�FHE<;II?ED7B?�;�EH=7D?PP7J?L?�

$D &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7
 vedi (1)�

&\;IF;H?;DP7�:;B�9ECKD;�:?�(EL7H7
 vedi (1)�

&\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE
 vedi (1)�

 IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B?
 vedi (1)

vedi (2)
 vedi (3)
 vedi (4)
 vedi (5)
 vedi (6)
 vedi (7)
 vedi (8)�

$B�9?9BE�:?�=;IJ?ED;�:;BB7 performance D;=B?�;DJ?�BE97B?
vedi (1)
 vedi (2)

vedi (3)
 vedi (4)�

&E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H?
 vedi (1)
 vedi

(2)
 vedi (3)
 vedi (4)
 vedi (5)
 vedi (6)
 vedi (7)�

&\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7
 vedi (1)�

&\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7
 vedi (1)�

&\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7
 vedi (1)�
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&\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE
 vedi (1)
 vedi (2)�

Torna all’indice delle parole chiave
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Piano della performance (delibera CiVIT 112/2010, L. 213/2012)

$B�F?7DE�T�BE�IJHKC;DJE�9>;�:S�7LL?E�7B�9?9BE�:?�=;IJ?ED;�:;BB7 perfor-

mance �7HJ?9EBE���:;B�:;9H;JE���R�KD�:E9KC;DJE�FHE=H7CC7J?9E�JH?;D�
D7B;�?D�9K?
�?D�9E;H;DP7�9ED�B;�H?IEHI;�7II;=D7J;
�IEDE�;IFB?9?J7J?�=B?
E8?;JJ?L?
�=B?�?D:?97JEH?�;:�? target��$B�F?7DE�:;<?D?I9;�:KDGK;�=B?�;B;C;DJ?
<ED:7C;DJ7B?��E8?;JJ?L?
�?D:?97JEH?�; target��IK�9K?�I?�87I;HS�FE?�B7�C?IK�
H7P?ED;
�B7�L7BKJ7P?ED;�;�B7�H;D:?9EDJ7P?ED;�:;BB7 performance�

-;9ED:E�GK7DJE�FH;L?IJE�:7BB\7HJ?9EBE���
�9ECC7��
�:;B���&=I�����
�����4&;==?�?B�J;IJE�?D�H;J; 5
�?B�F?7DE�T�H;:7JJE�9ED�BE�I9EFE�:?�7II?9K�
H7H;�B7�GK7B?JS
�9ECFH;DI?8?B?JS�;:�7JJ;D:?8?B?JS�:;?�:E9KC;DJ?�:?�H7FFH;�
I;DJ7P?ED;�:;BB7 performance��-;9ED:E�GK7DJE�FH;L?IJE�:7BB\7HJ?9EBE
��
�9ECC7��
�:;B�9?J7JE�:;9H;JE
�7BB\?DJ;HDE�:;B�F?7DE�L7DDE�H?FEHJ7J?�

_ =B?�?D:?H?PP?�;�=B?�E8?;JJ?L?�IJH7J;=?9?�;:�EF;H7J?L?�

_ =B?�?D:?97JEH?�F;H�B7�C?IKH7P?ED;�;�B7�L7BKJ7P?ED;�:;BB7 performance

:;BB\7CC?D?IJH7P?ED;�

_ =B?�E8?;JJ?L?�7II;=D7J?�7B�F;HIED7B;�:?H?=;DP?7B;�;:�?�H;B7J?L?�?D:?97JEH?�

�?�I;DI?�:;BB7�&;==;��������
�7B�<?D;�:?�I;CFB?<?97H;�?�FHE9;II?�:?�F?7D?�
<?97P?ED;�=;IJ?ED7B;�:;BB\;DJ;
�?B�F?7DE�:;BB7 performance ;�?B�F?7DE�:;J�
J7=B?7JE�:;=B?�E8?;JJ?L?�IEDE�KD?<?97J?�EH=7D?97C;DJ;�D;B * "�
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$D &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7
 vedi (1)

vedi (2)�

&\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7
 vedi (1)
 vedi (2)
 vedi

(3)�

&\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE
 vedi (1)
 vedi (2)
 vedi (3)�

&\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE
 vedi (1)
 vedi (2)
 vedi (3)�

 IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B?
 vedi (1)

vedi (2)
 vedi (3)
 vedi (4)
 vedi (5)
 vedi (6)
 vedi (7)
 vedi (8)
 vedi (9)

vedi (10)
 vedi (11)
 vedi (12)
 vedi (13)
 vedi (14)
 vedi (15)
 vedi (16)

vedi (17)
 vedi (18)�

$B�9?9BE�:?�=;IJ?ED;�:;BB7 performance D;=B?�;DJ?�BE97B?
 vedi (1)
 vedi (2)

vedi (3)
 vedi (4)
 vedi (5)
 vedi (6)
 vedi (7)
 vedi (8)�

&E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H?
 vedi (1)
vedi

(2)
 vedi (3)
 vedi (4)
 vedi (5)
 vedi (6)
 vedi (7)
 vedi (8)�

&\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7
 vedi (1)
 vedi (2)
 vedi (3)�

&\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7
 vedi (1)
 vedi (2)
 vedi (3)�

&\;IF;H?;DP7�:;B�9ECKD;�:?�(EL7H7
 vedi (1)�
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Piano dettagliato degli obiettivi (art. 197, D.Lgs. 267/00)

&7�FH;:?IFEI?P?ED;�:?�KD�F?7DE�:;JJ7=B?7JE�:;=B?�E8?;JJ?L?�9EIJ?JK?I9;
�7?
I;DI?�:;B�9?J7JE�7HJ?9EBE
�B7�FH?C7�<7I;�:?�7HJ?9EB7P?ED;�:;B�9EDJHEBBE�:?
=;IJ?ED;�7BB\?DJ;HDE�:?�KD�9ECKD;��.7B;�9EDJHEBBE�:?�=;IJ?ED;
�:?�9K?
7BB\7HJ?9EBE�����:;B�9?J7JE�:;9H;JE
�>7�F;H�E==;JJE�B\?DJ;H7�7JJ?L?JS�7CC?D?�
IJH7J?L7�;�=;IJ?ED7B;�:;?�9ECKD?�;�:;L;�;II;H;�ILEBJE�9ED�KD7�97:;DP7
F;H?E:?97�:;<?D?J7�:7B�H;=EB7C;DJE�:?�9EDJ78?B?JS�:;BB\;DJ;��&7�H?B;L7P?ED;
:;?�:7J?�H;B7J?L?�7?�9EIJ?�;:�7?�FHEL;DJ?
�B7�H?B;L7P?ED;�:;?�H?IKBJ7J?�H7==?KDJ?
;�B7�L7BKJ7P?ED;�:;?�:7J?�FH;:;JJ?�?D�H7FFEHJE�7B�F?7DE�:;=B?�E8?;JJ?L?�7B�<?�
D;�:?�L;H?<?97H;�?B�BEHE�IJ7JE�:?�7JJK7P?ED;�;�:?�C?IKH7H;�B\;<<?979?7

B\;<<?9?;DP7�;:�?B�=H7:E�:?�;9EDEC?9?JS�:;BB\7P?ED;�?DJH7FH;I7
�9EIJ?JK?I9E�
DE�B;�<7I?�IK99;II?L;�:;B�9EDJHEBBE�:?�=;IJ?ED;�

�?�I;DI?�:;BB7�&;==;��������
�7B�<?D;�:?�I;CFB?<?97H;�?�FHE9;II?�:?�F?7D?�
<?97P?ED;�=;IJ?ED7B;�:;BB\;DJ;
�?B�F?7DE�:;BB7 performance ;�?B�F?7DE�:;J�
J7=B?7JE�:;=B?�E8?;JJ?L?�IEDE�KD?<?97J?�EH=7D?97C;DJ;�D;B * "�

$D &\;IF;H?;DP7�:;B�9ECKD;�:?�(EL7H7
 vedi (1)�

&\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE
 vedi (1)�

 IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B?
 vedi (1)

vedi (2)
 vedi (3)
 vedi (4)�

$B�9?9BE�:?�=;IJ?ED;�:;BB7 performance D;=B?�;DJ?�BE97B?
 vedi (1)�
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&\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7
 vedi (1)�
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Piano Esecutivo di gestione (art. 169, D.Lgs. 267/00)

-KBB7�87I;�:;B�8?B7D9?E�:?�FH;L?I?ED;�7DDK7B;�:;B?8;H7JE�:7B�9EDI?=B?E

B\EH=7DE�;I;9KJ?LE�:;<?D?I9;
�FH?C7�:;BB\?D?P?E�:;BB\;I;H9?P?E
�?B�F?7DE�;I;�
9KJ?LE�:?�=;IJ?ED;
�:;J;HC?D7D:E�=B?�E8?;JJ?L?�:?�=;IJ?ED;�;:�7<<?:7D:E�=B?
IJ;II?
�KD?J7C;DJ;�7BB;�:EJ7P?ED?�D;9;II7H?;
�7?�H;IFEDI78?B?�:;?�I;HL?P?�
$B�F?7DE�;I;9KJ?LE�:?�=;IJ?ED;
�9EIJ?JK?I9;�F;HJ7DJE�?B�:E9KC;DJE�:?�9EB�
B;=7C;DJE�JH7�B;�H;IFEDI78?B?JS�H;B7J?L;�7BB\?CF?;=E�:;BB;�H?IEHI;�;�B;�H;�
IFEDI78?B?JS�H;B7J?L;�7B�H7==?KD=?C;DJE�:;?�H?IKBJ7J?�

�?�I;DI?�:;BB7�&;==;��������
�7B�<?D;�:?�I;CFB?<?97H;�?�FHE9;II?�:?�F?7D?�
<?97P?ED;�=;IJ?ED7B;�:;BB\;DJ;
�?B�F?7DE�:;BB7 performance ;�?B�F?7DE�:;J�
J7=B?7JE�:;=B?�E8?;JJ?L?�IEDE�KD?<?97J?�EH=7D?97C;DJ;�D;B * "�

$D &\;IF;H?;DP7�:;B�9ECKD;�:?�(EL7H7
 vedi (1)�

&\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE
 vedi (1)�

 IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B?
 vedi (1)

vedi (2)
 vedi (3)
 vedi (4)
 vedi (5)�

&E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H?
 vedi (1)�

&\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7
 vedi (1)�

&\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7
 vedi (1)�
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&\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE
 vedi (1)�

&\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7
 vedi (1)�

Torna all’indice delle parole chiave
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Programmazione e controllo (D.Lgs. 267/2000)

&;�7JJ?L?JS�:?�FHE=H7CC7P?ED;�;�9EDJHEBBE�IEDE�9ECFB;II?L7C;DJ;�ILEB�
J;�7B�<?D;�:?�:;<?D?H;�?B�GK7:HE�:;=B?�E8?;JJ?L?�:;BB\7CC?D?IJH7P?ED;
�CED?�
JEH7HD;�B\7JJK7P?ED;�;�L;H?<?97HD;�?B�H7==?KD=?C;DJE�

.7B?�E8?;JJ?L?�JHEL7DE�:;<?D?P?ED;�D;B�GK7:HE�:;BB;�H?IEHI;�:;B?D;7J;�D;?
:E9KC;DJ?�:?�FHE=H7CC7P?ED;�;�FH;9?I7C;DJ;�D;B�8?B7D9?E�:?�FH;L?I?E�
D;
�D;BB7�H;B7P?ED;�FH;L?I?ED7B;�;�FHE=H7CC7J?97
�D;B * "
�D;B�F?7DE
:;=B?�E8?;JJ?L?�;�D;B�F?7DE�:;BB7 performance�

�?�I;DI?�:;BB7�&;==;��������
�7B�<?D;�:?�I;CFB?<?97H;�?�FHE9;II?�:?�F?7D?�
<?97P?ED;�=;IJ?ED7B;�:;BB\;DJ;
�?B�F?7DE�:;BB7 performance ;�?B�F?7DE�:;J�
J7=B?7JE�:;=B?�E8?;JJ?L?�IEDE�KD?<?97J?�EH=7D?97C;DJ;�D;B * "�

$D &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H?� vedi (1)�

&\;IF;H?;DP7�:;B�9ECKD;�:?�(EL7H7
 vedi (1)�

&\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE
 vedi (1)�

&\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7
 vedi (1)�

&\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7
 vedi (1)�

&\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE
 vedi (1)�
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&\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7
 vedi (1)�

Torna all’indice delle parole chiave

Indice delle parole chiave



Relazione previsionale e programmatica (art. 170, D.Lgs. 267/00)

$�9ECKD?�7BB;=7DE�7B�8?B7D9?E�7DDK7B;�:?�FH;L?I?ED;�KD7�H;B7P?ED;�FH;L?�
I?ED7B;�;�FHE=H7CC7J?97�9>;�9EFH7�KD�F;H?E:E�F7H?�7�GK;BBE�:;B�8?B7D9?E
FBKH?;DD7B;��&7�H;B7P?ED;�FH;L?I?ED7B;�;�FHE=H7CC7J?97�>7�97H7JJ;H;�=;�
D;H7B;��$BBKIJH7�7DP?JKJJE�B;�97H7JJ;H?IJ?9>;�=;D;H7B?�:;BB7�FEFEB7P?ED;

:;B�J;HH?JEH?E
�:;BB\;9EDEC?7�?DI;:?7J7�;�:;?�I;HL?P?�:;BB\;DJ;
�FH;9?I7D:E�
D;�H?IEHI;�KC7D;
�IJHKC;DJ7B?�;�J;9DEBE=?9>;���ECFH;D:;
�F;H�B7�F7HJ;
;DJH7J7
�KD7�L7BKJ7P?ED;�=;D;H7B;�IK?�C;PP?�<?D7DP?7H?
�?D:?L?:K7D:E�B;
<EDJ?�:?�<?D7DP?7C;DJE�;:�;L?:;DP?7D:E�B\7D:7C;DJE�IJEH?9E�:;=B?�IJ;II?
;:�?�H;B7J?L?�L?D9EB?�

*;H�B7�F7HJ;�IF;I7�B7�H;B7P?ED;�T�H;:7JJ7�F;H�FHE=H7CC?�;�F;H�;L;DJK7B?
FHE=;JJ?
�9ED�;IFH;IIE�H?<;H?C;DJE�7?�FHE=H7CC?�?D:?97J?�D;B�8?B7D9?E�7D�
DK7B;�;�D;B�8?B7D9?E�FBKH?;DD7B;
�H?B;L7D:E�B\;DJ?JS�;�B\?D9?:;DP7�F;H9;D�
JK7B;�:;BB7�FH;L?I?ED;�9ED�H?<;H?C;DJE�7BB7�IF;I7�9EHH;DJ;�9EDIEB?:7J7
�7
GK;BB7�:?�IL?BKFFE�;:�7�GK;BB7�:?�?DL;IJ?C;DJE��*;H�9?7I9KD�FHE=H7CC7
T�:7J7�IF;9?<?97P?ED;�:;BB7�<?D7B?JS�9>;�I?�?DJ;D:;�9EDI;=K?H;�;�:;BB;�H?�
IEHI;�KC7D;�;�IJHKC;DJ7B?�7:�;IIE�:;IJ?D7J;
�:?IJ?DJ7C;DJ;�F;H�9?7I9K�
DE�:;=B?�;I;H9?P?�?D�9K?�I?�7HJ?9EB7�?B�FHE=H7CC7�IJ;IIE�;:�T�:7J7�IF;9?<?�
97�CEJ?L7P?ED;�:;BB;�I9;BJ;�7:EJJ7J;�

&7�H;B7P?ED;�FH;L?I?ED7B;�;�FHE=H7CC7J?97�<EHD?I9;�B7�CEJ?L7J7�:?CE�
IJH7P?ED;�:;BB;�L7H?7P?ED?�?DJ;HL;DKJ;�H?IF;JJE�7BB\;I;H9?P?E�FH;9;:;DJ;�

Indice delle parole chiave



*;H�=B?�EH=7D?IC?�=;IJ?ED7B?�:;BB\;DJ;�BE97B;�B7�H;B7P?ED;�?D:?97�7D9>;�=B?
E8?;JJ?L?�9>;�I?�?DJ;D:EDE�H7==?KD=;H;
�I?7�?D�J;HC?D?�:?�8?B7D9?E�9>;�?D
J;HC?D?�:?�;<<?979?7
�;<<?9?;DP7�;:�;9EDEC?9?JS�:;B�I;HL?P?E�

$D  IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B?
 vedi

(1)
 vedi (2)
 vedi (3)
 vedi (4)
 vedi (5)
 vedi (6)�

$B�9?9BE�:?�=;IJ?ED;�:;BB7 performance D;=B?�;DJ?�BE97B?
 vedi (1)�

Torna all’indice delle parole chiave
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Relazione sulla performance (delibera CiVIT 5/2012)

&7�H;B7P?ED;�IKBB7 performance
�FH;L?IJ7�:7BB\7HJ�����:;B���&=I�����
�����4&;==?�?B�J;IJE�?D�H;J; 5
�9EIJ?JK?I9;�BE�IJHKC;DJE�C;:?7DJ;�?B�GK7B;
B\7CC?D?IJH7P?ED;�?BBKIJH7�7?�9?JJ7:?D?�;�7�JKJJ?�=B?�7BJH? stakeholder
�?DJ;HD?
;:�;IJ;HD?
�?�H?IKBJ7J?�EJJ;DKJ?�D;B�9EHIE�:;BB\7DDE�FH;9;:;DJ;
�9ED9BK:;D�
:E�?D�J7B�CE:E�?B�9?9BE�:?�=;IJ?ED;�:;BB7 performance�

&7�<KDP?ED;�:?�9ECKD?97P?ED;�L;HIE�B\;IJ;HDE�T�H?7<<;HC7J7�:7BB;�FH;L?�
I?ED?�:;BB\7HJ����
�9ECC?���;��
�:;B�:;9H;JE�9>;�FH;L;:EDE�H?IF;JJ?L7�
C;DJ;�B7�FH;I;DJ7P?ED;�:;BB7�H;B7P?ED;�]7BB;�7IIE9?7P?ED?�:?�9EDIKC7JE�
H?�E�KJ;DJ?
�7?�9;DJH?�:?�H?9;H97�;�7�E=D?�7BJHE�EII;HL7JEH;�GK7B?<?97JE

D;BB\7C8?JE�:?�7FFEI?J;�=?EHD7J;�:;BB7�JH7IF7H;DP7^
�;�B7�FK88B?97P?ED;
:;BB7�IJ;II7�IKB�I?JE�?IJ?JKP?ED7B;�D;BB7�I;P?ED;�].H7IF7H;DP7
�L7BKJ7P?E�
D;�;�C;H?JE^��*?X�?D�:;JJ7=B?E
�B7�H;B7P?ED;�:;L;�;L?:;DP?7H;�7�9EDIKDJ?�
LE�?�H?IKBJ7J?�EH=7D?PP7J?L?�;�?D:?L?:K7B?�H7==?KDJ?�H?IF;JJE�7?�I?D=EB?�E8?;JJ?�
L?�FHE=H7CC7J?�;�7BB;�H?IEHI;
�9ED�H?B;L7P?ED;�:;=B?�;L;DJK7B?�I9EIJ7�
C;DJ?�H;=?IJH7J?�D;B�9EHIE�:;BB\7DDE
�?D:?97D:ED;�B;�97KI;�;�B;�C?IKH;
9EHH;JJ?L;�:7�7:EJJ7H;�

$D�87I;�7BB\7HJ����
�9ECC7��
�:;B�9?J7JE�:;9H;JE
�B7�H;B7P?ED;�:;L;�7D9>;
:E9KC;DJ7H;�=B?�;L;DJK7B?�H?IF7HC?�IK?�9EIJ?�:?�<KDP?ED7C;DJE�:;H?L7DJ?
:7�FHE9;II?�:?�H?IJHKJJKH7P?ED;
�H?EH=7D?PP7P?ED;�;�?DDEL7P?ED;�7?�<?D?

Indice delle parole chiave

http://www.funzionepubblica.gov.it/media/155296/testo_del_decreto_150_del_27ottobre09.pdf


:;BB\;HE=7P?ED;
�D;?�B?C?J?�;�9ED�B;�CE:7B?JS�?L?�FH;L?IJ?
�:;B�FH;C?E�:?�;<<?�
9?;DP7�:?�9K?�7B�C;:;I?CE�7HJ?9EBE�

$D &\;IF;H?;DP7�:;B�9ECKD;�:?�(EL7H7
 vedi (1)�

&\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE
 vedi (1)
 vedi (2)�

&\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7
 vedi (1)
 vedi (2)�

&\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7
 vedi (1)
 vedi (2)�

&\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE
 vedi (1)
 vedi (2)�

&\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7
 vedi (1)
 vedi (2)�

 IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B?
 vedi (1)

vedi (2)
 vedi (3)
 vedi (4)
 vedi (5)
 vedi (6)�

&E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H?
 vedi (1)
 vedi

(2)
 vedi (3)
 vedi (4)
 vedi (5)
 vedi (6)
 vedi (7)
 vedi (8)�

Torna all’indice delle parole chiave
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Sistema di misurazione e valutazione (delibera CiVIT 104/2012)

$B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance T�B7�<EDJ;�?D�
<EHC7J?L7�:?�9K?�?�9ECKD?�I?�:EJ7DE�7B�<?D;�:?�IKFFEHJ7H;�?B�9?9BE�:?�=;IJ?E�
D;�:;BB7 performance��&7�:;<?D?P?ED;�:;B�I?IJ;C7�7LL?;D;�7JJH7L;HIE
B\?D:?L?:K7P?ED;�:;BB;�IK;�97H7JJ;H?IJ?9>;�FH?D9?F7B?�I?7�:7�KD�FKDJE�:?�L?�
IJ7�C;JE:EBE=?9E�=;D;H7B;�9>;�:7�KD�FKDJE�:?�L?IJ7�7FFB?97J?LE��&7�:;�
I9H?P?ED;�:;B�I?IJ;C7�:7�F7HJ;�:;B�9ECKD;�?D�KD�7FFEI?JE�:E9KC;DJE
:;L;�9EDJ;CFB7H;�?�I;=K;DJ?�9EDJ;DKJ?�D;9;II7H?�

�� KD7�I?DJ;J?97�:;I9H?P?ED;�:;BB;�97H7JJ;H?IJ?9>;�:?IJ?DJ?L;

:;BB\EH=7D?PP7P?ED;�

�� B7�C;JE:EBE=?7�9>;�I?�?DJ;D:;�7:EJJ7H;�7?�<?D?�:;BB7�C?IKH7P?ED;

:;BB7 performance�

�� B7�C;JE:EBE=?7�9>;�I?�?DJ;D:;�7:EJJ7H;�7?�<?D?�:;BB7�L7BKJ7P?ED;

:;BB7 performance�

$B�I?IJ;C7�:;L;�?D9BK:;H;�JKJJ?�=B?�7C8?J?�:?�C?IKH7P?ED;�:;BB7 perfor-

mance FH;L?IJ?�:7BB\7HJ?9EBE���:;B�:;9H;JE
�9E;H;DJ;C;DJ;�7B�I?IJ;C7�:?
E8?;JJ?L?�9>;�I7H7DDE�:;<?D?J?�D;B�F?7DE�:;BB7 performance ;�H;D:?9EDJ7J?
D;BB7�H;B7P?ED;�IKBB7 performance���?�<?D?�:?�KD7�C?=B?EH;�H7FFH;I;DJ7�
P?ED;�:;BB;�:?D7C?9>;�=;IJ?ED7B?�:;BB;�7CC?D?IJH7P?ED?
�J7B?�7C8?J?�FEI�
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IEDE�;II;H;�7==H;=7J?�IK99;II?L7C;DJ;�I;9ED:E�?�I;=K;DJ?�]C79HE�
7C8?J?^�

�� ?B�=H7:E�:?�7JJK7P?ED;�:;BB7�IJH7J;=?7�

�� ?B�FEHJ7<E=B?E�:;BB;�7JJ?L?JS�;�:;?�I;HL?P?�

�� BE�IJ7JE�:?�I7BKJ;�:;BB\7CC?D?IJH7P?ED;�

�� =B?�?CF7JJ?�:;BB\7P?ED;�7CC?D?IJH7J?L7�

�� ?�9ED<HEDJ?�9ED�7BJH;�7CC?D?IJH7P?ED?��benchmarking��

$D &\;IF;H?;DP7�:;B�9ECKD;�:?�(EL7H7
 vedi (1)
 vedi (2)�

&\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE
 vedi (1)
 vedi (2)�

&\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7
 vedi (1)
 vedi (2)�

&\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7
 vedi (1)
 vedi (2)�

&\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE
 vedi (1)
 vedi (2)�

&\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7
 vedi (1)
 vedi (2)�

 IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B?
 vedi (1)

vedi (2)
 vedi (3)
 vedi (4)
 vedi (5)
 vedi (6)
 vedi (7)�

&E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H?
 vedi (1)
 vedi

(2)
 vedi (3)�
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&\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7
 vedi (1)�

$�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H�
=;DP7 
 vedi (1)
 vedi (2)
 vedi (3)
 vedi (4)�

Torna all’indice delle parole chiave
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Stato di salute (delibera CiVIT 104/2012)

$B�9ED9;JJE�:?�IJ7JE�:?�I7BKJ;�:?�KD�9ECKD;�I?�H?9EBB;=7�7BB7�97F79?JS�:?
C7DJ;D;H;�D;B�J;CFE�KD�;GK?B?8H?E�D;B�B?L;BBE�:?�H?IEHI;�;9EDEC?9>;

KC7D;�;�H;B7P?ED7B?�7�:?IFEI?P?ED;�:;BB\7CC?D?IJH7P?ED;��$B�I?IJ;C7�:?
C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance EH=7D?PP7J?L7�T�J;DKJE�?D
J7B�I;DIE�7�?:;DJ?<?97H;�;�H?B;L7H;�B;�9ED:?P?ED?�D;9;II7H?;�7�=7H7DJ?H;
9>;�?B�F;HI;=K?C;DJE�:;BB;�IJH7J;=?;
�BE�ILEB=?C;DJE�:;BB;�7JJ?L?JS�;
B\;HE=7P?ED;�:;?�I;HL?P?�7LL;D=7�?D�9ED:?P?ED?�EJJ?C7B?�

��J7B�<?D;
�?B�I?IJ;C7�:;L;�;II;H;�IJHKJJKH7JE�?D�CE:E�J7B;�:7�9EDI;DJ?H;
:?�L7BKJ7H; ex ante ;: ex post I;�B\7CC?D?IJH7P?ED;�T�?D�=H7:E�;<<;JJ?L7�
C;DJ;�:?�H7==?KD=;H;�?�FHEFH?�E8?;JJ?L?
�=7H7DJ;D:E�KD�KJ?B?PPE�;GK?B?8H7�
JE�:;BB;�H?IEHI;
�BE�IL?BKFFE�:;BB;�9ECF;J;DP;�;�:;BB\�EH=7D?PP7P?ED;
�?B
C?=B?EH7C;DJE�:;BB;�H;B7P?ED?�9ED�?DJ;HBE9KJEH?�;�FEHJ7JEH?�:?�?DJ;H;II;
�stakeholder���$B�I?IJ;C7�:;L;�?DEBJH;�9EDI;DJ?H;�:?�L7BKJ7H;�I;�?�FHE9;II?
?DJ;HD?�:?�IKFFEHJE
�?�GK7B?�H;D:EDE�FEII?8?B;�?B�<KDP?ED7C;DJE
:;BB\7CC?D?IJH7P?ED;
�H7==?KD=7DE�7:;=K7J?�B?L;BB?�:?�;<<?9?;DP7�;:�;<<?97�
9?7�

"B?�IJ7J?�:?�I7BKJ;�9EIJ?JK?I9EDE�KDE�:;=B?�7C8?J?�?D�9K?�:;L;�;II;H;�7HJ?�
9EB7JE�?B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance�
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$D &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H?
 vedi (1)
 ve-

di (2)
 vedi (3)
 vedi (4)
 vedi (5)
 vedi (6)
 vedi (7)
 vedi (8)
 vedi (9)

&\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE
 vedi (1)
 vedi (2) &\;IF;H?;DP7�:;B
9ECKD;�:?��;H=7CE
 vedi (1)�

&\;IF;H?;DP7�:;B�9ECKD;�:?�(EL7H7
 vedi (1)�

&\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7
 vedi (1)�

&\;IF;H?;DP7�:;B�9ECKD;�:?�,;==?E� C?B?7
 vedi (1)
 vedi (2)�

&\;IF;H?;DP7�:;?�9ECKD?�:;BB7��7II7�,EC7=D7
 vedi (1)
 vedi (2)�

 IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B?
 vedi (1)

vedi (2).

Torna all’indice delle parole chiave
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Strategia (delibera CiVIT 104/2012)

$B�9ED9;JJE�:?�IJH7J;=?7�:?�KD�9ECKD;�I?�H?<;H?I9;�7=B?�E8?;JJ?L?�:?�C;:?E�
BKD=E�F;H?E:E�;�:?�C7==?EH;�H?B;L7DP7�9>;�B\7CC?D?IJH7P?ED;�:;B?D;7�?D
9E;H;DP7�9ED�B;�&?D;;�FHE=H7CC7J?9>;�:?�C7D:7JE�:;<?D?J;�:7BB\EH=7DE
:?�L;HJ?9;�FEB?J?9E��$B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 perfor-

mance EH=7D?PP7J?L7�T�?D�J7B�I;DIE�9>?7C7JE�7�?:;DJ?<?97H;
�IKBB7�87I;
:;BB;�FH?EH?JS�:;=B?�EH=7D?�:?�?D:?H?PPE
�=B?�E8?;JJ?L?�IJH7J;=?9?�;�B7�H;B7J?L7
7HJ?9EB7P?ED;�

&7�IJH7J;=?7�9EIJ?JK?I9;�KDE�:;=B?�7C8?J?�?D�9K?�:;L;�;II;H;�7HJ?9EB7JE�?B
I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�:;BB7 performance�

-9EFE�:?�J7B;�7C8?JE�:;B�I?IJ;C7�:?�C?IKH7P?ED;�;�L7BKJ7P?ED;�T�9ED�
I;DJ?H;�:?�H7FFH;I;DJ7H; ex ante GK7B?�IEDE�B;�FH?EH?JS
:;BB\7CC?D?IJH7P?ED;�;�:?�L7BKJ7H; ex post I;�B\7CC?D?IJH7P?ED;�>7�I7�
FKJE�JH7:KHH;�?�FHEFH?�E8?;JJ?L?�IJH7J;=?9?�?D�H?IKBJ7J?�?D�B?D;7�9ED�GK7DJE
FH;L?IJE�

$D  IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B?
 vedi

(1)�

$B�9?9BE�:?�=;IJ?ED;�:;BB7 performance D;=B?�;DJ?�BE97B?
 vedi (1)
 vedi (2)

vedi (3)
 vedi (4)�

Indice delle parole chiave



&E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H?
 vedi (1)
 vedi

(2)
 vedi (3)�

&\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE
 vedi (1)�

&\;IF;H?;DP7�:;B�9ECKD;�:?�0;HED7
 vedi (1)
 vedi (2)�

Torna all’indice delle parole chiave

Indice delle parole chiave



Indice dei comuni citati

Tocca il nome di un comune per vederne le ricorrenze nel testo.

�ECKD;�:?��9?97IJ;BBE��-?9?B?7�

�ECKD;�:?��9H?���7B78H?7�

�ECKD;�:?��:H7DE��-?9?B?7�

�ECKD;�:?��<H7=EB7���7CF7D?7�

�ECKD;�:?��=H?=;DJE��-?9?B?7�

�ECKD;�:?��BJ7CKH7��*K=B?7�

�ECKD;�:?��D:H?7��*K=B?7�

�ECKD;�:?��D=H?���7CF7D?7�

�ECKD;�:?��H;PPE��.EI97D7�

�ECKD;�:?��HP7DE���7CF7D?7�

�ECKD;�:?��L;HI7���7CF7D?7�

�ECKD;�:?��7HB;JJ7��*K=B?7�

�ECKD;�:?��7JJ?F7=B?7���7CF7D?7�



�ECKD;�:?��;BF7IIE��-?9?B?7�

�ECKD;�:?��;D;L;DJE���7CF7D?7�

�ECKD;�:?��;H=7CE��&EC87H:?7�

�ECKD;�:?��?I9;=B?;��*K=B?7�

�ECKD;�:?��?JEDJE��*K=B?7�

�ECKD;�:?��EBP7DE��.H;DJ?DE��BJE��:?=;�

�ECKD;�:?��H;I9?7��&EC87H:?7�

�ECKD;�:?��H?D:?I?��*K=B?7�

�ECKD;�:?��7BJ7=?HED;��-?9?B?7�

�ECKD;�:?��7DEI7�:?�*K=B?7��*K=B?7�

�ECKD;�:?��7I7H7DE��*K=B?7�

�ECKD;�:?��7I7L7JEH;���7CF7D?7�

�ECKD;�:?��7IJ;BL;JH7DE��-?9?B?7�

�ECKD;�:?��7J7DP7HE���7B78H?7�

�ECKD;�:?��;H?=DEB7��*K=B?7�

�ECKD;�:?��;I;D7�� C?B?7�,EC7=D7�

�ECKD;�:?��EC?IE��-?9?B?7�

Indice dei comuni citati



�ECKD;�:?��EH7JE��*K=B?7�

�ECKD;�:?��EI;DP7���7B78H?7�

�ECKD;�:?� 8EB?���7CF7D?7�

�ECKD;�:?� H9EB7DE���7CF7D?7�

�ECKD;�:?� H?9;��-?9?B?7�

�ECKD;�:?�!E==?7��*K=B?7�

�ECKD;�:?�!H7D97L?BB7�!EDJ7D7��*K=B?7�

�ECKD;�:?�!H7JJ7C7==?EH;���7CF7D?7�

�ECKD;�:?�";B7��-?9?B?7�

�ECKD;�:?�";DEL7��&?=KH?7�

�ECKD;�:?�"?DEI7��*K=B?7�

�ECKD;�:?�"?K=B?7DE�?D��7CF7D?7���7CF7D?7�

�ECKD;�:?�"H7L?D7�:?��7J7D?7��-?9?B?7�

�ECKD;�:?�&7�-F;P?7��&?=KH?7�

�ECKD;�:?�&;99E��&EC87H:?7�

�ECKD;�:?�&?LEHDE��.EI97D7�

�ECKD;�:?�&K9;H7��*K=B?7�

Indice dei comuni citati



�ECKD;�:?�'7D<H;:ED?7��*K=B?7�

�ECKD;�:?�'7HI7B7��-?9?B?7�

�ECKD;�:?�'7II7��.EI97D7�

�ECKD;�:?�'7II7<H7��*K=B?7�

�ECKD;�:?�'7P7H7�:;B�07BBE��-?9?B?7�

�ECKD;�:?�';H97JE�-7D�-;L;H?DE���7CF7D?7�

�ECKD;�:?�';I7=D;��*K=B?7�

�ECKD;�:?�'E:?97��-?9?B?7�

�ECKD;�:?�'E:K=DE��*K=B?7�

�ECKD;�:?�(7H:W��*K=B?7�

�ECKD;�:?�(?I9;C?��-?9?B?7�

�ECKD;�:?�(E?97JJ7HE��*K=B?7�

�ECKD;�:?�(EB7���7CF7D?7�

�ECKD;�:?�(EJE��-?9?B?7�

�ECKD;�:?�(EL7H7��*?;CEDJ;�

�ECKD;�:?�)IJKD?��*K=B?7�

�ECKD;�:?�)JJ7L?7DE���7CF7D?7�

Indice dei comuni citati



�ECKD;�:?�*7BE�:;B��EBB;��*K=B?7�

�ECKD;�:?�*;I97H7���8HKPPE�

�ECKD;�:?�*?7PP7��HC;H?D7��-?9?B?7�

�ECKD;�:?�*EH:;DED;��!H?KB?�0;D;P?7�"?KB?7�

�ECKD;�:?�*KJ?=D7DE��*K=B?7�

�ECKD;�:?�,7=KI7��-?9?B?7�

�ECKD;�:?�,;==?E��7B78H?7���7B78H?7�

�ECKD;�:?�,;==?E� C?B?7�� C?B?7�,EC7=D7�

�ECKD;�:?�,;D:;���7B78H?7�

�ECKD;�:?�,?8;H7��-?9?B?7�

�ECKD;�:?�,EIEB?D?��-?9?B?7�

�ECKD;�:?�,EL?=E��0;D;JE�

�ECKD;�:?�,KLE�:?�*K=B?7��*K=B?7�

�ECKD;�:?�-7D��7J7B:E��-?9?B?7�

�ECKD;�:?�-7D�-;L;HE��*K=B?7�

�ECKD;�:?�-7II7H?��-7II7H?�

�ECKD;�:?�.EHH;�:;B�"H;9E���7CF7D?7�

Indice dei comuni citati



�ECKD;�:?�.H7F7D?��-?9?B?7�

�ECKD;�:?�.H;DJE��.H;DJ?DE��BJE��:?=;�

�ECKD;�:?�.H?==?7DE��*K=B?7�

�ECKD;�:?�0;HED7��0;D;JE�

�ECKD;�:?�0?8E�07B;DJ?7���7B78H?7�

�ECKD;�:?�0?BB7H?997���7CF7D?7�

/D?ED;�:;?�9ECKD?�:;BB7��7II7�,EC7=D7�� C?B?7�,EC7=D7�

Torna al menu

Indice dei comuni citati



Comune di Acicastello (Sicilia)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9E�
CKD?�:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Acri (Calabria)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?
:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)
 vedi (3)
 vedi (4)

vedi (5)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Adrano (Sicilia)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?
:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)
 vedi (3)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Afragola (Campania)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?
9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)
 vedi (3)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Agrigento (Sicilia)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9E�
CKD?�:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)
 vedi (3)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Altamura (Puglia)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9E�
CKD?�:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Andria (Puglia)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?
:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)
 vedi (3)
 vedi (4)

vedi (5)
 vedi (6)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Angri (Campania)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9E�
CKD?�:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)
 vedi (3)

vedi (4)
 vedi (5)
 vedi (6)
 vedi (7)
 vedi (8)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Arezzo (Toscana)
�?D &\;IF;H?;DP7�:;B�9ECKD;�:?��H;PPE

vedi (1)
 vedi (2)
 vedi (3)
 vedi (4)
 vedi (5)
 vedi (6)
 vedi (7)
 vedi (8)

vedi (9)
 vedi (10)
 vedi (11)
 vedi (12)
 vedi (13)
 vedi (14)
 vedi (15)

vedi (16)
 vedi (17)
 vedi (18)
 vedi (19)
 vedi (20)
 vedi (21)
 vedi (22)

vedi (23)
 vedi (24)
 vedi (25)
 vedi (26)
 vedi (27)
 vedi (28)
 vedi (29)

vedi (30)
 vedi (31)
 vedi (32)
 vedi (33)
 vedi (34)�

&\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7
 vedi (39)�

&E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H?
 vedi (1)
 vedi

(2)�

 IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B?
 vedi (1)

vedi (2)
 vedi (3)
 vedi (4)
 vedi (5)
 vedi (6)
 vedi (7)
 vedi (8)
 vedi (9)

vedi (10)
 vedi (11)
 vedi (12)
 vedi (13)
 vedi (14)
 vedi (15)
 vedi (16)

vedi (17)
 vedi (18)
 vedi (19)
 vedi (20)
 vedi (21)
 vedi (22)
 vedi (23)

vedi (24)
 vedi (25)
 vedi (26)
 vedi (27)
 vedi (28)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Arzano (Campania)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9E�
CKD?�:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)
 vedi (3)

vedi (4)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Aversa (Campania)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9E�
CKD?�:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Barletta (Puglia)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?
:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)
 vedi (3)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Battipaglia (Campania)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?
9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)
 vedi (3)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Belpasso (Sicilia)
�?D &E�IL?BKFFE�:;B�9?9BE�:;BB7 perfor-

mance��*H?D9?F?�;�9H?J;H?
 vedi (1)�

$B�9?9BE�:?�=;IJ?ED;�:;BB7 performance D;=B?�;DJ?�BE97B?
 vedi (1)
 vedi (2)

vedi (3)
 vedi (4)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Benevento (Campania)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?
9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)
 vedi (3)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Bergamo (Lombardia)
�?D &\;LEBKP?ED;�?D�9EHIE�D;?�9ECK�
D?�97FEBKE=E�:?�*HEL?D9?7
 vedi (1)�

&E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H?
 vedi (1)
 vedi

(2)
 vedi (3)
 vedi (4)
 vedi (5)
 vedi (6)
 vedi (7)�

&\;IF;H?;DP7�:;B�9ECKD;�:?��;H=7CE
 vedi (1)
 vedi (2)
 vedi (3)
 vedi

(4)
 vedi (5)
 vedi (6)
 vedi (7)
 vedi (8)
 vedi (9)
 vedi (10)
 vedi (11)
 ve-

di (12)
 vedi (13)
 vedi (14)
 vedi (15)
 vedi (16)
 vedi (17)
 vedi (18)
 ve-

di (19)
 vedi (20)
 vedi (21)
 vedi (22)
 vedi (23)
 vedi (24)
 vedi (25)
 ve-

di (26)
 vedi (27)
 vedi (28)
 vedi (29)
 vedi (30)
 vedi (31)
 vedi (32)
 ve-

di (33)
 vedi (34)
 vedi (35)
 vedi (36)
 vedi (37)
 vedi (38)
 vedi (39)
 ve-

di (40)
 vedi (41)
 vedi (42)�

 IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B?
 vedi (1)

vedi (2)
 vedi (3)
 vedi (4)
 vedi (5)
 vedi (6)
 vedi (7)
 vedi (8)
 vedi (9)

vedi (10)
 vedi (11)
 vedi (12)
 vedi (13)
 vedi (14)
 vedi (15)
 vedi (16)

vedi (17)
 vedi (18)
 vedi (19)
 vedi (20)
 vedi (21)
 vedi (22)
 vedi (23)

vedi (24)
 vedi (25)
 vedi (26)
 vedi (27)
 vedi (28)
 vedi (29)
 vedi (30)

vedi (31)
 vedi (32)
 vedi (33)
 vedi (34)
 vedi (35)
 vedi (36)
 vedi (37)

vedi (38)
 vedi (39)
 vedi (40)
 vedi (41)
 vedi (42)
 vedi (43)
 vedi (44)

vedi (45)
 vedi (46)
 vedi (47)
 vedi (48)
 vedi (49)
 vedi (50)
 vedi (51)

vedi (52)
 vedi (53)
 vedi (54)
 vedi (55)
 vedi (56)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Bisceglie (Puglia)
�?D &E�IL?BKFFE�:;B�9?9BE�:;BB7 perfor-

mance��*H?D9?F?�;�9H?J;H?
 vedi (1)�

$B�9?9BE�:?�=;IJ?ED;�:;BB7 performance D;=B?�;DJ?�BE97B?
 vedi (1)
 vedi (2)

vedi (3)
 vedi (4)
 vedi (5)
 vedi (6)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Bitonto (Puglia)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?
:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)
 vedi (3)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Bolzano (Trentino-Alto Adige)
�?D &\;LEBKP?ED;�?D�9EHIE
D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7
 vedi (1)
 vedi (2)
 vedi (3)
 vedi (4)

vedi (5)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Brescia (Lombardia)
�?D &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?
97FEBKE=E�:?�*HEL?D9?7
 vedi (1)�

&E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H?
 vedi (1)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Brindisi (Puglia)
�?D &E�IL?BKFFE�:;B�9?9BE�:;BB7 perfor-

mance��*H?D9?F?�;�9H?J;H?
 vedi (1)�

$B�9?9BE�:?�=;IJ?ED;�:;BB7 performance D;=B?�;DJ?�BE97B?
 vedi (1)
 vedi (2)

vedi (3)
 vedi (4)
 vedi (5)
 vedi (6)
 vedi (7)
 vedi (8)
 vedi (9)
 vedi (10)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Caltagirone (Sicilia)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9E�
CKD?�:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)
 vedi (3)

vedi (4)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Canosa di Puglia (Puglia)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE
D;?�9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Casarano (Puglia)
�?D &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97�
FEBKE=E�:?�*HEL?D9?7
 vedi (1)�

 IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B?
 vedi (1)

vedi (2)
 vedi (3)
 vedi (4)
 vedi (5)
 vedi (6)
 vedi (7)
 vedi (8)
 vedi (9)

vedi (10)
 vedi (11)
 vedi (12)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Casavatore (Campania)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?
9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)
 vedi (3)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Castelvetrano (Sicilia)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?
9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)
 vedi (3)

vedi (4)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Catanzaro (Calabria)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?
9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)
 vedi (3)

vedi (4)
 vedi (5)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Cerignola (Puglia)
�?D &E�IL?BKFFE�:;B�9?9BE�:;BB7 perfor-

mance��*H?D9?F?�;�9H?J;H?
 vedi (1)�

$B�9?9BE�:?�=;IJ?ED;�:;BB7 performance D;=B?�;DJ?�BE97B?
 vedi (1)
 vedi (2)

vedi (3)
 vedi (4)
 vedi (5)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Cesena (Emilia Romagna)
�?D &\;LEBKP?ED;�?D�9EHIE�D;?
9ECKD?�97FEBKE=E�:?�*HEL?D9?7
 vedi (1)
 vedi (2)
 vedi (3)�

&E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H?
 vedi (1)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Comiso (Sicilia)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?
:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Corato (Puglia)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?
:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Cosenza (Calabria)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9E�
CKD?�:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)
 vedi (3)

vedi (4)
 vedi (5)
 vedi (6)
 vedi (7)
 vedi (8)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Eboli (Campania)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECK�
D?�:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Ercolano (Campania)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?
9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Erice (Sicilia)
�?D &E�IL?BKFFE�:;B�9?9BE�:;BB7 performance�
*H?D9?F?�;�9H?J;H?
 vedi (1)
 vedi (2)�

$B�9?9BE�:?�=;IJ?ED;�:;BB7 performance D;=B?�;DJ?�BE97B?
 vedi (1)
 vedi (2)

vedi (3)
 vedi (4)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Foggia (Puglia)
�?D &E�IL?BKFFE�:;B�9?9BE�:;BB7 perfor-

mance��*H?D9?F?�;�9H?J;H?
 vedi (1)�

$B�9?9BE�:?�=;IJ?ED;�:;BB7 performance D;=B?�;DJ?�BE97B?
 vedi (1)
 vedi (2)

vedi (3)
 vedi (4)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Francavilla Fontana (Puglia)
�?D $�F;H9EHI?�:?�C?=B?EH7C;D�
JE�D;?�9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Frattamaggiore (Campania)
�?D $�F;H9EHI?�:?�C?=B?EH7C;D�
JE�D;?�9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Gela (Sicilia)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?
:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Genova (Liguria)
�?D &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97�
FEBKE=E�:?�*HEL?D9?7
 vedi (1)�

&E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H?
 vedi (1)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Ginosa (Puglia)
�?D &E�IL?BKFFE�:;B�9?9BE�:;BB7 perfor-

mance��*H?D9?F?�;�9H?J;H?
 vedi (1)�

$B�9?9BE�:?�=;IJ?ED;�:;BB7 performance D;=B?�;DJ?�BE97B?
 vedi (1)
 vedi (2)

vedi (3)
 vedi (4)
 vedi (5)
 vedi (6)
 vedi (7)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Giugliano in Campania (Campania)
�?D $�F;H9EHI?�:?�C?�
=B?EH7C;DJE�D;?�9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)

vedi (2)
 vedi (3)
 vedi (4)
 vedi (5)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Gravina di Catania (Sicilia)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE
D;?�9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)
 vedi

(3)
 vedi (4)
 vedi (5)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di La Spezia (Liguria)
�?D &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?
97FEBKE=E�:?�*HEL?D9?7
 vedi (1)
 vedi (2)
 vedi (3)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Lecco (Lombardia)
�?D &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?
97FEBKE=E�:?�*HEL?D9?7
 vedi (1)
 vedi (2)
 vedi (3)�

&E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H?
 vedi (1)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Livorno (Toscana)
�?D &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?
97FEBKE=E�:?�*HEL?D9?7
 vedi (1)
 vedi (2)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Lucera (Puglia)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?
:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Manfredonia (Puglia)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?
9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)
 vedi (3)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Marsala (Sicilia)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?
:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)
 vedi (3)
 vedi (4)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Massa (Toscana)
�?D &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97�
FEBKE=E�:?�*HEL?D9?7
 vedi (1)
 vedi (2)
 vedi (3)�

&E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H?
 vedi (1)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Massafra (Puglia)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9E�
CKD?�:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)
 vedi (3)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Mazara del Vallo (Sicilia)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE
D;?�9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)
 vedi

(3)
 vedi (4)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Mercato San Severino (Campania)
�?D $�F;H9EHI?�:?�C?=B?E�
H7C;DJE�D;?�9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi

(2)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Mesagne (Puglia)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECK�
D?�:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Modica (Sicilia)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?
:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Modugno (Puglia)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9E�
CKD?�:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)
 vedi (3)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Nardò (Puglia)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?
:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Niscemi (Sicilia)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?
:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Noicattaro (Puglia)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9E�
CKD?�:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)
 vedi (3)

vedi (4)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Nola (Campania)
�?D &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97�
FEBKE=E�:?�*HEL?D9?7�  IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?�
IJH7P?ED?�BE97B?
 vedi (1)
 vedi (2)
 vedi (3)
 vedi (4)
 vedi (5)
 vedi (6)
 ve-

di (7)
 vedi (8)
 vedi (9)
 vedi (10)
 vedi (11)
 vedi (12)
 vedi (13)
 vedi

(14)�

$B�9?9BE�:?�=;IJ?ED;�:;BB7 performance D;=B?�;DJ?�BE97B?
 vedi (1)
 vedi (2)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Noto (Sicilia)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?
:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)
 vedi (3)
 vedi (4)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Novara (Piemonte)
�?D &\;IF;H?;DP7�:;B�9ECKD;�:?�(EL7�
H7
 vedi (1)
 vedi (2)
 vedi (3)
 vedi (4)
 vedi (5)
 vedi (6)
 vedi (7)
 vedi

(8)
 vedi (9)
 vedi (10)
 vedi (11)
 vedi (12)
 vedi (13)
 vedi (14)�

&\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7
 vedi (1)�

&E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H?
 vedi (1)�

 IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B?
 vedi (1)

vedi (2)
 vedi (3)
 vedi (4)
 vedi (5)
 vedi (6)
 vedi (7)
 vedi (8)
 vedi (9)

vedi (10)
 vedi (11)
 vedi (12)
 vedi (13)
 vedi (14)
 vedi (15)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Ostuni (Puglia)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?
:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Ottaviano (Campania)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?
9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Palo del Colle (Puglia)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?
9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Pescara (Abruzzo)
�?D &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?
97FEBKE=E�:?�*HEL?D9?7
 vedi (1)
 vedi (2)
 vedi (3)�

&E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H?
 vedi (1)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Piazza Armerina (Sicilia)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE
D;?�9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)
 vedi

(3)
 vedi (4)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Pordenone (Friuli-Venezia Giulia)
�?D &\;LEBKP?ED;�?D�9EH�
IE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7
 vedi (1)
 vedi (2)
 vedi (3)
 vedi

(4)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Putignano (Puglia)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9E�
CKD?�:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)
 vedi (3)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Ragusa (Sicilia)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?
:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)
 vedi (3)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Reggio Calabria (Calabria)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE
D;?�9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)
 vedi

(3)
 vedi (4)
 vedi (5)
 vedi (6)
 vedi (7)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Reggio Emilia (Emilia Romagna)
�?D &\;IF;H?;DP7�:;B�9E�
CKD;�:?�,;==?E� C?B?7
 vedi (1)
 vedi (2)
 vedi (3)
 vedi (4)
 vedi (5)
 ve-

di (6)
 vedi (7)
 vedi (8)
 vedi (9)
 vedi (10)
 vedi (11)
 vedi (12)
 vedi

(13)
 vedi (14)
 vedi (15)
 vedi (16)
 vedi (17)
 vedi (18)
 vedi (19)
 vedi

(20)
 vedi (21)
 vedi (22)
 vedi (23)
 vedi (24)
 vedi (25)
 vedi (26)
 vedi

(27)
 vedi (28)
 vedi (29)
 vedi (30)
 vedi (31)
 vedi (32)
 vedi (33)
 vedi

(34)
 vedi (35)
 vedi (36)
 vedi (37)
 vedi (38)
 vedi (39)
 vedi (40)
 vedi

(41)
 vedi (42)
 vedi (43)
 vedi (44)
 vedi (45)
 vedi (46)
 vedi (47)
 vedi

(48)
 vedi (49)
 vedi (50)
 vedi (51)
 vedi (52)
 vedi (53)
 vedi (54)
 vedi

(55)
 vedi (56)
 vedi (57)
 vedi (58)
 vedi (59)
 vedi (60)
 vedi (61)
 vedi

(62)
 vedi (63)
 vedi (64)
 vedi (65)
 vedi (66)
 vedi (67)
 vedi (68)
 vedi

(69)
 vedi (70)
 vedi (71)
 vedi (72)
 vedi (73)
 vedi (74)
 vedi (75)
 vedi

(76)
 vedi (77)
 vedi (78)
 vedi (79)
 vedi (80)
 vedi (81)
 vedi (82)
 vedi

(83)
 vedi (84)
 vedi (85)
 vedi (86)
 vedi (87)
 vedi (88)
 vedi (89)
 vedi

(90)
 vedi (91)
 vedi (92)
 vedi (93)
 vedi (94)
 vedi (95)
 vedi (96)
 vedi

(97)
 vedi (98)
 vedi (99)
 vedi (100)
 vedi (101)
 vedi (102)
 vedi (103)

vedi (104)
 vedi (105)
 vedi (106)
 vedi (107)�

&\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97FEBKE=E�:?�*HEL?D9?7
 vedi (1)�

&E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H?
 vedi (1)
 vedi

(2)�

Indice dei comuni citati



 IF;H?;DP;�; leading practice ?D�7B9KD;�7CC?D?IJH7P?ED?�BE97B?
 vedi (1)

vedi (2)
 vedi (3)
 vedi (4)
 vedi (5)
 vedi (6)
 vedi (7)
 vedi (8)
 vedi (9)

vedi (10)
 vedi (11)
 vedi (12)
 vedi (13)
 vedi (14)
 vedi (15)
 vedi (16)

vedi (17)
 vedi (18)
 vedi (19)
 vedi (20)
 vedi (21)
 vedi (22)
 vedi (23)

vedi (24)
 vedi (25)
 vedi (26)
 vedi (27)
 vedi (28)
 vedi (29)
 vedi (30)

vedi (31)
 vedi (32)
 vedi (33)
 vedi (34)
 vedi (35)
 vedi (36)
 vedi (37)

vedi (38)
 vedi (39)
 vedi (40)
 vedi (41)
 vedi (42)
 vedi (43)
 vedi (44)

vedi (45)
 vedi (46)
 vedi (47)
 vedi (48)
 vedi (49)
 vedi (50)
 vedi (51)

vedi (52)
 vedi (53)
 vedi (54)
 vedi (55)
 vedi (56)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Rende (Calabria)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECK�
D?�:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)
 vedi (3)
 vedi

(4)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Ribera (Sicilia)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?
:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Rosolini (Sicilia)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9ECKD?
:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Rovigo (Veneto)
�?D &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97�
FEBKE=E�:?�*HEL?D9?7
 vedi (1)
 vedi (2)�

&E�IL?BKFFE�:;B�9?9BE�:;BB7 performance��*H?D9?F?�;�9H?J;H?
 vedi (1)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Ruvo di Puglia (Puglia)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?
9ECKD?�:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di San Cataldo (Sicilia)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9E�
CKD?�:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)
 vedi (3)

vedi (4)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di San Severo (Puglia)
�?D $�F;H9EHI?�:?�C?=B?EH7C;DJE�D;?�9E�
CKD?�:;BB;�H;=?ED?�)8?;JJ?LE��EDL;H=;DP7
 vedi (1)
 vedi (2)�

Torna all’indice dei comuni citati

Indice dei comuni citati



Comune di Sassari (Sassari)
�?D &\;LEBKP?ED;�?D�9EHIE�D;?�9ECKD?�97�
FEBKE=E�:?�*HEL?D9?7
 vedi (1)
 vedi (2)�
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