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Central Europe – AUSTRIA – PES Austria 
 Distance Vienna – Washington: 7,119 km 
 Population: 8.8 Mill. 
 Area: 83,879 km2   
 Capital: Vienna (1.9 Mill.)  
 Economic growth:  

2017 2.6% (forecast for 2018: 3.0%; 2019: 2.0%)  

 Unemployment rate (September 2018; 
Eurostat): 4.9% (-0.5%-points compared to 
September 2017)  

 Employment rate 2017 of people aged 20-
64: 75.4% (men: 79.4%; women: 71.4%) 

 Employed persons 2017: 74% service 
sector, 25% production sector, 1% primary 
sector 
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Total unemployment rate 
 in European comparison September 2018 
 

Eurostat (5.11.2018): Austria: September 2018; 1) July 2018 2) August 2018  
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Overview of the “technical” tools of 
Performance management used by the AMS 
 Labour market policy targets 
 Balanced Scorecard 
 Specialist Monitoring  

(e.g. process indicators for main processes for PES like service for 
jobseekers, service for employers, labour market and vocational 
information) 

 Controlling (financial, IT, HR – Controlling)  
 Traditional statistics and forecasts of the labour market 
 Monitoring of active labour market policy instruments 
 Assessments (internal/external/EU PES Benchlearning-

Assessment) 
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Balanced Scorecard - Intentions of  the BSC 
 
 Strategic management information 
 Overall evaluation of local offices, regional offices and the 

federal office 
 supports a systematic working out of objectives and priorities 

of individual organisations 
 supports an independent analysis of strengths and 

weaknesses of an organisational unit 
 allows an assessment of organisational units  
 is believed to eliminate lengthy disputed questions about 

strenghts and weaknesses of a local or regional office 
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Overall 
performance 

Career information 
• Customer satisfaction with 

career information centres and 
utilization  

Management process 
• Evaluation of managers by staff 
• Satisfaction of staff with working 

conditions 
• Achievement of targets 

concerning women’s promotion 
Support process 
• Call centre: service level 
• Call centre: customer 

satisfaction 
• Costindex of materials 

Services to jobseekers 
 
• Achievement of LMP targets 
• Overall customer satisfaction 
• Average duration of business case of registered 

unemployed 
• Taking up work within 3 months after finishing an 

active measure 
• Customer satisfaction with active measures 
• Average duration of processing ue benefit 

applications 
• Ratio of granted appeals in ue insurance cases 
• Utilization eAMS (3 items)  

 

Services to employers 
 
•Achievement of LMP targets  
•Overall customer satisfaction 
•Penetration rate of open vacancies 
•Penetration rate of  apprenticeships 
•Days for filling vacancies 
•Utilization eAMS (2 items)  
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Balanced Scorecard – Usage in PES Austria 
 facilitates self control of organisational units (systematic 

development of measures) 
 promotes learning in the organisation 
 jointly developed and ongoing reflected 
 basis for internal management assessments (cycle of 4 years for 

each federal office) 
 focusing on transparency and traceability 
 challenge: the more decent and precise, the more complex and so 

less understandable e.g. cluster/development 
 Since 2009 BSC performance used as basis of staff bonus system  

 Annual Award: Best of AMS Award 
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Balanced Scorecard –  
Best of AMS Award 2017 

© Frank Helmrich 
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BSC development since 2005 –  
the real success 
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Diagramm1
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		2010		2010		2010		2010		2010

		2011		2011		2011		2011		2011
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		2016		2016		2016		2016		2016
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Austria

best region

worst region

best local office

worst local office

53.7409729007

72.4146477919

37.5101746303

84.0280146383

17.5492582413

56.9953362351

72.0258443139

41.4546969625

87.4901934152

20.3357958674

59.1062746142

72.9006521395

44.878244647

87.0223314183

24.9009745316
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79.7047130059
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26.0867352235
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78.9465462236

43.985145251

88.3042732897

29.5432276407

68.8601853412

80.129668851

47.3010985516

92.7387673632

36.0372498155

67.4744540573

73.3536028944

55.9810939559

85.4122119374

40.4275746662

64.5614321083

73.4555678693

55.5282224475

86.0162449179

20.903880457

68.9109861037

76.0446782774

59.8473138102

90.5128445184

41.2083323894

67.5303017425

73.2320802093

58.073041967

89.9779733659

43.1010480564

70.0804496212

74.6058201242

65.4071456875

95.5276630513

41.6813824419

78.3492063492

83.3155929038

70.2810457516

93.3244575936

54.3145956607

81.5611577964

85.6255835667

75.7675070028

95.7108953613

65.0818540433



Tabelle1

		

				2005		2006		2007		2008		2009

		Österreich		61.1		64.8		67.2		71.5		72.23

		beste LO		74.5		74.1		75		82		81.22

		schlechteste LO		50.4		55.7		60.3		63		59.1

		beste RGS		89.8		93.5		93		92		94.37

		schlechteste RGS		29.6		34.3		42		44		49.83

		Performance neu																		Steigerungen

				2005		2006		2007		2008		2009		2010		2011

		Österreich		50.4		53.5		55.4		59.0		59.6		64.6		63.3				0.2555495447

		beste LO		67.3		67.0		67.8		74.1		73.4		74.5		68.2				0.0129663698

		schlechteste LO		38.5		42.5		46.0		48.1		45.1		48.5		57.4				0.4924242424

		beste RGS		87.2		90.8		90.3		89.3		91.6		96.2		88.6				0.0164730454

		schlechteste RGS		19.2		22.2		27.2		28.5		32.3		39.4		44.2				1.3036628734

		BSC Performance nach BSC 2012

				2011		2012

		Österreich		63.9		61.2

		beste LO		71.9		72.0

		schlechteste LO		54.4		54.0

		beste RGS		87.7		88.3

		schlechteste RGS		44.2		22.9

		Performance neu normiert auf 2012 BSC																				Steigerungen

				2005		2006		2007		2008		2009		2010		2011		2012

		Österreich		50.9		54.0		56.0		59.6		60.2		65.2		63.9		61.2				0.201344684

		beste LO		71.0		70.6		71.5		78.2		77.4		78.6		71.9		72.0				0.0143744409

		schlechteste LO		36.4		40.3		43.6		45.6		42.7		46.0		54.4		54.0				0.4803509446

		beste RGS		86.2		89.8		89.3		88.4		90.6		95.2		87.7		88.3				0.0236615168

		schlechteste RGS		19.2		22.2		27.2		28.5		32.3		39.4		44.2		22.9				0.1911546442

		BSC Performance nach BSC 2013

				2012		2013

		Österreich		62.5		66.9

		beste LO		70.4		72.9

		schlechteste LO		53.7		58.0

		beste RGS		85.9		90.4

		schlechteste RGS		22.0		43.3

		Performance neu normiert auf 2013 BSC																						Steigerungen

				2005		2006		2007		2008		2009		2010		2011		2012		2013

		Österreich		52.0		55.2		57.2		60.9		61.5		66.7		65.3		62.5		66.7				0.2822802116

		beste LO		69.4		69.0		69.8		76.3		75.6		76.8		70.3		70.4		72.8				0.0501284008

		schlechteste LO		36.3		40.1		43.4		45.4		42.6		45.8		54.2		53.7		57.9				0.5954954729

		beste RGS		83.9		87.4		86.9		86.0		88.2		92.6		85.3		85.9		90.4				0.0771746174

		schlechteste RGS		18.4		21.4		26.2		27.4		31.0		37.9		42.5		22.0		43.3				1.3481523733

		BSC Performance nach BSC 2014

				2013		2014

		Österreich		69.5		68.1

		beste LO		76.7		73.9

		schlechteste LO		62.7		60.8

		beste RGS		91.5		90.9

		schlechteste RGS		50.9		53.2

		Performance neu normiert auf 2014 BSC																								Steigerungen

				2005		2006		2007		2008		2009		2010		2011		2012		2013		2014

		Österreich		54.2		57.5		59.6		63.4		64.1		69.4		68.1		65.1		69.5		68.1				0.2565887459

		beste LO		73.1		72.7		73.6		80.4		79.7		80.9		74.0		74.1		76.7		73.9				0.0112882192

		schlechteste LO		39.3		43.4		47.0		49.1		46.1		49.5		58.6		58.1		62.7		60.8				0.548194391

		beste RGS		84.9		88.4		88.0		87.0		89.2		93.7		86.3		86.9		91.5		90.9				0.0708092266

		schlechteste RGS		21.7		25.1		30.7		32.2		36.5		44.5		49.9		25.8		50.9		53.2				1.4560039783

		BSC Performance nach BSC 2015

				2014		2015

		Österreich		67.6		70.1

		beste LO		74.4		75.8

		schlechteste LO		58.0		65.4

		beste RGS		89.9		95.4

		schlechteste RGS		46.2		44.7

		Performance neu normiert auf 2014 BSC																										Steigerungen

				2005		2006		2007		2008		2009		2010		2011		2012		2013		2014		2015

		Austria		53.8		57.0		59.1		62.9		63.6		68.9		67.5		64.6		69.0		67.6		70.1				0.3040413271

		best region		73.6		73.2		74.1		81.0		80.3		81.5		74.6		74.7		77.3		74.4		75.8				0.0302586894

		worst region		37.5		41.4		44.8		46.9		44.0		47.3		55.9		55.5		59.8		58.0		65.4				0.7437174402

		best local office		84.0		87.4		86.9		86.0		88.2		92.7		85.3		85.9		90.4		89.9		95.4				0.1368549342

		worst local office		18.8		21.8		26.7		28.0		31.7		38.7		43.4		22.4		44.2		46.2		44.7				1.3751079316

		BSC Performance nach BSC 2016

				2015		2016

		Österreich		70.4		78.7

		beste LO		75.6		84.4

		schlechteste LO		66.2		71.1

		beste RGS		91.9		89.8

		schlechteste RGS		45.6		59.5

		Performance neu normiert auf 2016 BSC																												Steigerungen

				2005		2006		2007		2008		2009		2010		2011		2012		2013		2014		2015		2016

		Austria		54.0		57.3		59.4		63.2		63.8		69.2		67.8		64.9		69.3		67.9		70.4		78.7				0.4579045023

		best region		73.3		72.9		73.8		80.7		79.9		81.1		74.3		74.4		77.0		74.2		75.6		84.4				0.1505350843

		worst region		37.9		41.9		45.4		47.4		44.5		47.8		56.6		56.2		60.5		58.7		66.2		71.1				0.873652854

		best local office		80.9		84.2		83.7		82.8		85.0		89.2		82.2		82.8		87.1		86.6		91.9		89.8				0.1106350423

		worst local office		19.2		22.3		27.3		28.6		32.3		39.5		44.3		22.9		45.1		47.2		45.6		59.5				2.0949795663

		BSC Performance nach BSC 2017

				2016		2017				2016		2017

		Österreich		78.3		81.6				78.35 %		81.56 %		78.3492063492		81.5611577964

		beste LO		83.3		85.6				83.32 %		85.63 %		83.3155929038		85.6255835667

		schlechteste LO		70.3		75.8				70.28 %		75.77 %		70.2810457516		75.7675070028

		beste RGS		93.3		95.7				93.32 %		95.71 %		93.3244575936		95.7108953613

		schlechteste RGS		54.3		65.1				54.31 %		65.08 %		54.3145956607		65.0818540433

		Performance neu normiert auf 2017 BSC																														Steigerungen

				2005		2006		2007		2008		2009		2010		2011		2012		2013		2014		2015		2016		2017

		Austria		53.7		57.0		59.1		62.9		63.5		68.9		67.5		64.6		68.9		67.5		70.1		78.3		81.6				0.5176717762

		best region		72.4		72.0		72.9		79.7		78.9		80.1		73.4		73.5		76.0		73.2		74.6		83.3		85.6				0.1824345789

		worst region		37.5		41.5		44.9		46.9		44.0		47.3		56.0		55.5		59.8		58.1		65.4		70.3		75.8				1.019918802

		best local office		84.0		87.5		87.0		86.1		88.3		92.7		85.4		86.0		90.5		90.0		95.5		93.3		95.7				0.139035544

		worst local office		17.5		20.3		24.9		26.1		29.5		36.0		40.4		20.9		41.2		43.1		41.7		54.3		65.1				2.7085244942
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		2005		2005		2005		2005		2005
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		2007		2007		2007		2007		2007

		2008		2008		2008		2008		2008

		2009		2009		2009		2009		2009

		2010		2010		2010		2010		2010

		2011		2011		2011		2011		2011

		2012		2012		2012		2012		2012

		2013		2013		2013		2013		2013

		2014		2014		2014		2014		2014

		2015		2015		2015		2015		2015
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Austria

best region

worst region

best local office

worst local office

53.7409729007

72.4146477919

37.5101746303

84.0280146383

17.5492582413

56.9953362351

72.0258443139

41.4546969625

87.4901934152

20.3357958674

59.1062746142

72.9006521395

44.878244647

87.0223314183

24.9009745316

62.8883725434

79.7047130059

46.8877182879

86.0866074245

26.0867352235

63.5304496337

78.9465462236

43.985145251

88.3042732897

29.5432276407

68.8601853412

80.129668851

47.3010985516

92.7387673632

36.0372498155

67.4744540573

73.3536028944

55.9810939559

85.4122119374

40.4275746662

64.5614321083

73.4555678693

55.5282224475

86.0162449179

20.903880457

68.9109861037

76.0446782774

59.8473138102

90.5128445184

41.2083323894

67.5303017425

73.2320802093

58.073041967

89.9779733659

43.1010480564

70.0804496212

74.6058201242

65.4071456875

95.5276630513

41.6813824419

78.3492063492

83.3155929038

70.2810457516

93.3244575936

54.3145956607

81.5611577964

85.6255835667

75.7675070028

95.7108953613

65.0818540433



Tabelle3
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Monitoring of active labour market policy 
instruments (1) 
 Since years the AMS has been carrying out nationwide monitoring of 

active labour market policy instruments.  

 Monitoring of every single instrument and measure on the dimensions: 
 inflow 
 outflow 
 outcome 

− employment after completion of measures: eg. 1 week, 3, 6 months  
− volume of employment after completion of measures: 6, 12, 24 months 

 costs  
− overall costs 
− costs per participant 

 Customer satisfaction 
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Monitoring of active labour market 
policy instruments (2) 

 
 Outcome Monitoring 

 data network with the Austrian General Social Security 
Insurance (Data Warehouse)  

 daily calendar for every legal employed person in Austria 
about employment status 

 in addition: evaluation by external research institutes 
e.g. WIFO (e.g. income)    
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Assessments 
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Assessments 
Internal Assessments 

 Gender Mainstreaming Assessment 
 Process-Reviews 
 Interface analysis 
 CIP (Continual Improvement Process) 
 Management Assessments (Benchmarking of the performance of 

regional and local offices; cycle of 4 years; carried out by internal 
assessors) 

External Assessments 
 Participation in the Process Award (Austrian Society for Process 

Management) 
 Participation in the Austrian Quality AWARD (Quality Austria) 

EU PES Benchlearning-Assessment 
 Data collection 
 PES capacity Questionnaire 
 Site Visits 
 Feedback Report 
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Benchlearning Methods 
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Benchlearning methods 
1. Data collection annually 
 unemployed individuals: stock, in/outflow, transition into 

employment 
 notified vacancies 
 annual PES expenditures on ALMP and unemployment 

insurance 

2. PES capacity Questionnaire 
 covering structure of the EFQM-model 
 describing the enablers and results  
 focusing on changes  
3. Site Visits 
 cycle of 3 years 
 based on information provided above 
 carried out by an expert delegation 
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Benchlearning methods 
4. Feedback Report 
 includes identification of strengths as basis for mutual learning and 

weaknesses as potential for improvement and recommendations 

 PES knowledge centre: collection of good practices  

 classification of maturity levels according to EFQM sections: 
o Strategic performance  management 
o Design of operational processes 
o Sustainable activation and management of transition 
o Relationship with employers 
o Evidence based design and implementation of PES services 
o Management of partnership and stakeholders 
o Allocation of PES resources 

 Maturity level 1-4 according to PDCA cycle 
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Benchlearning – Maturity levels  
(excerpt of the dashboard) 
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PES knowledge centre 

http://ec.europa.eu/social/main.jsp?catId=1206&langId=en
http://ec.europa.eu/social/main.jsp?catId=1206&langId=en
http://ec.europa.eu/social/main.jsp?catId=1206&langId=en
http://ec.europa.eu/social/main.jsp?catId=1206&langId=en
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