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How to make 
Benchmarking a 
success in your 

organisation



Lots of definitions but a simple concept ......

Benchmarking is about being humble enough to admit 
that someone else is better at something and being 
wise enough to try and learn how to match and even 

surpass them at it
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Raising the Bar & the New Normal
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“Worlds laziest high jumper”

1968 

Olympic Gold Medallist

Dick Fosbury

1972
28 of the 40 competitors had 

adopted the technique

1980
13 from 16 finalists were 

floppers

Now everyone flops!



NHSBT  Benchmarking Journey ........

Late 1990’s - We stated our aim to be “World Class”

Early 2000’s - Start to informally measure performance 

2002 - UK Blood Services form a “Benchmarking Club”
UK & Ireland Business Information Committee

2005 - European Blood Alliance forms a benchmarking group

2005/7 - Data gathering/ analysing

2008 - First visits to EBA best performers

2009 - First EBA workshops to examine in detail what “best” looks like

2010 - First learning partnerships

2011/12 - Second round of workshops – reviewing lessons learnt
- EBA “Flying Squad” concept trialled in Malta & Estonia

2012/13  - Further focussed visits
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Some of the things we benchmarked ............

Donors invited Supply Chain 
Efficiency

Input Costs

Labour 
Productivity

Products 
Shipped

Blood Packs, Test Kits, Harnesses 

Collection

Processing

Testing

(Invite success, Deferral rates, process losses, expiries)
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Key Lesson #1 – Right Definitions

 Define in haste and you will repent at leisure!

 Agree a sensible cut off point on how much detail to build in – how 
many decimal points do you want to go to? Accuracy not precision

Involve your experts – avoid the charge “its just a Finance or head 
office measure”

 Share the definition widely and explain it often

Getting your definitions right is the 
cornerstone of successful benchmarking
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Right Definitions – an example - Productivity

Old definition of Processing Productivity

Simply divided whole blood donations by 
number of FTEs in processing 
department

Nobody took it seriously 
because it took no account 
of product mix

High resistance

Easy to fault

New  definition of Processing Productivity

Each processed product given a weighting 
based on labour effort

FTEs adjusted to include overtime and temp staff

Much greater 
Acceptance

Lower resistance

EBA Benchmarking Masterclass, Amsterdam 2013



Key Lesson #2 – Deciding where to focus

 Evaluate impact on your organisation of best 
performance or other benchmark (eg. upper 
quartile) – is it worth looking at further?

 The larger the gap the larger the potential! 

 The larger the gap the easier it is to get 
people to pay attention

 Select areas where you already have good information 

 Look for areas that are most readily comparable 
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Delivering the Message 

Right Time, Right Place, Right People ........ Right Way

EBA Benchmarking Masterclass, Amsterdam 2013



The Human Reaction ..................
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“I don’t believe those numbers”

“We are going to be better than them”



Key Lesson #3  - Get Buy In

Involve your operational people and 
don’t use benchmarking as a weapon

 Explain what you’re doing & what you hope to achieve

 Involve operational staff in setting definitions

 Share the results with them 

 Take time to put results into context

 Avoid turning the results into a crime scene investigation
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Getting off the numbers page 
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Getting off the numbers page 

The numbers can point you in the right direction and 
show you the art of the possible

People will speculate and dismiss them all 
day long until you show them what’s really 
happening in the real world

BUT .........
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Key Lesson # 5  - Celebrate Success ....

 

 Enter National Awards

 Shop floor staff invited to 
participate in workshops  

 Company newsletters frequently 
refer to success

 Reporting emphasises progress 
made 

 Employees nominated for awards 

 Employees have regular 
opportunities to meet the CEO 

 Senior management team conduct 
Gemba walks 
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Summary of Key Lessons ..............

 Get the definitions “right”
Accuracy not precision, involve the experts

 Decide where to focus
Where can you release most value, what are 
your burning platforms?

 Get buy in
Understand the reaction, think how you 
deliver message

 Go beyond the numbers
Show people the art of the possible

 Celebrate success
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Most important Lesson
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You need an Eric Jansen!



The demanding customer/funding body

Sufficiency

Public perception (esp 
Patients/Donors)

Self driven – “because we can, 
because we should”

Competition

For Discussion.....
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Without a burning platform who will jump?



As leaders ...........

For Discussion...........
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What stops you taking those first steps off the burning platform?

What more can the EBA Benchmarking Group do to help you?



 Benchmarking is harder than you think and 
requires real determination

The psychology of benchmarking is almost as 
important as the numbers

 You’ll need to take care, be organised and 
have lots of patience but the results can be truly 
spectacular

Happy Benchmarking!
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Final Thoughts ..............



Any Questions?

Thank you for listening ...............


