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KPI Selection & Design

Making Sure Your KPIls Count
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Results-Orientated KPI System
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Step 1l Step 2 Step 3 Step 4 Step 5 Step 6 Step 7
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Clear strategy Engage Longlist KPIs  Shortlist KPIs Define Prototype Go live
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A word of warning on strategy...

All we could think of
was to comcri)ot them...
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-Ngagement

 |dentify who needs to be involved
« Assess level and type of involvement

 Engage the team as early as possible



Step 1l Step 2 Step 3 Step 4 Step 5 Step 6 Step 7
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A A

Be Healthy

Strategic

Eat well

© :

O Manage calorie
R .

o intake

l_

~4 Calories consumed
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Tactical
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Be Healthy

Strategic

Right amount of Be in a relaxed

state regularly

quality sleep

Minimise unhealthy

habits

Eat well

Be aerobically fit Control/lose weight

Sleep to consistent Time spent on

schedule

Tactical

relaxing activities Good quality sleep

Manage smoking

Tactical

Manage calorie

Tactical

and drinking

Fresh fruit and veg

intake

Tactical
Tactical

Balance fat, carbs,

Tactical

g Be competitive in g Manage energy g Use aym reqularl
intake protein etc. 2 10k races ] output 2 9y 9 y
[ [ [
Training - Daily activity levels
Record sleep (log), Time available for . Cigarettes smoked Calories and food cumulative (e.g. walking or Gym attendance
duration and relaxing activities Alcohol intake (log) per day intake (log) Body fat levels duration and effort recorded with Fitbit frequency
pattern (% max HR) etc)
Time spent on

relaxing activities
(log)

Time and position

KPI

Effort at gym
(duration, calories

in races entered

KPI

burned and % max
HR)

KPI

. E Races entered
Weight

KP|
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Right amount of Be in a relaxed

quality sleep state regularly

S Good quaiBeldie |
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Sleep to consistent

Time spent on

ctical
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Be Healthy

Strategic

Minimise unhealthy

habits

juality sleep

Manage smoking

ctical
ctical

Manage calorie :
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Fresh fruit and e
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Be aerobically fit

Control/lose weight

ctical

Balance fat, carbs,

ctical

Be competitive in
(] |,

ctical
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Be in a relaxed

Minimise unhealthy

habits

state regularly

Time spent on Manage smoking Manage calorie

Good quality sleep

elaxing activities and drinking intake

Tactical
Tactical
Tactical
Tactical

Time available for Cigarettes smoked

KPI
KPI
KPI

Alcohol intake (log]

relaxing activities per day

_ ©Bernie Smith 2020



77+J!MADE

o
TO MEASURE KPls ® o

Service Quality K

Pl Tree

©Bernie Smith 2020



A A

@ MADE TO MEASURE KPls ® ® ®

Strategic

A growing

business (s

Our service is
in line with

customer
expectation

We serve our

cal

73 We sort out

Run a profitable

and solvent
business s

Strategic

Our service is

problem free

5] We manage our

We know how
happy our
customers are




Run a profitable

and solvent
business s
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Our service is

We know how
happy our
customers are

Our customers
are happy

Our service is

in line with problem free

Tactical

We serve our
customers
accurately

customer
expectation

Tactical

% Orders with
customer
reported
problems

KPI

% Orders with
problems
detected

KPI

We sort out
problems well
and quickly

% reopened
cases

Problem
resolution time
(median)

M Median live
B complaint age

KPI

Izl We manage our
service delivery
quality

Tacti

KPI

KPI

We measure

and improve

our customer
happiness

Tactical

Customer
survey scores

Net Promoter
Score®

=m [nternal quality
&4 audit scores

We have

minimal
complaints

Tactical

Tactical

are happy

KPI

KPI

Our customers
tell others they

Online review
scores

Total Unpaid
social media
Likes, +1s etc.

Our customers

tell us they are
happy

Tactical

Number of
positive

KPI

feedback
letters and
emails




Tactical

We serve our

customers
accurately

Tactical

% Orders with
customer
reported
problems

KPI

% Orders with
problems
detected
internally

KPI

Order problem
severity
weighted score

KPI

We sort out

problems well
and quickly

m Joreopened
= cases

Problem
resolution time
(median)

KPI

= Median live
B4 complaint age

W licket closure
x rate

Complaint
escalations %

Expressions of
dissatisfaction

%

Refund
requests

Invoice
discount
demands

Il We manage our

Tactic

We measure
and improve

service delivery
our customer

happiness

Tactical

quality

Customer
survey scores

KPI

Net Promoter
Score®

KPI

Internal quality
audit scores

KPI

External quality
audit scores

KPI

Customer
retention rate

KPI

Average
customer
relationship
duration

KPI

We have

minimal
complaints

Tactical

Our customers

tell others they
are happy

Tactical

Online review
scores

KPI

Total Unpaid
social media

KPI

Likes, +1s etc.

Number of
unpaid
referrals

KPI

Volume of new

o

B8 complaints
B Percent of
54 sales with

complaints

Our customers

tell us they are
happy

Tactical

Number of
positive

feedback
letters and
emails

KPI
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Tactical

Maximise
income

Income

Invoiced
amount in
period

Cash receipts
in period

KPI

Average days
to issue invoice

KPI

Tactical

Manage
controllable
(variable) costs

KPI

Total cost of

good sold

E
E Packaging

Total

controllable
costs

Itemised
controllable
cost examples

E
E
E Waste disposal

Tactical

Optimise costs

Manage non-
controllable
(fixed) costs

Total non-

controllable
costs

Itemised
non-controllable
cost examples

Salaries
Insurance
Accounting an
legal

rmits and
licenses
Property tax

o
X
o
X
o
4
o
X
o

<
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Profitable

Manage

Tactical

depreciation

Tactical

E Total costs
E

service profit

Run a profitable
and solvent
business sm

L
=)
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=
©
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Solvent

Maximise
profit

Manage assets

Maximise
individual
product/

Manage

inventory
(stock)

Tactical
Tactical

margins

e Net profit
W Invento

Gross profit X ratio

E Cash in bank

E Total assets
o
X

Cost of

E .
= invento

Gross profit
percentage
split

KPI

Gross profit
per unit Working

capital ratio

product/
service

turn

=i

E Cash forecast

Minimise the
amount owed
to me

Tactical
Tactical

Working
capital

Debt ratio

o

X

W Total accounts
& receivable
o

<

W Average debtor
= days

Manage
liabilities

Manage the
amount | owe

Tactical

Manage owed

and due tax

o
X

Tax forecast

E-

~ Tax owed
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KPIl Trees...

1. Explain a complex situation visually
2. Help build agreement

3. Align plans top-to-bottom

4. Show how measures /nteract
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Step 4: Shortlisting

Step 1l Step 2 Step 3 Step 4 Step 5 Step 6 Step 7
0 S B A
O » = =L 7S
Clear strategy Engage Longlist KPIs = Shortlist KPIs Define Prototype Go live
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How to shorten our list of KPIs
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The KPI Shortlisting Matrix

Importance
Relevant to strategic
a objectives

Not relevant to
strategic objectives

Hard/impossible 5 Easy 10
to collect currently to collect currently

Ease of Measurement ©Bernie Smith 2020



Importance

Relevant to strategic

Not relevant to
strategic objectives

objectives
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Pverage r wnit accounts
|t per | produet | Coppable
sale
—
o Labour ‘m shemised [
Iuteraction =~
it s | Stars @ gegaliv | Ttemise
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| comments | comtrollable |
absence rate costs
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wait sales Stoekouts growth
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Twitter
TR owed followers
?
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to failure
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Signups
Hard/impossible 5 Easy 10

to collect currently

to collect currently

Ease of Measurement

v Fl: Finance
v St: Sales value, aa’rivi’rv and results

Total W\lﬂ’ Auma«- WM
of sales :::ﬂw
Eliminated eliimated

v SS: Sales - Prici»ua
v Sé: Advert isi'ua and PPC
v Ql: Service 6w1i+v
v 0s: E#?iciaﬂcv
v 06: Procurement
v R3: Service R$D
Nimber of

inproved seryie
ideas tested
Eliminated

v Ti: Business premises

v T2: Stoek
v C2: Perishable aaads
v Ml: Public reviews

Onliye 'Gvic,
site seores -

ave;
Eliui:?fzd

v M2: Footfall
v M3: Web Mrkefma

Totad M«nbs'
of shares

sociad Pbd'
eliminated

v Cl: Live customers waifi«.a
v Hi: Healtih and sa&’rv
v Sector specific
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Step 4: Shortlisting

Step 1 Step 2 Step 3 Step 4 Step 5 Step 6 Step 7
>§O :=B > D %
O » = S 7S
Clear strategy Engage Longlist KPIs = Shortlist KPIs Define Prototype Go live

e Structured

« Gives us justification for not measuring
« Natural roadmap for KPI development

©Bernie Smith 2020



Step 5: Define

Step 1l Step 2 Step 3 Step 4 Step 5 Step 6 Step 7
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Clear strategy Engage Longlist KPIs  Shortlist KPlIs Define Prototype Go live
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Step 5: Define
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ROKS KPI Canvas e o messure KPls

L 4 v
madetomeasureKPls.com o0 O

Designed by: Designed for: Version

KPI Name é Definition or Formula Targets
If there’s any calculation, how is the measure worked out? \L/] What score do we want to achieve? (If we know at this stage)
What is and is not included in the values used?

Purpose
Why we should measure this?

Target Outcomes
What will achieving the target deliver?

,“ Customers 32“3 Production Resources

Who will use this KPI1? What resources are needed to produce the KPl and reports?

\‘ Production Cost
X2~ What is the cost of implementing and producing this KPI?

-Q Data Sources Problems and Errors
S0  Where will the KPI data come from? What are the known issues with KPI production & accuracy?

DESIGNED BY: Bernie Smith Version 1.4 This work is licensed under the Creative Commons Attribution-ShareAlike 4.0 International License. To view a copy of this license, visit http://creativecommons.org/licenses/by-sa/4.0/ or
Turning Strategy into Results 26th Sept 2017 send a letter to Creative Commons, PO Box 1866, Mountain View, CA 94042, USA.




Step 5: Define and

Step 1l Step 2 Step 3 Step 4
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» O ) Ky Q

Clear strategy Engage Longlist KPIs  Shortlist KPIs Define Prototype Go live

« Nail down precise definitions
« Manage definitions carefully
« Create user guides and cheat sheets

©Bernie Smith 2020
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Longlist KPIs
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 Prototyping
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Define Prototype Go live
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© eeemwmee® | Taking this further

with BERNIE SMITH

Start here KPI Shop KPI Definitions KPI Advice KPI Tools and Training Contact Bernie Q

https://madetomeasurekpis.com
CHIEVE

You are on the right site if you need to...

* Set up new measures, KPIs or metrics
* Improve your business or organisation through measurement
* Create clear, easy to understand, reports or dashboards

BUSINESS KPIs ‘| V| [Za{3Z2( 38
NEED KPIs FOR YOUR BUSINESS? DASHBOARD .
THIS IS HOW! TEMPLATES . [ i
| Sl exceLoasksoarD
TEMPLATES TO SAVE

YOU TIME AND MAKE o .\
YOU LOOK LIKE A STAR

FONULTIMATE s

©Bernie Smith 2020



More about the
ROKS approach...




Questions...



Hands-on help

bernie@madetomeasureKPls.com
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Thank you!

bernie@madetomeasureKKPls.com



