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Preface

Performance measurement is failing organizations worldwide, whether
they are multinationals, government departments, or non profit agencies.

The measures that have been adopted were dreamed up without any linkage
to the critical success factors of the organizations. Often these measures are
monthly or quarterly. Management reviews them and says, “That was a good
quarter” or “That was a bad month.”

Performance measures should help your organization align daily activi-
ties to strategic objectives. This book has been written to assist government
and non profit agencies with developing, implementing, and using winning
key performance indicators (KPIs)—those performance measures that will
make a profound difference.

Companion to the KPI Book

This book is designed to help those project managers who are about to
embark on a KPI project. It is designed to be a companion work to my
earlier book, Key Performance Indicators: Developing, Implementing, and
Using Winning KPIs, 2nd edition ( John Wiley & Sons 2010). This book
includes my latest research, new material developed to help convey the
“winning KPI methodology,” while at the same time focusing specifically
on government and non profit agency examples and case studies.

The new content includes:

� The myths of performance measurement.
� The importance of understanding the behavioral side of performance

measurement.
� Revitalizing performance management including reference to the work

of the Paradigm Shifters (Drucker, Collins, Welch, Hamel, Peters and
Waterman, and others).

� The reasons that the traditional balanced-scorecard approach has failed.
� More examples to aid with finding your critical success factors.
� Case studies for government and non profit agencies.
� Relevant government and non profit agency performance measures.
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xiv Preface

To implement winning KPIs into a government or non profit agency
you will thus need both of my books on KPIs. I expect many readers of this
book will already have the KPI book, so repetition would not have been
appreciated. To the new readers, who may be disappointed, I offer a number
of the relevant templates electronically through my web site for no fee.

This small investment by the reader has saved me from repeating the
material from the earlier work so I can focus more on bigger picture issues
listed above.

As a companion book to the KPI book it contains my latest thinking and
private sector readers who have already read my KPI book will find much of
this book useful particularly Chapters 1 to 5, 10, and 13, and Appendixes A,
B, D, G, and H.

Embarking on a KPI/Balanced-Scorecard Project

The goal of this book is to help minimize the risks that working on a
KPI/balanced-scorecard project encompasses. It is designed for the project
team, senior management, external project facilitators, and team coordina-
tors whose are responsible for steering such a project to success. The roles
they play could leave a great legacy in the organization for years to come, or
could amount to nothing by implementing the many performance measure-
ment initiatives that have failed. It is my wish that the material in this book,
along with the workshops I deliver around the world, will increase your
likelihood of success. In order for both you and your project to succeed, I
suggest that you:

� Read Chapters 1, 2, 3, and 6 carefully, a couple of times.
� Visit my web site, www.davidparmenter.com, for other useful informa-

tion.
� Read the remaining chapters.
� Begin Step 1 in Chapter 9 by setting up the focus group one-day work-

shop.
� Listen to my webcasts, which can be accessed via www.davidparmenter

.com.
� Seek an outside facilitator who will help guide/mentor you in the early

weeks of the project.
� Begin the KPI project team-building exercises, and undertake any train-

ing to plug skill gaps identified in the KPI project team.

This book is also aimed at providing a foundation for the balanced-
scorecard platform. As mentioned in Appendix H, I believe the balanced
scorecard will be with us for centuries to come; we just need to make it
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work better. I see my methodology as underpinning the work of Kaplan
and Norton rather than undermining it.

Letter to the Chief Executive Officer

Due to the workload of chief executive officers (CEOs), few will have the
time to read much of this book. I have thus written a letter to the CEO of
your organization to help explain his or her involvement. It is important
that the CEO knows:

� The content of Chapters 1 through 8.
� The seven characteristics of KPIs.
� The difference between success factors and critical success factors.
� The extent of his or her involvement, and the risks the project faces if

the CEO does not actively support the KPI team.
� The content of webcasts that cover implementing winning KPIs, which

can be accessed via www.davidparmenter.com.

David Parmenter
Writer, Speaker, Facilitator
Helping organizations measure, report, and improve
performance
PO Box 10686, Wellington, New Zealand
(+ 64 4) 499 0007 parmenter@waymark.co.nz
www.davidparmenter.com

April 30, 2012

Dear CEO,

Re: Invitation to put winning key performance indicators in
your organization

I would like to introduce you to a process that will have a major impact
on your organization. It will link you and your organization’s staff to
the key activities in the organization that have the most impact on the
bottom line. If implemented successfully, it will have a profound impact,
enabling you to leave a major legacy.

(continued)
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(Continued)

I would like to wager that you have not carried out an exercise to
distinguish those critical success factors from the many success factors
you and your senior management team talk about on a regular basis. I
would also point out that much of the reporting you receive, whether
it is financial or on performance measures, does not aid your daily
decision-making process. I know this because much of the information
you receive is monthly, data received well after the horse has bolted.

I recommend that you read the following chapters of this book:

Chapter 1. Background—the importance of understanding the dark
side of measures.

Chapter 2. Myths of Performance Measurement—the reasons why
performance measures may not be working in your
organization.

Chapter 3. Revitalizing Performance Management—this will assist you
in adopting a more holistic and modern approach to
enhancing performance based on the leading thinkers of
our time.

Chapter 4. Measurement Leadership Has to Come from the Chief
Executive Officer—outlines your role and the must-read
list of books that will make a difference to you.

Chapter 5. Strategy and Its Relevance to Performance
Measures—having a balanced strategy that is clear and
precise.

Chapter 6. The Great KPI Misunderstanding—explains the
background to a new way of looking at KPIs, considered
by many to be a breakthrough in understanding KPIs.

Chapter 7. Finding Your Organization’s Critical Success Factors—this
could be a major legacy at your organization.

Chapter 8. Foundation Stones for Implementing Key Performance
Indicators—explains why so many initiatives fail.

Armed with this information, I trust that you will support the win-
ning KPI project with commitment and enthusiasm. By the time you read
this letter, this work will have received international acceptance. My KPI
book Key Performance Indicators: Developing, Implementing, and Using
Winning KPIs, 2nd edition (John Wiley & Sons, 2010) is already one of
the bestsellers in performance measurement.

I ask that you spare 15 minutes of your time and listen to my webcast
on “The Late Planes in the Sky KPI” (www.davidparmenter.com). It will
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clearly illustrate to you what a KPI is and that nearly all of your KPIs do
not operate in the way this measure does.

I am hopeful that this book, with the support material available
on my website (www.davidparmenter.com), will help you and your
organization achieve a significant improvement in performance. I look
forward to hearing about your progress.

Kind regards,
David Parmenter
parmenter@waymark.co.nz

Who Should Read What

This book is a resource for anyone in the organization involved with the
development and use of KPIs. It is desirable that all KPI project team mem-
bers, the external project facilitator, team coordinators, and local facilitators
(if required) have their own book to ensure all follow the same plan. Team
members are expected to take the book with them when meeting staff
and management, as they will be able to clarify issues by using examples
from the book. (Note that this book is copyrighted, so it is a breach of the
copyright to photocopy sections for distribution.)

Overview Board

CEO and
Senior
Management
Team

KPI Project
Team,
External
Facilitator

Team
Coordinators

Chapter 1 Background
√ √ √ √

Chapter 2 Myths of Performance
Measurement

√ √ √ √

Chapter 3 Revitalizing
Performance
Management

√ √ √ √

Chapter 4 Measurement
Leadership Has to
Come from the Chief
Executive Officer

√ √ √ √

Chapter 5 Strategy and Its
Relevance to
Performance Measures

√ √ √



P1: OTA/XYZ P2: ABC
JWBT675-Preface JWBT675-Parmenter March 10, 2012 0:6 Printer Name: Courier Westford Trim: 6in × 9in

xviii Preface

Overview Board

CEO and
Senior
Management
Team

KPI Project
Team,
External
Facilitator

Team
Coordinators

Chapter 6 The Great KPI
Misunderstanding

√ √

Chapter 7 Finding Your
Organization’s Critical
Success Factors

√ √

Chapter 8 Foundation Stones for
Implementing Key
Performance Indicators

√ √

Chapter 9 Implementing the
12-Step Process

√ √

Chapter 10 Determining the
Measures

√

Chapter 11 Case Studies
√

Chapter 12 Selling Change
√ √

Chapter 13 Common Critical
Success Factors and
Their Likely Measures
for Government and
Non Profit Agencies

√ √

Chapter 14 Reporting Performance
Measures

√ √ √ √

Epilogue Resources
√ √

Appendix A The Foundation Stones
of Performance-Related
Pay Schemes

√

Appendix B Effective Recruiting—
Getting the Right
People on the Bus

√ √ √

Appendix C The Public Sector Can
Abandon the Flawed
Budget Process

√

Appendix D Jack Welch’s Strategy
Slides

√ √ √

Appendix E Suggested Success
Factors for
Government and Non
Profit Agencies

√ √
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Overview Board

CEO and
Senior
Management
Team

KPI Project
Team,
External
Facilitator

Team
Coordinators

Appendix F List of Performance
Measures Suitable for
Government and Non
Profit Agencies

√

Appendix G Presenting the Critical
Success Factors to the
Board/Government
Official

√ √

Appendix H Main Differences
between the
Balanced-Scorecard
and Winning-KPIs
Methodologies

√ √ √

What about Us (The Private Sector)?

This book is a companion to my previous work and, therefore, is valid for
those readers who are based in the private sector. This book would never
have been written if it were not for the insatiable demand within government
and non profit agencies for this information. It will shed more light on the
KPIs and will assist with your implementation of winning KPIs and the
balanced scorecard, no matter what part of the private sector you are in.

As mentioned, private sector readers who have already read my KPI
book will still find much of this book useful, particularly Chapters 1 to 5,
10, and 13, and Appendixes A, B, D, G, and H.

Electronic Media Available

To support you implementing the strategies and better practices in this
book, the following electronic media are available (some for a small fee):

� Webcasts and recorded presentations (see www.davidparmenter
.com/webcasts). Some of these are free to everyone and some are
accessed via a third party for a fee.

� I have placed some complementary electronic media on my web site
(www.davidparmenter.com) that will be helpful to readers. The web
site will refer to a word from a specific page in this book which you
need to use as a password.

� All of the checklists and agendas and most of the report formats can
be purchased from www.davidparmenter.com using a PayPal link on
the site.
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