}Trim Size: 6in x 9in

10/80/10 rule (exhibit), 14
10/80/10 rule, number of
measures required, 13—14

A

Abandonment, foundation stone
of a KPI project, 52-53

Abandonment, Peter Ducker’s
advice, xxv, 52-53

Abandonment suggestions,
52-53

B

Balanced scorecard (BSC),
differences in
methodologies, 268-270

Balanced scorecard, four
supports to assist the BSC,
267-268

Balanced scorecard, Hoshin
Kanri, the forerunner to the
BSC, 30-31

Balanced scorecard, six
perspectives (exhibit), 31

Barr, Stacey, 152, 182, 184,
271-273

Board dashboard (exhibit), 217

British Airways late planes KPI
story, 7-9

&

Index

C

Case studies, Asian
conglomerate, 243-244

Case studies, Ballance
Nutrients, 73-74

Case studies, car manufacturer,
247

Case studies, charity, 255-256

Case studies, financial
institution, 237-241

Case studies, food distributor,
241-243

Case studies, forestry company,
245-247

Case studies, government
departments, 253-254

Case studies, medical company,
244-245

Case studies, nonprofit
membership organizations,
248-252

Case studies, professional
accounting body, 255

Case studies, timber merchant,
248

Cause-and-effect, myth, 34-36

CEO, Commitment, 86-91

CEO, KPI team reporting
directly to the CEO
(exhibit), 98

323

Parmenter620778 bindex.tex V1 -09/04/2019 3:03pm Page 323



}Trim Size: 6in x 9in

&

Parmenter620778 bindex.tex V1 -09/04/2019 3:03pm Page 324

Index

CEO, letter from David
Parmenter, XxXxvii—Xxxxviii

CEOQO, recommended chapter
reading, xli—xliii

CEO, measurement leadership,
XXXVI—XXXIX

Change, giving a burning
platform presentation, 66

Change, impact of the default
future, 75

Change, importance of a focus
group, 71-73

Change, John Kotter’s eight
stage process, 65-67

Change, preselling the KPI pitch
before you present, 74

Change, presentation tips, 79—82

Change, selling change to the
organization’s staff, 68

Change, selling the reinvented
future, 64

Change, selling through the
buyer’s emotional drivers,
67-69

Change, the elevator pitch,
70-71

Change, the four faces of the
Aha! Moment (exhibit), 65

Chau, Vinh Sum, 30

Churchill, Sir Winston, 64

Collins, Jim, 67

Covey, Stephen, 115

Critical success factors (CSFs),
characteristics (exhibit),
122

Critical success factors,
common

324

misunderstandings,
124-126

Critical success factors,
definition, 115

Critical success factors,
foundation stone, 51-52

Critical success factors, four
main tasks, 127-145

Critical success factors, how
CSFs drive the performance
measures (exhibit), 124

Critical success factors, how
strategy and the CSFs work
together (exhibit), 121

Critical Success Factors, linkage
to the strategic objectives
(exhibit), xxiii

Critical success factors,
operational, 115, 119

Critical success factors,
displaying the CSFs
(exhibit), 145

Critical success factors, sphere
of influence (exhibits),
134-136

Critical success factors, external
outcomes (exhibit), 122

Critical success factors, testing
(exhibits), 140

Critical success factors, the
three major benefits,
XX11—XXV

Critical success factors, two-day
workshop, 130-141

Critical success factors, what
influences the CSFs
(exhibit), 120



Index

&

Critical success factors, why
CSFs are so important,
118-123

D

Data visualization, 104—105,
197-202

Dashboard, Board dashboard
(exhibit), 217

Dashboard design, common
pitfalls, 198

Drucker, Peter, XxXvii—XXxiXx,
xxxvi, 127

Duarte, Nancy, 81

Dysfunctional measures,
measures to avoid, xxi

E

Edersheim, Elizabeth,
XXVII—XXIX

Emotional drivers, buyer’s
emotional drivers, 67-69

Employee engagement, steps to
get them involved, 63-83

Empowerment, transfer of
power to the front line,
48-49

Examples, Financial Institution,
237-241

Examples, Food Distributor,
241-243

Examples, British Airways, 7-9

F

Facilitator to KPI team,
checklist, 93

Facilitator to the KPI team,
external appointment, 92

Facilitator to the KPI team,
guidelines, 92

Facilitator to KPI team, role,
99-100, 105

Few, Stephen, 198-202, 204,
213-214

Fraser, Robin, 14, 27-28

G

Gallo, Carmine, 72

Graph design, best practices
(exhibit), 199-201

H

Hamel, Gary, 101-102

Hope, Jeremy, xxvii—xxviii,
xxxiv, x1, 14, 27-28, 34

Hoshin Kanri, forerunner to the
Balanced Scorecard, 30-31

Human behavior, unintended
consequence, XVviii—xxii

I

Implementation, foundation
stones, 4656

Implementation, foundation
stones (exhibit), 46

Implementation, lessons,
256-266

Implementation, rollout
duration, 107-109

Implementation, rollout duration
(exhibit), 108-109

Implementation steps, overview
of the three-stage process,
45

Implementation, Stage 1,
63-112

325

Parmenter620778 bindex.tex V1 -09/04/2019 3:03pm Page 325



}Trim Size: 6in x 9in

&

Parmenter620778 bindex.tex V1 -09/04/2019 3:03pm Page 326

Index

Implementation, Stage 2,
115-145

Implementation, Stage 3,
149-235

Implementation steps, the three-
stage process (exhibit), 44

J
Jobs, Steve, xiv
Just-do-it culture, 112

K

Kaplan, Robert S., 14, 29-30,
36, 103, 153, 267-270

Key performance indicators
(KPIs), a lack of
commitment, XXXVIi—XXXiX

Key performance indicators,
confusion, XXX—XxXi

Key performance indicators,
definition, 6

Key performance indicators,
difference between
KRIs and KPIs (exhibit),
15

Key performance indicators,
examples, 7-10, 12

Key performance Indicators,
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