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Key Performance Indicators

There is no shortcut for Small to Medium-Sized Enterprises (SMEs).
All the tasks are required. One of the hardest things to change in
SMEs will be the reliance on Excel spreadsheets. Although Excel can be
used by SMEs for reporting, in the short term, a replacement application
will be necessary for the reasons stated above.
To the report designer, I point out that being an expert in Excel is
career-limiting in the twenty-first century.

Reporting the KPIs to Management and Staff

Reporting measures to management needs to be timely. As mentioned pre-
viously, KPIs need to be reported 24/7, daily, or, at the outside, weekly;
other performance measures can be reported less frequently (monthly and
quarterly).

Intraday/Daily Reporting on KPIs

At least half of the KPIs will be reported 24/7 or daily. Exhibit 10.4 shows
how KPIs should be reported on the intranet. Some form of table giving the
contact details, the problem, and some history of performance is required.
Another benefit of providing senior management with daily/ weekly infor-
mation on the key performance areas is that the month-end becomes less
important. One government department had a 9 o’clock news report every
morning covering the processing of benefit payments by each office around
the country. Regional management teams were able to compare their service
levels and achievements daily. In other words, if organizations report their
KPIs on a 24/7 or daily basis, management knows intuitively whether the
organization is having a good or bad month.
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Key Performance Indicators

Intraday Exception Reporting to the Chief Executive Officer on Human
Resources Issues

It is vital that certain human resources issues

It is vital that certain be reported to the chief executive officer imme-

human resources issues diately when they occur. The following issues

be reporte d to the chief need to be addressed in private and public orga-
. . nizations:

executive officer imme-

All job offers that are more than three
days outstanding should be personally
followed up by the CEO. The lack of
acceptance means, in most cases, that the candidate is still looking
around. A personal call from the CEO saying, “I understand, Pat, that
we have offered you the position of . I believe you will
succeed well in this role, and I will take a personal interest in your
career. What do we need to do to get your acceptance today?” could
help convince the candidate to accept. This 10-minute call could well
save over $20,000 of recruiting costs, a return of $120,000 per hour!
In-house courses with low registrations because staff and their man-
agers think that daily firefighting is more important than training. Here
the CEO makes a phone call to the manager emphasizing that training
is and should be the most important priority. Managers will know to
expect a call whenever they get this priority wrong.

Staff members who have been ill for over two weeks who do not have
an activated back-to-work program—the CEO should phone the HR
advisers responsible for setting up the back-to-work program that might
include a visit to the organization’s doctor and a phased back to work
schedule.

Most CEOs treat accidents or safety breaches seriously, and, therefore,
these are reported—an acceptable report-back time would be within an
hour of the incident.

The CEO should follow up on all key staff members who have handed
in their notice. This would be reported within an hour of resignation. A
personal phone call may be enough to turn around the situation or, at
the very least, open the door for a return in the future.

diately when they occur.

These issues can be reported, by HR staff, in a simple intranet-based
report, as illustrated in Exhibit 10.5, to the senior management team and
the CEO.
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Key Performance Indicators

Weekly KPI Reporting to the CEO

Some KPIs need only be reported weekly. Set out in Exhibit 10.6 is an
example of a weekly KPI report.

Reporting RIs and PIs to Management

Management will need some weekly reports covering result indicators and
performance indicators.

Weekly Human Resources Update to CEO

There are some HR issues that the CEO needs to focus on weekly. They
are not as critical as the intraday or daily HR exceptions, and thus are not
considered KPIs. The following HR issues need to be addressed in most
organizations:

It is not uncommon for new staff to miss out on the planned induction
program. This can have a negative impact on their performance over
the short-to-medium term. The CEO should make it known that there is
an expectation that staff will attend induction programs and that phone
calls will be made to follow-up on exceptions.

In-house courses to be held within the next two months should be high-
lighted weekly where there are low registrations.

Higher-than-average sick leave in a team may indicate a problem with
leadership. The CEO should follow up when next in the area.

The CEO needs to keep a weekly focus on the recognitions planned for
the next week or two weeks. Peters and Waterman* and Collins’ have
emphasized the importance of celebration as a communication tool and
a way of inspiring staff to exceed normal performance benchmarks.

The report could look like the one shown in Exhibit 10.7. It would be
prepared by the HR staff for the senior management team.
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Reporting Performance Measures

Weekly/Monthly Updates to Management and CEO

There are endless ways these can be shown—see Exhibit 10.8—through
icons, gauges, traffic lights, and so on. Stephen Few has introduced a
new concept called “bullet” graphs. These are particularly powerful when
combined with Edward Tufte’s® “sparkline” graphs; see Exhibit 10.9.
A sparkline graph looks like a line graph without the axes. Even with this
truncated diagram, you can still see the trend. The bullet graph shows
different details about current performance. The shades used range from
dark gray (to indicate poor performance) through to lightest gray (to
indicate good performance). The dark vertical line indicates a comparative
measure such as a target or last year’s result. Stephen Few is very cautious
about the use of color. He draws attention to the fact that many readers will
have some form of color blindness. In Exhibit 10.10, the only use of color

would be red bullet points indicating the exceptions that need investigation
and follow up.

{fe Edt Vew Selectons layout Settngs Bookmarks Repots ook Object Window Hep -8x
j oy 1| 33| ol A : (YHome + | @Back o | Lok uf'Unkock =
Esdground | Dashboard© Budget © | Customers © [Sses | Soles Rep © | Transactions ¢ | StockWatch | Exchange Rates
(e Qlik 2007 [2008] 2009 Q1 Q2 G3 Q4 Jen Feb Mw A May Xn M Ay Sep Ot Nov Dec CRRENCY ~ | ER
Q Sales EUR (K)  Margin EUR (K) Margin % Orders Avg Order
2008 58,279 24,204 41.5% 23,444 2,485.9
Current Selections 2007 55,865 21,913 39.2% 19,906 2,806.4
Fields Values. Variance 43% ¢ 10.5% “f* 2.3% ¢} 17.8%f -n.a%‘
CURRENCY 2 ER
Year £L° 2008 Regional Scorecard an
R Ranking Sales Trends  SalesEUR  Budget EUR - Margin EUR Margin®
2008 2007 - 2008 2008 2008 2008 2008
Total 58,219,041 60,370,908 97% 24204497 42%
Rm » NORDIC 22,633,998 23,222,681 7% 8,821,%7 39%
GERMANY WPAN NORDIC usA > 16,394,030 17,049,438 %% 7,509,962 46%
SPAIN w USA T3 1 - 7,404,419 6,244,824 119%. 3,030,858 41%
JAPAN 7,366,439 8,065,209 R% 2,851,091 39%
2008 = SPAIN 2 2,759,194 3,187,172 74% 1,089,642 46%
ot g GERMANY . 2,100,962 2,601,504 O1% 901,507 4%
5% 100% 125% 150%
Sales and Margin 2007 vs 2008 an
M NORDIC M usa " JAPAN
2008 Margin 42% » B 39% . ne. 0 “e 9%
W% 40% S0% n
W 2007 2008 . 2007 2008 A 2007 208
M uk M SPAIN ™ GERMANY
2008 Actual vs Budget 97% ™ P - 6% " V. 8
n‘ﬁ 75% 100% 125% 150% = £ 2
0 2007 2008 a 2007 2008 g 2007 08
B sses Margin
Data refreshed on 04/04/2009
[For Help, press F1 4/4/2009 4:52:38 PM 0: 13 F: 42461128404 °

Exhibit 10.8 Examples of a Monthly Report to Management

Source: Used with the permission of Inside Info, www.insideinfo.com.au.
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Sales Dashboard

Top 3 Products

M Last 13 Last Variance Today as at
Lokl weeks week from plan AM.
Prod. #1 Sales ——— ——— 245 ¢ IE==SS 55
Gross Margin  ———— 33% I —— 25%

Prod. #2 Sales __——_— 185 IEEEEN———— 15

Gross Margin  —— " 31%® mm— 35%
Prod. #3 Sales —————— 95 IEEEE———— 10
Gross Margin " 52% I — 44%

Exhibit 10.9 Combination of “Sparklines” and “Bullet” Graphs

Last 13 weeks Last week Weekly Today as at
Performance measure target __Al
Top three products  Sales revenue —~— 245 @ 275 55
Gross profit margin R S 33% 28% 25%
Sales revenue —_— 185 155 15
Gross profit margin Y~ 31% @ 32% 35%
Sales revenue —_——— 95 87 10
Gross profit margin — 52% 45% 44%
All other products
Sales revenue all other products — 450 410 65
Gross profit margin P i 28% @ 30% 32%
Commissions Amount of sales commission P e 120 135 20
Bad debts Amounts written off as uncollectable N\ N\ 0 0 0
Staff Sales made by top three sales staff
S~ 55 40 12
—_— 49 40 15
_— 41 40 2
Sales by remaining sales staff P e 29 32 9
Date of next training Annual  Date of last
training  training
Training target
Pat Carruthers 15-Sept-__ 8 days 26 months
Sam cane 15-Sept-__ 8 days 8 months
Juliet Smith 15-Sept-__ 8 days 26 months
Tom Peterson Non scheduled 5days 4 months
Sam Drucker Non scheduled 5 days 1 month
The decline in sales for product 1 are due to discountingby .
Gross profit margin on product 2 has dropped due to . This is a one-off event and we expect it recover on future sales.
The product range has had to be heavily discounted to reduce excess inventory. It is likely that this will have to continue
and a paper is being prep: for the next ive meeting to ine if pi ion should cease.

Exhibit 10.10 Examples of a Monthly Report to Management
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Reporting Performance Measures to Staff

Using a monthly icon-based report for staff
is a good idea because they tell staff what
is good, what is adequate, and what needs to
be improved without giving away confidential
data. If this icon report happens to be left on
a bus, it would not be damaging to the orga-
nization if it found its way to a competitor.
Exhibit 10.11 is an example of an icon staff
report that covers the critical success factors
and reminds staff about the strategies.

Using a monthly
icon-based report for staff
is a good idea because
they tell staff what is good,
what is adequate, and
what needs to be improved
without giving away
confidential data.

Progress Report for July xxxx

Our Mission

To provide our customers energy at the right price at the right time

Our Vision for next five years

To be the preferred energy provider in the xxx

Our Strategies

1. Acquiring profitable customers

2. Increase cost efficiencies

3. Innovation through our people

4. Using best business p

Our progress against our critical success factors

Delivery in full on time to key We are a learning organization Innovation is a daily activity

ct s

On time deliveries to key clients  (©) | Staff training this month @® | deas adopted last month ®

Goods rejected due to quality @® | Staff with mentors @© | Paperless transactions with key ~ ©

defects suppliers/customers

We are warriors against waste We grow leaders We are respected in the
communities we work in

Wastage reduction programs ® | Leaders appointed from within © | Community participation by ®

started in month last month employees in month

Waste reduced from existing @© | Managers in leadership @© | New initiatives planned for ©

programs programs community, next 3 months

We finish what we start Attracting new profitable Ir in repeat busi from

customers key customers

Number of late projects @® | New customer orders © |Order book from key customers @)

Number of project finishes in @ | Feedback from new customers ® | Number of product ®

month developments in progress

Points to note:

XXXXXXXXXXXX XXX XXXX XXXXX XXXXXXX XXXXXX XXXXXK XXXXX XX X X XXXXX XXXXK XXXXXK XXXXK XXXXX XXXXX XXXX XXXX
XXXXX XXXX XXXX XXXX XXXXX XXXXXXX XXXXXXK XXXXXXK XXXXX XX XX XXXXX XXXXX XXXXX XXXXX XXXXX XXXXX XXXX XXXX

Exhibit 10.11 Example of a Monthly Icon-Based Report to Staff
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