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10/80/10 rule
description, 12-13, 98-99
lesson (follow the 10/80/10
rule), 259-260

B
Balanced scorecard
description, 16-18
definition, 25
lesson (start off with a
six-perspective balanced
scorecard template),
256-257
lesson (you may need to
rename the scorecaid),
265
six perspectives, 1617
six perspectives (exhibit),
16
Behavior, negative behavior
towards performance
measurement, 14-16, 33
Benchmarking, 26
Best practice
definition, 26
Better practice
definition, 26
Beyond budgeting, 20-22
Board Dashboard (exhibit),
156-157
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C
CEO
letter: invitation to put
winning KPIs ir your
organization, i
importance of CEO
involvement, x, xi
what rhev need to read
(¢xmibit), xvii
Critrcal success factors
-car manufacturer example,
32
a freight company, 203
an airline example, 31, 201
checklist, 134-137
description, 36-37
identifying organization-wide
CSFs (step 6), 199-239
lesson (focus on the CSFs),
257-258
relationship mapping
(exhibit), 258
relationship mapping to
shortlist CSFs, 212-216

D
Dashboard for the board
dashboard (exhibit),
156-157
description, 155-163
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Database
lesson (trap all performance
measures in a database and
make them available to all
teams), 263-264
list of useful measures
(appendix), 271-293
recording performance
measures in a database
(step 7), 74-77, 132
Decision-based reporting, 23
Definitions, 24-26

E
Emotional drivers, 44—46, 48
Employee questionnaire, 127
Empowerment, 26
Examples
a car manufacturer example
(CSF), 32
accident and emergency
department, 14-15
an airline example (CSF), 21
British Airways, 4-5
city train service, 14
distribution company, 5-6
food manufacturer; 36
government. department, 34
road consgtiruction company,
20-21
Virgin Atlantic 18

F
Facilitator, external
appointment, 4647,
113-114
lesson (appoint an external
project facilitator), 254
reporting lines (exhibit), 52
Focus group workshop, 4748,
102-103, 110-113, 151
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Foundation stones
description, 29-37
exhibit, 30

Fraser, Robin, 12, 97

Future measures, 10, 98

H
Hope, Jeremy, 12, 97
Hoshin Kanri, 18-19

I
Implementation
in 16 weeks not 16 months
lesson learnt, 253-265
eight phase implementation
for SMEs, 243246
eight phas¢ inzplementation
for SNiEs«(exhibits), 245,
247
naet for profit, 246-251
«>ll-out exhibit, 64
SMEs, 243-246
twelve steps (exhibit), 42
twelve steps outline, 41-100,
107-154

J

Just do it philosophy
lesson (“just do it”), 261-262
step 3, 55-60, 119-120

K

Kaplan, Robert S., ix, xvi, 12,
16-17, 51, 253

KPI team

establishing a “winning KPI”
project team (step 2),
51-55, 115-118

establishing a “just do it”
culture and process
(step 3), 55-02, 119-122

lesson (select a small KPI
team to be full time on the
project), 260-261
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guns,” 25, 52

reporting lines (exhibit),
52

training, 21, 54-55, 115-118

KPIs

background, 1-3

case studies, 4-6

characteristics, 6-8

checklist, 56-57

definition and description, 4

difference between KPIs and
KRIs (exhibit), 9

exhibits, 2, 10, 12

facilitating the use of winning
KPIs (step 11), 96-101,
146

refining KPIs to maintain their
relevance (step 12),
101-104, 146-153

selecting organizational
“winning KPIs” (step 9),
86-88, 141-143

KRIs

background, 1-3

definition, 2—-3

difference between Ki'Is and
KRIs (exhibit}; 9

exhibits, 2, 16, i2

L
Lag indicators, 8, 10-11
Lead indicators, 8, 10-11

M
Marketing
marketing the KPI system to
all employees (step 5),
67-74, 125-132
selling by emotional drivers,
44406, 48
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mix of oracles and “young Measurement

learned reaction, 14-16
Mission

background, 37-38

definition, 38

exhibit, 35

N

Nonfinancial measures, 6, 9-10,
88

Norton, David P., ix, xvi, 12,
16-17, 51, 253

Not for profit, 246-251

(0]
Outcome measuies, 8, 10

P
Parcte’s 80/20 rule, 83-84
Past'measures, 10, 82-83
Scople practices, 23-24
Performance driver measures, 8,
10
Performance measures
current, 10
database, 271-293
database layout (exhibit), 75
description, 1-2, 24
four types (exhibit), 2
future, 10
past, 10
past, current, future (exhibit),
11
where to start first (exhibit),
79
Performance indicators (PIs)
background, 1-3
definition, 3
difference between PIs and
RIs (exhibit), 10
exhibits, 2, 10, 12
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Project facilitator
appointment, 4647
establishing a fjust do it’
culture, 55, 57

resource kit, 185-198

role in establishing the KPI
team, 51-55

role in establishing the KPI
team (checklist), 56-57

Q

Questionnaires, 109-110,
115-118, 127

Questions and answers, 187-195

Quarterly rolling planning
(exhibit), 22

R
Reporting
developing the reporting
framework at all levels
(step 10), 88-95, 143-146
lesson (KPI reporting formats
are an art form,not a
science), 264-265
step, 88-94
templates, 155-181
Resource kit
for facilitator, 135-198
for KPI team;107-153
Result Indicators
background, 1-3
definition, 3—4
difference between PIs and
RIs (exhibit), 10
exhibits, 2, 10, 12
Rollout duration (exhibit), 64

S
Selling change
CEO, 45-46
emotional drivers, 44—46,
211-212

298

emotional drivers example,
49
focus group workshop, 47-48,
102-103, 100-113, 151
marketing the KPI system to
all employee (step 5),
67-74, 125-132
Senior management team
(SMT)
commitment (step 1), 41-52,
108-114
definition, 26
lesson (begin with senior
management_team:
commitment arid
education), 254-256
Seven KPI Characteristics,
6-8
Shoricitts, 48, 66-67, 71-72,
S2
Small to medium enterprises
(SMEs), 241-243
Stakeholders, 30-31, 52, 59, 103,
211
Strategy
linking performance measures
to strategy through the
CSFs, 34-39
linkage to performance
measures (exhibit), 35
setting up a holistic KPI
development strategy
(step 4), 62-67
Success factors
description, 36-37
matrix, 233—239
relationship mapping success
factors (exhibit), 258
Systems
lesson (use existing systems
for the first 12 months),
262-263
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T step 7: recording performance
Team measures in a database,

performance measures
(step 8), 77-86
team scorecard (exhibit), 144,
170
Time frame for implementation
eight phases (exhibit), 245,
247
twelve steps (exhibit), 42
Timely measurement, 13-14
Twelve-step model
description, 41
implementation timeline
(exhibit), 42
Step 1: senior management
commitment, 41-51,
108-114
step 2: establishing a
“winning KPI” project team,
51-55, 115-118
step 3: establishing a “just do
it” culture and process,
55-62, 119-122
step 4: setting up a holistic
KPI development straicgy,
62-67, 122-125
step 5: marketing tihe KPI
system to.ail einployees,
67-74, 125-132
step 6: identifying
organization-wide critical
success factors, 199-239

74-77, 132

step 8: selecting team-level
performance measures,
77-86, 133-141

step 9: selecting
organizational “winning
KPIs,” 86-88, 141-143

step 10: developing the
reporting framework at all
levels, 88-95, 143-146

step 11: facilitating the use of
winning KPIs, ¢6-101, 146

step 12: refining XPIs to
maintain the:r relevance,
101-104,146-153

\"%
Values
background, 34-35
2xhibits, 35, 172
Vision
background, 34-35, 38-39,
70-71
definition, 38
exhibits, 35, 172

W

Winning KPIs, the seven
characteristics, 6-8

Worksheets for steps, 105-163

Workshop agendas, 110-113,
130-132, 153, 208-211
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