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PREFACE

The purpose of this book is to give the reader a quick and effective
access to the most appropriate Key Performance Indicator (KPI). The
17,000 KPIs are categorized in a logical and alphabetical order.

Today, many organizations are spending a lot of funds on building
their strategic planning and performance management capabilities.
One of the challenges that currently exists, is the difficulty of knowing
what KPIs are used in similar situations. The main objective of this
book is to let the reader know what KPIs are available for measuring
performance of a specific industry, sector, and functional area.

The background colors have the following meanings throughout the
book for simplification and easier reference:

Section Chapter . Group il KPI
A. Organization Industry ~ Funetion ~ KPI Description
B. Government Sector thlqipn ~ KPI Description
C. International Topic Source. | KPI Description

This book is divided into three sections. There are 89 Chapters, 761
Functions, 114 Sources, and 17,000 Key Performance Indicators. The
book contents are grouped based on the following categories:

Section Chapter I |/ Group = KPI
A.Organization [RET) Il 3'17 6,600
B. Government 33 I 444 8,600
C. International 24 Ht 114 B 1,800

Total 875 17,000

The listed KPIs are for public and private institutions. Government
agencies’ internal KPls related to in-house processes, human
resources, and other organizational activities could also be found
under “Organization” section (A).
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KPI MEGA LIBRARY v



vV KPI MEGA LIBRARY



TABLE OF CONTENTS
A. ORGANIZATION KPis

INDUSTRY / FUNCTION PAGE INDUSTRY / FUNCTION PAGE
| S

7. Contracting

KPI MEGA LIBRARY VI



TABLE OF CONTENTS

A. ORGANIZATION KPIs
INDUSTRY / FUNCTION PAGE INDUSTRY / FUNCTION

11. Engineering

14. Healthcare

7

12. Financial

Vi KPI MEGA LIBRARY




TABLE OF CONTENTS
A. ORGANIZATION KPIs

INDUSTRY / FUNCTION PAGE INDUSTRY / FUNCTION PAGE

KPI MEGA LIBRARY VIII



TABLE OF CONTENTS

A. ORGANIZATION KPIs
INDUS‘I’RV f FUNCTION  PAGE INDUSTRY / FUNCTION ~ PAGE

23. Manufacturing
A§sets & Equipm&nt

anagement| |
Impravement

X KPI MEGA LIBRARY




TABLE OF CONTENTS
A. ORGANIZATION KPIs

INDUSTRY / FUNCTION PAGE

26 Qu‘iittv Impravement

ity Assurance

27. Real Estate
il |

KP1 MEGA LIBRARY X



TABLE OF CONTENTS

A. ORGANIZATION KPIs
INDUSTRY / FUNCTION ~ PAGE INDUSTRY / FUNCTION PAGE

i

Xl KPI MEGA LIBRARY




TABLE OF CONTENTS
B. GOVERNMENT KPIs

SECTOR / FUNCTION PAGE SECTOR / FUNCTION

33. Agriculture & Food

KPI MEGA LIBRARY Xl



TABLE OF CONTENTS
B. GOVERNMENT KPIs

SECTOR / FUNCTION PAGE SECTOR / FUNCTION PAGE

39. Energy

Xl KPI MEGA LIBRARY




TABLE OF CONTENTS
B. GOVERNMENT KPls

SECTOR / FUNCTION PAGE SECTOR / FUNCTION PAGE
T —

254

KPI MEGA LIBRARY XV



TABLE OF CONTENTS
B. GOVERNMENT KPIs

SECTOR / FUNCTION PAGE SECTOR / FUNCTION PAGE

XV KPI MEGA LIBRARY




TABLE OF CONTENTS
B. GOVERNMENT KPls

SECTOR / FUNCTION PAGE SECTOR / FUNCTION PAGE

KPI MEGA LIBRARY XV1



TABLE OF CONTENTS

B. GOVERNMENT KPIs
SECTOR / FUNCTION PAGE SECTOR / FUNCTION PAGE

58, Sports

XVl KPI MEGA LIBRARY




TABLE OF CONTENTS

B. GOVERNMENT KPls
SECTOR / FUNCTION PAGE SECTOR / FUNCTION PAGE
,aaadlram;gﬁf&ﬁ s
& 391

o1

Road Sweeping
Roads
S?afety & Enwranment

Electricity Cost 397

Electrid‘ty supplv ) 397
il || 399

| Water Man’agamant 398

Water Quality | 400

' Water Supplv

CIm]

KPI MEGA LIBRARY XVII




TABLE OF CONTENTS
C. INTERNATIONAL KPIs

TOPIC / SOURCE PAGE TOPIC / SOURCE

UNDATA
‘World Bank

UNDATA
UNESCO
World Bank

.\M@ridfﬁewur

KPI MEGA LIBRARY




TABLE OF CONTENTS
C. INTERNATIONAL KPIs

TOPIC / SOURCE PAGE TOPIC / SOURCE PAGE
77, Globalzation SR
Wﬂrid Eank

78. Health

83. Pensions

igeen s -
432 84. Population/Demography
432 Econarnrist Tntelligenee Unft

434 ON Popu[auéﬁ Division
435 UN statistis Division (UNSD)

| UNAIDS
 Unoata

~ World Tcmnsm Drgamzatfﬂn
81, Intetledual Propertv
World Intelleutuat Pmp&r‘tv

82, Labor
88. Telecom. & Research

 International Telecom. Union

KPI MEGA LIBRARY XX



TABLE OF CONTENTS

C. INTERNATIONAL KPIs
TOPIC / SOURCE PAGE TOPIC / SOURCE PAGE

XXI KPI MEGA LIBRARY




KPI MEGA LIBRARY XXl



Organization

By Industry | Function

SECTION A

ORGANIZATION

6600 Key Performance Indicators
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Section A

Organization

ORGANIZATION CHAPTERS

(1to 32)

Industry
Agriculture

Compliance
Construction

. Consulting Services
Contracting -

. Customer Service

© e N|en s lw e

Education
10. Energy Supply
11. Engineeriﬁé »
13. He_aliﬁ- & Sa-f-etv

14. Healthcare
15. Hospitality
16. Human Resources

Ccmmﬁnication & PR

17.
18.
19.
20.
" 21. Livestock & Dairy
" 22. Manage -

. Manufacturing

Industry Page
Information Technology

Insurance
Internal Process

Leisure & Recreation

Management

. Procurement

. Project Management

. Quality Improvement

. Real Estate

. Research & Development
. Sales & Marketing

. Telecommunication

. Textile Production

. Transportation

COmm
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Organization By Industry | Function

1. Agriculture

# of culverts installed

# of drains constructed

# of drains de-silted

# of dryers

# of farm roads graveled

# of lots bund leveling completed

# of nurseries for seedling production

% access to buy farm land

% availability of resources

% land utilization rate

% management structures and systems are up to standards

% of drainage works completed

% of farm roads upgraded

Milling efficiency rate

Irrigation

ST
SEENE e

% efficiency of water use

% of estimated soil moisture

Irrigation return interval

Irrigation scheduling coefficient

Rate of applied volume of water

Ratio of water charges collected / operation and maintenance expenses

Ratio of water charges collected / water charges due

S

Ratio of water charges due / operation and maintenance expenses

# of crop development programs

# of demonstration plots

# of hybrid varieties planted

# of permits / licenses on hand

# of total area of land cultivated

# of total land irrigated

# of total quantity of fertilizers, chemicals and other agro-inputs

% increase in production

% of crop extension projects completed satisfactory

% of weather impact on production

Total volume of production potential

% air emissions compliance

% air quality compliance

% of transportation system and logistics are in compliance

% of waste discharge compliance

% prescribed burning compliance

Quality and timely policy advice
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Section A

Organization

1. Agriculture

Volume of wastewater discharge

=

] # of brokeréd deposits

# of changes in loan classifications

# of early pay-off loans

# of large changes in large-balance deposit accounts

# of other Securities

# of past due loans

% adjusted return on assets

% annual equivalent rate

% capital adequacy ratio

% efficiency ratio

% financial self-sufficiency

% gross debt service ratio

% of subprime mortgages

% of total value of subprime mortgages

% operating self-sufficiency

% portfolio at risk

% portfolio yield

% total debt service ratio

Adjusted net operation income as % of average assets

Adjusted operating income

Advances to deposit ratio (ADR)

Agricultural loans

Agricultural loans yield

Applicable income taxes

Assets growth rate

Assets per domestic office

Available-for-sale securities

Average assets during quarter

Average assets per employee

Average earning assets/average assets

Average interest-bearing funds/ average assets

Average personnel expense per employee

Average sum deposited in new deposit accounts

Average value of past due loans

Brokered deposits maturing < 1 year to brokered deposits

Brokered deposits to deposits

Capital adequacy ratio (CAR)

Cash dividends declared

Cash dividends to net income

Commercial & industrial loans yield
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Organization

By Industry | Function

Commercial loans

2. Banking & Investment

Common & preferred capital

Core capital ratio

Core deposits

Credit card yield

Current tax equivalent adjustment

Demand deposits

Deposit service charges

Deposits in foreign offices

Domestic banking offices (#)

Earnings coverage of net loss

Efficiency ratio

Estimated tax benefit

Federal funds purchased & repos ratio

Federal funds purchased & resales

Federal funds sold & resales ratio

Federal funds sold and resales

Federal home loan bank borrowing maturing over 1 year

Federal home loan bank borrowing maturing under 1 year

Fiduciary activities

Foreign branches (#)

Foreign office deposits ratio

Foreign securities

Goodwill impairment

Gross loans (average balance)

Gross margin on managed assets

Held-to-maturity securities

Income from lease financing

Income on loans & leases

Individual loans

Individual loans yield

Insurance commissions and fees

Interest and fee on loans

Interest expense as % of average assets

Interest expense/average assets

Interest income {TE) as % of average assets

Interest income (TE)/average assets

Interest on all other deposits

Interest on deposits in foreign offices

Interest on due from banks

Interest on federal funds purchased & repos

Interest on federal funds sold/resales

Interest on mortgages & leases

Interest on subordinated notes & debentures
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Organization

2. Banking & Investment

Interest on time deposit over $100M

Interest on trading liabilities and other borrowings

Interest-bearing bank balances

Interest-bearing bank balances ratio

Interest-bearing funds ratio

Investment banking, advisory income

Loan & lease allowance net losses

Loan & lease allowance to loans & leases not held for sale

Loan & lease allowance to total loans & lease

Loan and lease allowance

Loan and lease net gain/loss

Loans and leases in foreign offices

Loans heid for sale

Loans in foreign offices yield

Loans not held for sale

Money market deposit accounts

Mortgage backed securities

Mortgage backed securities ratio

Municipal securities

Net extraordinary Items

Net income

Net income adjusted sub S as % of average assets

Net income as % of average assets

Net interest income

Net interest income (TE) (% of average earning assets)

Net Interest income (TE) as % of average assets

Net interest margin

Net international income

Net loan charge-offs

Net loans & leases growth rate

Net loans & leases to assets

Net loans & leases to core deposits

Net ioans & leases to deposits

Net loans and leases

Net loans, leases & standby letters of credit to assets

Net loss to average loan & leases

Net new money

Net non core funding dependence

Net non core funding dependence as % of average assets

Net operating income

Net operating income as % of average assets

Net servicing fees

Net short term liabilities to assets

Non interest expense

KPI MEGA LIBRARY 6



Organization By Industry | Function

2. Banking & Investment

Non interest income

Non interest-bearing cash and due from banks

Noncurrent loans & leases to gross loans and lease

Non-interest expense as % of average assets

Non-interest income as % of average assets

Non-Investment ORE

Occupancy expense

Occupancy expense as % average assets

Officer, shareholder loans (#)

Officer, shareholder loans (S)

Other borrowed money ratio

Other borrowing maturing over 1 year

Other borrowing maturing under 1 year

Other intangible amortization

Other interest income

Other loans and leases in domestic offices

Other net gains/losses

Other non interest income

Other operating expense

Other operating expenses as % of average assets

Other real estate owned

Other savings deposits ratio

Other securities ratio

Other tax equivalent adjustments

Overhead less non-interest income as % of average assets

Personnel expense

Personnel expense as % of average assets

Premises, fixed assets and capitalized leases

Pretax net operating income

Pretax net operating income (TE) as % of average assets

Pretax operating income

Pretax operating income (TE) as % of average assets

Provision for loan/lease losses

Provision—loan/lease losses as % of average assets

Ratio of active depositor to dormant depositor

Real estate loans

Real estate loans yield

Realized G/L avail. for sale sec.

Realized G/L HId to maturity sec.

Realized gain/loss secs as % of average assets

Retain earns to average total equity

Retained earnings

Short term assets to short term liabilities

Short term non core funding growth rate
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Section A

Organization

2. Banking & Investment

Subordinated notes & debentures

Subordinated notes & debentures ratios

Tax exempt

Tax-exempt securities income

Tier 1 capital

Tier one capital growth rate

Tier one leverage capital as % of average assets

Time deposit of $100M or more ratio

Time deposits of $100M or more

Time deposits ratio

Time deposits under $100 thousand

Total acceptances & other liabilities

Total acceptances and other assets

Total deposits

Total earning assets

Total interest expense

Total interest income

Total interest-bearing deposits ratio

Total investments

Total liabilities & capital

Total liabilities {including mortgages)

Total loans & lease yield

Total loans or loans in domestic offices yield

Total non interest income

Total of un-invested funds

Total overhead expense

Total overhead expense as % of average assets

Total quantity of new deposit accounts

Total sum deposited in new deposit accounts

Total value of past due loans

Trading account assets

Trading account income

Trading, venture capital, securitization income

Transaction accounts yield

U.S. treasury and agency securities

UBPR liabilities

UBPR non interest income & expenses

UBPR other income/expense ratios

UBPR yield or cost ratios

Unearned income

us treasur\.r & agency {excludmg MBS‘J rat;o

Investment

T

# of |nvestments exceedlng 5% of net assets

# of new investment proposals
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Organization By Industry | Function

2. Banking & Investment

# of venture capital deals

% of investment proposals worth setting up a meeting with
Annual equivalent rate

Average delivery cost

Average size of venture capital deal
Average total return to investors
Capacity utilization

Contingency %

Cost by sale

Customer lifetime value

Growth against market

Internal rate of return

Investment in unconsolidated subsidiaries
Investment Interest income
Management fees as % of fund size
Market value of fund

Net present value (NPV)

Net short term liabilities to assets

New product development rate

Order processing cost

Profit/(loss) retained

Ratio of members and pensioners
Return on capital

ROI on invested venture capital

Short term assets to short term liabilities
Short term investments growth rate
Short term investments to short term non core funding
Total invested venture capital

Total investment securities {book) ratio
Total investment securities ratio
Un-invested funds

mmunication & PR

# of canference sponsorships

# of course completions

# of courses developed

# of meetings attended

# of workshops

Investment =~

# of employee volunteering

# of mandatory social contributions
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Organization

3, Communication & PR

Index community score

Total community contribution

Total voluntary social contributions

o

-

# of commercial initiatives

# of new features/services

% of new of features/services

Total management costs

Rlindrapstngllll0E . - - 8

S
sl

# donation to delivery time

# of charitable gifts

% appeal coverage

% assessment accuracy

% donation transportation cost efficiency

% donors financial efficiency

% improved alliances in the community

% of appeal coverage

% of items delivered

% of volunteers working more than x hours

Average cost per gift

Average donation

Average gift amount

Average gift per donor

Cost per doliar raised

Donation-to-delivery time

Donor assessment accuracy

Participation %

H | L S st

# of email subscribers

# of newsletters issued on time

# of hard copy subscribers

# of newsletters published

i

# of attendees

# of messages received/responded to

# of pre/post survey taken

# of webinars

4. Compliance

# of analysis of compliance rules

# of data items

% interaction between process owners and compliance officers

KPI MEGA LIBRARY
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Organization By Industry | Function

4. Compliance

% of distributed operations

% of quantifications of the effort required
% of risk based audit assignments

% of specification and documentation compliance
% of working space maintenance

Total |nvestment in compllance software

# of approval of orders
# of task identified for audit
% correct flow of activities/transactions
% flexibility achieved
Objectivity index
Quality of advice index
Role of officers
Total audit cost / year

'Business Practice
# of agreement on terms and usage
# of discovery of hidden dependencies
% adherence to corporate policy
% inconsistencies and redundancies margin
% of clear roles and performance
% of process ownership
Average time to do one audit

# of process |mprovement acthltles
% of outsourcing

% of quality of service initiatives

% of time assessment done on all processes

Average time to remediation and/or mitigation of control deficiencies
Business process enrichment and analysis

# of fraud detection
% of security measured followed as per rules
Average run time

#of obllgatlons

# of permissions

# of prohibitions

# of violations

% flow of activities in normal channels

% of data management according to policy

% of policy compliance

% of process relevant application data

% of resource management according to policies
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Section A

Organization

4. Compliance
% of temporal constraints, resources and requirements needed
p

il Sl H

% achievement of business committed

% achievement of customer-requested date

% client satisfaction on product

% client satisfaction on service

% of quality standards not met

Average process time

# earned man-hours

# of critical constraints

# of techniques improved

# time to rectify defects

% complexity of core process (affecting delivery)

% cost predictability

% of economical efficiency

% of just-in-time delivery

% of lean production met

Average project workface flow

Flow production

Quick employee startup to guaranteed 100% quality

Quick setup & changeover for 100% quality

Total lost time accounting

mje B : 1 : .:2:3...:. 4 ; ::::.: 45 ;
# application average cycle time
# built area
# caseload

# of appliances

# of bath accessories

# of cabinets/counters

# of contingency plans

# of drawings & specifications

# of drywall/tape/texture

# of electrical and trim fixtures

# of exterior doors & garage doors

# of fireplace/stove/insert

# of flat concrete/aprons/patios/sidewalks

# of floor coverings

# of foundation/structural slab-on-grade

# of frame lumber/trusses

# of gutters/downspouts/storm water

# of heating/ventilation/air conditioning

KPI MEGA LIBRARY
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Organization By Industry | Function

5. Construction

# of interior doors/trim/hardware

# of plumbing and trim fixtures

# of siding/exterior Trim

# of site access and street culvert / driveway

# of superintendence on the ground

# of windows/skylights/solar tubes

% material requirements met and secured from source

% of excavation/backfill/grade done

% of material flow to facilitate project

% of roofing/flashing/ventilation done

% of weatherization/fire stuffing/insulation completed

Paint interior/wall coverings

Receivables turnover

Space of landscaping needed

Total receivables

Total space of paint/sta

in exterior
R, SEliE T s
= b P S

increased plan reliability

Actua! construction hours vs. Planned construction hours

Actual construction time

Average cost of employment

Average time for predictability design

Average time spent directly delivering output

Cost of decks/porches/veranda

Cost of electrical service

Cost of fire sprinkler

Cost of goods sold {COGS)

Cost of labar

Cost of materials

Cost of well

Critical path scheduling

Gas or oil costs

Gross profit

Net profit from project

Payables turnover

Sales tax

Septic costs

Square meter price

Total cost of clean-up/recycle/landfill

Total cost of permits & special fees from department of building

Total cost to repair

# building performance index
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Section A

Organization

5. Construction

# of construction drawing and specification review

# of design consistency and constructability analysis

# of forensic defect evaluation

# of on-site inspections/Standard of care

# of remediation and repair recommendations

# of remediation of defects after handing over

# of root cause analysis done

% daylight factor

% of defects entered in the handing-over protocol

% of relevant building code and industry standard compliance

Average time to rectify defects in maintenance period

Budget & Revenus

6. Consulting Services

% chargeable ratio

% consultants generating revenue

% consulting hours generating revenue

% of consultants generating revenue

% of consulting hours that generate revenue

% of profitable projects

% of work chargeability

% realization rate

Average hourly fee

Bill rate

Net profit per project

Training ROI

# legal dispute cycle time

# legal staff per billion revenue

% correspondence service level

% of cases lost

% total legal Spending as a percentage of revenue

Average cost per lawyer hour

Average cost to litigate a lawsuit

Average response time on request for legal opinion

_Service Dalivery. e

Average time to prepare patent claims

# completion to billings

# of coaching to sub-contractors

% consultant client retention

% consultant retention by client

% consultant utilization rate

% of time sheets in need of correction/validation

% realization of delivery

KPI MEGA LIBRARY 14



Organization By Industry [ Function

6. Consulting Services
Annual billable utilization %
Average length of assignments
Backlog of commissioned projects

|Administration

7. Contracting

# of credit notes per month
# of targeted value-added activities identified in advance

% of invoice contains all information required to enable prompt payment

% of invoices presented in a timely manner to allow on-time payment

% of reports in relation to the product/service

% realization of cost-reduction targets

% success rate in bringing value added ideas

Quotatlons requests are turned around W|th|n x days

# of backlog items

# of unapproved change-order

% liquidity

% margin variance

Committed cost

Schedule var|ance

% of schedulmg accuracy & eff|C|ency

% of supervision for total workforce

Average construction time

Efficiency of supervisor to oversee

Procurement

EfflClencv of supervrsor to provide direction

# of unlts of stock to offer a reIlab!e service

% of cost breakdown given when requested

% of delivery to made within the agreed time

% of product/service is competitively priced against market rates

% of quantity supplied matches the quantity ordered

% of supporting documentation received within x days

% of time in line with agreed SLA turnaround

Current lead time compares favorably with previous lead time

Total volume of offers discounts

uality

# of days average notice before delays

# of planned “downtime” of the system required

# of targeted cost-reduction activities identified in advance (per year)

# of unplanned “downtime” of the system required

% of acceptable quality of technical information/support provided by
contractor for goods supplied

15
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Section A

Organization

7. Contracting

% of compliance with agreed lead times for repairing the product or
restoring service

% of contractor provide notification of any supply problems for orders
placed with X days

% of contractors proactive in managing its relationship with final customer

% of product is user-friendly when in use

% of product/service meet the agreed, documented standards

% of product/service to have been reliable /durable

% of resource dedicated to monitoring contractor performance

% of timely attendance on 5|te in response to |n|t|al fault reporr

Wﬁ%: Performance

# of alterations carried out

# of electrical work carried out

# of improvements by specialists

# of mechanical work carried out

# of onsite repairs and installations

# of site demolition

% of plumbing work carried out

# average call handlmg time

# average speed of answer

# of abandoned calls

# of call management operator activities

# of call transfers

# of calls answered within ten seconds

# of complaints cleared up to the satisfaction of the customer within 3 days

# of complaints received

# of contacts per agent

# of hours of 1 on 1 coaching time/agent

# of hours of agent time available for service

# of hours of agent time available for telephone service

# of one call resolutions

# of queries dealt with and cleared up within 1 day

# of unique callers

# service calls to travel time

% agent adherence to schedule

% agent utilization

% answer accuracy

% answered calls within automatic call distribution system

% call abandon rate

% completion call rate

% consistency of agent answers

KPI MEGA LIBRARY 16



Organization By Industry | Function

8. Customer Service

% customer calls answered in the first minute

% first contact resolution rate

% lead conversion rate

% of accurate referral when redirect to the correct service

% of agent time spent in direct service

% of all calls abandoned

% of all services calls answered in one minute

% of blocked calls

% of call agent's work time spent speaking to callers

% of callers who attempt and successfully access service

% of calls answered within set timeframe

% of calls presented that get into the system

% of calls that reach an agent

% of calls which are abandoned while in queue

% of cross-sell/up-sell opportunities

% of customers that are satisfied

% of email inquiries responded within 24 hours

% of e-mails answered in one day

% of failure to pass caller data

% of first call resolution

% of lost calls

% of misrouted calls

% of phone calls adherence to script

Abandon rate of incoming phone calls

Agent adherence to schedule %

Agent attendance %

Agent utilization rate

Agents FTEs as % of total call center FTEs

Answered calls per hour

Answering % within 10 seconds

Average # of calls to resolve issue/problem

Average # of times call agents are monitored

Average abandonment time

Average call length

Average cost per call

Average delay while in queue before connecting to an agent

Average hold time of calls

Average quality of call

Average queue time of incoming phone calls

Average revenue per call

Average speed of answer

Average talk time of phone calls

Average time a customer spends with a service agent

Average wait time

17
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Section A

Organization

8. Customer Service

Average waiting time for a customer to reach a service agent

Average wrap-up time

Call volume

Calibacks made - % to peers

Contact frequency

Cost per minute of handle time

Phone occupancy rate

Total calling time

Total calls received

Total training days delivered to agents

Zero-out or bail rate

Customer Satisfaction

EEEE

EE LI

# of complaints concerning phone channel

# of complaints per 1,000 pre-paid customers per month

# of complaints per 100 bills per month

# of customer claims

# of customer complaints

# of customer complaints after 1 week of service

# of customer service policy document

# of customers lost

# of footfall counts

# of negative feedbacks from customers

# of user opinions to improve service

% customer invoice accuracy rate

% customer responsiveness

% customer retention

% customer satisfaction

% customer service performance against standard

% customer survey results

% delivered in full to customer

% delivery in full and on time

% of car park usage

% of correct documentation

% of customer claims

% of customer orders delivered in full

% of customer orders delivered on time

% of customers lost

% of office cleanliness

% of order entry accuracy

% of orders delivered on time

% of product damage

% of product returns

% of trained technical experts and certified

% of visitor feeling safe

KPI MEGA LIBRARY
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Organization By Industry | Function

8. Customer Service

% of visitor postcode data available
Average # of products in customer baskets
Average lead time for all orders

Average response time

Average time spent on customer relations
Average waiting time for check out
Customer satisfaction rating
Customer-loyalty index
Net promoter score
Response rate

Retail crime perception
Satisfied customer index

# of applications completed and sent

# of applications received

# of applications/mail in process

# of applications/pieces opened

% applications / mail in processing

% applications completed,

% applications/ pieces opened

Quality | | . i

# of hours of agent time available for mail service
# of service complaints
% of application/transaction errors
% of mail client satisfaction level
% of mail completed within target processing time
% of response accuracy
Average cost per application / mail
Average cycle time
Pass through ratio

_Marketing & Sales I
# of advertising standards complaints
# of customers with post-paid / pre-paid breakdown
# of on-time deliveries
# of product returns
# of sales complaints
# of service awards
% disconnect with overall / post-paid / pre-paid breakdown
% of blended overall / post-paid / pre-paid breakdown
% price comparisons to competition
% usage of electronic links for customer orders
% usage of electronic links for fund transfer
Average # of times the phone rings
Minutes of use with overall / post-paid / pre-paid breakdown

iR
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8. Customer Service

vonce services as a % of overall revenue

% distnbutors satlsfaction

% export agents satisfaction

Customer satisfaction index

Stakeholders satisfaction index

Suppllers satisfaction index

# of totaI visitors entering the office

# of visitors who are serviced at agent stations

% of answer accuracy

% of customers use self-service computers

% of first visit resolution

% of visitors receiving agent service to total visitors

Average cost per service

Average time to transaction complete

Average wait time in person

Critical error rate

Administration

Education

# of |nst|tut|ona| research

% satisfaction with the timeliness and accuracy of reports requested

% users’ perceptions of quality of service

Average admissions application response timing

Average admissions telephone response timing

Average printing services reduction of pre-press time

Average time for printing services bulk mail

Average time for registrar’s office grade posting

Reg;strar s offn:e clearlng transcrlpt average time

Assessment

S
Lol

# of assessment plan

# of development programs offered to students

# of external program review

# of library usage by teachers and principals

# of student scoring 4 or higher on CST assessments, disaggregated by all
subgroups

# of students demonstrating their understanding in a variety of ways

# of students enrolling in 8th grade algebra and reduction in support classes
in core areas

# of students grades 4, 7, 9 taking the writing assessment

# of students participating in Algebra performance assessment- grade 8

# of students participating in common ELA, Mathematics, History, and
Science assessments
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9. Education

# of students participating in K-7 mathematics with a focus on Algebra
readiness

# of students participating in mathematics performance assessment

# of students reflecting on their own learning and needs based on common
assessment results

# of teachers and principals attending professional assessment

# of teachers participating in Algebra performance assessment

# of teachers participating in mathematics performance assessment

# of teachers receiving professional development for writing assessment

# of teachers results-oriented cycles of inquiry

# of teachers using critical information from common assessment results to
inform instruction

# of teachers using multiple sources to assess student achievement

# of writing and mathematics assessments developed

# of writing and mathematics assessments scored and reported to teacher,
students, and parents

% increase in applications of scholarships

% of ICT user satisfaction rate

% of student diversity

% of student satisfaction

% of student scoring 4 or higher on CST assessments, disaggregated by all
subgroups

% of students enrolling in 8th grade algebra and reduction in support
classes in core areas

% support for the educational needs of multicultural students

Higher satisfaction responses by ES, MS, & HS teachers and principals of
common assessment program

Rating of the institution and its programs by external evaluators

Ratings of the institution and its programs by external audiences

Ratio of nationally accredited programs to programs eligible for national
accreditation

Reports of program changes made as the result of internal or external

# of employers recruiting interns

% employer evaluation of students

% employer satisfaction

% of academic students employed within six months of graduation

% of career interest testing

% of graduates employed in their field of study

% of graduates from undergraduate programs who within six months of
graduation are employed

% of graduates from undergraduate programs who within six months of
graduation are enrolied in further study

21
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9. Education

% of graduates were satisfied with the usefulness of their education

% of graduates working within six months of leaving school

% of participation in career days

% of students counseled

% of students entering employment

% of technical students employed within six months of graduation

Average graduate starting salary

Average rating of student on the adequacy of career counseling

Completion rates for graduate survey

Employment rate of graduates in chosen field as their primary post-
graduation goal

Graduate employment rate

Graduate placement rate

Disability Services || R

% faculty perceptions of disability services

% of disabled student satisfaction with range and quality of assistance
offered

% of student perception that academic success was enhanced with disability
services assistance

g 9803:

3 & Partnership

# of alliances or participation to a Jomt academlc program or consortlum

# of community education programs provided as a % of # of departments

# of cooperative proposals involving other educational institutions,
businesses, communities, and government entities

# of off-shore partnerships

# of on-shore partnerships

% national accreditation

% of full time faculty and staff actlvely engaged in community service
activities

% use of multidisciplinary teams for educational projects, programs, and
courses

Responsiveness index to regional labor market demand

Enrolment

Total earned income internationally

# of methods in recruiting students

# of methods of maximizing funding for students

# of new student recruitment

# of student headcount by college of attendance

# of student headcount by college of registration

# of student transfers

# of students recruited

# of students recruited from local high-schools

# of students recruited from outside the country

% apparent (gross) intake rate

% change of full-time students admitted in the fall term semester
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% delivering admissions information to prospective students

% of growth in student enrolments

% of part time students

% of students are disabled

% of students from low participation neighborhoods

% of students from minority ethnic groups

% of students recruited from local high-schools

% of students recruited from outside the country

% participation in specialization area

% student acceptance rate

% students in a preferred student group targeted for enroliment
Ratio of first-preference applicants

Student acceptance ratio (# of students/# of people applying in a program)
Turnaround time required to process admissions applicants
Turnaround time reqwred to process financial aid appllcants

R

# of acceSS|bIe computer termlnals per student

# of facilities services work order response

% addition of new equipment and services

% expenditure on utility costs

% of buildings in poor condition

% of time that network servers were kept online

% safety record for employees and users of campus facilities

% satisfaction with cleanliness and comfort

Amount spent on facilities investment

Annual expenditure on IT as a % of # of students

Average overall rating of adequacy of facilities and equipment in a survey of
faculty

Average response time for technical assistance

Internet bandwidth per user

Ratio of operation and maintenance of physical building over total budget
Total amount of deferred maintenance

Total expenditure on repairs and maintenance

# ofabsenteelsm / days per staff

# of accrued leave entitlements

# of books published

# of conferences/presentations given

# of courses given by full time professors to candidates of honor degrees
# of faculty and staff of diverse backgrounds

# of faculty holding teaching diplomas

# of faculty publications, performances, presentations to professional
groups, and similar scholarly activities

# of full time professors
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9. Education

# of minorities faculty or staff employment

# of outcomes to assess faculty and staff development

# of patents received

# of research projects

# of research projects completed

# of research proposals written

# of special recognition/honors received by faculty and staff

# of work cover claims

% of academic staff participating in professional development activities
during the past year

% of academic staff with a doctorate

% of classified staff indicate they feel they are recognized and valued by
faculty and technical staff

% of faculty and staff of diverse backgrounds

% of faculty and staff using blackboard

% of faculty engaged in inter-disciplinary programs

% of faculty engaged in research

% of faculty holding teaching diplomas

% of faculty leaving the institution in the past year for reasons other than
age retirement

% of faculty with verified doctoral qualifications

% of instructional staff with terminal degrees

% of minorities faculty or staff employment

% of participants apply trained skills in their teaching

% of participation in ICT training

% of senior assignments accomplished as a part of a capstone experience

% of teaching faculty participating in professional development activities
during the past year

% participation in staff development

% responses of faculty, staff, and students to a biannual climate survey

% results of students for admission tests

% retention rate

% student reports of out-of-class interactions with faculty

Alumni rating of the pedagogy

Attrition rate

Average # of papers published

Average international years of staff experience

Professor to students ratio

Ratio of student/full time professors

Satisfaction rate for staff

Staff perception rate

Student-faculty ratio

b
H

# of external audit of the organization and its programs
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# of sources of recurring income

% discount on tuition fees

% market share in the industry for a program

% market share of leading competitors for a program

% of average faculty and staff salaries compared to benchmark institutions
or other appropriate comparators

% of budget devoted to development and support of faculty and staff
% of budget devoted to instruction and instructional services

% of budget devoted to instruction and instructional support services
% of university revenue available for strategic initiatives

Academic activity cost per student

Amount given by alumni

Amount of contingency fund

Amount of funding overall

Amount of unallocated unrestricted budget reserve

Amount spend on research

Amount spend on student services

Amount spent on per-student funding

Average cost of course

Average cost of program

Average expenses for students/learners

Average full time professor annual salary

Cost per graduate

Deferred maintenance base budget

Distribution of recurrent expenditure

Distribution of recurring costs per student

Distribution of service costs per program or course

Earned income by division

Financial yield per division

Grant Income by division

Human resources expenses )
Institutional/organizational income

Net revenue of students/learners

Professional fees rate of academic personne!

Professional fees rate of service staff

Ratio of # of graduate to undergraduate students

Ratio of dollars spent on strategic initiatives over total institutional dollars
Total current fund expenditures adjusted divided by # of registered students
Total earned income

Total equipment and technology expenses

Total expenses coverage {excess deficit of current fund revenues)
Total expenses per period

Total operating expenditure per student

Total paid professional fees
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9. Education

Total private contributions to university

Total recurrent cost per student

Total recurrent costs

Total revenues from grants and gifts

Total royalties obtained for programs, courses

Total tuition and fee revenues (minus scholarships and fellowships)

Working capital ratio

Financial Aid e

e
S

# of regional school student scholarships

% effectiveness in distribution of financial aid and scholarships

% effectiveness in sharing information on financial payments and aid

% student satisfaction

Average time required for students to complete financial transactions

Total regional grant-funded commencing students

{mh!g e e

# of international students

# of students studying abroad

% of students in multi-cultural immersion experiences

% of students studying abroad

e =

# of book titles held in the library as a % of # of students

# of catalogue records created

# of cataloguing backlogs

# of children attending educational sessions

# of digital images created

# of document supplied

# of electronic materials

# of exhibition loans to other institutions

# of items acquired

# of items supplied/consulted remotely and on site

# of monographs

# of newspaper issues

# of pages of digitized material viewed over the web

# of patent specifications

# of periodical subscriptions as a % of # of programs offered

# of searches of the Library’s online catalogue

# of serial titles

# of visitors to the library’s ‘learning” website

# of visitors to the library’s on site and virtual exhibitions

# of visits to reading rooms

# of Web site subscriptions as a % of # of programs offered

% if reading rooms availability within 15 minutes

% of children attending educational sessions from inner city schools

% of legal deposit material acquired

KPI MEGA LIBRARY 26



Organization By Industry | Function

% of material delivered electronically

% of material held onsite

% of published output available in perpetuity: acquired by the library via
purchase, donation and exchange

% of published output available in perpetuity: all ‘research level’
monographs acquired by the library

% of published output available in perpetuity: current ‘research level serial
titles published worldwide

% of published output available in perpetuity: via purchase, donation and
exchange

% of remote users who are ‘completely satisfied’ with the document supply
service
% of visitors rating the quality of their visit as either ‘excellent’ or ‘good’
Amount of library collection
Average # of issues per borrower
Average rating of students on adequacy of library services
Average time taken to satisfy book requests
Borrowers as a % of the resident population
Library user satisfaction rate
Monograph lending fulfillment rate
Rating the services and facilities they used as either ‘excellent’ or ‘good’
Reading room user satisfaction rate
Total library expenditure
# of pupils
% kids not in education, employment or training
% kids with no formal learning being undertaken
% of 16 - 18 year olds in learning
% of participation in education of # year olds
% young people progressing to higher education at age 19
% young people progressing to higher education at age 20
i B
# of reviewed publications for clarity and comprehensiveness
% attendance at open house events in relation to # of inquiries
% increases in revenues from contribution campaigns
% of delivering accurate and timely information to students
% of satisfaction with campus facilities by community visitors using facilities
% positive community views of the college
Average response time to student inquiries
FAL = -
# of institutional audit
# of subject health reviews
% achievement rates (# achieving qualification / # completers)
% colleges learning lessons good or better
% of courses in which student evaluations were conducted during the year

= i
i i
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9, Education

% of programs in which there was independent verification of standards of
student achievement

% of programs in which there was independent verification within the
institution of standards of student achievement

% student retention rate

% success rates (# achieving qualification / # starts)

Registrar

Average ratlng of the overall |:a|.la||t\j.r of student program

zs;‘sc:& wssc s i

# of services provided to faculty in dlstrlbutmg academlc calendar, course,
and grading information

% processing procedures and staffing patterns

% timeliness of information given to students

# of citations in refereed journals in the previous year per full time faculty
member

# of full time faculty with at least one refereed publication during the
previous year

# of papers or reports presented at academic conferences during the past
year per full time faculty member

# of publications in refereed journals in the previous year per full time
faculty member

# of research active academic staff

# of research competitive grants

# of research higher degree completions

# of total operating funds spent on research

% academic staff with a Doctorate

% higher degree research load

% of funding for research

% of staff deemed to be research active

Research income from external sources in the past year as a % of # of full
time faculty members

Total research income

Value of knowledge transfer grant

Value of research grants

Welghted research pu bircatmns

Retention

% of FT students who achleve an award

% of FT students who progressed

% of student engagement - academic challenge

% of student engagement - active & collaborative learning

% of student engagement - student effort

% of student engagement - student-faculty interaction

% of student engagement - support for learners

% of student repeating a period of study

% of students are going for further study
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9. Education

Course completion rate

FT Fall-to-Fali persistence rate

mel o

# A points per student

# of degrees and certificates awarded

# of student entries

# of subjects

% A points per subject entry

% achieving Level 1 at age 16

% achieving level 2 at age 16

% achieving level 3 at age 19

% graduation rate

% of fall students who transfer to a senior institution

% student repetition rate

Advanced value added colleges

Advanced value added schools

FT 3-year graduation rate

Module completion rate

Student progression ratio

Undergraduate retention rate

T sod}‘ §'|..'g- 1 e

# of active graduate students

# of international student

# of merit scholars of freshman class

# of responses to student questionnaire

# of students who participate in orientation program

% international students

% of student satisfied

Average ACT score of freshman class

Average high-school rank of freshman class

Male / female student ratio

Student / staff ratio

Student / teacher ratio

=

# of courses offered on learning portal

# of curriculum and syllabus analysis done

# of degrees granted

# of experiential learning

# of external reviewers

# of extra curricular activities per semester

# of faculty teaching evaluations

# of full-time equivalent students (FTES)

# of full-time students admitted in the fall term semester

# of graduate students with undergraduate degrees from us

29
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# of graduating senior surveys

# of instructional faculty

# of integrated marketing communications plan

# of licensure exams (taken by all graduates of a program)

# of minorities student groups graduating

# of new graduate programs

# of new programs or other educational services developed in order to
satisfy students/learners

# of persons served through continuing education

# of portfolio analysis

# of portfolio evaluation

# of programs for teaching improvement

# of registrations per year/# of degrees granted

# of special recognition/honors received by students

# of student internships

# of student surveying and exit interviews

# of students enrolled in upgrading courses

# of students participating in academic enhancement activities

# of students participating in academic enhancement/ enrichment activities

# of students participation in using learning portal

# of thesis evaluation

# of videotape evaluation of performance

% academic performance of targeted student groups

% drop-out rate

% ethnic minority students

% of absent students per class

% of academic success of transfer students

% of adjunct teaching

% of admitted students requiring developmental/remedial courses

% of campuses compliant with regulations

% of course or program completion

% of courses that are web-based or web enhanced

% of departments with learning outcome maps for curriculum

% of employers satisfied with quality of graduates

% of existing exams, assignments, or projects common to a group of
students in the major

% of expelled students

% of general university support generated by contract and grant activity for
instruction, public service, and scholarship

% of improvement in students learning rate

% of international student load

% of minorities student groups graduating

% of parents satisfied with education programs and services

% of programs with assessment plans
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9. Education

% of standardized tests

% of student evaluations of curriculum, instruction, and services

% of student learning outcomes for program in the university

% of student satisfaction with the student-centered support system
% of students engaged in internships

% of students engaged in research

% of students enrolled in upgrading courses

% of students entering post graduate programs who complete those
programs in specified time

% of students entering programs who successfully complete first year
% of students entering undergraduate programs who complete those
programs in minimum time

% of students master 90% of course competencies

% of students meeting full admission requirements and prerequisites
% of students who enroll in excursions

% of target teaching hours per annum

% of undergraduate classes with <20 students

% of undergraduate classes with >50 students

% of writing samples completed

% percentage attending per course

% questions measuring participation in research with faculty

Alumni ratings of the quality of instruction, counseling, and curriculum
Alumni ratings of the quantity and quality of preparation for career or other
post-graduation activities

Alumni surveying

Attrition rate of online courses

Average # of students by course or tutored

Average class size

Average course experience

Average course grade of individual students

Average GPA

Average grades of students

Average of students overall rating on the quality of their courses
Average student load (full time)

Average student time to graduation

Average time to graduate

Capstone course evaluation

Capstone courses for graduating seniors

Certification and licensing pass rates

Class attendance %

Classroom climate satisfaction rate

Comprehensive strategic enrollment management plan
Course-embedded assessment

Dropout rate
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Dropout rate for a program / course

Early graduation rate

Failure rate for a program / course

FTE student / FTE Faculty ratio

Graduate school admission rate

Graduated student ratio/ divided by # of students accepted

Graduation rate

Late graduation rate

Median teacher experience

Post-graduate pass rate

Pre-test/Post-test evaluation rate

Professional to academic staff ratio

Program accreditation and re-accreditation review results

Rates/times of completion

Rating by students of pedagogy, counseling services, staff programs,
courses

Ratio of students to places

Ratio of students to teaching staff

Student persistence rate

Student retention rate

Teaching skills satisfaction rate

L

# of prizes or other rec

# of students receiving counseling services

% effectiveness in minimizing student anxiety and help students matriculate
into college

% extracurricular activities

% of alumni rating of services and programs

% of creating campus climate that supports retention

% of student satisfaction with co-curriculum

% of student satisfaction with placement testing experience

% of students receiving counseling services

% of total operating funds allocated to provision of student services

% of web enhanced service delivery

% student connectedness to campus

% students per computer

% students supported by scholarship schemes

Average professional fee rate of staff

Average rating of student on the adequacy of academic counseling

Productivity rate of services

Rating by students of staff, procedures and administrative staff

Ratio of students to administrative staff
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10. Energy Supply
DirectEnerzy ||| ot e e
Gas production volumes
Total direct power generated
Total wind off take commitment

Shmmn

sz

| i | L

Amount of supp
Commercial power sales as % of total sales
Connection density per km network
Connection density per service area
Industrial power sales as % of total sales
Network overhead %

Own power generation as % of total power
Residential power sales as % of total sales

% of coal energy generated

% of natural gas energy generated

% of nuclear energy generated

Renewable power installed capacity

Renewable power purchased under long-term contracts
Total power generated

Total renewable power generated

Wind energy generation utility un
! 7

der construction / consented
T T =
Fuel consumption/ktoe produced

GHG emissions/ktoe produced

HSE expenditure/hydrocarbon production
HSE investments/capital expenditure

Qil concentration in water discharges
Re-injected water/production discharges

CO2 emissions/distributed gas
CO2 emissions/toe consumed
CO2 emissions/transported gas — transport activities

Energy consumption indicators

Energy consumption/(transported energy * average distance) — transport
activities

Energy consumption/distributed energy — gas distribution

Energy consumption/transported energy — transport activities

Energy performance index

GHG emissions/transported gas — transport activities

Natural gas emissions/distributed gas

Natural gas emissions/transported gas - transport activities

Net specific consumption

=
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10. Energy Supply

NOx emissions/distributed gas
NOx emissions/kWheq produced
NOx emissions/transported gas — transport activities
Qil reserves claimed to be recoverable under existing economic conditions
Re-gasification energy consumption/LNG fed into the network
502 emissions/kWheq produced
e —

e
ErE e

s
_madvice packs distributed

# of customers on 'Essentials’ social energy tariff

# of customers on 'Winter Warmer' initiative

# of grants awarded

# of thermometers distributed

Cumulative value of unclaimed benefits identified

Value of grants awarded

11. Engineering

H

% deviation from budget

% of Inventory (Raw Material + Work-In-Progress)

% return on capital employed

% variation to cost estimates

Total amount of capital employed

Total cost reduction due to global sourcing

Total cost reduction due to value engineering projects
Total liability due to outstanding funds until previous year

=

# of contact plan with customers

# of customer meets

# of new area offices

# of principals' feedback
% of defects during warranty period

% of fast moving parts availability

% of satisfactory business performance
Export distributor satisfaction index
Loyalty index

Mean time to recovery
-+ EAEsEET

T
L

# of person-months per released print

% of bills of material that are released in error
% of errors in cost estimates

Average cost of input errors to the computer
Customer cost per life of output delivered
Total spare parts cost after warranty
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# of days for the release cycle

# of days late to pre-analysis

# of errors in publications reported from the plan and field

# of meetings held per quarter over quality and defect prevention

# of misused shipments of prototypes

# of off-specifications accepted

# of off-specifications approved

# of problems that were also encountered in previous products

# of products that pass independent evaluation error-free

# of restarts of evaluations and tests

# of times a print is changed

# of unsuccessful pre-analyses

% accuracy of advance materials list

% effectiveness of regression tests

% of corrective action scheduies missed

% of data recording errors per month

% of drafting errors per print

% of error-free designs

% of errors found during design review

% of evaluations that meet engineering objectives

% of field performance of product

% of prints released on schedule

% of repeat problems corrected

% of reports with errors in them

% of requests for engineering

% of requests for engineering action open for more than two weeks

% of special quotations that are successful

% of test plans that are changed{change/test plan)

% of total problems found by diagnostics as released

% product meets customer expectations

% simulation accuracy

Average cycle time to correct customer problem

Average time required to make an engineering change

A\.rerage time to correct a problem

S

ss.swsé' -
ﬁ FEEaaE:

# of crane needed

# of forklift population

# of forklift sales - exports

# of forklift sales - high end

# of forklift sales-domestic

Cost of cranes per year
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11. Enginearing

Maintenance 0

# of hours lost due to eqmpment downtlme
# of hours used on scheduled maintenance

# of repeat call hours for the same problem
# of unscheduled maintenance calls

% of equipment maintained on schedule

% of equipment overdue for calibration

% of warranty parts dispatch within 48 Hours

% rework due to calibration errors
% scrap due to calibration errors
Average maintenance cost/equipment cost

Average parts delivery perlod current

% materlals handllng solution turnover

% materials handling solution turnover - parts
% materials handling solution turnover - service

# of changes to layout

# of errors found after construction had been accepted by the company

# of industrial design completions past due
# of mechanical/functional errors in industrial design artwork

% of accuracy of assets report

% of engineering action requests accepted
% of error in purchase requests
% of error in time estimates

% of manufacturing time lost due to bad layouts
% of on-time delivery of finished goods

% of production capacity

% of projects executed within approved budget

% of projects executed within scheduled time

% of total floor space devot d to storage

TEE

# of SLAs met between the leISIon and support functlons
# of SLAs met between with suppliers

Annual service contracts

Parts business - actual versus potential

# of manufactured engmes

% gross margin of cranes
% gross margin of manufactured engines

% gross margin of own forklifts
% gross margin of traded engines

Equipment turnover
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11. Engineering

Total gross margin

12. Financial

1

# acid test ratio

# current ratio

# of equipment sales miscoded

# of final accounting jobs rerun

# of hours per week correcting or changing documents

# of inventories

# of key performance indicators

# of open items

# of untimely supplier invoices processed

% of advances outstanding

% of deviations from cash plan

% of shipments requiring more than one attempt to invoice

Amount of intra-company accounting bill-back activity

Amount of time spent appraising/correcting input errors

Average # of days from receipt to processing

Average age of assets

Cash flow return on investments

Cash flow shares outstanding

Common stock equity

Cost of goods sold

Credit turnaround time

Cumulative annual growth rate

Direct costs

Earnings before interest, taxes, depreciation and amortization

Fixed costs

Gross profit

Gross profit margin

Income statement revenues & expenses goodwill

Income statement revenues & expenses retained earnings

Indirect costs

Interest cover

Marginal costs

Money owed to suppliers for goods or services purchased on credit

Net change in cash

Net fixed assets

Net profit margin

Net receivables

Operating income

Other current assets

Other current liabilities
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Other non-current assets
Other non-current liabilities

Preferred stock equity

Short-term debt

Total accounting costs
Total assets

Total current assets
Total current liabilities

Total equity

Total expense accounts processed in three days

Total liabilities

Total of long-term debt

Total time spent correcting erroneous inputs

Total variable costs

S ErE

# asset turnover

# of complaints about inefficiencies or excessive paper

# of complaints by users

# of errors in input to information services

# of errors reported by outside auditors

% data entry errors in accounts payable and general ledger

% discrepancy in line scrap reports

% net interest margin (NIM)

% of input errors detected

% of late reports

Free cash flow (FCF)

Length of time billed and not received

Length of time to prepare and send a bill

Machine billing turnaround time

Net cash flow

Net debt

Operating expenses

Risk assessment value (RAV)

# days of purchases paid

# of days payable

# of invoices disputed

# of invoices outstanding

# of overdue invoices

# of unsettled {unpaid invoices)

% of bad debts against invoiced revenue

% of business partners performance satisfaction
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12. Financial

% of electronic invoices

% of invoices disputed

% of invoices under query

% of low value invoices

% of overdue invoices

% of payable invoices without purchase order

% of payment made within time limit

% reduction of payroll errors

Accounts payable % effectiveness in payables management
Accounts payable turnover

Average monetary value of invoices outstanding
Average monetary value of overdue invoices

Average monetary value of unsettied (unpaid invoices)
Cost of passing up discount by paying invoice after discount period
Cycle time to resolve an invoice error

Debtor days

Entry errors per week

Expenses claims processed per staff

Invoicing processing costs

Monetary value of invoices outstanding

Sum of monetary value of unsettled (unpaid invoices)
Total monetary value of overdue invoices

Total non-current liabilities

Variable costs

ts Receivable |

# days in accounts receivable
# of creditors

% of invoices requiring special payment

Accounts receivable collection period

Accounts receivable turnover

Average value of overdue invoices

Cash at hand

Creditor days

Receivables against product

Receivables against product, region, sales office
Total sum of monetary value of outstanding invoices

Total value of overdue invoices

# of budget deviations

# of days taken to close the budget

# of years with a balanced budget

% accuracy of periodic financial reports

% of budget cuts achieved

% of budgeting deviation of planned budget
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Section A

Organization

% of budgeting forecast accuracy of budget
Time by which budget closed before the year end
Total managed expenmture (TME)

Reimbursement

% of expense report exception Ilne items

% of expenses violating corporate policy

% of travel and entertainment expenses on expense claims

Average # of expense claims per employee or FTE

Average value of expense claims

Average value of travel and entertainment expenses per expense claim
Cycle time in days to approve and schedule reimbursement

Expenses clalms processed per FTE

2l Costs

Bl

# of projects completed on time and on budget
% wages cost from total sales
Actual expenses

Average cost per store
Budget variance

Budgeted expenses
Computer program change cost
Cost of equity (COE)

Cost of goods sold

Cost of insurance

Cost of sales

Cost variance as per budget
Direct operating cost

Interest on overdraft
Inventory turnover

Inventory value

Material costs

Operating cost

Operations costs

Payables turnover ratio
Receivables turnover ratio
Total inventory

Total overtime hours

Total payables

Warrantee costs

# Altman Z-Score (for manufacturing public companies)

# Altman Z-Score (for privately held non-manufacturing companies)
Annual equivalent rate {AER} %

Annual surplus

Capex ratio {cash flow by capital expenditure)
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Organization By Industry | Function

12. Financial

Cash flow

Cost of finance %

Cost per FTE

Creditor length (days)

Current ratio

Debt gearing ratio

Debtor length (days)

Fixed asset turnover

Gross profit %

Investments evaluation

Profit per FTE

Return on capital employed %

Return to shareholders

Revenue per FTE

Stock turn/year

Tax charge %

Total profitability

Total taxation paid

Working capital requirement

Benefits cost per employee

Equity ratio

Gross margin for each product line

Gross profit % by department / team

Revenue by major customer

Sales generated by department / team

Sales growth rate

Sales per customer

Sales per employee hour

Total gross profit margin

Total sales generated

Total shrink {loss due to theft and breakage)
% of organic revenue growth

Average equipment costs per employee

Average revenue per employee (or FTE)

Average telephone/communication costs per employee

Average travel costs per employee

Bonus payout as a % of the total possible within the measurement period

Book-to-bill

Cash conversion cycle

Contribution margin ratio

Corporate credit rating

Cost of office space per employee
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Organization

12, Financial

Cost/income ratio

Days payable outstanding

Days sales of inventory

Days sales outstanding

Debt ratio

Debt-to-capital ratio
Dividend yield

Economic value added

Enterprise value / takeover value

Financial ratios equity ratio

Fixed asset utilization

Gross profit per share

Internal financing ratio

Non-organic revenue growth

P/E to growth ratio

Payroll to net sales

Price/sales ratio

Price-to-book ratio

Price-to-earnings ratio

Profit per admin. staff

Profit per customer

Profit per employee (FTE)

Profit per product
Profit per project

Purchase price variance

Ratio of net debt to equity

Return on capital employed

Return on equity

Revenue won lost due to currency exchange rates as a % of total revenue

Reward-to-variability ratio

Risk-adjusted return of an investment asset

Sacrifice Ratio

Sales and financial ratios Earnings per share

Share price

Subsidy dependence ratio

Value to volume ratio

% of errors in reports

% of financial reports issued on time
Average costs of rework of financial statements due to inaccuracy

Average costs to produce financial statements
Cycle time in days to perform monthly / quarterly / annual close (at site
level).
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Organization By Industry | Function

Delay (in days) in production of financial reports, based on target for
production/delivery

Governance | fancelll'©

# of audit finding closing more than two weeks

# of certifications held by a proposed newcomer

# of errors found by outside auditors

# of errors in financial reports

# of manual payroll payments

# of minor finding on 1SO 9001 Internal Audit

# of overdue invoices

# of payroll errors per month

# of postponed ISO 9001 internal audit caused by auditee

# of postponed 1SO 9001 internal audit caused by auditor

# of record errors per employee

# of years of industry specific experience of a proposed newcomer

% error in budget predictions

% of bills paid so company gets price break

% of error-free vouchers

% of errors in checks

% of errors in expense accounts detected by auditors

% of errors in travel advance records

% of expense report exception line items

% of financial reports delivered on schedule

% of financial reports issued on time

% of payable invoices that have not been matched to a purchase order

% of strategic objectives achieved within a given period

% of un-assessed identified risks

Computer rerun time due to input errors

Cycle time for expense reimbursements

Cycle time to perform periodic close

Cycle time to process payroll

Cycle time to resol

payroll errors
SRR i 7 = =
s

# of initiatives raised to optimize health & safety costs

% reduction in costs of safety management

Health & safety cost reports produced - weekly / monthly
: T — i ——

i
i

% of labor cost competitiveness

HR controllable cost

HR controllable cost by headcount

HR controllable cost by labor cost

HR related operating cost

HR related total operating expenditure

HR total labor cost by total headcount
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Organization

Overtime headcount factor (for total employees)

Overtime labor cost ratio

Share schemes cost
Social security paid

Total direct labor costs

Total eligible headcount

Total headcount
Total HR revenue

Total HR revenue by total headcount

Total indirect labor cost

Total overtime cost

Total pensions and retirement benefits

Total wages and salaries

% of legal budget spent externally

Cost per hour per in-house lawyer

Legal cost per hour per lawyer

Legal staff per size of revenue

Total Iegal sp ding expressed asa % of the company S revenue

~sa<szsz
SRR

# of |nstances where statutory returns filed W|th the authorltles are
accurate

% of errors in payroll

% of manual payroll payments

% of payroll disbursements that include retroactive pay adjustments

% of untimely payroll payments

Average overall cost of producing a payslip per pay run

Cost of payroll process as % of total payroll cost

Cost per payslip issued

Cycle time {in days) to process the payroll

Cycle time to resolve payroll errors

Payment errors as % of total payroll disbursement

# of payment errors

Payroll processing time

Systems cost of payroll process as a % of total payroll cost

Timeliness in submlssmn of statutory returns

Procurement & Supplier sl

Accounts payable days

Bought in materials and services

Purchasing department's administration costs as % of sales

Total spend with suppliers

Value of materials consumed

Value of supplies consumed
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Organization By Industry | Function

Revenues & Profits ]

# breakeven point (BEP)

# of new product / services

# of opportunities initiated

# working capital turnover

% dividend yield

% earnings yield

% gross profit margin

% net profit margin

% return on equity (ROE)

% return on net assets (RONA)

% return on security investment {(ROSI)

% return on total assets (ROTA)

% revenue generated from new products

% sustainable growth rate (SGR)

Annual loss expectancy {ALE)

Assets per FTE {Full Time Equivalent)

Book value per share {BVPS)

Cash cycle {days)

Cost income ratio

Creditors (days)

Cumulative growth rate

Earning per stock

Earnings before interest, taxes, depreciation and amortization (EBITDA)

Earnings before interest, taxes, depreciation, amortization, and
restructuring or rent costs (EBITDAR)

Earnings per share (EPS)

EBIT {Earnings Before Interest and Taxes)

Economic value added (EVA ™)

Export sales volumes

Gross profit from the key supplier

Inventory value in team's area

Market Share

Net income after taxes {NIAT)

Net profit by region / office

Net profits

Product profitability

Profit after tax

Profit from direct energy

Profit from energy

Profit in dollars

Return on assets or investment

Return on capital employed (ROCE)

Revenue from new products and services
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Section A Organization

12. Financial

Revenue generated by team

Revenue per FTE {Full Time Equivalent)
Sales per share

Shareholders' equity

Total direct profit

Savings "in year" revenue

Savings capital "in year”

Savings endowments "in year”

Savings full year revenue recurring impact
Savings next year revenue

Savings total "in year"

Net interest payable

Ordinary dividend per share
Total dividend paid to shareholders

T

, . .
% of disputed tax statements
% of error in placing tax right parameters

% of overdue tax statements (either not filed in-time or not paid in-time)
% of tax statements filed in-time

% of taxes paid in-time

Cost of tax penalties

13. Health & Safety
EmployeeSatety. | 1 0 [ AREIONRIET

# of auditor/thousands of employees

# of carbon monoxide incidents

# of cases of work hours violations

# of health care staff/thousands of employees

# of major injuries

# of major/ serious accidents

# of safety accidents per 100,000 hours worked

# of staff who got medical treatments

# of total fatalities

% of carbon monoxide incidents

% of effective safety culture

% of eligible employees who signed the ethics policy

% of employee involvement and satisfaction.

% of employee perception of management commitment

% of employees covered by collective bargaining agreements

% of employees receiving regular safety performance reviews

% of staff demonstrates high priority to safety
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Organization By Industry | Function

13. Health & Safety

Average overtime hours per person

Contractor injury frequency index

Contractor injury severity index

Employee injury frequency index

Employee injury severity index

Light injury frequency index

Light injury severity index

Serious injuries frequency rate

Total accidents/100,000 hours worked

Total carbon monoxide incidents with death

Total health expenditure/employee

e

# of business units analyzed for risks related to environment

# of environment violations

# of initiatives undertaken by the business to promote greater
environmental responsibility

# of spills of liquid and accidental releases of substances

# of substantiated complaints regarding breaches of regulations

% and total volume of water recycled and reused

% of actual versus licensed water abstraction

% of business units analyzed for risks related to environment

% of materials used that are recycled input materials

% of natural light within buildings

% of products and services categories subject to procedures in which health
and safety impacts are assessed

% of significant suppliers and contractors that have undergone screening on
environment breaches

% of spending on environment-friendly suppliers

% of suppliers that affirmed business code of conduct

% of usage of water from non-traditional sources such as desalination and
recycled water

Amount of energy saved due to conservation and efficiency improvements.

Amount of petrol and diesel used by fleet

Average carbon dioxide emissions by type of vehicle

Average carbon dioxide emissions of vehicles

Average fuel economy by type of vehicle

NOx emissions/toe consumed

Size of identified contaminated land sites

SO2 emissions/toe consumed

Water treatment expenditure/total treated water

% employee satisfaction with ergonomics

% of practical impact of design

Accessibility rating
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Organization

13. Health & Safety

Adaptability rate

Ease of employment rate

Level of consistence rate

Position/Location and convenience rate

Product liability rate

Rating on cognitive elements

Rating on contrast principles

HSE Costing

Rating on physical elements

# of lost days

# of lost time injury cases

# of medical injury cases

% of warranty work costs recovered through claims

% of warranty work with submitted claims

% reduce cost of safety management

% reductions in costs and safety improvement

Cost of office space per HSE employee within measurement period

Cost of solved safety non-conformance per year

Cost of solved safety non-conformances by location

Cost of solved safety non-conformances for the month

Cost per HSE employee

Cost savings

Health and safety prevention costs within the month

HSE current expenditure/operating costs

HSE expenditure*100/year-end order backlog

HSE expenditure/productions

HSE expenditure/revenues

HSE expenditure/sales of natural gas to third parties and own consumption

HSE expenditure/sales of oil products

HSE facilities services total warranty work costs

HSE facilities services total warranty work hours

HSE prevention costs within the month

HSE staff/thousands of employees

Lost time (in hours) due to accidents (including fatalities) per 100,000 hours
worked

Lost time (in hours) due to accidents (including fatalities) per year

Lost time (in hours) due to accidents per 1,000 hours worked

Lost time (in hours) due to non-fatal accidents per 1,000 hours worked

Lost time (in hours) due to non-fatal accidents per 100,000 hours worked

Lost time {in hours) due to non-fatal accidents per year

Steps taken to eliminate expensive system elements and training limitations

Total costs for health and safety prevention within a period

Total man-hours worked
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Organization By Industry | Function

13. Health & Safety

% of attendance at occupatlonal HSE committee meetings

% of health and safety representatives positions filled

% of HSE representatives positions filled

% of issues raised by reps acted

% of issues raised by reps actioned

% of occupational HSE committee recommendations implemented

Total of hours in safety and health training in the month

Total of man-hours in safety and healthtralmng

# of completed relevant policies & procedures

# of implemented safety and health programmers

# of non-conformance with legal or internal standards in safety inspections

# of safety inspections for month

# of safety violations by department

# of security violations per audit

# of solved safety non-conformances from previous audit

% of solved safety non-conformances from previous audit

# of tests passed audit

# of violations committed

% implemented quality management standards and systems

% implemented safety and environmental standards and systems

% of audits conducted on schedule

% of corrective actions closed out within specified time-frame

% of implemented health, safety and environment policies and procedures

% of managers trained in accident investigation

% of noise level control

% of safety adherence to compliance

Contamination rating

Energy intensity index

NOx emissions/processed crude oil

502 emlssmns/processed crude oil

# of accidents per year

# of health management programs

# of measures of safety performance

# of non-conformance per year / quarter

# of reportable accidents year

# of reportable non-fatal accidents per year

# of safety accidents due to non-conformance per month

# of times work was stopped due to unplanned unsafe condition

% of clearance errors

% of documents classified incorrectly

% of fatal accidents relative to all accidents per year
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Section A

Organization

13. Health & Safety

% of operating times with free accidents

% of participation in safety teams

% of safety equipment checked per schedule

% of security violations

% of sensitive parts located

Lost time injuries

Lost-time injuries/1,000 hours worked

e T

Lost- tlme |nJur ,/J.O0.0GD emplovees

# of attendance to HSE courses/employee

# of circulars & Reports Distributed

# of health and safety reports produced

# of issued HSE news letter

# of safety certifications given

% effectiveness of communication methods

% effectiveness of safety training plan

% of attendance at occupational health and safety committee meetings

% of instructions facilitated and presented to users in a manners that is easy
to interpret

% of personnel trained in safety, security and facilities measures

% of staff with adequate occupational health and safety training

% of staff with adequate environmental safety training

HSE training hours/employee

Total HSE trammg offered

Safety Improvement | i -

# of acudents

# of civil defense inspections

# of corrective actions within work group

# of days since last incident

# of executed safety plans

# of fatalities per 100,000 hours worked

# of fatalities per location

# of fires

# of hazards identified

# of incidents with actions taken

# of indicator to judge safety program effectiveness

# of initiatives for safety projects generated

# of joint drills

# of measure of proper resource allocation to safety

# of near misses

# of new guidelines implemented

# of occupational accidents

# of occupational accidents per million working hours

# of occupational ilinesses
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13. Health & Safety
# of preventative and corrective maintenance backlog

# of property damage more than $x

# of reportable accidents per 100,000 hours worked

# of reportable non-fatal accidents per 100,000 hours worked

# of risks mitigated

# of safety inspections

# of safety problems identified by management versus total safety problems
identified

# of safety suggestions

# of spills

# of tasks assessment

# of vehicle accidents

# of vehicular accidents per 100,000 driver hours

% of assessment of health hazards

% of carbon monoxide incidents investigated

% of corrective actions closed out within specified timeframe

% of emergency response covered

% of employee injuries treated in-house

% of fatal accidents

% of fatal accidents relative to all accidents (non-fatal and fatal) per 100,000
hours worked

% of maintained equipments safety

% of occupational health and safety committee recommendations
implemented

% of products/services assessed for health & safety impacts

% of significant products and services are assessed for safety improvement

Accident rate in non-core time

Average # of square feet cleaned by an FTE

Average long and short-term span to fix severe violations

Average time to get safety clearance

Design rating/success

HSE index

Maintenance-rating index

Total preventive occupational safety cost

# of full-time employees dedicated to social investment projects

% of employees who consider that their business acts responsibly in the
society

Funds raised per FTE for non-profit and humanitarian organizations

Social contributions spent per employee

Social responsibility % of operating income dedicated to social contribution

Total investment in the community (company cash donations and staff
volunteering)

Total value of financial contributions to social institutions
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‘e Uil 1 T e i =
# of bed days lost NHS Responsibility
# of bed days lost, LA responsibility
# of hospital beds capacity
# of total bed days per private sector
% accuracy of discharge predictions
% alternate level of care days (ALC)
% bed occupancy rate
% cases classified as may not require hospitalization
% days over/under expected length of stay
% of available critical and telemetry hospital beds
% of available hospital beds
% of bed occupancy
% of day-case basket performance
% of delayed transfers of care
% of emergency patients (not) hospitalized
% of stand-alone hospital beds
% of time that hospital beds remains occupied
Average length of stay
Average length of stay {elective inpatient and day case)
Average length of stay (LOS) in ER
Average length of stay {(non-elective)
Average length of stay per ward
Projected versus actual hospital bed occupancy
Throughput per bed
# of clinic visits
# of referrals
# of social service referrals -dental
# of social service referrals -medical
# of social service referrals -mental health
% medical clinics finishing on time
% medical clinics starting on time
% of appointment referrals in a month receiving a response
% of clinic access (within x weeks)
% of no-shows at appointments
% of no-shows at follow-up appointments
% of no-shows at intake appointments
% of overall clinic utilization
% of referrals from other hospitals
Average booking response time {within x days)
Average clinic visit duration
Average time taken to type and dispatch dictated medical correspondence
Dictation turnaround
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Organization By Industry | Function

14. Healthcare

Elective day cases (% variance to plan)
Elective inpatients (% variance to plan)
First outpatient appointments (% variance to plan)
Follow-up visits per FTE physician
Non-elective (% variance to plan)
Patient discharge rate
Rate of patient attendance
# of clinical trial protocols published
# of clinical trials completed
# of clinical trials opened during the grant year
# of observation patients
# of patients actively participating in clinical trials
# of patients assisted with the costs associated with clinical trial
participation
# of patients currently active in clinical trials
# of patients enrolled in clinical trials
# of patients who have completed their participation in clinical trials
# of registered nurses and navigators educated about clinical trials
# of registered nurses and navigators participating in the enroliment
process
# congregational health programs
# individuals receiving hearing referrals
# of after-school program participants
# of clients served
# of drug misusers in treatment, year to date
# of early intervention in pychosis. services
# of immunizations given
# of individuals receiving food or referred to food bank
# of individuals receiving medical referrals
# of individuals receiving vision referrals
# of program participants
# of smoking quitters (proxy for smoking prevalence)
# of smoking quitters per 100,000 population aged 16 and over
# receiving immunizations
% children with BMI recorded in reception
% children with BMI recorded in year 6
% increase in drug misusers sustained in treatment
% infants with breastfeeding
% integration of older people
% of children and young people who have learning disability
% of children who complete immunization by recommended ages
% of infants breastfed at 6-8 weeks

| s
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Organization

14. Healthcare

% of women who have seen a midwife or maternity healthcare professional
by 12 completed weeks of pregnancy

% people where health affects the amount/type of work they can do

% prevalence of breastfeeding at 6-8 weeks from birth

% primary school age children in reception

% primary school age children in year 6

% reduction in cancer mortality rate in people age under 75

% reduction in CVD mortality rate in people age under 75

<75 yrs cancer mortality rate

<75 yrs CVD mortality rate

All-age all cause mortality rate per 100k population - Females

All-age all cause mortality rate per 100k population - Males

Annual under 18 conception rate per 1,000 females aged 15-17

Childhood obesity rate - reception year

Childhood obesity rate - year 6

Mortality rate per 100,000 from causes considered amenable to healthcare
(< 75)

. Dental Care.

b i | :
#in need of dental service

# of dental screenings

# of individuals in need of dental services

# of individuals receiving dental services

acility Manager

# who received dental care

# of impleente quality of service standards

# of public safety violations

# of service and repairs done / year

# of unplanned initiatives

% adherence to compliance

% efficiency of equipment in facilities

% of occupant concerns addressed

% of planned developments on schedule

Building occupancy requirements

SE

e
o i

% margin

% of plan achieved

% of revenue from charitable sources

Average age of discharged not final billed accounts

Cost per patient day

Financial benefit from operations (% variance to plan)

GP referrals (% growth vs. prior year)

Income performance {surplus)/deficit

Total support staff cost per physician
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14. Healthcare
Awareness : A
# of adolescents participating
# of adults participating
# of classes
# of clients in tutoring services
# of educational activities
# of group educational presentations
# of health fairs in which the organization participated
# of individual educational presentations
# of participants
# of patients educated about clinical trials
# of people educated on breast cancer and/or breast health
# of people to whom informational pieces were distributed
# of people with increased knowledge of a topic after the educational
session
# participating in health training classes
% of people educated on breast cancer and/or breast health who are
medically uninsured or underinsured
% of people educated with increased knowledge of a topic after the session
Health training graduation rate

Health insurance

% of children's health insurance plan

% of invalid patient demographic information

% of invalid patient insurance information

% of operating expenses paid from endowment proceeds

% of scheduled accounts with insurance verification completed on-time

# of maximum center's capacity level
# of patients benefiting from patient assistance programs

# of practices offering extended opening hours as per guidance

# of technology transfer initiative agreements with companies

% access to GUM clinics - offered

% access to primary care - GP

% access to primary care - patient survey

% access to primary care - PCP

% access to primary dental services

% breast symptom patients seen within two weeks of referral

% increase of extended opening hours of GP practices

% of all HIV/AIDS patients living in countries eligible for no-profit medicines
% of all HIV/AIDS patients living in countries eligible for reduced-price
medicines

% of patient reported measure of primary care access

% of patients accessing primary dental services in 24 month period
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Section A

Organization

14. Healthcare

% of people served within specified time after program completion

% patients seen within 18 weeks for direct access audiology treatment

% who have access to appropriate services

FTE registered nurses per physician

FTEs per occupied bed

New pattents per full-time-equivalent ( FTE]I physman

Heart Attack

# of— patients who spend at Ieast 90% of their tlme on a stroke unlt

% of higher risk TIA cases who are treated within 24 hours

% of patients "expired"

% of patients admitted with a heart attack who were prescribed a beta-
blocker

% of patients admitted with a heart attack who were prescribed a stating

% of patients admitted with a heart attack who were prescribed an anti-
platelet

% of heart attack patients given ACE inhibitor for left ventricular systolic
dysfunction

% of heart attack patients given Aspirin at arrival

% of heart attack patients given Aspirin at discharge

% of heart attack patients given Beta Blocker at arrival

% of heart attack patients given Beta Blocker at discharge

% of heart attack patients given Fibrinolytic medication within 30 minutes of
arrival

% of heart attack patients given PCI within 80 minutes of arrival

% of heart attack patients given smoking cessation advice/counseling

Heart attack mortality rate

% of heart failure patients glven ACE |nh|b|tor for Ieft ventricular systollc
dysfunction

% of heart failure patients given an evaluation of left ventricular systolic
function

% of heart failure patients given discharge instructions

% of heart failure patients given smoking cessation advice/counseling

Heart failure mortalltv rate

Hospital Management ||| | il e

# of all age all cause mortality - female

# of all age all cause mortality - male

# of commissioner national measures

# of crisis resolution/home treatment services

# of emergency bed days

# of hospital occupied bed days of patients aged under 18

# of hospital occupied bed days on adult psychiatric wards

# of hospital occupied bed days on adult psychiatric wards of patients under
the care of a psychiatric specialist

# of hospital-acquired infections
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14. Healthcare

# of incidence of clostridium difficile

# of national health indicators

% admitted pathway data completeness

% admitted pathway performance

% distance from target

% follow up DNAs adult

% follow up DNAs older people

% Ist attendance DNAs adult

% Ist attendance DNAs older people

% non admitted pathway data completeness

% non admitted pathway performance

% occupancy

% occupancy - by ward

% of data quality in database

% of good experience of patients

% of individuals who complete immunization by recommended ages
(Children)

% of infection reduction in MRSA & other infections

% of patients spending more than 90% of hospital stay on stroke unit
% of staff satisfaction

% of TIA patients treated within 24 hours

% over achievement of activity when compared to capacity plan YTD figures
% readmissions <28 days

% variance demand vs. capacity

Average audiology waiting times

Average time to reperfusion for patients who have had a heart attack
Crisis resolution /HTT episodes

nceEfﬁea il il

# of trainings given to staff

% of maintenance issues resolved on time

Maintenance cost of statutory regulatory requirements for preventive

maintenance

Maintenance costs of electro-mechanical systems

Maintenance costs of light service

Total annual maintenance resources required by the facility

Total cost of replacement and maintenance activities
ataraaljchild | T =

# of immunizations up-to-date

# of fathers involved in parenting classes

# of mothers

# of normal birth weight

# of normal term pregnancy

# of normal weight gain

# of parenting class attendees
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Section A

Organization

14. Healthcare

# of parenting class graduates

# of pediatric well care up-to-date

# of prenatal patients

# of prenatal visits

# of social work referrals

# of social work visits

# of well woman well care up-to-date

# of women seen by M.D. during pregnancy

il

# of children and adult getting mental health service

# of clients referred for mental health

# of individuals receiving mental health education and consultation

# of mental health screenings conducted

# of patients per month

# of patients reporting employment after receiving services

# of visits per month

Suicide rate among mental health patients

# of C difficile cases in those aged over 65

# of cancelled operations on the day of or after admission due to staffing

% appointment centre calls answered within 5 minutes

% appropriate return to work dates

% attendance on time

% cancelled operations breaching the 28 day rule

% complaints responded to within 25 days

% discharge summaries sent within 48 hours

% nurse availability

% of allied health professional meeting occupational health standards

% of nurses fully compliant and assured against standards

% of ward audit cleanliness results

% punctuality and shift adherence

Average call handle time

Average work time

Hospital standardized mortality ratio {last 12 months)

Quality monitoring compliance

Readmission rate

# of complete impact assessments

# of emergency admissions for ambulatory care sensitive conditions

# of emergency bed days

# of home visits

# of infections

# of infections clostridium difficile

# of issues received in question
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14. Healthcare

# of patient follow-ups

# of prescribing indicator

# of self reported bad experience of patients

# of staff survey measures of job satisfaction

% of acute readmissions

% of admissions screened for MRSA

% of patient-oriented time

% of patients leaving against medical advise

% of patients re-admitted after discharge

% of patients treated as day cases

% of patients without symptoms of cardiovascular disease but with an

absolute risk of CVD

% of people with depression and/or anxiety disorders who are offered

psychological therapies

% of public confidence

% of women who have seen a midwife or maternity healthcare professional

for assessment of health and social care needs by 12 completed weeks of

pregnancy

Average case load per physician FTE

Average cycle time of discharge of patients

Average cycle time of hospital beds

Average cycle time of medical assessment of patients

Average discharge time of patient

Average length of stay for patients

Average occupation time of hospital bed

Average time from discharge to final bill

Average time per patient

BME patients detained as a % of total detentions

Rate of hospital admissions per 100,000 for alcohol related harm

Ratio of full-time-equivalent (FTE) non-physician practitioners and

physicians
‘Pneumonia e

% of Pneumonia pa

% of Pneumonia patients assessed and given Pneumococcal vaccination
% of Pneumonia patients given initial Antibiotic(s) within 4 hours after
arrival

% of Pneumonia patients given Oxygenation assessment

% of Pneumonia patients given smoking cessation advice/counseling

% of Pneumonia patients given the most appropriate initial Antibiotic

% of Pneumonia patients whose initial emergency room blood culture was
performed Prior to the administration of the first hospital dose of
Antibiotics

Pneumonia Mor

# of audit of suicide prevention
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Organization

14. Healthcare

# of clinical evaluations

# of diabetic Retinopathy

# of environmental controls

# of equipments not meeting standards

# of evaluations done

# of hospital access controls

# of infection control and respiratory hygiene rules

# of major regulatory approvals received

# of major regulatory filings

# of patient isolation and cohering

# of patients waiting longer than 3 months for revascularization

% access to a GP within 2 working days

% access to a PCP within 1 working day

% access to abortion under 10 weeks

% access to crisis services {(mental Health)

% ambulance category A calls meeting 19 minute standard

% ambulance category A calls meeting 8 minute standard

% ambulance category B calls meeting 19 minute standard

% ambulance distance from target

% cancer referral to treatment < 62 days (urgent refs)

% category A ambulance calls within 19 minutes

% category A ambulance calls within 8 minutes

% category B ambulance calls within 19 minutes

% increase in staffing needs to min standards

% of 24 hour cover is available to meet the urgent health needs

% of 48 hour access to clinic (appointments offered)

% of cancer 2 week wait (urgent refs seen in 2 wks)

% of cancer diagnosis to treatment < 31 days (urgent refs)

% of communication and reporting done on time

% of crisis resolution team implementation

% of delayed transfers of care at minimum level

% of early intervention for psychosis

% of first attendances in emergency room

% of follow-up attendances in emergency room

% of involuntary patient admissions

% of near misses during hospitalization

% of Thrombolysis 60 minute call to needle time

% of two week wait for rapid access chest pain clinics

% patients on the semi-urgent surgery list that waited longer than 90 days

% patients waiting over four hour maximum A&E

% reduction in 1st appointment at outpatients

% reduction in emergency admissions for long term conditions

% reduction in follow-up attendances

% unplanned readmission rate
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14. Healthcare

Emergency triage rate

Rate of hospital admissions for ambulatory care sensitive conditions

T =

srveet i s

e =

# of clients receiving prescriptions

# of prescription received

# of prescriptions

# of prescriptions applied for

% of new prescriptions outside regular appointments

% of prescriptions not collected by patients

% of prescriptions that need unexpected repeat

% of repeat prescriptions outside regular appointments

Average # of prescriptions per patient

Total clients interviewed

Total prescription cost savings

Total prescription value applied for

Total prescription value reapplied

Total prescription value received

Total prescriptions reapplied

Regulations & Poli Il

# of brea;:hes

# of fines from regulatory bodies

# of non-conformities in the quality assurance system

# requests for independent review

% Investigations completed <25 days

Hospitals national accreditation rate

# hearing screenings

# of biopsies

# of biopsies provided

# of breast cancer screening for women aged 40-53

# of breast cancer screening for women aged 53-64

# of breast cancers detected

# of breast cancers detected by age: (Under 40, 40-49, 50-64, 65+)

# of breast cancers detected provided by Race

# of cases for Diabetes

# of cases for High Blood Pressure

# of cases for STDs

# of cases for Substance Abuse

# of cases for Wound Care

# of Chlamydia screening {as a proxy for Chlamydia prevalence)

# of clinical breast exams provided

# of clinical breast exams provided by age: {Under 40, 40-49, 50-64, 65+)

# of clinical breast exams provided by prior history: (first time, repeat)

# of clinical breast exams provided by Race
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# of diabetic retinopathy screening

# of diagnostic mammograms

# of diagnostic mammograms provided

# of excisional biopsies provided

# of health screenings

# of HIV screenings

# of individuals with early intervention in psychosis

# of individuals referred for HIV follow-up care/testing

# of individuals referred out for diagnostic follow-up

# of individuals referred out for diagnostic follow-up as a % of screenees
# of patients receiving biopsies as a % of screenees

# of patients receiving diagnostic mammograms as a % of screenees

# of patients receiving diagnostic services

# of patients receiving diagnostic services as a % of screenees.

# of patients receiving surgical consults as a % of screenees

# of patients receiving ultrasounds as a % of screenees

# of patients with diabetes

# of people receiving case coordination/management services through the
screening and diagnostic process

# of people receiving case coordination/management services through the
treatment process

# of people receiving navigation services through the screening and
diagnostic process

# of people receiving navigation services through the treatment process
# of people to whom informational pieces were distributed in addition to
providing screening services

# of screening mammograms provided

# of screening mammograms provided by age: (Under 40, 40-49, 50-64,
65+)

# of screening mammograms provided By prior history: (first time, repeat)
# of screening mammograms provided by Race

# of stereotactic vacuum assisted biopsies provided

# of surgical consults (including pre- and post-surgery care)

# of ultrasounds

# of ultrasounds provided

# of ultrasounds with core biopsy provided

# of ultrasounds with fine needle aspiration

# of vision screenings

% men and women aged 70-75 taking part in bowel screening program
% of follow up (by phone or face to face)

% of invalid diagnosis codes

% of nosocomial! infection

% of the population aged 15-24 screened or tested for Chlamydia

% women aged 47-49 and 71-73 offered screening for breast cancer

% women receiving cervical cancer screening test results within two weeks
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Surgical Care - -

14. Healthcare

% inpatient mortallty

% medication error rate

% of surgery patients who received preventative Antibiotic one hour before
incision

% of surgery patients who received the appropriate preventative antibiotic
for their surgery

% of surgery patients who received treatment to prevent blood clots within
24 Hours before or after selected surgeries to prevent blood clots

% of surgery patients whose doctors ordered treatments to prevent blood
clots (Venous Thromboembolism)

% of surgery patients whose preventative Antibiotic are stopped within 24
hours after surgery

% outpatient surgeries

% preoperative mortality

% surgical site infection rate

Surgical care mortality rate

# of cancers one month dlagn05|s (decision to treat) to treatment (All

Referrals)

# of cancers one month diagnosis (decision to treat) to treatment (GP
Referrals)

# of cancers two month urgent GP referral to treatment {all referrals)

# of cancers two month urgent GP referral to treatment {GP referrals)

# of drug users recorded as being in effective treatment

# of patients receiving chemotherapy

# of patients receiving radiation therapy

# of patients undergoing a lumpectomy

# of patients undergoing a mastectomy

% of cancers two week wait

Average cost per patient for treatment services

# of counseling sessions provided

# of days of hospice services provided

# of families receiving bereavement support

# of in-home health service visits provided

# of meals provided

# of navigation and care coordination/management services

# of one-time referrals for patients

# of patients actually receiving care coordination/care management services

# of patients actually receiving navigation services

# of patients assisted by a translator or bilingual breast health staff member

# of patients assisted with transportation needs

# of patients educated about a navigator program

# of patients educated about care coordination/care management services
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14. Healthcare

# of patients for whom rides were provided for treatment-related services

# of patients participating in a navigation program with a high need {more
than 10 hours of service)

# of patients participating in a navigation program with a low need (less
than 3 hours of service)

# of patients participating in a navigation program with a moderate need
(between 3 and 10 hours of service)

# of patients participating in a support group

# of patients participating in retreats during or immediately following
treatment

# of patients receiving alternative and/or complementary therapies during
treatment

# of patients receiving assistance in paying for medical insurance

# of patients receiving assistance in paying for medical services

# of patients receiving assistance with co-pays

# of patients receiving assistance with paying their medical bills

# of patients receiving childcare services during treatment

# of patients receiving counseling services

# of patients receiving financial assistance related to household expenses

# of patients receiving financial assistance related to housing costs

# of patients receiving financial assistance related to medical services

# of patients receiving financial assistance related to paying utility bills

# of patients receiving hospice services

# of patients receiving in-home health services

# of patients receiving meals during treatment

# of patients receiving non-medical financial assistance

# of patients receiving non-medical in-home services

# of patients receiving nutrition counseling

# of patients reporting an improved level of dignity from participating in
funded project/program

# of patients reporting improved comfort from participating in funded
project/program

# of patients reporting improved emotional well-being from participating in
funded project/program

# of patients reporting improved physical well-being from participating in
funded project/program

# of patients reporting improved quality of life from participating in a
funded project/program

# of patients served by an exercise program

# of physicians actively participating in enrolling new patients in clinical
trials

# of physicians educated about clinical trials

# of rides provided for treatment-related services

Average days per patient served

The average amount of financial assistance provided per patient
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# of inpatients waiting over 26 weeks

# of outpatients waiting over 13 weeks

# of patients waiting > 6 weeks for 15 key diagnostic tests

% of inpatients waiting longer than the 26 week standard

% of outpatients waiting longer than the 13 week standard

% of patients waiting longer than 3 months (13 weeks) for revascularization

% patients waiting no more than 31 days for second or subsequent cancer
treatment (radiotherapy treatments)

% patients waiting no more than 31 days for second or subsequent cancer
treatment (surgery and drug treatments)

% patients with suspected cancer detected through national screening
programs who wait less than 62 days from referral to treatment

% patients with suspected cancer who wait less than 62 days from referral
to treatment following a consultant decision to upgrade their status

Average waiting time for new patient to be admitted

Average waiting time for rapid access chest pain clinics

Average waiting time to follow up appointment

Average waiting time to new patient appointment

Average waiting time to treatment appointment

Cancer waits: 2 week wait from referral to first outpatient

Cancer waits: 31 day target diagnosis to treatment

Cancer waits: 62 day target referral to treatment

Delayed transfers of care - bed days as % of total

Delayed transfers of care bed days as % of acute {(Adult & older ) total

Thrombolysis- 30 minute door to needle

Thrombolysis- 60 minute call to needle time

15. Hospitality

# absent days per emplc.).yee in high season (hotel)

# average length of stay in hotel

# complaints received (hotel)

# guests per employee {hospitality)

# of kilo-watt-hours (kwh) per room

# technological competence of staff (hotel)

# training sessions for hotel personnel

% decrease in cleaning cost per room

% hotel occupancy

% internet bookings

% of cancelled reservation requests

% of cancelled rooms occupied

% of guests who would rank stay as exceeding expectations

% of hotel beds occupied
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Section A

Organization

% of non-room revenue

% of occupancy of rooms

% of reservation requests cancelled with penalty

% of reservation requests cancelled without penalty

% of rooms with maintenance issues

% room occupancy

% rooms booked through reservation channels

% rooms with maintenance problems

Annual operating profit per room

Average # of guests per room

Average cleaning costs per room

Average daily rate (hotel)

Average daily rate of rooms

Average length of stay of guests

Average revenue per available room

Gross operating profit per available room (GOPPAR)

Gross operating profits per available room

Revenue per available room (RevPAR)

s T F= =

Waste per night per occupied bed space

% canceled reservation

% frequent customers

% of pre-booked tables

% positive feedback from guests

% reservation channel revenue

Average # of guests per table

Average # of rotations per table

Average # of waiters per table

Food, dessert, and beverage sales per head

Kitchen labor %

Seating efficiency

Strike rate

16. Human Resources

| Absenteeism

# hours lost to absenteeism

# of grievances per month

# of sick days (in hours) relative to # of work days (in hours)

# time lost by starting work late

% of absenteeism

% of days that employees are absent from work

% of employees on long-term sickness leave {more than x working days)

% of employees that are too late at work

% of time cards that have errors on them signed by managers
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16. Human Resources
% of time sheets in need of correction and/or validation by submitter

% of total hours lost to absenteeism

Absence cost per FTE

Absence Rate

Absenteeism rate due to health issues

Average # of sick days {in hours) per employee

Employee absence factor (days lost and absence rate)

Level of outstanding annual leave liability

Sickness absence rate

o

Total cost incurred

# of employees on company secondment

# of manual payroll adjustments

# of share incentive plan

% compensation and benefits cost / sales turnover per year

% entry level wage to local minimum wage

% of complaints about salary

% of eligible employees purchased shares

% of employee share purchase plan

% of employee share scheme take-up rate

% of share bought by employees

% of total performance related pay

% total compensation revenue rate

% workforce on individual employment contracts

Average # of vacation days per employee

Average benefits

Average compensation

Average compensation per employee

Average employee salary

Average income per employee by hour

Average income per employee by month

Average income per employee by position

Average remuneration

Bonus payout

Compensation cost as % of revenue

Cost rate of benefits

Cost rate of medical insurance

Cost rate of social insurance

Cost rate of workers compensation

Pay for equity gaps

Pay for performance gaps

Range of ratios of standard entry level wage compared to local minimum
wage

Ratio between standard level wage compared to local minimum wage
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Organization

16. Human Resources

Ratio of female to male salaries including bonus

Salary rate / sales turnover

Total “frustration level” / # of employees

Total benefits/compensation

Variable compensation

Wage rate

Diversity & Inclusion s e e

# harassment and discrimination complaints received

# of discrimination complaints received

# of female senior managers with more than 10 years in company

# of middle management

# of minority in senior management

# of physical harassment complaints received

# of sexual harassment complaints received

# of women in management positions

# of workforce who are persons with physical disabilities

# of workforce who are visible minorities

% gender ratio

% of female part-time

% of male part-time

% of staff who are disabled

% of staff from minority ethnic groups

% of women in management positions

% of women in total workforce

% of women returning to work after maternity leave

Average age range of employees

Average employee engagement score

Employee gender ratio {female/male)

Employees with a disability

Ethnic diversity ratio

Ratio of female appointments versus male

# headcount

# of employees (full-time equivalent - FTE)

# of employees aged 25-35

# of employees aged 35-45

# of employees aged 45-55

# of employees aged over 55

# of employees aged under 25

# of FTEs in HR

# of full time employees

# of part time employees

# of total staff by branch

# of total staff by Region
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16. Human Resources

% HR outsource rate

% of affiliates with local general manager

% of senior employees

% of staff who are women

% of temporary contracted FTEs

% ratio of salaried staff to waged staff

% ratio of surplus

% ratio of surplus staff to required staff

Average length of service {current employees)

Average length of service (terminating employees)

Growth in full-time equivalent employees

HR FTEs as % of total workforce {FTEs)

Management-to-staff ratio

Ratio of direct to indirect employees

Total hours utilized
T =

T

i

4

# hours volunteered by employees
# intimidation, hazing, bullying or retaliation complaints received
# of active flexible work agreements

# of active job sharing agreements

# of active teams

# of active working from home agreements

# of bulletins issued

# of company-wide meetings

# of emails issued

# of formal union grievances

# of formal grievances

# of internal communications campaigns

# of staff briefing sessions conducted

# of staff involved in company sponsored activities

# of team meetings

# of unfair dismissal claims

# of workforce on individual contracts

% of active flexible work agreements

% of employees participating in company-sponsored activities
% of error-free newsletters

% of executive interviews with employees

% of managers active in community activities

% of personnel problems handled by employees managers

% of retirees contacted yearly by phone

% of staff involved in company sponsored activities

% of unfair dismissal claims KPI

% of work/life balance

% operating income dedicated to social contribution
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Organization

16. Human Resources

% workforce on individual contracts

Average time a visitor spends in lobby

Total workforce Iost time {hours}

Employee Safety | T

# acc1dents per 100 OOO hours worked

# lost time due to accidents per 100,000 hours worked

# of accidents

# of health promotion

# of industrial accidents man days lost

# of initiatives for safety projects generated by site champions

% fatal accidents

% hospitalization leave factor

% of days with Zero doctors cases and lost time incidents

% of employees participating in voluntary health screening

% of employees tralned in flrst aid

Employee Satisfaction Al : el

# of valuable feedback galned from Employee Satisfaction Surveys

% average satisfaction

% average satisfaction by each department

% average satisfaction by field

% average satisfaction by new employee

% employees to have a loyalty to company

% of day lighting in building

% of employees are in same job/function for 3+ years

% of employees who are willing to recommend the organization as an
employer

% of employees who consider that their business acts responsibly

% of participation levels in improvement activities

% staff satisfaction in workplace facility

Average satisfaction % versus norm

Average satisfaction % versus previous survey

Average time employees are in same job/function

lob satisfaction score of employees measured by surveys

(e} inicm survey ratings

el

S T e
i HE L

=
S e

Emplovee total scheduled time

Maximum overtime (OT) hours

Total of employee available time

Total overtime (OT) hours

# employee tenure

# of employee leaving with service time between 1 to 2 years

# of employee leaving with service time between 10 to 20 years

# of employee leaving with service time between 2 to 5 years
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16. Human Resources
# of employee leaving with service time between 5 to 10 years

% decrease in staff turn-over (dismissals, resignations)

% of early retirements

% of employee leaving less more than 10 years

% of employee leaving less than one year

% of employees that leave the organization in a given time period

% of employees who leave during the first year

% of staff turnover {fluctuation)

% of total workforce terminating

% personnel turnover

% reduction in turnover

% turnover in admin, Staff

% turnover in tech. Staff

Average age of employees that retire

Average tenure per employee

Employee attrition

Employee retention

Involuntary termination rate

Job leaving ratio per department

Job leaving ratio per year

Personnel turnover rate

Resignation rate by length of service

Resignation rate with 2 weeks notice

Turnover rate due to poor performance

Turnover rate for the year without notice

Voluntary turnover rate

=

# of employees who would recommend company

# of employees who would seek re-employment with company

% of employees who are willing to recommend company as employer

% satisfaction with conditions/physical work environment

% satisfaction with job

% satisfaction with opportunities for development

% satisfaction with participation and recognition

% satisfaction with personal relations

% satisfaction with wages/salary/benefits

=

% costs of FTE per division

% decrease in cost of training

% deviation to resource plan

% man hours available

% of salaries and wages

% training cost / sales turnover

Administration cost per employee
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16. Human Resources

Average cost of recruitment per staff

Average cost of recruitment per year

Average cost of training per year

Average cost rate of social insurance

Average overtime cost per headcount

Average overtime hours per employee

Average paid time off

Average training cost per employee

Average training costs per employee

Compensation and benefit cost / sales turnover per year

Cost of office space per employee

Cost per FTE

Cost per hire

Cost per new employee

Error rates

FTEs per function FTEs

Function cost/total cost

Function costs per FTE

Health and safety prevention costs

Health safety cost per year

Hiring cost

HR cost as % of total workforce (FTEs)

HR department cost per FTE

HR department costs/total costs

HR labor cost as % of sales/revenue

Human capital return on investment

Human capital value added

Human resources (HR) department cost per FTE

Human resources budget spent on training

Human resources cost per sales turnover

Labor costs to sales

Overtime labor cost ratio

Personnel cost per employee

Prospect identification cost

Prospect to hire conversion rate

Salary budget ratio / sales turnover

Time spent on managing under-performing staff

Total cost of audio visual equipment rental

Total cost of training per year

Total employees’ remuneration

Total employees’ remuneration as % of sales

Total labor cost

Training cost headcount factor

Turnover cost
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16. Human Resources

et LR LEDE DRSS i
# FTEs per HR department FTE
% of HR staff with appropriate professional qualification
Average response time for routine HR inquiries
Average time to update employee records if changes in employee
information occur

FTEs per HR department FTEs
HR department age of HR strategy
HR department EIS usefulness index

S e

Human resources FTE to total FTE ratio

)

ik

Average tenure

FTEs per process FTE

Human capital ROI ratio

Recruitment headcount factor

Recruitment resignation factor

Share of employees below age X

Time to get security clearance

Time to process an applicant

Time to process insurance claims

Training hours ratio

Wait time in medical department

% Managers

% of employees from minority groups managing x or more staff members

% of higher degree emplovees

% of management FTEs

% of or indexed to the salary range midpoint/market rate

% of part-time employees

% of part-time employees that are female

Average (annual) salary per employee

Average sickness days per FTE

Average span of control

Employer satisfaction {index)

Human capital ROI

Human capital value added

Independent contractors vs. employees ratio
= - e - .\_;s:.

# of best practice leadership programs and recommendation to CEO

# of business excellence champions/leaders

# of leadership development workshops conducted

# of management evaluation of management education courses

# of monthly once 1-on-1 coaching for GM / Director / Manager

% of knowledge shared between / within teams
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16. Human Resources

Leadershlp effectlveness index
_Medical Leave ' ;
# of lost t|me days
# of lost time injuries
# sickness absence days per FTE
% decrease in injury rates
% decrease in sick time used
% of employees on short-term sickness leave
% of lost time claims to total claims
% of MC issued by government hospitals and panel clinics
% of MC issued by non-government hospitals and non-panel clinics
% sickness
% staff in team with excess sick leave
Absence due to sick leave
Average cost per lost time claim
Average cost per medical only claim
Average cost per workers compensation claim
Average duration rate of lost time injuries
Average expense cost per lost time claim
Average indemnity cost per lost time claim
Average losses as a % of payroll
Average losses as a % of revenue
Average losses per full time equivalent employee (FTE)
Average medical cost per lost time claim
Average sick leave in working days per staff member
Average sickness period of employees
Cost of workers compensation
Frequency rate of LTI
Total lost time due to non-fatal accidents or accidents per year
Total time lost by work Iate
Performance Appralsa . :
# of formal staff grlevances ralsed
# of staff appraisals held
# of suggested improvements per employee
% high performing employees
% low performing employees
% monthly 1-on-1 program for all staff with performance rating
% of appraisals completed on time
% of appraisals done on schedule
% of appraisals with high quality
% of compliance survey for 1-on-1’s completed with recommendations
% of employee output that is measured
% of employee time spent on first-time output
% of employee with their performance decreased compared to last year
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16. Human Resources

% of employee with their performance increased compared to last year

% of employees above competence

% of employees below competence

% of employees receiving regular performance reviews

% of employees with their performance decreased compared to the
previous evaluation report

% of employees with their performance increased compared to the previous
evaluation

% of high performing employees

% of individual training plans completed

% of low performing employees

% of managers trained in key processes

% of peer reviews

% of personal goal achievement

% of staff given feedback on performance on time

% of staff having appraisal in last 12 months

% performance appraisals completed on time

% staff appraised by end of January

Employee satisfaction index
Employee’s empowerment index
Normal appraisal distribution
Staff appraisals completion rate
Value added per employee

# of completed quarterly skills audits
# of credit returns (linked with employee error)

# of cross-functional assignments

# of customer complaints (employee related)

# of quality circles

% decrease in paper waste

% decrease in production time

% of complete training of skills through training programs
% of email newsletters received but not read

% of employee productivity

% of employees who can detect and repair their own errors
% of man days lost {in FTE) due stoppage of work

% of man days lost {in FTE) due to strike

% of meetings less than 30 minutes long

% of overdue work items

% of time spent on planned work items

% of time spent on priorities

Average age (in years) of workforce

Average overdue time of work items

Average planned workload per workforce member
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16. Human Resources

Compensation/revenue
Compensation/total costs

Cycle time of regular tasks

Effective worktime index

HR ratios overtime rate

Human capital return on investment
Labor cost as % of sales

Labor cost as % of total revenue
Labor utilization rate

Level of training completed by all specialists
New staff versus experienced staff ratio
Profit per employee

Profits per employee

Quality reject rate {employee error)
Remuneration/revenue
Remuneration/total costs

Return on time invested

Revenue generated per FTE

Reward & recognition coverage
Sales per employee

Sales turnover per employee

Span of control

Suggestions implemented
Suggestions received

Task completion ratio

Unit production per FTEs

A

# employment brand strength

# of adjustments of manpower plan {(MPP) per department
# of CVs / per channel

# of days recruitment activity required per employee
# of days to fill an employment request

# of days to respond to applicant

# of interviews from submitted applications/ CV's

# of job vacancies for (previously) filled positions

# of nationals recruited

# of open requisitions to current staff

# of qualified candidate compared to resumes

# of screened newly recruited employees

# of structure vacancies

# open requisitions

# responses (CVs received) per open position

# time to recruit

% actual versus budgeted cost of hire
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16. Human Resources
% applicants / appointees referred by current employees

% internally submitted CVs

% job offer acceptance rate

% new hire retention

% new hires achieving 12 months service

% new hires achieving 6 months service

% new hires achieving satisfactory appraisal at first assessment

% new staff with post-employment interview completed

% of ‘wanted’ new hire retention after certain period

% of converted submitted resumes to interviews

% of CVs that are worth screening compared to # received for an
advertisement posting

% of employment requests filled on schedule

% of hires from “local” schools

% of hires from “top-100 targeted schools

% of hires that accepted an offer over offers from key talent competitors

% of job applicants that have received recommendations from current
employees

% of job vacancies

% of job vacancies for {previously) filled positions

% of job vacancies for new open positions

% of job vacancies for new part-time positions

% of meet hiring plan

% of Nationalization achieved

% of new candidates for which a recruiting fee has been paid

% of new employee retention

% of new employee retention after x time

% of new employees with a recruiting fee paid

% of new hire retention

% of offers accepted

% of screened newly recruited employees

% of vacancies filled internally

% of vacancies filled within a period

% of vacancies filled within x days

% recruiter to open requisition ratio

% recruitment achievement meet hiring plan

% re-hired employees

% staffing rate

% vacancies

Acceptance Rate

Achievement %

Actual joinings vs. offers

Actual versus budgeted cost of hire

Average # of interviewees for open job positions
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16. Human Resources

Average # of interviewees for open job positions within a given
measurement period

Average # of interviews from submitted applications/ CVs
Average # of interviews from submitted resumes
Average # of responses for open job positions

Average cost of recruitment - management

Average cost of recruitment - staff

Average cost per vacancy filled

Average cost to recruit per job position

Average days of vacancy duration - management
Average days of vacancy duration - staff

Average feedback time on candidates

Average graduate compensation

Average interviewing costs

Average open time of job positions

Average sourcing cost per hire

Average time from job acceptance until job start

Average time from the moment a candidate submitted to hiring manager to
receiving initial feedback from hiring manager

Average time to recruit manager

Average time to recruit per position

Average time to recruit staff

Average time to start

Cycle time from job acceptance until job start

Decrease open time in days per jobs

External addition rate

External recruitment rate

External replacement rate

Headhunter cost per hire

Internal promotion rate

Job offer acceptance rate

New employee satisfaction rate with recruiting quality
New hire satisfaction rate with recruiting process

New hire satisfaction rate with the recruiting speed
Performance evaluation average scores on hired candidates
Performance evaluation scores on hired candidates after 1 year
Ratio between internal versus external recruits

Ratio between local versus international recruits
Recruiting fee as % of annual budget

Recruiting fee as % of annual salary

Recruitment # of MPP adjustments

Recruitment costing per position

Recruitment costing per position per channel
Recruitment costs per year
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Recruitment notice to sales budget delivery period
Recruitment source ratio - internal -v- external applicants
Time to acclimation for new employees

Total # of responses for open job positions per year
Total cost to recruit per year

Total costs for advertising

Total costs for agency

Total costs for referral

Total interviewing costs

Track # of converted submitted resumes to interviews
Turnover of new hire during 1 year

Turnover of new hire during 5 years

% of employees taking ill health retirement

Average performance scores of departing employees

Average staff retirement cost

Cost of replacing a key worker vs. re-deploying

Cost of replacing a key worker vs. retaining

Cost of replacing a key worker vs. re-training

Performance scores of departmg versus ex:stmg emplovees
Mlon Compliance &g@@ L i '

# of big V|olat|ons per year

# of HR policies and procedures

# of medium violations per year

# of small violations per year

# of violations by sector

Costing lost by violation
Time lost by violation
Violation rate by departmem
ds & Recognition =

# of days to answer suggestions

# of service stations recognized

# of suggestions resubmitted and approved

# recognition events and awards to staff

% internal promotion rate

% of employees active in improvement teams

% of employees who have received recognition

% of professional employees active in professional societies

% of sales managers recognized

% of staff recognlzed

% acceSS|on rate

% active job sharing agreements
% of employees cross-trained
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16. Human Resources

% of employees nearing retirement age

% of employees of supervisory level who are not permanent in their role

% of employees promoted to better jobs

% of identified successor for various positions

% of identified successor with development plans in place on time

% of internal appointments above certain level

% of promotions and management changes publicized

% time (career) within company vs. time in other companies

Average lead time to promotion

Average length of service of staff appointed above level

Average time employees are in the same job or function

Average time to promotion

Average workforce age

Telecommuting

% active flexible work agreements

% active working from home agreements

% of employee satisfaction with teleworking/telecommuting

Average # of days of telecommuting per full-time equivalent (FTE)

Average estimated cost savings of employees that are
teleworking/telecommuting

Satisfaction of managers of employees that are teleworking/telecommuting

Total cos f empl by h | lework/tel

i

# learning sessions held for top management

# of conducted culture surveys for standards and recognition

# of courses implemented

# of courses offered

# of cross-training sessions

# of days training

# of employees completing sponsored MBA programs

# of employees completing sponsored tertiary studies

# of employees gone through training

# of hours of employee development

# of internet hours utilized

# of knowledge sharing sessions on brand identity

# of learning centers

# of managers with university degrees

# of new participants in training program

# of participants in development program

# of participants referred to the program by previous participants

# of participants that completed the program

# of participants that withdrew from the program

# of people already working at a company are considered for internal
promotion
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# of potential participants

# of sessions offered

# of skill matrices completed

# of training & development events per Head

# of training programs

# of training relevance

# total hours employees spend in mentoring

# training hours per employee

% decrease in customer service times

% decrease in error rates

% E-learning courses utilized

% employee attendance level in training sessions

% employee reach competence after training

% evaluating effectiveness of the training

% HR budget spent on training

% improvement in delivery culture

% improvement in staff health and safety at the workplace

% improvement in staff performance and morale

% improvement in team work

% improvement in the level of service

% improvement of staff competencies

% increase in accessibility of training by % of participation by branch office
or region

% increase in product knowledge

% increase in productivity after the training

% increase in sales (after product knowledge training)

% increase in staff retention

% increase in team morale after the training

% increase of staff initiative, confidence and independent problem solving

% independent contractors

% of administrative and classified staff trained in process improvement

% of business continuity

% of conducive working environment

% of course participation

% of e-learning courses utilized

% of e-learning pass rate

% of employee probation reports completed x time before the due date.

% of employee satisfaction with training

% of employees assessed in an Assessment Center

% of employees certified for skilled job functions or positions

% of employees completing a course of training compared to # of
employees employed

% of employees found their stress levels have decreased (feel more
confident)
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16. Human Resources

% of employees gone through training

% of employees gone through training in a given period

% of employees in self-managing teams

% of employees participating in career coaching

% of employees receiving regular performance and career development
reviews

% of employees taking higher education

% of employees that are associated with a high performance band

% of employees that are associated with a low performance band

% of employees that have been assessed in assessment center

% of employees that participate in career coaching program.

% of employees with development plans

% of employees with higher education

% of enough time given to gain a comprehensive understanding of the
subject

% of HR budget spent on training

% of human resources budget spent on training

% of new hire retention after a given period

% of outstanding employee probation reports

% of product knowledge

% of staff trained

% of staff who need to have qualifications that have appropriate
qualifications

% of staff with management skills

% of technology skills of managers

% of training classes evaluated excellent:

% of training course attendance

% of training course participant satisfaction

% of training courses requested, but not offered

% of training courses that match organizational requirements

% of women in training

% training certificates

% training for maintenance and support

% training goals met

% training hours imparted

% training on essential job skills

% training on knowledge improvement

% training penetration rate

% training return on investment

% training ROI of % training

% training scheduled to fit with operational constraints

% training to general staff
% training to management staff

Applied the learning on the job
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Average # of training hours per employee

Average # of training hours per employee

Average # of training hours per employee

Average tenure per employee

Average test score %s

Average time it takes until expected competence level is reached

Average time to competence

Average time to planned competence

Average training cost per FTE

Average training hours per employee

Company training expenditure (% of salaries and wages)

Customer relations skills

Employee satisfaction with training

External cost per FTE

External hours per FTE hours

FTEs per L&D function FTEs

In-house training cost per FTE

In-house training hours per FTE hours

Learning rate of employees

Ratio of internal versus external training {(cost)

Ratio of internal versus external training {hours)

ROI of training

Soft skills cost per FTE

Soft skills hours per FTE hours

Technical cost per FTE

Technical hours per FTE hours

Total human resources budget spent on training

Total training hours for all FTEs

Training cost

Training cost reduction

Training hours per FTE

Training investment / compensation

Tralnlng |nvestment per FTE

# formal union grievances

# of employees in union

% lost time due to strike action

% of compliance against working time directive

% of employees in union

% of employees left union

Vacﬁﬁ&%,;@w e

% of man davs lost due to strike

% of employees that almost ut1I|zed their vacat|on balances

% of employees that are near or at max for their vacation balances
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Organization

16. Human Resources

% of staff who have more than one year of annual leave owing

Average vacation hours utilized per employee by department

Department ratio of work days {or hours) to utilized vacation days {(or
hours)

Ratio of work days to utilized vacation days

Application Services

17. Information Technology

EE

S e
s s

# extra months spent for the implementation

# fixed bugs

# of alerts on exceeding system capacity thresholds

# of annual IT service continuity plan testing failures

# of business disruptions caused by (operational) problems

# of changes closed, relative to # of changes opened in a given time period

# of complaints received within the measurement period

# of failures of IT services during so-called critical times

# of incidents closed, relative to # of incidents opened in a given time period

# of incidents still opened

# of open incidents older than 15 days relative to all open incidents

# of open problems older than 28 days relative to all open problems

# of open service requests older than 28 days relative to all open service
requests

# of overdue changes relative to # of open changes

# of overdue problems relative to # of open problems

# of requests closed, relative to # of requests opened in a given time period

# of Service Level Agreement (SLA) breaches due to poor performance

# of unmodified/neglected incidents

% accuracy of forecast against actuals of expenditure as defined in capacity
plan

% accuracy of forecast against actuals of expenditure as defined in
continuity plan

% applications with adequate user documentation and training

% bugs found in-house

% financial management processes supported electronically

% hosts missing high priority patches
g

% of {critical) infrastructure components with automated availability
monitoring

% of actual uptime (in hours) of equipment relative to #s of planned uptime
(in hours)

% of application / software development work outsourced

% of backlogged/neglected change requests

% of business process support of applications

% of closed service requests that have been escalated to management,
relative to all closed service requests
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17. Information Technology

% of Configuration Items (Cls) included in capacity reviews

% of Configuration Items (Cls) with under-capacity, relative to all CIs used to
deliver services to end-customers

% of delivered changes implemented within budget/costs

% of efficient and effective technical business process adaptability of
applications

% of incidents prior to the lifecycle

% of incidents solved within deadline

% of incidents that can be classified as a repeat incident, relative to all
reported incidents

% of IT services that are not covered in the continuity plan

% of open service requests worked on

% of overdue incidents

% of overdue service requests

% of problems for which a root cause analysis was undertaken

% of problems resolved within the required time period

% of problems with a root cause identified for the failure

% of problems with available workaround

% of reopened incidents

% of reopened service requests

% of response-time SLAs

% of reviewed SLAs

% of service requests due to poor performance of services provided to end-
customers

% of service requests posted via web {self-help)

% of service requests resolved within an agreed-upon/ acceptable period of
time

% of SLAs with an assigned account manager

% of SLAs without service level breaches

% of time (in labor hours) used to coordinate changes relative to all time
used to implement changes

% of unauthorized implemented changes

% of unplanned purchases due to poor performance

% of urgent changes

% of workarounds to service requests applied

ASL applications cycle management % of implemented changes without
impact analysis

Average delay in SLAs review

Average problem closure duration

Average service request closure duration

Average spent duration of changes closed relative to the average allowed
duration of those changes closed

Average time (hours) between the occurrence of an incident and its
resolution

Average time (in days) between updates of Capacity Plan
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17. Information Technology
Average time {in days) between updates of Continuity Plan

Average time spent (in FTE) on producing and keeping up-to-date of
Capacity Plans

Average time spent (in FTE) on producing and keeping up-to-date of
Continuity Plans

Business Value (BV) of application(s)

Change closure duration rate

Customer satisfaction {index)

First line service request closure rate

Gap between actual network usage and maximum capacity of the network

Problem queue rate
Ratio of # of incidents versus # of changes

Service request closure duration rate

Technical Value {TV) of application(s)

Time between reviews of IT continuity plan

Cobit Acquire & Implement . ' M

# of application production problems (per application) causing visible
downtime

# of bugs or software defects of applications {versions) that are in
production

# of critical business processes supported by obsolete infrastructure

# of different technology platforms

# of infrastructure components that are no longer supportable

% of applications with adequate user and operational support training

% of business owners satisfied with application training and support
materials

% of delivered projects where stated benefits were not achieved due to
incorrect feasibility assumptions

% of development effort spent maintaining existing applications

% of feasibility studies signed off on by the business process owner

% of implemented changes not approved {by management / CAB)

% of infrastructure components acquired outside the acquisition process

% of key stakeholders satisfied with their suppliers

% of procurement requests satisfied by preferred suppliers

% of procurement requests satisfied by the preferred supplier list

% of procurements in compliance with standing procurement policies and
procedures

% of projects on time and on budget

% of projects with a testing plan

% of Request for Proposals {RFP) that needed to be improved based on
supplier responses

% of stakeholders satisfied with the accuracy of the feasibility study

% of systems that do not comply to the defined technology standards

% of users satisfied with the functionality delivered

Average # of responses received to Request for Proposals (RFP)
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17. Information Technology

Average rework per change after implementation of changes

Average time to configure infrastructure components

Cost to produce/maintain user documentation, operational procedures and
training materials

Satisfaction scores for training and documentation related to user and
operational procedures

Software average time to procure

Time lag between changes and updates of training, procedures and
documentation materials

Cobit Delivery & Support

Total rework {in FTE) after |mp|ementat|on of changes

e
HES S

# of business compliance issues caused by improper conflguratlon of assets

# of deviations identified between the configuration repository and actual
asset configurations

# of formal disputes with suppliers

# of incidents due to physical security breaches or failures

# of incidents of non-compliance with laws due to storage management
issues

# of incidents of unauthorized access to computer facilities

# of incidents outside hours where security staff are present

# of incidents where sensitive data were retrieved after media were
disposed

# of SLAs without service level breaches relative to # of SLAs under
management

# of training hours divided by # of employees {in FTE)

# of violations in segregation of duties

% of {major) suppliers subject to monitoring

% of applications that are not capable of meeting password policy

% of availability Service Level Agreements {SLAs) met

% of budget deviation relative to total budget

% of critical business processes not covered by a defined service availability
plan

% of delivered services that are not included in the service catalogue

% of disputed IT costs by the business

% of IT service bills accepted/paid by business management

% of licenses purchased and not accounted for in the configuration
repository

% of outage due to incidents (unplanned unavailability)

% of personnel trained in safety, security and facilities measures

% of scheduled work not completed on time

% of service levels {in Service Level Agreements) reported in an automated
way

% of service levels {in Service Level Agreements) that are actually measured

% of successful data restorations

% of systems where security requirements are not met
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17. Information Technology

% of telephone calls abandoned by the caller while waiting to be answered

% of transactions executed within response time threshold
% of user complaints on contracted services as a % of all user complaints

% of users who do not comply with password standards
Actual budget (costs) relative to the established budget

Amount of downtime arising from physical environment incidents
Average # of training days per operations personnel

Average time (in hours) for data restoration

Average time period {lag) between identifying a discrepancy and rectifying it

Downtime caused by deviating from operations procedures
Downtime caused by inadequate procedures

Frequency (in days) of physical risk assessment and reviews
Frequency {in days) of review of IT cost allocation model

Frequency {in days) of testing of backup media

Frequency (in days) of updates to operational procedures

Frequency of review of IT continuity plan

Unit costs of IT service(s) within measurement period
User satisfaction with availability of data

" Cobit Monitor & Evaluate

# of (critical) non-compliance issues identified

# of (major) internal control breaches, within measurement period

# of improvement actions driven by monitoring activities
# of IT policy violations

# of non-compliance issues reported to the board or causing public
comment or embarrassment

# of recurrent IT issues on board agendas

# of weaknesses identified by externat qualification and certification reports

% maturity of board reporting on IT to stakeholders

% maturity of reporting from IT to the board

% of critical processes monitored

% of metrics that can be benchmarked to {industry) standards and set
targets

Age (days) of agreed-upon recommendations

Amount of delay to update measurements to reflect actual performance
Amount of effort required to gather measurement data

Average time lag between identification of external compliance issues and
resolution

Average time lag between publication of a new law or regulation and
initiation of compliance review

Cost of non-compliance, including settlements and fines

Frequency (in days) of board reporting on IT to stakeholders

Frequency (in days) of compliance reviews

Frequency {in days) of reporting from IT to the board

Frequency of independent reviews of IT compliance
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17. Information Technology
Frequency of IT governance as an agenda item in the IT steering/strategy
meetings
Stakeholder satisfaction with the measuring process
Time be / ontrol deficiency occurrence and reporting

# of conf view of segregation of duties
% IT staff competent for their roles

% of budget deviation value compared to the total budget

% of IT budget spent on risk management (assessment and mitigation)
activities

% of IT functions connected to the business

% of IT initiatives/projects championed by business owners

% of IT objectives that support business objectives

% of IT services whose costs are recorded

% of processes receiving Quality Assurance (QA) review

% of projects meeting stakeholder expectations

% of projects on budget

% of projects on time

% of projects receiving Quality Assurance {QA) review

% of projects with a post-project review

% of projects with the benefit (Return on Investment) defined up front
% of redundant and/or duplicate data elements as exist in the information
architecture

% of repeat incidents

% of roles with documented position and authority descriptions

% of sick days (illness rate)

% of software applications that are not complying with the defined
information architecture

% of software applications that do not comply to the defined technology
standards

% of stakeholders satisfied with IT quality

% of stakeholders that understand IT policy

% of variation of the annual IT plan

Actual ratio vs. planned ratio of IT contractors to IT personnel

Average # of components under management per FTE

Delay in updates of IT plans after strategic updates

Frequency {in days) of enterprise IT control framework review/update
Frequency (in days) of review of the IT risk management process
Frequency (in days) of reviews of the existing infrastructure against the
defined technology standards

Frequency (in days) of strategy and steering committee meetings
Frequency (in days) of updates to the information architecture
Frequency (in days) of updates to the technology standards

Overtime rate between employee overtime with the planned working times
Ratio of IT contractors to IT personnel
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# of maintenance contracts

% cost adherence

% hardware asset value to total IT value

Average age of hardware assets

Average cost to solve a problem

Average cost to solve an incident

Average costs of a release

Average costs of change implementation

Average costs of penalties paid on Service Level Agreements (SLAs)

Cost of CMDB reconciliation

Cost of consumable items such as ink, cartridges, cds etc

Cost of delivery

Cost of digital storage media

Cost of Infrastructure

Cost of leased equipment

Cost of maintenance per 1000 lines of code

Cost of producing and keeping up-to-date of Capacity Plans

Cost of producing and keeping up-to-date of Continuity Plans

Cost of purchase

Cost of security incidents

Cost of security incidents due to unauthorized access to systems

Cost of spares

Cost per device

Cost per PC

Cost per stored terabyte

Cost per terabyte transmitted

Costs associated to unplanned purchases to resolve poor performance

Costs of operating a call center / service desk, usually for a specific period
such as month or quarter

Costs of operating call center / service desk

Costs savings from service reuse

Domain registrations costs

Facilities costs such as a dedicated server room with fire and air control
systems

Financing costs

Hardware asset value

IT spending per employee

Labor cost for technical and user support

Net Present Value {NPV) of investment

Network costs determined by network demand and the bandwidth usage of
the asset

Total cost of change implementation

Total cost of ownership
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Total cost of release

Total cost to solve all incidents

Total cost to solve all problems

Unit cost of IT services

Unit costs of IT service(s)

S

Voice network - cost per minute
i TITTTTT T
: i S

% of energy used from renewable sources (“green energy”)

% of recycled printer paper

% of servers located in data centers

Corporate average data efficiency (CADE) measures data center efficiency
across the corporate footprint

Datacenter power usage effectiveness (PUE)
= T g

25 o
ot o | v;il

# critical time outage

# devices per FTE

# incidents per PC

# incidents processed per service desk workstation

# T service desk availability

# mean time to repair {(MTTR)

# of complaints

# of training calls handled by the service desk

# of un-responded emails

% incidents resolved remotely, without the need of a visit

% incidents solved by first point of contact

% incidents solved within SLA time

% incidents which changed priority during the life-cycle

% IT incidents fixed before users notice

% IT incidents solved within agreed response time

% neglected incidents

% of {re)-assignments of service requests

% of calls transferred within measurement period

% of customer issues that were solved by the first phone call

% of first-line resolution of service requests

% of incorrectly assigned incidents

% of incorrectly assigned service requests

% of terminal response time

% service requests posted via web (self-help)

Average # of (re)-assignments of closed incidents within measurement
period

Average # of calls / service request per handler

Average # of calls / service requests per employee of call center / service
desk within measurement period

Average after call work time
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Average after call work time {work done after call has been concluded)

Average amount of time {e.g. in days) between the registration of changes
and their closure

Average amount of time between the registration of incidents and their
closure

Average days for lease refresh/upgrade fulfillment

Average days for software request fulfillment

Average incident response time

Average overdue time of overdue service requests

Average problem closure duration

Average TCP round-trip time

Time before help calls are answered

indirectifCost =~ @

Total service delivery penalties paid

% IT security budget

Average penalty costs per SLA

Cost of cleanup of virus/spyware incidents

Cost of CMDB reconciliation

Cost of finding and hiring one staff

Cost of managing processes

Cost of patches

Cost of producing capacity plans

Cost of producing continuity plans

Cost of professional certifications necessary

Cost of service delivery

Cost of skilled labor for support

Cost of support to the end users of IT assets

Cost per trouble report {man-hours)

Time for maintenance scheduled and unscheduled

Time of usage of assets for unrelated activities such a gaming, chatting

Training costs of both IT staff and end users

Use of assets for non-business purposes

# applications data transfer time

# data center infrastructure efficiency

# deviations between configuration repository and actual configurations

# time for configuration management database (CMDB) reconciliation

% backup operations that are successful

% corporate average data efficiency

% data redundancy

% of backup operations that are successful

% of changes that required restoration of backup

% of changes that required restoration of backup during the
implementation
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% of physical backup / archive media that are fully encrypted
% of test backup restores that are successful
Age of backup

Average time between tests of backup

Average time to restore backup

Average time to restore off-site backup
ITBusiness Peformance || ||

# frequency of IT reporting to the board

# of capabilities {services that can be rendered)

# of people working on a project versus the required #

# of services delivered on time

# Service Level Agreements (SLA) breaches due to poor performance

# terabyte managed by one Full Time Equivalent (FTE)

# unique requirements

# watts per active port

% facility efficiency (FE)

% growth in business profits

% growth in market share

% growth in sales

% improved SLA’s

% IT projects with a testing plan

% Service Level Agreements (SLAs) reviewed

% SLAs without service level breaches

% stock price appreciation

% time coordinating changes

Actual capacity {# of people available & avoid new project traps)

Technology effectiveness index
T Business . '

% IT budget of total revenues

% IT capital spending of total investment

% of current initiatives driven by IT

% of current initiatives driven by the business

% of growth of IT budget

% of IT contribution in ROTA

% of IT costs associated to IT investment

% of IT costs associated to IT maintenance

% of IT labor outsourced

% of IT time associated to IT investment

% of IT training on IT operational costs

% of spend on current IT capital projects that are considered driven by the

business

Average IT-related costs per customer

IT to total employees ratio

Ratio of % growth of IT budget versus % growth of revenues

e
e
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17. information Technology

Ratio of fixed price projects cost versus T&M projects cost

T 7
i

# of compliments received

# of incidents caused by changes vs. total # of incidents

# of incidents caused by inadequate capacity

# of open IT Infrastructure incidents older than 28 days relative to all open
incidents

# of open [T Infrastructure problems older than 28 days relative to all open
problems

# of open service requests older than 28 days

# of outstanding actions against last SLA review

# of printers divided by # of staff

# of problems closed

# of repeated incidents

# of untested releases

# of urgent releases

# power usage effectiveness

# propagation delay

% availability {(excluding planned downtime)

% data center infrastructure efficiency

% disk space guota used

% incidents solved within SLA time

% of audited Configuration items {Cl)

% of changes closed before deadline

% of closed service requests that were incorrectly assigned relative to all
closed service requests

% of Configuration Items {Cl) mapped onto IT services in the CMDB
% of Configuration Items {(Cl) monitored for performance

% of Configuration Items {Cl) under maintenance contract

% of Configuration Items {Cl) with under-capacity

% of customers given satisfaction surveys

% of delivered services not in the service catalogue

% of end user computers

% of end user printers

% of escalated service requests

% of fully documented SLAs

% of implemented changes without impact analysis

% of inaccurately registered Configuration ltems (Cl) in CMDB

% of incidents not solved in-time due to inaccurate configuration data
% of incidents which change classification during the lifecycle

% of incidents which change priority during the lifecycle

% of internal hosts which are centrally managed & protected

% of IT staff that is ITIL trained

KPI MEGA LIBRARY 94



Organization By Industry | Function

17. Information Technology

% of IT staff with (advanced) ITIL certification

% of money spent on maintaining the IT infrastructure versus the total IT
spent

% of money spent on new IT developments {(investments) relative to the
total IT spent

% of open service requests that are not owned by a person or group

% of open service requests unmodified/neglected

% of overdue changes

% of overdue problems

% of project files containing cost-/benefit estimates

% of refused changes

% of routine changes indicates the maturity level of the process

% of security-related service calls

% of Service Level Agreements (SLAs) in renegotiation relative to all SLAs
that are in production

% of Service Level Agreements (SLAs) requiring changes

% of service requests closed before deadline

% of services covered by SLA

% of SLA breaches caused by underpinning contracts

% of SLA reviews conducted on-time

% of software licenses used

% of successful software installations

% of successful software upgrades

% of time coordinating changes

% of unmodified/neglected incidents

% of unmodified/neglected problems

% of unregistered changes

% of vendor services delivered without agreed service targets

% on-time service level changes

% reduction of IPCS's {Incident, Problem, Change, Service Request)

Average # of (re)-assignments of closed incidents

Average # of (re)-assignments of closed service requests within
measurement period

Average change closure duration

Average rework (in FTE) per change after implementation of changes

Average size of discounts in procurement of items

Average time between audits of Configuration Items (Cls) as residing in the
CMDB

Average time between CMDB reconciliation

Average time between urgent releases of software

Average time spent on CMDB reconciliation

Average time to procure an item

Balance of problems solved

Change queue rate

Delay in production of financial reports
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17. Information Technology

First-call resolution rate

Forecast accuracy of budget

Growth of the CMDB

Incident impact rate incomplete CMDB

Mean Time To Detect (MTTD)

Overall cost of IT delivery per customer

Ratio of # of incidents versus # of problems

Service call abandoned rate

Service request backlog

Service request queue rate

Support costs of all software based on their support contracts
The actual costs relative to the budgeted costs of an activity
Time lag between request for procurement and signing of contract or
purchase

Total critical-time outage

Total rework after implementation of changes

Total service delivery penalties paid within a period

# link transmission time

# network latency

# of bytes received since the system started

# of bytes sent out to connections

# of commands sent

# of connection attempts made since the system started

# of connections currently waiting in the queue to be processed
# of connections that have failed to complete successfully

# of connections that successfully completed their transfer and
confirmation

# of messages received by the system

# of the currently active connections that are open and sending information
# retransmission delay

# voice network minutes per FTE

% Internal servers centrally managed

% network bandwidth used

% network packet loss

% utilization of data network

Accuracy rate

Average connection time

Average network round trip latency

Average response speed

Connections per customer

Cost per byte

Total amount of time the system has been running in milliseconds
Total time the system started in UTC {days)
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i

il =

# of business disruptions caused by problems
# of compliments

# of deviations between configuration repository and actual configurations
# of incidents first month

# of outstanding actions of last SLA review

# of overdue changes

# of overdue incidents

# of overdue problems

# of overdue service requests

# of problems in queue

# of problems with available workaround

# of reopened incidents

# of reopened service requests

# of repeat incidents

# of reviewed SLAs

# of service requests posted via web (self-help)
# of SLA breaches due to poor performance

# of SLAs with an assigned account manager

# of SLAs without service level breaches

# of software licenses used

# of time coordinating changes

# of unauthorized implemented changes

# of unplanned purchases due to poor performance
# of unregistered changes

# of untested releases

# of urgent changes

% growth of the CMDB

% incidents assigned to a level of support

% incidents closed unsatisfactorily

% incidents resolved using a change

% incidents resolved with workaround

% of audited Configuration Items {Cl)

% of availability SLAs met

% of backed-out changes

% of calls transferred

% of Configuration Items (Cl) included in capacity reviews
% of escalated service requests

% of implemented changes not approved by management
% of incident classified as 'major’

% of incident impact rate incomplete

% of incidents bypassing the support desk

% of incidents caused by a workaround

% of incidents closed by service provider
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% of incidents closed satisfactorily

% of incidents expected to close next period by scheduled workaround or
change

% of incidents for which a first interview completed

% of incidents for which entitlement is unconfirmed

% of incidents inbound versus outbound

% of incidents incorrectly classified

% of incidents incorrectly prioritized

% of incidents involving third-party agreement

% of incidents recorded 'after the fact'

% of incidents rejected for reassignment

% of incidents resolved with non-approved workaround

% of incidents resulting from a service request

% of incidents resulting from previous incidents

% of incidents solved within deadline

% of incidents which change during the lifecycle

% of incidents with unmatched agreements

% of licenses purchased and not accounted for in configuration repository

% of obsolete user accounts

% of open service requests worked on

% of problems with a root cause analysis

% of problems with a root cause identified

% of response-time SLAs not met

% of service requests due to poor performance

% of service requests resolved within an agreed-upon period of time

% of services not covered in Continuity Plan

% of un-owned open service requests

% of unplanned outage/unavailability due to changes

% of workarounds to service requests applied

Accuracy of expenditure as defined in Capacity Plan

Accuracy of expenditure as defined in Continuity Plan

Availability

Availability {(excluding planned downtime)

Average # of (re}-assignments of incidents

Average # of (re)-assignments of service requests

Average audit cycle of Configuration Items (CI)

Average change closure duration

Average cycle time between urgent releases

Average incident closure duration

Average service request closure duration

Average time between same reconciliations

Average time between updates of capacity plan
Average time between updates of continuity plan
Average time period between identifying and rectifying a discrepancy
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Average time spent on continuity plans
Change closure duration rate

Change queue rate

Critical-time failures

Critical-time outage

Deviation of planned budget for SLA
Email backlog

First line service request closure rate
First-call resolution rate

Frequency of review of IT continuity plan
Incident backlog

Incident queue rate

IT service continuity plan testing failures
Mean time in postmortem

Mean time in queue

Mean Time to Action (MTTA)

Mean Time to Escalation (MTTE)

Mean time to repair

Mean Time to ticket (MTTT)

Total changes after implementation
Total rework after implementation of changes
Total time in postmortem

Total time in queue

Total time spent on CMDB reconciliation
Total time to action {TTTA)

Total time to escalation (TTTE)

# incident efficiency

# missing patches

# of back up & testing of computer systems

# of changes after the program is coded

# of changes to customer requirements

# of coding errors found during formal testing
# of cost estimates revised

# of defects found over period of time

# of documentation errors

# of error-free programs delivered to customer
# of errors found after formal test

# of keypunch errors per day

# of process step errors before a correct package is ready
# of reruns caused by operator error

# of revisions to checkpoint plan

# of revisions to plan
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# of revisions to program objectives

# of test case errors

# of test case runs before success

# untested releases

% assignment content adherence

% availability errors

% change in customer satisfaction survey

% compliance issues caused by improper configuration of assets

% critical processes monitored

% critical time failures

% error in forecast

% error in lines of code required

% failed system transactions

% false detection rate

% fault slip through

% hours used for fixing bugs

% incidents after patching

% incidents backlog

% incidents queue rate

% of changes caused by a workaround

% of changes classified as miscellaneous

% of changes incorrectly classified

% of changes initiated by customers

% of changes insufficiently resourced

% of changes internal versus external

% of changes matched to scheduled changes

% of changes recorded 'after the fact’'

% of changes rejected for reassignment

% of changes scheduled outside maintenance window

% of changes subject to schedule adjustment

% of changes that cause incidents

% of changes that were insufficiently documented

% of changes with associated proposal statement

% of customer problems not corrected per schedule

% of defect-free artwork

% of input correction on data entry

% of problems uncovered before design release

% of programs not flow-diagrammed

% of reported bugs that have been fixed when going live

% of reports delivered on schedule

% of time required to debug programs

% of unit tests covering software code

Errors per thousand lines of code

Mean time between system IPL
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Mean time between system repairs

QA personnel as % of # of application developers

QA personnel as a % of # of application developers

Time taken for completing a test of a software application

Total rework costs resulting from computer program

HlEe : i

# detected network attacks

# exceeding alerts capacity threshold

# of detected network attacks

# of occurrences of loss of strategic data

# of outgoing viruses/spyware caught

# password policy violations

# security control

# time to detect incident

# unauthorized changes

# viruses detected in user files

% compliance to password policy

% computer diffusion rate

% downtime due to security incidents

% e-mail spam messages stopped

% employees with own ID and password for internal systems

% host scan frequency

% intrusion success

% IT security policy compliance

% IT security staff

% IT systems monitored by anti-virus software

% licenses purchased and not accounted for in repository

% modules that contain vulnerabilities

% of downtime due to security incidents

% of email spam messages stopped/detected

% of email spam messages unstopped/undetected

% of incidents classified as security related

% of patches applied outside of maintenance window

% of spam false positives

% of systems covered by antivirus/antispvware software

% of systems not to policy patch level

% of systems with latest antivirus/antispyware signatures

% of virus incidents requiring manual cleanup

% of viruses & spyware detected in email

% overdue incidents

% repeated [T incidents

% security awareness

% security incidents

% security intrusions detection rate
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% servers located in data centers
% spam not detected

% trouble report closure rate

% virus driven e-mail incidents

% viruses detected in e-mail messages

Distribution cycle of patches

Latency of unapplied patches

Spam detection failure %
Time lag between detection, reporting and acting upon security incidents

IT Services

code

# e-mail backlog

# of alerts on exceeding system capacity thresholds

# of transactions executed within response time threshold

% delivered services not in the service catalogue

% fully patched hosts

% of "dead" servers

% of (assigned) disk space quota used

% of disk space used

% of dropped telephone calls

% of failed transactions

% of network bandwidth used

% of network packet loss

% of transactions executed within response time threshold during peak-
time

Adoption Rate

Application performance index

Average # of virtual images per administrator

Average % of CPU utilization

Average % of memory utilization

Average network throughput

Average response time of transactions

Average retransmissions of network packets

Average size of email boxes/storage

Corporate average data efficiency (CADE)

Datacenter power usage effectiveness

Maximum CPU usage

Maximum memory usage

Maximum response time of transactions

Mean opinion score (MOS)

Mean time to provision

Mean-time between failure (MTBF)

i =

# of developed new systems without downtime issues
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# of integrate IT systems
# of outage due to incidents {unplanned unavailability)

# of reviews of management information systems (MIS)

% downtime (hours)

% effective usage of IT systems

% improvement of capacity of current systems

% mainframe availability

% of outage (unavailability) due to implementation of planned changes,
relative to the service hours

% of outage (unavailability) due to incidents in the IT environment, relative
to the service hours

% of outage due to changes (planned unavailability)

% of system availability

% of unplanned outage/unavailability due to changes

% suitability of IT Systems

Customer database availability

Total outage from critical time failures in IT services

T = =

i | el
# of attendees at user training sessions

# of hours users have spent on training services

# of incidents caused by deficient user and operational documentation and
training

# of incidents caused by deficient user training

# of users turned out successfully

Hours of user training

IT investment to IT staff training

Satisfaction scores for training and documentation

Time lag between changes and updates of documentation and training
material

# of logical code lines {One logical line may be split on several physical lines
by a line continuation character)

# of all statements

# of ancestor classes

# of classes to which a class is coupled coupling is defined as method call or
variable access

# of comment lines

# of constructors defined by class

# of control statements

# of declarative statements (procedure headers, variable and constant
declarations, all statements outside procedures)

# of events defined by class (This metric counts the event definitions)

# of executable statements

# of executable statements

# of immediate sub-classes that inherit from a class
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# of interfaces implemented by class

# of logical lines of whitespace

# of methods that can potentially be executed in response to a message

received a class counts only the first level of the call tree

# of methods that can potentiaily be executed in response to a message

received a class counts the full call tree

# of non-control statements, which are executable statements that are

neither control nor declarative statements

# of non-private variables defined by class VARS excluding private variables

# of physical source lines (including code, comments, empty comments and

empty lines)

# of procedure calls going outside of a class {each call is counted once,

whether it's early bound, late bound or polymorphic)

# of subs, functions and property procedures in class

# of variables defined and inherited by class

# of variables defined by class (does not include inherited variables)

Size of class (# of methods and variables)

Size of class interface {# of non-private methods and uarlablesj
Programming - File

# of code lines count

# of constants (excluding enum constants)

# of control statements divided by # of all executable statements

# of files that a file uses

# of files that use a file

# of logical source lines

# of procedures (including subs, functions, property blocks, APl declarations

and events)

# of variables, including arrays, parameters and local variables

% of comment lines counted as full-line comments per logical lines

% of whitespace lines counted from logical lines

File size in kilobytes

Full-line and end-of-line comments that have meaningful content

Meaningful comments divided bv # of Iog:cal Ilnes of code
_Programming - Procedure : s

# of distinct procedures in the caII tree of a procedure

# of execution paths through a procedure {Cyclomatic complexity)

# of formal parameters defined in procedure header

# of global and module-level variables accessed by a procedure

# of input and output variables for a procedure (including parameters and

function return value)

# of parameters used or returned by a procedure (output parameter)

# of procedure local variables and arrays (excluding parameters)

# of procedures that a procedure calls

# of procedures that call a procedure

% complexity inside procedures and between them

KPI MEGA LIBRARY 104




Organization By Industry | Function

17. Information Technology
% external complexity of a procedure {# of other procedures called squared)

% internal complexity of a procedure {# of input/output variables)

% of Cyclomatic complexity without cases

Code lines count

Comment lines count

Fan-in multiplied by fan-out multiplied by procedure length (logical lines of
code)

Length of procedure name in characters

Logical lines of code in call tree # of lines that may potentially execute in a
call to this procedure

Logical lines of whitespace

Maximum # of nested conditional statements in a procedure

Maximum # of nested loop statements in a procedure

Maximum # of nested procedure calls from a procedure

Physical source lines (including code, comments, empty comments and
empty lines)

Total amount of data read (procedures called + parameters read + global
variables read)

Pro

Total amount of data written

ing - Project) L
# of abstract classes defined in project

# of actual couplings among classes in relation to the maximum # of
possible couplings

# of class attributes (variables) hidden from other classes

# of class methods hidden from other classes

# of classes defined in project

# of concrete classes defined in project (a concrete class is one that is not
abstract)

# of days passed between versions

# of enumeration constant names

# of enumeration names

# of files in project

# of global and module-level variables and arrays

# of interfaces defined in project

# of leaf classes defined in project (a leaf class has no descendants)

# of Physical lines in dead procedures

# of procedure call statements (including calls to subs, functions and
declares, accesses to properties and the raising of events)

# of read instructions from global and module-level variables

# of reads from and writes to global and module-level variables

# of real forms excluding any User Controls

# of root classes defined in project

# of standard modules: bas files and Module blocks

# of unique names divided by # of names

# of unused constants
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# of unused procedures

# of unused variables

# of user-defined types (or structure statements)

# of write instructions to global and module-level variables

% comment density {meaningful comments divided by # of logical lines of
code)

% of actual polymorphic definitions of all possible polymorphic definitions

% of code lines counted from logical lines

% of enum constants among all constants

% of parameterized classes {generic classes)

% of reuse benefit reuse of procedures)

Amount of data flow via global and module-level variables versus procedure
parameters and function return values

Average # of calls on a code line (measures the modularity or
structuredness)

Average # of constants in an Enum block

Average # of variable access instructions per logical line of code

Average file date

Average length of all constant names defined in VB files

Average length of names of variables (arrays and parameters defined in VB
files, excluding parameters in event handlers and implementing procedures)

Average system complexity among procedures

Classes that do access attributes / Classes that can access attributes

Classes that do access operations / Classes that can access operations

Date of newest file in project

Deadness index

Density of decision statements in the code

Length of names

Length of procedure names

Maximum depth of call tree

Maximum depth of inheritance tree

Maximum size of call tree

Project size in kilobytes (includes all source files)

Reuse ratio for classes (a class is reused if it has descendants)

Specialization ratio for classes (a class is specialized if it inherits from a
parent class)

Sum of SYSC over all procedures (measures the total complexity of a
project)

The average # of times reused constants and enum constants

The relative amount of internal inheritance {internal inheritance happens
when a class inherits another class in the same system)

The sum of inherited methods divided by # of methods in a project
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# of modules that use a variable

# of read instructions from variable

# of reads and writes A single instruction may count both as aread and as a
write

# of write instructions to variable

Length of variable name in characters

# of bugs per release

200

# of critical bugs compared to # of bugs

# of defects detected in the software divided by # of function points (FP)

# of defects per function point

# of defects per line of code

# of defects per use case point

# of escaped defects

# of realized features compared to # of planned features

# of software defects in production

# of successful prototypes

# software defects in production

# unapplied patch latency

% critical patch coverage

% defects reopened

% of application development work outsourced

% of bugs found in-house

% of hours used for fixing bugs

% of overdue software requirements

% of software build failures

% of software code check-ins without comment

% of software code merge conflicts

% of time lost re-developing applications as a result of source code loss

% of user requested features

% on time completion (software applications)

% overdue changes

% patch success rate

% routine changes

% schedule adherence in software development

% software build failures

% software code check-ins without comment

% software licenses in use

% software upgrades completed successfully

% unauthorized software licenses used

% unigue requirements to be reworked

% user requested features

Average # defects created per man month

Average number of software versions released
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Average progress rates (time versus results obtained)
Cyclomatic software code complexity

Halstead complexity

Lines of code per day

Rate of knowledge acquisition {progress within the research)
Rate of successful knowledge representation

System usability scale

Time ratio design to development

Time-to-market of changes to existing products/services
Time-to-market of new products/services

Work plan variance

# of type of client (browser, robot, etc)
% of Java-enabled

% renderable mime-types
Click-generation functionality {(address window, favorites list, history list)
Client-side filtering capability {Internet content ratings, certificates)
HTML fluency (the latest version of HTML recognized by the client)

# and type of embedded non-text objects {(images, video, streaming data,

applets)

# of content access scheme (free, pay-per-view, subscription)

# of type of collection {online journal, photo gallery)

# of Web pages in collection

% breakdown of mime types in hyperlinks

% breakdown of protocols in hyperlinks

% of textual description of page's content

Aggregate size of constituent Web resources (in bytes)

Average # of hyperlinks per page

Birth and modification history {major revisions of content - from HTTP

header)

Ratio of internal to external links on page

e . .
# buffer size of router

# host latency

# of domain name (and aliases)

# of files on server

# of geographical locations

# of internet nodes mapped to same domain name

# of sub-sites

# of Web pages on server

# refused sessions by server

# server connection time

# server response time
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Files by traffic % (e.g., % of files account for % of traffic)
HTTP node classification {inaccessible, redirection, accessible; these
classifications will be time-sensitive; see volatility metric below)
Internet node identification (IP address and port)
Pages by traffic % (e.g., % of pages account for % of traffic)
Ratio of explicit clicks to implicit clicks for server
Server-side filtering {robotstxt, firewalls)
Top-level domain {com, edu)
Volatility level (summarizing the accessibility of the server during a given

# of files transferred per user

# of pages transferred per user

# of unique files transferred per user

# of unique pages transferred per user

# of unique Web sites visited per user

# of user access method (ISP, dial-up modem, wireless network, etc)
# of Web sites visited per user

Data filtering imposed by user {which client filters have been activated by
the user)

Inter-request time per user {request to request time)

Inter-session time per user (session to session time)

Intra-request time per user {request to render time)

Path length of sessions per user

Path length of visit per site per user

Ratio of embedded clicks to user-supplied clicks, per user per session
Ratio of explicit clicks to implicit clicks, per user per session
Reoccurrence rates for files, pages, and sites

Sessions per user per time period

Stack distance per user

Temporal length of sessions per user

Temporal length of visit per site per user

User classification (adult, child, professional user, casual user, etc)
User response rate and attrition rate

T
e e -

# of bytes

# of cookie supplied

# of levels in site's internal link structure (depth)

# of pages served per time period

# of search engines indexing the site

# of type of Web collections

# of unique Web sites (filter out Web sites located at multiple IP addresses)
# of user Web page requests per time period

# of Web collections
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# of Web pages

# of Web servers

# of Web site publisher

# of Web sites

% breakdown of protocols across the periphery

% of site devoted to CGl/dynamic content

% of textual description of site's content

Byte latency

Bytes transferred per time period

Network traffic (bytes transferred, Web pages accessed)

Ratio of size of core to size of periphery

[Claims!

18. Insurance

# insurance claims processed

# of days open of insurance claims

% of claims where initial liability decision is not made within statutory time
frame

% of fraudulent insurance claims

% of in-time medical expenses entitlement notices

% overdue claims

Average claim processing time

Claim reserves

Claims forecast versus actual

Claims solvency (%)

Combined cost and claims ratio

i

. i
# new insurance policies issued

% policy renewal rate

Average insurance policy size

Average speed of underwriting

Best insured / client GPI forecast vs. actual

Not taken up (NTU) ratio

Policy renewal rate

Underwriting speed of insurances

# of new insurance policies

# policy sales

% combined ratio

% loss ratio (insurance)

% missed payments or lapses

% not taken up (NTU) ratio

% of overdue premium
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18. Insurance

Average policy size

Gross Premium Income {GPI) forecast vs. actual (%)

Loss ratio (%)

Net written premium

Increase Efficiency. |

EHiaEE

19. Internal Process

# of audit requirements

# of days taken in finance for processing

# of new products introduced

# of on time delivery

# of waste reduction initiatives taken

% equipment utilization

% improve space utilization

% minimize downtime

% of pay runs in banks on time

% plant utifization

% reduction of payroll errors per month

Administrative expense per customer

Average lead time

Average time for decision-making

Hours spent on product re-work

Pay runs in banks on time (< x% error)

Productivity rate

Response time to customer

# of 1SO 9001 certifications

# of 1SO auditors

# of new ideas to reduce processing time

# of new policies and procedures

# of new products/services developed

# of positions outsourced

# of process changes per operation due to error

# of processes improved

# of systems upgrades

# of users accessing system

% of inventory turnovers

% of manual pays

% of process operations where sigma limit is within engineering

specification

% of targets met

% on-time delivery

% planning accuracy
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% using electronic links for communication with carriers
% using electronic links for delivery advice information
Audit requirements {% rating)
Break-even time for new products
Cycle time improvement
Defect rates
Delivery vehicle routing and scheduling
Distribution resource planning
In-process yields
Lead time for product development
Lead time for suppliers
Lead time from order to delivery
Product return rate
Rework rate
Relationship Management e
# of hours spent with external parties
# of SLA’s signed
% of complaints resolved within agreed time
Existence of Service Level Agreement {SLA) with 3rd party service provider

20. Leisure & Recreation

# of attendances per 1,000 population

# of members as % of visitors

% of art objects deemed worthy of display

% of artworks on loan from other institutions

% of artworks on loan to other institutions

% of children in attendance

% of endowment restricted to art acquisitions

% of estimated art collection value covered by insurance

% of new artworks on display

% of non-members who visited the museum x or more times

% of total building size dedicated to permanent collection galleries
% of trustees who donated sum greater than x % of operating budget
% of visitors who would rank visit as exceeding expectations

% of works on display from the museum's most significant collection
Average length of time spent in a noteworthy gallery

Average Iength of time spent with significant works

T

# of international appearances

# of replica shirt sales

% of attendees of non-match-day events

% of TV viewing figures

% utilization of corporate facilities on match-days
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20, Leisure & Recreation

Batting average {BA)

Conversion rate to professional contract

Conversion rate to transfer fee

Earned run average (ERA)

Match-day spend per spectator

Merchandise spend per head

On base % (OBP) / On base average {OBA)

On-base plus slugging (OPS)

Program penetration rate

Walks plus hits per inning pitched
Travelagent T

Cost per transaction / ticket

Productivity per travel consultant

# of travel agents

21. Livestock & Dairy

[T e T
2 e e

[Animals

% animal born alive per female

% of livestock born alive per female farrowed

% of mated females

% of mummified livestock per female farrowed

% of stillborn livestocks per female farrowed

. % of tonnage landed at ports checked against log sheet

Average parity of livestock

Feed cost/ 100 Ib of milk

Livestock culling rate %

Livestock mortality %

Livestock per female farrowed

Livestock survival % after born

Mummified livestock per female farrowed

Total livestock born per female farrowed
o o T

e

% community response to promotional campaign
% growth in white and low fat milk sales

% of market occupied by imports

% of white and low fat mitk market supplied by us
Average milk yield per cow

Cost of marketing campaign per liter of milk sold
Cost of promotion

Energy-to-milk ratio

Per capita consumption

Sales compared to national average
Water-to-milk ratio
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. Management

Administration B :
# of iterations of strategic plan
# of meetings starting on schedule
# of open doors per month
# of tasks for which actual time exceeded estimated time
% increase in output per employee
% of action plan schedules missed
% of delinquent suggestions
% of documents that require two management reviews
% of meetings that start on schedule
% of target dates missed
Average time required to solve a problem
i .
# of kg of paper waste
# of misfiles per week
# of period reports not completed on schedule
# of times messages are not delivered
% data integrity
% of action items not done on schedule
% of clerical personnel support
% of coding errors on time cards
% of impressions reprinted
% of inputs not received on schedule
% of pages retyped
% of phone calls answered within two rings
% of phone calls dialed correctly
Cesdmmdees . 0
# of variances in capital spending
% of output delivered on schedule
% projected cost reductions missed
% revenue/expense ratio below plan
% variation from budget
Return on investment
Revenue actual versus plan
Revenue generated over strategic period
Total amount saved per employee due to new ideas and/or methods
Total cost of poor quality

e
to not using the right pro
# of delays because process instructions are wrong or not available
# of errors in operator training documentation
# of errors per type
# of pages processed error-free per hour
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22. Management

# of security violations per year
# of user complaints per month
% correlation between testers
% correlation between testers delivered on schedule
% error in manufacturing costs
% error in output product quality
% error in personnel records
% error in planning estimates
% error in test equipment and tooling budget
% error in yield projections
% of drafting errors found by checkers
% of errors that escape the operator detection
% of testers that fail certification
% of time program plans are met
% of tools that are networked due to design errors
% of too!s that fail certification
ation & mg@gagw el
# of employees dropping out of classes
# of employees participating in cost effectiveness
# of formal reviews before plans are approved
# of hours per year of career and skill development training per employee
# of job improvement ideas per employee
% functional test coverage of products
% improvement in customer satisfaction survey
% improvement in opinion surveys
Department morale index
Labor utlllzatlon |ndex

# of decmons made by hlgher-level management than requwed by
procedures

# of procedures violations per month

# of procedures with fewer than three acronyms and abbreviations
# of waivers to manufacturing procedures

% of changes to process specifications during process design review
% of departments with disaster recovery plans

% of designed experiments that need to be revised

% of manufacturing used to screen products

% of procedures less than 10 pages

Direct/indirect ratio

Volume actual versus planned

KPI MEGA LIBRARY




Section A

Organization

23. Manufacturing

# of crltlcal equipment availability

# of damaged equipment and property reports

# of problems that test equipment can’t detect during manufacturing cycle

% asset utilization

% equipment utilization

% of changes to project equipment required

% of equipment ready for production on schedule

% of overall equipment effectiveness (OEE)

% of tools and test equipment on change level control

Average age of equipment

Average useful life of equipment

Equipment availability as % of overall operation time

Equipment performance %

Equlpment CILIEI|IT\|" %

Automation =

TR
bl

# of evaluations of software by performmg usablllty testlng

# of evaluations on alternative designs through the use of equipment
mockups and software prototypes

# of improvement, enhancement or additions in the existing applications

# of software development requests completed on time

% deployment of storage area network

% deployment of supplier portal

Data application across multiple functions

Data integration across muitiple functions

Evaluatlons on prEdecesscr systems and operatortasks

# of anaIyS|s of tasks and workload

# of design and testing and evaluation

# of hours provided training for systems

# of modeling tools to evaluate station design and operator procedures

# of requirements specification

# of tasks and associated workload analysis

# of training requirements

% for operations

% of functions allocation

% of system performance and reliability

% of undesirable design or procedural features identified

% operator stress

% reduction of operational errors

% training for sustaining manpower skills

Ease of use rate

User fatigue rate

User satisfaction rate
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Organization By Industry | Function

23, Manufacturing

# facility age

# maintenance efficiency indicator

# of approved work orders over 3 months old

# of assets in the condition monitoring program

# of breakdowns

# of breakdowns per year or per department

# of candidate items for condition monitoring

# of defective steam traps found

# of devices surveyed

# of direct maintenance personnel on shift

# of emergency maintenance jobs

# of emergency priority service calls

# of failures

# of failures causing downtime

# of faults found

# of hours the equipment was available to run at capacity

# of immediate corrective maintenance man-hours

# of immediate corrective maintenance work-orders completed

# of incomplete work orders

# of internal direct maintenance people using software

# of internal direct maintenance personnel

# of internal maintenance personnel

# of internal multi-skilled maintenance personnel

# of jobs

# of maintenance internal personnel man-hours for training

# of maintenance work-orders causing downtime

# of major assets/systems

# of major assets/systems with preventive maintenance routines

# of man-hours for continuous improvement

# of man-hours used for planning in a systematic maintenance planning
process

# of material requisitions

# of material requisitions met from stock

# of modification proposals registered

# of modifications completed

# of outstanding work orders

# of overdue preventive maintenance work orders at the end of the period

# of planned and scheduled maintenance man-hours

# of plant stoppages due to failure

# of PM/CM backlog items

# of preventive maintenance + emergency maintenance jobs

# of preventive maintenance jobs completed

# of preventive maintenance jobs scheduled
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Section A Organization

23. Manufacturing

# of preventive maintenance tasks completed

# of preventive maintenance tasks ptanned

# of priority 1 service calls

# of priority 2 service calls

# of production operator maintenance man-hours
# of repeated breakdowns

# of rework jobs

# of scheduled work orders

# of service calls

# of service calls within the target response time

# of steam traps surveyed

# of stoppages due to failure

# of systems

# of systems covered by a critical analysis

# of unexpected equipment failures resulting in downtime
# of urgent priority service calls

# of work orders closed during the period

# of work orders completed during the period

# of work orders performed as scheduled

# of work orders registered

# or maintenance work-orders completed

# time spent performing preventive maintenance (PM) work
% after action review usage

% critical equipment availability

% of adherence to preventive maintainers schedule
% of critical equipment availability

% of failed maintenance

% of maintenance hours of operating time

% of maintenance hours of operating time (maintenance efficiency)
% of maintenance rework

% of preventive maintenance cost

% of scheduled maintenance man hours planned

% repairs completed within time limit

% unplanned maintenance

% work orders closed within the specified time period (maintenance)
Achieved up time during required time

Actual available hours to schedule each week

Asset replacement value

Average cost to resolve a breakdown

Average inventory value of maintenance materials
Average loading time

Average preventive maintenance man-hours / day
Average required travel time

Backlog of maintenance work
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Organization By Industry | Function

23. Manufacturing

Cumulative response time of all customer calls
Cumulative response time of all emergency priority service calls
Cumulative response time to all service calls
Cumulative response time to all urgent service calls
Cumulative safe repair time of all emergency priority service calls
Cumulative safe repair time of all service calls
Maintenance cost per unit

Maintenance cost per unit

Maintenance shutdown cost

Mean time failure

Monthly depreciation of equipment

Net maintenance parts turnover

Preventive inspection effectiveness

Quantity of output

Ratio of value adding time to lead time

Schedule completion effectiveness (%)

Time taken to answer maintenance calls

Total actual man-hours for completed work orders
Total annual maintenance expenditure per square meter
Total assets value

Total budget implemented / budget planned

Total condition based maintenance man-hours

Total corrective maintenance man-hours

Total direct maintenance personnel man-hours

Total direct man-hours worked

Total emergency jobs worked

Total estimated cost of work

Total estimated man-hours for all outstanding work orders
Total estimated man-hours for completed work orders
Total hours in the reporting time period

Total internal direct man-hours available

Total internal direct man-hours worked

Total internal maintenance man-hours

Total internal maintenance personnel man-hours
Total jobs worked

Total maintenance cost / month

Total maintenance cost per equipment

Total maintenance cost per year

Total maintenance man-hours available

Total maintenance personnel man-hours

Total man-hours worked on shift

Total off-site maintenance man-hours

Total operating time

Total overtime maintenance man-hours
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Organization

23. Manufacturing

Total overtime man-hours worked by indirect maintenance personnel
during period

Total preventive maintenance hours

Total regular man-hours of indirect maintenance personnel during period

Total stoppage time due to failure

Total time of failures

Total time of failures costs

Total time to restoration

Total value of parts inventory

Total value of parts on sites

‘Minimiza Cost__ ||| L

% cost of quality

% cost reduction

% increase in inventory turnover

% of corrective maintenance cost

% of statutory compliance

% reduction in variable cost

% residual (scrap) value

Average production costs of items

Cost of poor quality (COPQ)

Cost of replacing obsolete items

Cost reduction %

Engineering costs are not more than x$ per tone

Interest cost reduction

Labor costs per unit production

Power consumption per hour production

Price of non-conformance

Ratio of actual to projected unit production costs

Total actual cost of work

Total contractor cost

Total cost of all jobs

Total cost of contractors

Total cost of direct labor

Total cost of equipment parts

Total cost of maintenance

Total cost of maintenance materials

Total cost of planned and estimated jobs

Total cost of preventive maintenance

Total direct maintenance personnel cost

Unit cost

Water used per amount of product manufactured

Miping&Meeslll o 0

Ratio of actual dilution of ore to dilution stated in the feasibility study
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Organization By Industry | Function

23. Manufacturing

Ratio of actual impurities content to impurities content stated in the
feasibility study

Ratio of actual recovery to metallurgical recovery stated in the feasibility
study

Dperati

Trim optimization efficiency
lence’ -
# of elements affecting other functions

i

# of elements related to other functions

% of improved uptime of machines

% of planned monthly shuts completed within planned time

% of rejects

% of respond to breakdowns in < 30 minutes

% of undamaged goods

Achieve uptime of x% by x date

Average # of quality checks vs. targeted #

Increase output to x tones per day

Less % waste

Manufacturing cycle time

Quality Assurance

Truck turnarounds reduced to x mins

b

# of issues inquired into arising out of the data applied or integrated

% maintained price with value to customer

% of efficiency of control structures

Average sales turnover / customer

Average time from dock to dock

Average time from order to cash in bank

Average time from raw material to dispatch

Average value of the order

Profit rate / each order

Rate of profit from each customer

Value of the minimum order
rent | '
# of manufacturing steps

# takt time

# unit production time

# units per man-hour

% adherence to processes

% downtime

% lost manufacturing capacity

% process validation

% production orders finished late

% total time vield

Manufacturing schedule adherence
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Section A Organization

23. Manufacturing

Ratio of actual to design input requlred to produce one unit of output
Production Control ' '

# failure rate

# of items exceeding shelf life

# of new change orders

# of open change orders

# production lead time

# regression testing

% machine scheduled time

% of errors in work in process records versus audit data

% of manufacturing jobs completed on schedule

% of products that meet customer orders

% of stock errors

% work in progress

Average cycle time {ACT)

Cost of inventory spoilage

Employee work center loading

Production targets

Ratio of actual capacity to rated capacity

Ratio of downtime to projected operating time

Spare parts availability in crib

Time required to incorporate engineering changes

Time that line is down due to assembly shortage
Productivity ' | i | i i e

# of deadllnes/mllestones met,

# of metrics relating to specific team tasks

# of orders produced by individuals

# of orders produced by section

# of orders produced by week or day

# of staff off work

# of units produced

% changes to the weekly schedule

% uptime

Attendance rates

Average time to manufacturing

Length of time staff are off work

Output rates

Overall equipment effectiveness

Schedule compliance

Total machine available time

Total machine work center loading rate

Total sales turnover / total employee

Turnaround time for jobs

HEEEE S e
S e
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Organization By Industry | Function

23. Manufacturing

# of new products introduced per month

# of review of product design

% first time right

% standardization of products

# areas of improvement

# emissions from production

# of customer feedback

# of internal customer complaints

# of kaizen applications

# of non conformances

# of product realization projects implementation

# of products defects at customer site

# of products warranty failure — OEM

# production rejects

# startup rejects

% defects per million opportunities

% final products which do not meet quality criteria

% first time yield (FTY)

% hazardous operational waste

% mean time between failures

% must do it again - rework

% of defect goods

% of defect goods of department

% of defect goods of individual

% of rejection in products due to packing & handling

% production losses

Amount of time lost due to rework

First time through quality yield

Internal customer satisfaction

Products having first tuning above 100,000 cycles in endurance test

Quality rates

Response time to customer queries

Rework rate of department

Rework rate of entire company

Rework rate of worker

# of injurious acmdents due to human or machine errors or fallures

# of safety considerations applied in a system acquisition

% high quality for all customer point of interaction
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Section A Organization

24. Procurement

= ST

BusinessControl =~
# of documented issues
# of hubs (logistics network)
# of returns/ customer complaints
# of suggestions per employee
# of supply chain disruptions
% contracted staff
% correct forecasting
% lean logistics
% of employees trained to do the job they are working on
% of logistics outsourcing
% product return rate
% reduction of waste
% supply/demand imbalance
% use of technology
% warranty claims rate
Average project time frame
Gross margin
Lead time
Maintenance, repair and operating supplies {MRO)
Procurement employees as % of total empioyees
Procurement operating expense as % of sales
Procurement operating expense as % of total spend
Procurement operating expense per procurement employee
Procurement spend per procurement employee
Radio frequency identification (RFID)
Total operating revenue
# contract complaints
# contract variations
# identified contract breaches
% cancelled and suspended contracts
% contract compliance
% contracts delivered within original budget
% contracts reviewed
% retention rate of active contracts
Contract terminated billed value with contractors
Contract terminated remaining value
Total contract value
Value of activated contract renewals

:

# warranty claims per item
% of internal logistics cost
% outsourced logistics costs
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Organization By Industry | Function

24, Procurement

% return rate (RR)

% total distribution cost of delivered sales value

% warranty expenses

Cost avoidance savings

Cost of purchasing units

Cost of rush implants

Cost of rush shipments

Cost per unit

Cost to schedule product deliveries

Direct labor cost

Direct material cost

Direct product cost

Distribution costs (warehousing)

Insurance and taxes cost

Internal logistics cost

Inventory carrying costs

Inventory holding costs (IHC) as % of gross sales

Inventory holding costs {IHC) as % of inventory value

Inventory management cost as % of gross sales

Opportunity costs

Outsourced logistics cost

Parts costs per total costs

Repair cost per return

Scrap and rework cost

Shrinkage cost

Stock costs

Stock value

Total backorder costs

Total costs

Total logistics wage

Total obsolescence

Total spend expenses

Total value of goods returned

Travel & entertainment costs as % of gross margin

Travel & entertainment costs as % of increased revenue

Unit cost per batch

Warranty cost per item sold

tyglétime. -

Cash to cash cycle time

Customer order actual cycle time

Customer order cycle time

Customer order promised cycle time

Cycle Time of purchase order

Expected customer order cycle time
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Organization

24. Procurement

Finished product cycle time

Internal cycle time receipt of material

Inventory replenishment cycle time

MRP exemptions cycle time

Order fulfillment cycle time

Production cycle time

Purchase order cycle time

Schedule product deliveries cycle time

Schedule production activities cycle time

Supply chain cycle time

# Altman Z-Score for privately held manufacturing companies

# anticipation stock

# consignment stock

# days sales of inventory (DSI)

# decoupling stock

# inventory turnover

# of finished goods in hand

# of inactive Stock

# of line items picked

# of obsolete stock

# orders picked per hour

# pick-to-ship cycle time for customer orders

# piece variance

# pipeline stock

# reorder point (ROP)

# safety stock

# stock level

# theoretical inventory

# warehouse network surface

# warehouses

# working stock

% distressed stock

% inventory quality ratio (IQR)

% obsolete items in inventory

% of correctly picked line items

% of duplicate stock #s

% of Inventory items incorrectly located

% of inventory items with incorrect stock balances

% of safety stock used

% of safety stock used in measurement period

% of slow moving products

% of stock available at customers first request

% of stock controlled SKUs
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Organization

By Industry | Function

24. Procurement

% of warehouse shrinkage

% out of stocks

% part of flow which is through stock

% sales order cancellation rate

% scrap rate

% slow moving stock

% spoilage rate

Actual inventory turnover for period

Average age of inventory

Average picks per order

Beginning inventory (BI)

Early PO Receipts to PO due date

Early receipts to MRP date (required date)

Ending inventory

Gross margin return on inventory

Independent demand ratio

Inventory carrying rate

Inventory lead time

Inventory months of supply

Inventory service level

Inventory turnover rate

Inventory turns ratio

Planned inventory turnover for period

Sell through %

Size of safety stock

Stock cover

Stockouts in period

Surplus inventory

Value of obsolete stock

# of material and other accessory

# of material defect

# of material spent in using ratio of material allowed

% of damage material by error of workers

% of material defect by causes

% of perfect order measure / fulfillment

% time spent picking back orders or stock-outs

Lost ratio of material per order

Material value add

Raw materials availability

e

% of invoices disputed

% of key stakeholders satisfied with suppliers
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Organization

24, Procurement

% of suppliers screened on human rights

% of user complaints due to contracted services

Outsourcing and off-shoring production

# of items on the hot list

# of new suppliers per year

# of orders received with no purchase order

# of suppliers accounting for 80% of the value of goods
# of suppliers be removed per year

# of suppliers of goods per year

# of times per year line is stopped due to lack of supplier parts

# requisition, purchase order, or invoice transaction volume
% decrease in parts cost

% key suppliers accounting for 80% of spending

% tocal suppliers

% of defect-free supplier model parts

% of discount orders by consolidating

% of errors in purchase requisitions

% of errors in stocking

% of late deliveries

% of lots received on line late

% of parts with two or more suppliers

% of purchase orders returned due to errors or incomplete description

% of suppliers with 100 % lot acceptance for one year

% of supplies delivered on schedule

% of time parts are not in stock when ordered from common parts crib

% quantity bought over required

Actual purchased materials cost per budgeted cost

Average time to fill emergency orders

Average time to replace rejected lots with good parts

Customer dissatisfaction index - replacement

Customer satisfaction index - OEM

Errors per purchase order

Expediters per direct employees

Labor hours per $10,000 purchases

Negotiated cost reduction savings

Purchase order cycle time

Purchase price variance

Purchasing cost

Ratio of material allowed

Routing and trace errors per shipment

Supplier parts scrapped due to engineering changes
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24. Procurement

Suppliers rating

Time of product in shipment

Time required to process equipment purchase orders
Time to answer customer complaints

Total products blended for third parties

Total products manufactured for third parties
Transaction cost unit of purchasin

of accidents per month

# of bill of lading errors not caught in shipping

# of complaints on shipping damage

# of operating forklifts

# of orders shipped

# of orders shipped inline with requested date

# of orders shipped on time

% delivered in-full, on-time

% deliveries on behalf of other branches

% delivery in full on time

% delivery on time

% delivery with not enough quantity

% driver utilization

% items delivered

% items tracked with radio frequency identification
% of control charts maintained correctly

% of daily reports in by 7am

% of f