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It has been said in business that you can only improve 

what you measure. Key Performance Indicators 

(KPIs) are constructs used in business to measure the 

9<$$'99�3(�-2&-=-&<!£9�!2&�38+!2-A!ধ329�!;�!$,-'=-2+�
$'8;!-2�+3!£9W���9�!8'�='8@�;!$ধ$!£�-2�;,!;�;,'@�683=-&'�
!�1';,3&�3(�&')2-2+�96'$-)$�3#/'$ধ='9�-2�1'!9<8!#£'�
terms, and allow management to analyze how well 

6!8ধ$<£!8�683$'99'9�!2&�!$ধ=-ধ'9�!8'�9<6638ধ2+�;,'�
38+!2-A!ধ32Z9�+3!£9W

(�@3<8�38+!2-A!ধ32�-2$£<&'9�!2@�;@6'�3(�)'£&�;'!1�
>,-$,�6'8(3819��'8$,!2&-9-2+T��!80'ধ2+T��'££-2+T�
�'8=-$-2+T��<8='@-2+�38�296'$ধ2+�(<2$ধ329�3<;9-&'�
;,'�(3<8�>!££9�3(�@3<8�3ă$'T�;,'2�@3<�$!2�#'2');�
(831�;,'�<9'�3(���9�;3�9-16£-(@�@3<8�
-'£&��$ধ=-;@�
�!2!+'1'2;�683$'99'9W�
-'£&�38+!2-A!ধ329�!8'�
unique in that they are distributed away from the 

eyes and ears of management, with self-directed 

8'68'9'2;!ধ='9�$32&<$ধ2+�=-;!£�#<9-2'99�!$ধ=-ধ'9�
that have a direct impact on the success of the 

38+!2-A!ধ32W��316!2-'9�1<9;�#'�!#£'�;3�1'!9<8'�
!$ধ=-;@�£'='£9�-2�;,'�)'£&�!2&�;,'�8'9<£;9�;,!;�
;,'9'�!$ধ=-ধ'9�683&<$'T�-2�38&'8�;3�36ধ1-A'�;,'�
6'8(381!2$'�3(�)'£&�36'8!ধ329W

�9-2+���9�-9�!2�'ø'$ধ='�>!@�;3�1!?-1-A'�;,'�
'ă$-'2$@�!2&�;,'�'ø'$ধ='2'99�3(�)'£&�38+!2-A!ধ329W�
�,-9�6<#£-$!ধ32�&'9$8-#'9�>,!;�1!0'9���9�'ø'$ধ='T�
683=-&'9�'?!16£'9�3(���9T�,3>�;3�8'$3+2-A'�
!ħ8-#<;'9�;,!;�1!0'�;,'1�'ø'$ধ='�(38�
-'£&�
�$ধ=-;@��!2!+'1'2;T�!2&�8'=-'>9�931'�-1638;!2;�
aspects of how to analyze KPIs once they have been 

-16£'1'2;'&W��9-2+�;,'9'�9;8!-+,Ĥ38>!8&�+<-&'£-2'9�
>,'2�-16£'1'2ধ2+���9�-2�@3<8�)'£&�38+!2-A!ধ32�>-££�
9-16£-(@�;,'�/3#�3(�1!2!+-2+�;,'�)'£&�!$ধ=-ধ'9�;,!;�
drive your business.

2;83&<$ধ32
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As the name implies, KPIs provide an indicator of 

how well certain key�8'93<8$'9�!2&�!$ধ=-ধ'9�!8'�
performing with respect to the goals put in place by 

;,'�38+!2-A!ধ32W��,'9'�-2&-$!;389�$!2�#'�!9�&-='89'�
as Number of new customers added by the company, 

!2&�!9�96'$-)$�!9��!;'�3(�;<823='8�3(�)'¡&�'16¡3@''9. 
It is important to recognize that in order for KPIs to 

#'�'ø'$ধ='T�;,'@�1<9;�#'�6!-8'&�>-;,�96'$-)$�+3!£9W�

38�'?!16£'T�-(�;,'����-9�Number of customer visits 

per week, there is no way of knowing whether the 

1'!9<8'&�8'9<£;9�!8'�-2&-$!ধ2+�931';,-2+�+33&�38�
bad; unless there is a target to compare against. KPIs 

$!2�#'�7<-;'�<9'(<£�-2�9'ষ2+�!2&�!&/<9ধ2+�;!8+';9�
-(�232'�'?-9;W��-16£@�$8'!;'�;,'���T�<9'�;,'�)89;�
results to establish a baseline, and then create a target 

that improves that baseline by some relevant and 

achievable percentage.

�ħ8-#<;'9�3(� 
	ø'$ধ='���9

���'@9�;3�	(('$;-='���9
֝ �-16£'
֞ �£-+2'&
֟ �'£'=!2;
֠ �'!9<8!#£'
֡ �$,-'=!#£'
֢ �-1'£@
֣ �-9-#£'
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2�38&'8�(38���9�;3�#'�'ø'$ধ='T�;,'@�1<9;�,!='�
$'8;!-2�$,!8!$;'8-9ধ$9V

�-16£'
A good KPI is easy to understand and to measure. 

The likelihood that a KPI is adopted and leveraged 

#@�!2�38+!2-A!ধ32�+3'9�<6�9-+2-)$!2;£@�!9�;,'� 
simplicity of the KPI increases. The reasoning behind  

this is that any task or process that provides value 

$!88-'9�>-;,�-;�931'�!13<2;�3(�!&1-2-9;8!ধ='�
overhead, and if this overhead feels at all burdensome, 

-;�>-££�$8'!;'�8'9-9;!2$'�;3�!&36ধ32W���9-16£'����l'W+WU�
How many customers did we add this month?) is much 

more likely to have a long and valuable life within an 

38+!2-A!ধ32�;,!2�!�$316£'?���T�9<$,�!9�[�,!;�-9�
;,'�$,!2+'�-2�;,'�8!ধ3�3(�,-+,�=!£<'�$<9;31'89�;3�
low value customers across our 4 regions over the 

6!9;�132;,S\��,'�£!ħ'8�1!@�+-='�1<$,�138'�&';!-£'&�
insight to an aspect of the business, but it will be 

#<8&'2931'�;3�'?;8!$;�!2&�$316-£'�;,'�2'$'99!8@�
data. 

�£-+2'&�
��9�9,3<£&�#'�!£-+2'&�>-;,�;,'�3#/'$ধ='9�3(�
;,'�38+!2-A!ধ32W��,'8'�!8'�1!2@�(!$';9�3(�!�
business that are important, and that can provide 

-29-+,;9�-2;3�96'$-)$�36'8!ধ329T�,3>'='8�;,'8'�-9�
typically a small subset that provide a meaningful 

!2&�'!9@�;3�+8!96�-2&-$!ধ32�3(�,3>�;,'�#<9-2'99�<2-;�
(or resource) is performing. Aligning the KPIs with 

#<9-2'99�3#/'$ধ='9�>-££�,'£6�(3$<9�1!2!+'1'2;�32�
achieving primary goals, and will contribute to a leaner 

38+!2-A!ধ32�3='8!££W

�'£'=!2;
�,'���9�;,!;�!8'�<9'&�;3�1'!9<8'�96'$-)$�1';8-$9�
must be relevant to the resources being measured, 

and must be in the domain of control for key 

employees in order for the results to be meaningful 

!2&�!$ধ32!#£'W�
38�'?!16£'T�-(�;,'����-9�How many 

new customers did we add?, then it should be applied to 

;,'�9!£'9�38+!2-A!ধ32T�!2&�;,'����3(��!£'9�9,3<£&�#'�
,'£&�!$$3<2;!#£'�(38�!ø'$ধ2+�;,-9���W��!0-2+�!����
relevant increases the focus on improving performance 

>-;,-2�;,'�38+!2-A!ধ32�;,!;�$!2�-16!$;�-;T�!2&�(3$<9'9�
the right management resources on the things that 

139;�&-8'$;£@�$32;8-#<;'�;3�38+!2-A!ধ32!£�+3!£9W
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�'!9<8!#£'�
KPIs must be measurable; they may not always 

#'�(<££@�7<!2ধ)!#£'�>-;,�96'$-)$�2<1#'89T�!2&�
1!@�#'�7<!£-;!ধ='�-2�2!;<8'T�#<;�;,'@�1<9;�#'�

1'!9<8!#£'�-2�931'�>!@W��-;,3<;�;,'�!#-£-;@�;3�
1'!9<8'T�!$ধ=-ধ'9�!2&�8'9<£;9�>-££�,!='�23�#!9'£-2'�
!2&�$!223;�#'�!2!£@A'&�(38�639-ধ='�!2&�2'+!ধ='�
=!8-!ধ329W��31'�'?!16£'9�3(�1'!9<8!#£'���9�!8'V�

j��<!2ধ;!ধ='���V How many new customers did 

>'�!&&�¡!9;�132;,W��'�$!2�!$;<!££@�$3<2;�!2&�
categorize customers.

j��<!£-;!ধ='���V��3>�9!9''@3¡16'�&¡'(�'8!�&'(9ࣅ� 
with their jobsW��,-£'�/3#�9!ধ9(!$ধ32�$!2�#'�
measured on some scale using a standardized 

9!ধ9(!$ধ32�9<8='@T�-;�-9�;,'�8'9<£;�3(�9<#/'$ধ='� 
input that does not have a numerical measurement.

�2�'?!16£'�3(�!�6338����;,!;�$!223;�#'�1'!9<8'&�-9V

j� 99U'2'=ࣅ$'ø'�+2ࣅ'1683='1'2;�-2�)'¡&�1!80
Not only is it nearly impossible to isolate the 

'ø'$ধ='2'99�3(�1!80'ধ2+�=9W�3;,'8�(!$;389�;,!;�
-2*<'2$'�9!£'9T�;,-9����,!9�23�96'$-)$�!96'$;9�;3�
measure… is it based on sales increases, market 

6'2';8!ধ32T�#8!2&�8'$3+2-ধ32�38�931';,-2+�'£9'S

�$,-'=!#£'�
�'�1'2ধ32'&�'!8£-'8�;,!;���9�2''&�;3�#'�6!-8'&�
>-;,�96'$-)$�+3!£9�-2�38&'8�;3�#'�1'!2-2+(<£W��,'�
Y�$,-'=!#£'Z�!96'$;�3(�!����8'('89�138'�;3�;,'�

+3!£�#'-2+�$316!8'&�;3W�(�;,'�+3!£�-9�23;�8'!£-9ধ$T�
;,'2�;,'�6'36£'�-2=3£='&�-2�;,'�'?'$<ধ32�3(�;,'����
$!2�#'$31'�&'13ধ=!;'&�(831�6<ষ2+�-2�;,'�'ø38;�
;3�-1683='W�;�-9�1<$,�#'ħ'8�;3�9';�+3!£9�;,!;�!8'�32�
the cusp of achievable so that the team feels a sense 

of true accomplishment when they are able to meet 

them.

�-1'£@
KPIs must be reported at a frequency, and 

>-;,-2�!�ধ1'�6'8-3&�;,!;�-9�1'!2-2+(<£�;3�;,'�
process that they can impact. If the results are 

#'-2+�8'638;'&�;33�-2(8'7<'2;£@T�-;�$!2�#'�&-ă$<£;�
;3�-&'2ধ(@�1'!2-2+(<£�;8'2&9T�>,-£'�;33�(8'7<'2;�
8'638ধ2+�$!2�8'&<$'�;,'�9-+2-)$!2$'�3(�;,'�&!;!�;3�
23-9'W�2�!&&-ধ32T�1'!9<8'1'2;9�2''&�;3�#'�&'£-='8'&�
!2&�!99'99'&�>,-£'�;,'@�!8'�9ধ££�(8'9,�'23<+,�;3�#'�
relevant. 

http://www.repsly.com
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�-9-#£'
Finally, KPIs need to be visible across the 

38+!2-A!ধ32W��!0-2+�;,'9'�0'@�1'!9<8'9�3(�!2�
38+!2-A!ধ32Z9�683+8'99�!2&�!$$316£-9,1'2;9�

36'2�!2&�!$$'99-#£'�-9�!2�'?$'££'2;�>!@�;3�&8-='�
enthusiasm for success, and accountability for 

reaching the stated goals. Providing visibility to what 

-9�-1638;!2;�;3�'!$,�+83<6�>-;,-2�!2�38+!2-A!ধ32�-9�
!£93�!2�'ø'$ধ='�>!@�;3�(39;'8�$311<2-$!ধ32�!2&�
$336'8!ধ32�!$8399�;'!19W

http://www.repsly.com


8

WWW.REPSLY.COM

Now that we have developed a good understanding 

of what KPIs are, and the key elements that make up 

'ø'$ধ='���9T�£';Z9�£330�!;�931'�'?!16£'9�3(���9�
;,!;�$!2�,'£6�;3�'ø'$ধ='£@�1!2!+'�!�)'£&f#!9'&�
38+!2-A!ধ32W�
38�3<8�'?!16£'T�>'�>-££�<9'�!�(!-8£@�
+'2'8-$�)$ধধ3<9�38+!2-A!ধ32�;,!;�,!9���;'!19�3(����
)'£&�8'69�!$8399�;,'��W�W��<8�'?!16£'�$316!2@�l�!ħZ9�
�2!?m�&-9;8-#<;'9�!�£-2'�3(�,'!£;,@�92!$09�;,83<+,�
independent grocery stores, convenience stores and 

a few select chains. Field reps are responsible for 

making sure that the product is presented within these 

9;38'9�;3�1!?-1-A'�;,'-8�!66'!£�;3�$329<1'89T�-&'2ধ(@�
&-9;8-#<ধ32�-99<'9�l3<;�3(�9;3$0�9-;<!ধ329mT�!2&�+!;,'8�
-2(381!ধ32�!#3<;�>,!;�$316'ধ;389�!8'�&3-2+W�	!$,�
rep has a territory covering a few hundred stores that 

they are supposed to visit at least twice each month.

��Z9�(38�;,-9�38+!2-A!ধ32�>-££�#'�9'6!8!;'&�-2;3�;>3�
#83!&�$!;'+38-'9V�
-'£&��!2!+'1'2;T�!2&��83&<$;�
Performance. The Field Management KPIs will be 

&'9-+2'&�;3�-2(381�1!2!+'1'2;�!#3<;�;,'�'ø'$ধ='-

2'99�!2&�'ă$-'2$@�3(�;,'�)'£&�;'!1�-;9'£(T�>,-£'�;,'�
Product Performance KPIs will measure aspects of 

how well the product is selling through retail.

�'�2''&�;3�9;!8;�>-;,�;,'�#83!&�38+!2-A!ধ32!£�+3!£9W�
2�3<8�'?!16£'T�>'Z££�(3$<9�32�!�+83>;,�+3!£W��';Z9�
say that the company wants to grow its sales through 

8';!-£�#@���¦�;,-9�@'!8W�2�38&'8�;3�!$$316£-9,�;,-9�
goal, the management team has determined that they 

2''&�;3�'?6!2&�&-9;8-#<ধ32�-2;3��T����2'>�9;38'9�#@�
;,'�'2&�3(�;,'�@'!8T�!2&�2''&�;3�+83>�9!£'9�#@���¦�
-2�'?-9ধ2+�9;38'9W��,'@�>-££�!$$316£-9,�;,-9�68-1!8-£@�
;,83<+,�-2f9;38'�68313ধ32�!2&�&-8'$;�8'$8<-;1'2;�3(�
independent grocery and convenience stores.

Example KPIs –  
�!ħZ9��2!?

http://www.repsly.com


9

WWW.REPSLY.COM

2�3<8�9-16£'�'?!16£'T�;,'�$316!2@�,!9�;!90'&�-;9�
'?-9ধ2+�)'£&�(38$'�3(����8'69�>-;,�36'2-2+�2'>�
!$$3<2;9�>-;,-2�;,'-8�;'88-;38-'9T�'?6!2&-2+�;,'�
=!8-';@�3(�-;9�683&<$;9�$!88-'&�#@�'?-9ধ2+�9;38'9T�!2&�
-16£'1'2ধ2+�-2�9;38'�1!80'ধ2+�l9,'£(�;!+9T�!-9£'�
displays and sampling events) throughout the territory. 

�,'9'�!8'�'?$'££'2;�;!$ধ$9�(38�+83>-2+�;,'�#<9-2'99T�
!2&�-(�'?'$<;'&�>'££�9,3<£&�683&<$'�;,'�&'9-8'&�
8'9<£;9W�2�38&'8�;3�&';'81-2'�>,-$,�;!$ধ$9�!8'�;,'�
139;�'ø'$ধ='T�!2&�>,-$,�8'69�2''&�,'£6�-2�'?'$<ধ2+T�
;,'�$316!2@�1<9;�'9;!#£-9,�96'$-)$�1'!9<8'1'2;9�
and targets. Here is a set of KPIs that will help the 

$316!2@�!$,-'='�-;9�+3!£9V

�;�139',;�'8!�9$ࣅ$!;�,$-,<�'2�38&'8�;3�&';'81-2
'ø'$ࣅ='S�!2&�>,-$,�8'69�2''&�,'¡6�-2�'?'$<2ࣅ+S�;,'�
$316!2@�1<9;�'9;!#¡-9,�96'$-)$�1'!9<8'1'2;9�!2&�
;!8+';9U

example kpis for field activity management

�!ħZ9��2!?
�'!¡;,@��2!$09�(38�!��'!¡;,@��-('

�83)£'
�!0'8�3(��'!£;,��2!$0�
33&9
�-9;8-#<;'&�;,83<+,�2&'6'2&'2;��83$'8@T��32='2-'2$'�!2&�
�1!££��,!-29
���
-'£&��'8$,!2&-9'89�!$8399��38;,��1'8-$!

j��-9-;�'!$,�9;38'�;>-$'�6'8�132;,
j��'8$,!2&-9'�683&<$;9�32�;,'�9,'£(
j��380�>-;,��;38'��!2!+'89�;3�68313;'�683&<$;9
j��!;,'8�&!;!�!#3<;�$316'ধধ32
j��'$8<-;�2'>�9;38'9�(38�&-9;8-#<ধ32

�!16£'���9

-'£&��!2!+'1'2;
New Accounts Approached

�'>��$$3<2;9��6'2'&

8'7<'2$@�3(��-9-;9
�<1#'8�3(�2f�;38'��!16£-2+�	='2;9
�<1#'8�3(�2��;38'��8313ধ32!£�;'19�32��-96£!@

�83&<$;��!2!+'1'2;
Per store volume for each product

Number of out of stocks

�316'ধ;389�32�;,'�9,'£(
Average retail price

�<1#'8�3(�=!8-'ধ'9�$!88-'&�-2�;,'�9;38'

http://www.repsly.com
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-'£&��!2!+'1'2;���9
j��<1#'8�3(�2'>�!$$3<2;9�!6683!$,'&V�This is an 

-2&-$!ধ32�3(�,3>�1<$,�'ø38;�!2&�(3$<9�;,'�8'6�-9�
6<ষ2+�32�36'2-2+�2'>�#<9-2'99�-2�;,'�;'88-;38@W

j��<1#'8�3(�2'>�!$$3<2;9�36'2'&V This KPI indicates 

>,';,'8�38�23;�;,'�8'6�-9�'ø'$ধ='�!;�9'££-2+�;,'�
brand into the stores that he or she approaches, and 

$!2�,'£6�&';'81-2'�-(�;,'�'2ধ8'�;'!1�$!2�#'2');�
(831�#'ħ'8�683+8!19�;3�3ø'8�;3�2'>�8';!-£'89W

j�
8'7<'2$@�3(�'?-9ধ2+�9;38'�=-9-;9V This metric is 

designed to make sure that reps remain balanced 

-2�;,'-8�>380T�!2&�;,!;�;,'@�$32ধ2<'�;3�>380�32�
'?6!2&-2+�;,'�#8!2&�68'9'2$'�>-;,-2�'?-9ধ2+�
3<;£';9T�!2�-1638;!2;�6-'$'�3(��!ħZ9��2!?Z�3='8!££�
strategy for growth. 

j��<1#'8�3(�-2f9;38'��!16£-2+�	='2;9�,'£&V��6'$-)$�
KPIs such as this one can help focus the team on 

;,'�96'$-)$�!$ধ=-ধ'9�;,!;�&8-='�;,'�#'9;�8'9<£;9W�
�,'@�$!2�!£93�#'�<9'&�;3�&';'81-2'�>,-$,�!$ধ=-ধ'9�
!8'�;,'�139;�'ø'$ধ='W

j��<1#'8�3(�-2f9;38'�68313ধ32!£�-;'19�32�&-96£!@V 
�,-9�-9�!2�'?!16£'�3(�!����;,!;�9;8!&&£'9�#3;,�


-'£&��$ধ=-;@�l'29<8-2+�;,!;�8'69�>380�;3�'?6!2&�
the brand presence within the store), and Product 

�'8(381!2$'�l1'!9<8-2+�;,'�-16!$;�3(�1<£ধ6£'�
£3$!ধ329�32�&3££!8�=3£<1'm

�83&<$;��'8(381!2$'���9
j��'8�9;38'����3£<1'�(38�'!$,�683&<$;V This is the 

<£ধ1!;'�1'!9<8'�3(�9<$$'99T�!2&�>,'2�$316!8'&�
against other metrics will help to pinpoint which 

!$ধ=-ধ'9�,!='�;,'�+8'!;'9;�-16!$;T�!2&�>,-$,�8'69�
are the most skilled at driving results. Both pieces of 

-2(381!ধ32�>-££�,'£6�1!2!+'1'2;�(3$<9�;,'-8�'ø38;9�
!2&�8'93<8$'9�-2�;,'�)'£&W

j��<1#'8�3(��<;�3(��;3$09�(38�'!$,�=!8-';@V Having 

reps report when and where a product is out of 

9;3$0�+-='9�1!2!+'1'2;�;,'�!#-£-;@�;3�-&'2ধ(@�
63;'2ধ!£�&-9;8-#<ধ32�-99<'9T�!2&�;3�-&'2ধ(@�>,-$,�
products are selling the best. For consumer goods 

$316!2-'9�£-0'��!ħZ9��2!?T�-;�-9�'96'$-!££@�-16!$Ĥ<£�
;3�$388'$;�$,832-$�3<;�3(�9;3$0�9-;<!ধ329�!9�;,'@�!8'�
3đ'2�!993$-!;'&�>-;,�;,'�139;�636<£!8�=!8-'ধ'9�3(�
the product.

10
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j��316'ধ;38��83&<$;9�32�;,'��,'£(V This is a key 

metric that informs management of how strong 

;,'�$316'ধধ32�-9T�!2&�,3>�9'29-ধ='�9!£'9�!8'�;3�
;,'�68'9'2$'�3(�$'8;!-2�$316'ধ;389W��,-9�$!2�&8-='�
&'$-9-329�32�>,'8'�!2&�>,'2�;3�8<2�68313ধ329W

j��='8!+'�8';!-£�68-$'�(38�'!$,�683&<$;V This metric 

helps management to understand the impact of 

discounts on the sales of products. It is as important 

to know when a product sells well without a 

68313ধ32T�!9�-;�-9�;3�023>�,3>�1<$,�-16!$;�!�
8'&<$ধ32�-2�8';!-£�68-$'�,!9�32�9!£'9�=3£<1'W

j��<1#'8�3(�=!8-'ধ'9�$!88-'&�-2�'!$,�9;38'V��;<&-'9�
have shown that a broader variety of a product that 

is available drives up sales volume, so having insight 

into how broad its presence is in the stores will give 

�!ħZ9��2!?�;,'�-2(381!ধ32�-;�2''&9�;3�(3$<9�8'69�
on this piece of the business.

The company will need to establish the frequency with 

which these KPIs will be gathered and reported. This 

8'7<-8'9�!�#!£!2$'�#';>''2�!&1-2-9;8!ধ='�3='8,'!&�
!2&�;,'�ধ1'£-2'99�3(�;,'�&!;!W�2�!2�-&'!£�>38£&T�;,'�
metrics that drive these KPIs can be collected and 

8'638;'&�-2�8'!£�ধ1'T�>-;,�;,'�&!;!�#'-2+�8'$38&'&�!9�
!�2381!£�6!8;�3(�!�8'6Z9�)'£&�!$ধ=-ধ'9W��,-9�-9�6399-#£'�

>,'2�<9-2+�!�13#-£'�
-'£&��$ধ=-;@��!2!+'1'2;�
93£<ধ32�;,!;�#3;,�132-;389�;,'�!$ধ=-ধ'9�$!88-'&�3<;�
by reps, and gives them the tools to record and report 

!$ধ329�!2&�3#9'8=!ধ329�1!&'�-2�;,'�)'£&W��,'9'�
9@9;'19�>-££�3đ'2�1!0'�;,'�)'£&�&!;!�!=!-£!#£'�;3�
1!2!+'89�!9�-;�-9�$3££'$;'&W��;,'8>-9'T�8'69�>-££�2''&�
;3�)££�3<;�&!-£@�38�>''0£@�!$ধ=-;@�8'638;9�!2&�9'2&�
;,'1�;3�1!2!+'1'2;�(38�$3293£-&!ধ32W��,-9�!&&9�
!&1-2-9;8!ধ='�3='8,'!&�!;�!££�£'='£9T�!2&�-16!$;9�;,'�
ধ1'£-2'99�3(�;,'�&!;!W��!2!+'1'2;�2''&9�;3�#!£!2$'�
!2@�3='8,'!&�!993$-!;'&�>-;,�&!;!�$3££'$ধ32�!2&�
8'638ধ2+�!+!-29;�;,'�#'2');9�&'8-='&W�2�3<8�'?!16£'T�
even a small impact to some of the metrics can have a 

9-+2-)$!2;�'ø'$;�32�;,'�8'9<£;9W�
38�'?!16£'T�&8-=-2+�
Y�'>��<9;31'8Z�=-9-;9�(831����6'8�>''0�;3����6'8�
>''0T�!2&�8!-9-2+�;,'�Y$32='89-32Z�3(�;,'9'�3<;£';9�
(831���¦�;3���¦�,!9�!�2';�-16!$;�3(�-2$8'!9-2+�'!$,�
8'6Z9�2'>�!$$3<2;�6'2';8!ধ32�#@����2'>�!$$3<2;9�
6'8�@'!8�l(831�����;3����mT�(38�!�$31#-2'&�-16!$;�
3(��T����138'�2'>�!$$3<2;9�36'2'&�#@�;,'�;'!1�
;,!2�-(�;,'�1';8-$9�,!&�8'1!-2'&�*!;W��,-9�-16!$;�-9�

V-;�-9�!�#'9;�68!$2'1'¡16-�3;�'$ࣅ;�;,'���9�(38�9'='8!¡�
$@$¡'9�;3�'9;!#¡-9,�!�#!9'¡-2'S�;,'2�;3�$8'!;'�+3!¡9�
;,!;�-1683='�<632�;,'�#!9'¡-2'�-2�38&'8�;3�8'!$,�;,'�
38+!2-A!9;'+8!;�¡!32ࣅU
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9<#9;!2ধ!£�!2&�>-££�1!0'�-;�1<$,�138'�£-0'£@�;,!;�
�!ħZ9��2!?�8'!$,'9�-;9�+3!£9�(38�;,'�@'!8W

	!$,�3(�;,'���9�683=-&'9�!�&-ø'8'2;�6-'$'�3(�
insight to management. The results will help direct 

1!2!+'1'2;�!ħ'2ধ32�;3�;,'�!8'!9�;,!;�!m�2''&�;3�
be improved, and b) are working well and should be 

'?6!2&'&W�2�38&'8�(38�;,'9'���9�;3�#'$31'�;8<£@�
'ø'$ধ='T�!$$<8!;'�+3!£9�1<9;�#'�&'='£36'&�(38�'!$,W�
(�;,'�$316!2@Z9�'?6'8-'2$'�>-;,�;,'9'�1'!9<8'9�-9�
£-1-;'&T�-;�-9�!�#'9;�68!$ধ$'�;3�-16£'1'2;�;,'���9�(38�
several cycles to establish a baseline, then to create 

goals that improve upon the baseline in order to reach 

;,'�38+!2-A!ধ32!£�;!8+';9W�

2�3<8�'?!16£'T��!ħZ9��2!?�1!2!+'1'2;�1!@�)2&�
;,!;�8'69�!8'�36'2-2+���¦�3(�;,'����2'>�!$$3<2;9�
they visit each week. They may decide to set a goal 

3(����2'>�!$$3<2;�=-9-;9T�!2&�!���¦�Y$£39'�8!;'Z�(38�
;,'9'�=-9-;9W��,'9'�+3!£9�!66'!8�;3�#'�8'!£-9ধ$�#!9'&�
32�;,'�(!$;�;,!;�;,'@�!8'�&'8-='&�(831�;,'�'?-9ধ2+�
performance.

�9�;,'����8'9<£;9�$31'�-2�3='8�ধ1'T�1!2!+'1'2;�
1!@�)2&�;,!;�;,'-8�8'69�!8'�-2$8'!9-2+�;,'�2<1#'8�
of new customer visits they are making, but some 

1!@�#'�9;8<++£-2+�>-;,�$32='8ধ2+�;,39'�$<9;31'89W�

�,-9�1!0'9�-;�'!9@�(38�1!2!+'1'2;�;3�68-38-ধA'�-;9�
'ø38;9�;3>!8&9�$3!$,-2+�!2&�'2!#£-2+�8'69�;3�138'�
'ø'$ধ='£@�9'££�;,'�#8!2&�!9�36639'&�;3�(3$<9-2+�32�
9;8!;'+-'9�(38�!6683!$,-2+�138'�!$$3<2;9T�(38�'?!16£'W�

�='8�;,'�$3<89'�3(�ধ1'T�+3!£9�$!2�#'�8'=-'>'&�!2&�
!&/<9;'&�!9�;,'@�!8'�-2(381'&�#@�;,'�1'!9<8'1'2;9�
;,!;�$31'�-2W��!2!+'1'2;�1!@�)2&�;,!;�931'�
!$ধ=-ধ'9�!8'�138'�'ø'$ধ='�;,!2�3;,'89�!;�&8-=-2+�
9!£'9�l'W+WU�9!16£-2+�=9W�639;'89m�!2&�1!@�!&/<9;�;,'�
+3!£9�;3�&8-='�138'�3(�;,'�9<$$'99(<£�!$ধ=-ধ'9T�!2&�
reduce or altogether remove goals associated with less 

683&<$ধ='�!$ধ=-ধ'9W��&&-ধ32!££@T���9�$!2�#'�<9'&�;3�
#!£!2$'�)'£&�8'69Z�(3$<9�!$8399�9'='8!£�683&<$ধ='T�#<;�
36639-2+�68-38-ধ'9W�
38�'?!16£'T�-;�-9�-2;<-ধ='£@�$£'!8�
;,!;�=-9-ধ2+�138'�$<9;31'89�+-='9�138'�;3<$,f63-2;9�
-2�;,'�)'£&T�!2&�;,!;�;,-9�>-££�,!='�!�639-ধ='�-16!$;�32�
;,'�8'£!ধ329,-6�>-;,�$<9;31'89W��3>'='8T�-;�>3<£&�#'�
#'9;�68!$ধ$'�;3�!£93�<2&'89;!2&�>,!;�;,'�36ধ1<1�
£'2+;,�3(�ধ1'�!�8'6�9,3<£&�96'2&�>-;,�!�$<9;31'8�-9W�(�
;,-9�-9�23;�&32'T�8'69�1!@�>380�,!8&�;3�1!?-1-A'�;,'-8�
6'8(381!2$'�!;�+'ষ2+�(831�32'�$<9;31'8�;3�;,'�2'?;�
!9�7<-$0£@�!9�6399-#£'�!;�;,'�'?6'29'�3(�;,'�=!£<'�!2&�
quality of each visit.
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�9�>'�9!>�-2�3<8�'?!16£'�>-;,��!ħZ9��2!?T���9�&3�
not stand alone. They are empowered by coupling 

them with intelligent goals, and can provide deeper 

-29-+,;9�>,'2�;,'@�!8'�!2!£@A'&�>-;,-2�;,'�$32;'?;�3(�
each other. There is also quite a bit more that can be 

learned from KPIs than simply the measure that they 

8'638;W���9�!8'�23;�[963;�$,'$09\�;,!;�-££<1-2!;'�;,'�
$<88'2;�9;!;<9�3(�931'�!96'$;�3(�!2�36'8!ধ32U�;,'@�
are instead a study of performance, which is inherently 

1'!9<8'&�3='8�!�6'8-3&�3(�ধ1'W��,'�;,8''�0'@�ধ1'�
#!9'&�$31632'2;9�;3���9�!8'V

�j�
8'7<'2$@�3(�1'!9<8'1'2;V��3>�3đ'2�!8'�
1'!9<8'9�;!0'2�!2&�8'638;'&T�l'W+WU���ধ1'9� 
per month)

�j��32+�;'81�&<8!ধ32V�	?!1-2-2+�1'!9<8'9�3='8�
!2�'?;'2&'&�ধ1'�l'W+WU��'!8�;3��!;'T�38���83££-2+�
quarters), and

�j��'8-3&V��,'�ধ1'�(831�32'�1'!9<8'�#'-2+�'?!1-2'&�
;3�;,'�2'?;�l'W+WU�=9W�32'�@'!8�!+3T�38�9-2$'�;,'�£!9;�
measure)

�'$!<9'�;,'9'�ধ1'f#!9'&�$31632'2;9�'?-9;T�-;�-9�
6399-#£'�;3�'?;8!$;�9-+2-)$!2;�1'!2-2+�(831�;,'�
2<1#'89�;,!;�!8'�8'638;'&W��31'�'?!16£'9�3(�ধ1'f
based analysis that should be considered when looking 

!;���9�!8'V

2;'868'ধ2+���9�

��9�!8'�23;�Y963;�$,'$09Z�;,!;�-¡¡<1-2!;'�;,'�$<88'2;�
�'32T�;,'@�!8ࣅ!8'2�36!�)�3;$'96!�'�931)9�3>;!;9
-29;'!&�!�9;<&@�3(�6'8(381!2$'S�>,-$,�-9�-2,'8'2;¡@�
U'1ࣅ�)�3&8-3'�6!�8'=�3&'8>9!'1
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Trends

�8'2&9�£330�!;�,3>�!�1'!9<8'�$,!2+'9�3='8�ধ1'T�
typically a minimum of three periods in a row with 

consistent change indicates a meaningful trend. 

Anything less than three can be an anomaly, and 

while changes in these numbers can raise awareness 

!#3<;�;,'�63;'2ধ!£�639-ধ='�38�2'+!ধ='�-16!$;�3(�
some change, managers should be disciplined about 

not basing long term changes based on individual 

measures. Trends tell us how a measure behaves 

3='8�ধ1'T�!2&�-9�;@6-$!££@�£330'&�!;�-2�8'£!ধ32�;3�!�
+3!£W��3>�,!9�;,'�2<1#'8�$,!2+'&�3='8�ধ1'S�9�-;�
approaching the goal? Is it consistently above or below 

the goal? Is the trend line smooth or does it vary 

9-+2-)$!2;£@�!$8399�6'8-3&9S�	!$,�3(�;,'9'�!96'$;9�3(�

!�;8'2&�>-££�-2&-$!;'�=!8-3<9�!&/<9;1'2;9�;,!;�9,3<£&�
#'�1!&'�;3�;,'�;!$ধ$9�38�9;8!;'+-'9�3(�!�6!8ধ$<£!8�
38+!2-A!ধ32V�>,';,'8�!�+3!£�9,3<£&�#'�!&/<9;'&T�
more (or less) focus should be put on that piece of the 

business, or even if the KPI itself is meaningful.

�';��,!2+'
The net change in a measure from one period to the 

2'?;�&3'9�23;�-2&-$!;'�!�;8'2&T�#<;�$!2�9'8='�!9�!2�'!8£@�
indicator of some important change in the business. 

�,-£'�£32+�;'81�&'$-9-329�9,3<£&2Z;�#'�1!&'�#!9'&�32�
a single change in a KPI measurement, if the change 

in measure can be correlated to a change in some 

!$ধ=-;@�38�3;,'8�-2*<'2$-2+�(!$;38T�-;�$!2�9'2&�!�9-+2!£�
;3�1!2!+'1'2;�;3�6!@�$£39'�!ħ'2ধ32�!2&�68'6!8'�;3�
1!0'�!668368-!;'�!&/<9;1'2;9�-(�!�;8'2&�&'='£369W�
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�';��,!2+'�-9�1'!9<8'&�-2�;>3�>!@9V��#93£<;'�
�,!2+'T�>,-$,�1'!9<8'9�;,'�!$;<!£�2<1'8-$�&-ø'8'2$'�
#';>''2�;>3�8'9<£;9T�!2&��'8$'2;!+'��,!2+'T�
>,-$,�1'!9<8'9�;,'�6'8$'2;!+'�&-ø'8'2$'�#';>''2�
1'!9<8'9W��3�$!£$<£!;'��'8$'2;��,!2+'T�9-16£@�&-=-&'�
;,'��#93£<;'��,!2+'�#@�;,'�)89;�1'!9<8'W�l'W+WU� 
!�8-9'�-2�=-9-;9�(831����;3����8'68'9'2;9�!���¦�-2$8'!9'�
-2�=-9-;9V��#93£<;'��,!2+'�l�m�&-=-&'&�#@�;,'�)89;�
1'!9<8'�l��m�'7<!£9�W��T�38���¦m

�,'��'8$'2;��,!2+'�$!2�#'�1<$,�138'�1'!2-2+(<£�
;,!2�;,'��#93£<;'��,!2+'W��!0'�!2�-2$8'!9'�3(���=-9-;9�
(831�����;3����W��,-9�>3<£&�683#!#£@�#'�9''2�!9�!�
1'!2-2+£'99�$,!2+'W��<;�;,'�9!1'�$,!2+'�3(���(831�
���;3����-9�,<+'R��,'��#93£<;'��,!2+'�-9�-&'2ধ$!£V�
���-9-;9T�#<;�;,'��'8$'2;��,!2+'�-9�>-£&£@�&-ø'8'2;V�
!2�-2$8'!9'�3(��W¤¦�=9���¦R��330-2+�!;���9�(831�
!�6'8$'2;!+'�6'896'$ধ='�9,3>9�!;�>,!;�8!;'�;,'�
numbers are changing, which can provide valuable 

-29-+,;9�;3�;,'�'ø'$ধ='2'99�3(�=!8-3<9�$,!2+'9�1!&'�
#@�!2�38+!2-A!ধ32W

�!8-!2$'
�,'��!8-!2$'�-9�9-1-£!8�;3��,!2+'�-2�;,!;�-9�&'9$8-#'9�
;,'�&-ø'8'2$'�#';>''2�;>3�1'!9<8'9T�!2&�-;�$!2�
#'�'?68'99'&�!9��#93£<;'�38��'8$'2;��!8-!2$'W��,'�
&-ø'8'2$'�-9�;,!;��!8-!2$'�$316!8'9�;,'����;3�;,'�
�3!£T�23;�;3�;,'�68-38�6'8-3&Z9�1'!9<8'W��,'��!8-!2$'�
shows how close or far a goal is from being reached, 

!2&�$!2�-;9'£(�#'�;8!$0'&�!2&�!2!£@A'&�3='8�ধ1'W

	!$,����683=-&'9�1'!2-2+�!2&�=!£<'�32�-;9�3>2T�
however most KPIs can be leveraged with others to 

683=-&'�!&&-ধ32!£�1'!2-2+�!2&�-29-+,;9W��2'�1'!9<8'�
'?!1-2'&�-2�-93£!ধ32�1!@�-2&-$!;'�931';,-2+�639-ধ='T�
when in fact other associated measures may change 

;,'�-2;'868';!ধ32�;3�9,3>�;,!;�;,'8'�!8'�36638;<2-ধ'9�
for some improvement. 
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38�'?!16£'T�-(�;,'�2<1#'8�3(�=-9-;9�1!&'�'!$,�>''0�
#@��!ħZ9��2!?�8'69�-9�$329-9;'2;£@�!#3='�;,'�9;!;'&�
goal, and the other KPIs are also in line, management 

1!0'�!2�<6>!8&�!&/<9;1'2;�-2�+3!£9W�(T�32�;,'�3;,'8�
hand, number of visits is consistently high and the 

2<1#'8�3(�&-9;8-#<ধ32�63-2;9�-9�$329-9;'2;£@�£3>T�
management may leave goals where they are and focus 

on coaching reps on techniques they can use to sell in 

138'�£3$!ধ329�(38�;,'�683&<$;T�>,-$,�1!@�;!0'�931'�
ধ1'�!2&�1!@�&8-='�;,'�2<1#'8�3(�=-9-;9�&3>2�!�#-;W�

2�;,-9�'?!16£'T�'?!1-2-2+�;,'����1'!9<8-2+�;,'�
2<1#'8�3(�=-9-;9�-2�-93£!ধ32�>3<£&�£'!&�1!2!+'1'2;�
to implement changes that would degrade the 

38+!2-A!ধ32Z9�!#-£-;@�;3�'?6!2&�-;9�68'9'2$'�-2�
retail shops. It is very important to look at all of the 

8'£!ধ329,-69�#';>''2���9�#'(38'�1!0-2+�&'$-9-329�
based on the results of any of them.

http://www.repsly.com


17

WWW.REPSLY.COM

��9�!8'�1'!9<8'9�3(�96'$-)$�#<9-2'99�683$'99'9�!2&�
results that provide an -2&-$!32ࣅ of the performance 

of key�8'93<8$'9�!2&�!$ধ=-ধ'9�-2�!2�38+!2-A!ধ32W�
	ø'$ধ='���9�2''&�;3�#'�>'££�;,3<+,;�3<;T�!2&�
structured for success. They need to be simple, so that 

they can be easily understood and interpreted and 

well aligned with the business and its goals. Managing 

the business through KPIs requires that all of the 

right people have visibility to the results, and that 
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performance that they indicate.
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that they conduct; they should also be constructed to 
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also included some Product Performance KPIs. For 
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and then establish a cycle of measuring, analyzing 
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KPIs, the data provides much deeper insights that can 

be used to drive constant improvement.

Summary
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