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3You are what you measure
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situation is sometimes compared to an analytics 
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4You are what you measure

Part 1:

The problems with traditional 

business metrics
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Now? Things have changed. Business has evolved so that granular data is generated and collected within 
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Problems with data

�A�4�FHEI8L�6BA7H6G87�5L�&4:8
�����B9�5HF<A8FF�?8478EF�GB?7�HF�G;8L�5?4@8�?46>�B9�6B??45BE4G<BA�BE�547�
6B@@HA<64G<BA�9BE�5HF<A8FF�CEB5?8@F�4A7�G84@�94<?HE8F��� 4AL�FG4G87�G;8L�;4I8�GB�6BAFH?G�J<G;�4G�?84FG�ƈI8�
8@C?BL88F�GB�:4<A�4�FB@8J;4G�6B@C?8G8�C<6GHE8�B9�4�6HFGB@8E�BE�I8A7BE
�4A7�<G�F88@F�AB�GJB�8@C?BL88F�
J8E8�9B6HF87�BA�G;8�F4@8�6HFGB@8E�BE�5HF<A8FF�CEB5?8@�

';<F�58:<AF�GB�<??HFGE4G8�G;8�<FFH8F�J<G;�GE47<G<BA4?�E8CBEGF�4A7`BE�74F;5B4E7F�<A�@BFG�5HF<A8FF8F
�B9�J;<6;�
G;E88�64A�84F<?L�58�<78AG<ƈ87�

';8�<A9BE@4G<BA�LBHE�5HF<A8FF�:8A8E4G8F�<F�?<>8�
5E847��';8�6?B6>�FG4EGF�G<6><A:�4F�FBBA�4F�<GnF�@<K87�
<AGB�4�E8CBEG
�4A7�4?G;BH:;�9E8F;�G;8�74L�G;8�E8CBEG�
CH??87�9EB@�G;8�ƈA4A68�BI8A
�G;8�FG4?8E�<G�586B@8F�
G;8�9HEG;8E�LBH�:8G�9EB@�G;<F�CB<AG��

&<:A<ƈ64AG�78?4LF�4E8�<AGEB7H687�<9�<A9BE@4G<BA�
A887F�GB�58�:4G;8E87�9EB@�846;�78C4EG@8AG�
4A7�G;8A�GE4AF98EE87�FB@8;BJ�GB�G;8�ƈA4A68�
78C4EG@8AG
�8I8A�<9�G;<F�<F�7BA8�8?86GEBA<64??L���G�
64A�G;8A�G4>8�74LF�BE�8I8A�J88>F�<9�G;8�ƈA4A68�
department needs to work its magic compiling and 

<AG8ECE8G<A:�G;8�<AF<:;GF�<AGB�4�E8CBEG
�BE�GB�CE8F8AG�<G�
on a dashboard. 

The report or dashboard eventually seen by 
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So why are businesses still seemingly obsessed with 
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1.   Information gets old quickly
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2.   Information is siloed
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3.   Performance metrics are siloed 

Each individual system within each department 
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understand its labyrinthine complexities. 
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The danger in monitoring 

traditional metrics alone 
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Choosing the right KPIs: ';8��#�F�LBH�HF8�8I4?H4G8�J;4GnF�<@CBEG4AG�z�4A7�CEBI<78�I4?H45?8�<AF<:;G�
z�5HG�;BJ�7<7�LBHE�ƈE@�BE�G;8�78C4EG@8AGF�J<G;<A�<G�6;BBF8�G;8@���BE�@4AL�5HF<A8FF8F�G;8�@BFG�
<@CBEG4AG��#�F�64@8�FGE4<:;G�9EB@�5HF<A8FF�F6;BB?��"G;8EF�@<:;G�58�BA8F�G;4G�4E8�6BAF<78E87�5L�
FB@85B7L
�FB@8J;8E8�GB�58�8FF8AG<4?�GB�LBHE�F86GBE�BE�GLC8�B9�5HF<A8FF��!B5B7L�64A�78AL�G;4G�
@BFG�B9�G;8F8��#�F�4E8�HF89H?�BE�8I8A�8FF8AG<4?
�E8:4E7?8FF�B9�G;8<E�BE<:<A���HG�5864HF8�B9�G;8<E�
<@CBEG4A68�<A�EHAA<A:�4�5HF<A8FF
�G;8F8�><A7F�B9�GE47<G<BA4?��#�F�G8A7�GB�58�:<I8A�4A�8?8I4G87�FG4GHF�
G;4G�64A�8?5BJ�4F<78�BG;8E�<AF<:;GF�BE�4CCEB46;8F�GB�I<8J<A:�<A9BE@4G<BA�G;4G�@<:;G�58�8DH4??L�
<@CBEG4AG��';8�ƈA4A68�78C4EG@8AG�@<:;G�J4AG�GB�G4>8�4�9E8F;�C8EFC86G<I8�BA�4??�G;8�74G4�J<G;<A�
4�5HF<A8FF�GB�7<:�788C8E�4A7�HF8�@BE8�CEB46G<I8�@8GE<6F
�<9�BA?L�GB�6B@C4E8�4:4<AFG�GE47<G<BA4?�
@8GE<6Fz5HG�GE47<G<BA4?��#��6H?GHE8�@<:;G�@4>8�G;<F�7<Ɛ6H?G
�<9�ABG�<@CBFF<5?8��

KPIs tend to be narrowly focused:�'E47<G<BA4?�6B@C4AL�C8E9BE@4A68�@8GE<6F�7BAnG�4??BJ�LBH�GB�58�
CEB46G<I8
�BE�GB�64G6;�<FFH8F�GB�4IB<7�5HF<A8FF�C8E9BE@4A68�58<A:�4Ƈ86G87��';8L�7BAnG�4??BJ�LBH�
GB�58�CE86<F8�<A�CE87<6G<A:�64F;�ƉBJ���A7�4A�<A;8E8AG�?<@<G4G<BA�B9��#�F�<F�G;4G�G;8L�64A�BA?L�G8??�
BA8�G;<A:�45BHG�BA8�4E84���Ɯ8@CG<A:�GB�HA78EFG4A7�G;8�74G4�<A�BG;8E�J4LF�<F�GB�8AG8E�G;8�E84?@�B9�
<AG8ECE8G4G<BA
�4A7�G;4G�5E<A:F�J<G;�<G�A4GHE4?�L8G�74A:8EBHF�5<4F8F���BC89H??L�G;8��#��<AF<:;G�F;BH?7�
58�FGEH6GHE87�FB�G;4G�G;8�@8FF4:8�LBHnE8�4Ɯ8@CG<A:�GB�7E4J�9EB@�<G�<F�HA4@5<:HBHF
�5HG�G;8E8�<F�
E4E8?L�G;8�9E887B@�GB�EB4@�46EBFF�G;8�74G4�BE�4A4?LF8�G;8�F4@8�GBC<6�9EB@�4�7<Ƈ8E8AG�C8EFC86G<I8��
�BE�8K4@C?8
�<9�4��#��F;BJF�G;4G�F4?8F�C8E9BE@4A68�<F�7BJA
�<G�JBH?7�58�:BB7�GB�58�45?8�GB�:4<A�
C8EFC86G<I8�BA�G;8�CEB5?8@�9EB@�4�9H?ƈ?@8AG�C8EFC86G<I8
�BE�4�6HFGB@8E�F8EI<68�C8EFC86G<I8���<7�
G;8L�;4I8�4A�<AƉH8A68���?@BFG�68EG4<A?L���HG�HA?8FF�LBH�;4I8��#�F�F8GHC�9BE�G;BF8�78C4EG@8AGF�
GB�@BA<GBE�G;8�F4@8�74G4�BI8E�G;8�F4@8�C8E<B7
�G;<F�><A7�B9�Ɖ8K<5<?<GL�<F�HA?<>8?L���A7�G;8�5HF<A8FF�
FHƇ8EF�466BE7<A:?L�

KPIs can be demotivating:��8GnF�F4L�F4?8F�;4I8�4��#��9BE�4�C4EG<6H?4E�CEB7H6G�?<A8���BJ8I8E
�LBHE�
6B@C8G<GBE�7EBCF�G;8�CE<68�B9�G;8<E�F<@<?4E�CEB7H6G��,BHnE8�45?8�GB�E8FCBA7
�B9�6BHEF8
�5HG�G;8E8nF���
?<Ɯ?8�7BH5G�G;8��#��ƈ:HE8F�J<??�58�78AG87�5864HF8�B9�G;8�6;4A:8��*;8A�G;4G�A8:4G<I8�74G4�<F�987�
546>�GB�G;8�F4?8F�G84@�4G�G;8�8A7�B9�G;4G�E8CBEG<A:�C8E<B7
�G;8LnE8�;4E7?L�:B<A:�GB�988?�8A6BHE4:87��
�A�4�F<@<?4E�J4L
��#�F�4E8�HA45?8�GB�E8FCBA7�GB�6;4A:8F�<A�6BECBE4G8�6H?GHE8�BE�8I8A�E8Ɖ86G�<G�z������������
LBH�@<:;G�F4L�LBH�64E8�45BHG�FG4Ƈ�JBE>?B47F�5HG�4G�G;8�8A7�B9�G;8�74L��#�F�GLC<64??L�@84FHE8�
monetary values.
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Part 2:

�8Ɯ8E�4A4?LG<6F�<A�46G<BA
�
6?<8AGF
�64F;�ƉBJ�4A7�64C<G4?�

�A�C4EG�BA8�B9�G;<F�:H<78�J8�?BB>87�4G�;BJ�GE47<G<BA4?�C8E9BE@4A68�@8GE<6F�@4L�58�;<A78E<A:�4�5HF<A8FF
�
CE8I8AG<A:�<G�9EB@�E846;<A:�<GF�9H??�CBG8AG<4?���A�G;<F�F86G<BA�J8�:<I8�8K4@C?8F�B9�G;8�GLC8F�B9�C8E9BE@4A68�
metrics you could be using to complement your traditional KPIs. 

�A�F<@C?8�G8E@F
�<GnF�G<@8�9BE�5HF<A8FF8F�GB�FGBC�58<A:�B9�G;8�@8AG4?<GL�J;8E8�G;8L�4AG<6<C4G8�ƈ:;G<A:�ƈE8F�4??�
G;8�G<@8z4A7�<GnF�G<@8�G;8L�:4<A87�G;8�<AF<:;G�<AGB�G;8<E�5HF<A8FF�FB�G;4G�ƈE8F�4E8AnG�4??BJ87�GB�FG4EG�<A�G;8�
ƈEFG�C?468�

�A7<64G<I8
�CEB46G<I8�4A7�:E4AH?4E�C8E9BE@4A68�@8GE<6F�64A�58�;4EA8FF87�GB�6B@C?8@8AG�G;8�GE47<G<BA4?�
ƈA4A6<4?�C8E9BE@4A68�@8GE<6F�LBHE�6B@C4AL�@4L�58�HF<A:��';8�@8GE<6F�4??BJ�4�5HF<A8FF�GB�78G8E@<A8�
J;8G;8E�BE�ABG�<G�<F�BA�GE46>�GB�;<G�<GF�BI8E4??�ƈA4A6<4?�:B4?Fz4A7�4??BJ�G;8�5HF<A8FF�GB�CHG�E8@87<4G<BA�C?4AF�
in place in case it is not. 

';8F8�GLC8F�B9�@8GE<6F�J8�?BB>�4G�4E8�6?<8AG�E8G8AG<BA
�64F;�ƉBJ
�4A7�JBE><A:�64C<G4?��

 

�78AG<9L�J;<6;�6?<8AGF�F;BH?7�:8G�@BFG�
B9�LBHE�4Ɯ8AG<BA�54F87�BA�G;8�BA8F�LBH�
perceive are the most likely to churn.
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1.   Identify your top tier clients

';<F�64A�58�7BA8�5L�4A4?LF<A:�6?<8AG�E8I8AH8
�
6?<8AG�?<98G<@8�I4?H8
�BE�6?<8AG�CEBƈG45<?<GL���G�@4L�
58�<@CBEG4AG�9BE�LBH�GB�;4I8�EBFG8EF�9BE�4??�G;E88
�
BE�@BE8
�:<I8A�G;4G�846;�:EBHC<A:�BƇ8EF�<GF�BJA�
I4?H8���BE�8K4@C?8
�6?<8AGF�J<G;�G;8�;<:;8FG�?<98G<@8�
value may not be generating the most revenue 

G;<F�L84E`@BAG;`J88>
�5HG�G;8<E�?BL4?GL�@4L�58�
4A�<@CBEG4AG�946G�<A�LBHE�L84E�BA�L84E�:EBJG;
�BE�
6BAGE<5HG8�GB�BG;8E�946GBEF�?<>8�5E4A7�4J4E8A8FF��

2.   Analyse indicative, proactive metrics 

�BB>�4G�6HEE8AG�4FC86GF�B9�G;8<E�58;4I<BE�FH6;�4F


• #8E68AG4:8�B9�CEB=86GF�4G�E<F>�

• �I8E4:8�CEB=86G�BI8EEHA�<A�G8E@F�B9�74LF�

• #8E68AG4:8�B9�JBE>�ABG�<AIB<687�

• #8E68AG4:8�B9�<AIB<68F�G;4G�J8E8�E868<I87�
but rejected.

• �4G8�B9�?4FG�6BAG46G�

3.   Action what you discover

�78AG<9L�J;<6;�6?<8AGF�F;BH?7�:8G�@BFG�B9�LBHE�
4Ɯ8AG<BA�54F87�BA�G;8�BA8F�LBH�C8E68<I8�4E8�G;8�
most likely to churn. Is there a client project you 

should reprioritise or an order you should place to 

keep a client on-track? Share the data with your 

customer teams and regroup to build action plans 

GB�4?G8E�G;8�J4L�LBHnE8�6HEE8AG?L�F8EI<A:�G;8F8�
clients and deliver the experience your team has 

promised to the client. 

4.   Drive these insights into the organisation

Institute changes in the organisation to reduce 

E<F>�B9�E8G8AG<BA�:B<A:�9BEJ4E7��';<F�64A�58�7BA8�
5L�9HEG;8E�F8:@8AG<A:�6?<8AGF�<AGB�:EBHCF�J<G;<A�
LBHE�466BHAG<A:�FBƍJ4E8
�BE�C8E;4CF
�5L�<A7HFGEL�
or product.

*<G;�74G4�7E<I8A�<AF<:;GF
�LBHn??�>ABJ�J;<6;�6?<8AGF�
4E8�4G�E<F>�B9�4ƜE<G<BA
�Bƍ8A�4�;H:8�HA>ABJA
�4A7�
devote time with your team and that client to get 

G;8�E8?4G<BAF;<C�546>�BA�GE46>��,BHn??�4?FB�:4<A�
<AF<:;G�<AGB�J;4G�CEB=86GF�4E8�HA78EJ4L
�4A7�J;<6;�
team members are involved in serving a particular 

6?<8AG��*<G;�4??�B9�G;<F�6?<8AG�74G4�G;EBH:;BHG�
G;8�6?<8AG�?<986L6?8�z�9EB@�BCCBEGHA<GL�GB�CEB=86G�
6B@C?8G<BA�GB�E868<I<A:�C4L@8AG�z�LBHn??�58�45?8�GB�
FCBG�CBG8AG<4?�<FFH8F�589BE8�G;8L�586B@8�4�E84?<GL��

Client retention

�?<8AGF�4E8�G;8�CE<@4EL�FBHE68�B9�6B@C4AL�E8I8AH8���A7
�<A�G;8�4:8�B9�G;8�6HFGB@8E
�8I8EL�5HF<A8FF�F;BH?7�
;4I8�68EG4<A�6?<8AG�@8GE<6F�4F�C4EG�B9�G;8<E�>8L�C8E9BE@4A68�<A7<64GBEF��';8F8�@8GE<6F�64A�F<:A4?�6?<8AG�
58;4I<BE
�J;<6;�@84AF�G;8LnE8�Bƍ8A�<A7<64GBEF�B9�E8I8AH8�C8E9BE@4A68�4A7�64F;ƉBJ��

�?<8AG�6;HEA�<F�4A�<@CBEG4AG�5HF<A8FF�C8E9BE@4A68�@8GE<6
�4A7�<G�64A�F<:A4?�6BAGE46G<BA��';8�9H??�6BFG�B9�
client churn includes both lost revenue and the marketing costs involved with replacing those clients with 

A8J�BA8F��&HEI8L<A:�6?<8AGF�9BE�!#&�BE�6HFGB@8E�F4G<F946G<BA�<F�<@CBEG4AG
�5HG�FHƇ8E�9EB@�G;8�<FFH8F�B9�
GE47<G<BA4?�C8E9BE@4A68�@8GE<6F�7<F6HFF87�<A�C4EG�BA8�B9�G;<F�:H<78�z�Bƍ8A�G;8�E8FH?GF�6B@8�<A�?BA:�4ƍ8E�G;8�
opportunity has passed to resolve a potential issue. 

�B�LBH�>ABJ�J;<6;�6?<8AGF�@4L�58�4G�E<F>�B9�6;HEA���BJ�7B�LBH�9B6HF�BA�6?<8AG�E8G8AG<BA���8E8�4E8�FB@8�
CEB46G<I8�C8E9BE@4A68�<A7<64GBEF�LBH�F;BH?7�6BAF<78E
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�4F;�ƉBJ
�GnF�4�FB58E<A:�G;BH:;G�G;4G�@BFG�5HF<A8FF8F�94<?�7H8�GB�<FFH8F�FHEEBHA7<A:�64F;�ƉBJ���A�946G
�E8F84E6;�
FH::8FGF�G;4G�4�;<:;�C8E68AG4:8�B9�F@4??�GB�@87<H@�F<M87�5HF<A8FF8F�94<?�7H8�GB�CBBE�64F;�ƉBJ�
@4A4:8@8AG
�4A7�4�?46>�B9��HA78EFG4A7<A:�B9�;BJ�GB�8Ƈ86G<I8?L�@4A4:8�<G�J<G;<A�4�5HF<A8FF��

�8<A:�HA45?8�GB�@88G�ƈA4A6<4?�B5?<:4G<BAF�64A�FC8??�7<F4FG8E�9BE�4AL�5HF<A8FF���4I<A:�>8L�<AF<:;G�<AGB�64F;�
ƉBJ�<F�6EH6<4?�9BE�4AL�5HF<A8FF�BJA8E�BE�ƈA4A68�@4A4:8E
�8FC86<4??L�<9�G;8�6B@C4AL�<F�F88><A:�GB�<AI8FG�<A�
9HGHE8�:EBJG;�BCCBEGHA<G<8F��(A9BEGHA4G8?L
�@8GE<6F�?<>8�9E88�64F;�ƉBJ�4E8�FG4G<6
�4A7�6B@C4A<8F�A887�GB�
58�45?8�GB�CE87<6G�;BJ�9E88�64F;�ƉBJ�JBH?7�<A6E84F8�BE�786E84F8�54F87�BA�G;8�F;<ƍ<A:�7LA4@<6F�B9�G;8<E�
business. 

'B�GEH?L�:4<A�<AF<:;G�<AGB�64F;�ƉBJ�4A7�G;8�9HGHE8�ƈA4A6<4?�;84?G;�B9�LBHE�5HF<A8FF
�LBH�A887�GB�58�45?8�
GB�5H<?7�F68A4E<BF�4EBHA7�CEB=86GF�<A�CEB:E8FF
�=B5F�G;4G�;4I8AnG�L8G�FG4EG87
�BCCBEGHA<G<8F�G;4G�@<:;G�
6?BF8�FBBA
�4A7�@BE8���L�HA78EFG4A7<A:�4??�B9�G;8�8?8@8AGF�B9�LBHE�5HF<A8FF�G;4G�<@C46G�64F;�ƉBJ
�LBHn??�
;4I8�:E84G8E�I<F<5<?<GL�<AGB�G;8�ƈA4A6<4?�;84?G;�B9�LBHE�5HF<A8FF�z�J;<6;�5H<?7F�6BAƈ78A68�J;8A�:EBJG;�
opportunities arise.

1.   Measure indicative, proactive metrics 

,BH�@<:;G�6;BBF8�GB�@84FHE8�G;8�9B??BJ<A:


• %8I8AH8�9EB@�=B5F�<A�CEB:E8FF�4A7�E8I8AH8�
9EB@�=B5F�ABG�L8G�FG4EG87���FFH@<A:�G;8�
6?<8AGF�9BE�G;8F8�CEB=86GF�7B�ABG�C4L�BA�;<:;�
4@BHAGF�B9�6E87<G
�G;<F�6BH?7�:<I8�LBH�4�F8AF8�
B9�<A6B@<A:�64F;�GB�G;8�5HF<A8FF��

• #8E68AG4:8�B9�F4?8F�BA�6E87<G���9�LBH�;4I8�
4�;<:;�C8E68AG4:8�B9�F4?8F�BA�6E87<G
�G;8A�
LBH�@4L�?BB>�CEBƈG45?8�5HG�;4I8AnG�46GH4??L�
E868<I87�64F;�9BE�F4?8F��';<F�64A�8A7�HC�
;HEG<A:�LBHE�9E88�64F;�ƉBJ��

• �4LF�C4L45?8�BHGFG4A7<A:�[�#`6BFG�B9�F4?8F\��
';<F�<A7<64G8F�G;8�4I8E4:8�?8A:G;�B9�LBHE�
6B??86G<BA�G<@8F�9EB@�FHCC?<8EF���F�74LF�
C4L45?8�BHGFG4A7<A:�:EBJF
��#�786?<A8F
�BE�
:EBJF�@BE8�F?BJ?L�G;4A�F4?8F
�586B@<A:�4�
FBHE68�B9�64F;��

• �AI8AGBEL�GHEABI8E�E4G<B�[F4?8F�`�<AI8AGBEL\��';<F�
<A7<64G8F�;BJ�8Ɛ6<8AG�LBHE�G84@�<F�4G�GHEA<A:�
<AI8AGBEL�<AGB�64F;
�BE�<AI8AGBEL�E8?4G<I8�
GB�F4?8F��&<@<?4E?L
�LBH�6BH?7�HF8�G;8�74LF�
inventory outstanding metric.

��� �H<?7�F68A4E<BF�9BE�;BJ�LBHE�64F;�ƉBJ�
 will be impacted

�I4?H4G8�;BJ�466BHAGF�E868<I45?8
�4A7�H?G<@4G8?L�
LBHE�64F;�466BHAG
�6BH?7�58�<@CEBI87�5L�HC6B@<A:�
<AIB<68F�4A7�G;8�C4L@8AG�G8E@F�9BE�6?<8AGF��';8�
more you can leverage historical and trend data to 

<AƉH8A68�LBHE�CE87<6G<BAF
�G;8�58Ɯ8E��

3.   Action these insights

�9�LBH�;4I8�4�?4E:8�CBG8AG<4?�4@BHAG�B9�E8I8AH8�9EB@�
jobs in progress then perhaps you should reprioritise 

BG;8E�JBE>��"E
�<9�LBH�;4I8�4�E8?4G<I8?L�?BJ�4I8E4:8�
74LF�C4L45?8�BHGFG4A7<A:
�78G8E@<A8�<9�LBH�64A�JBE>�
with suppliers and vendors to renegotiate payment 

G8E@F��,BH�6BH?7�4?FB�9B6HF�LBHE�F4?8F�G84@�BA�
6?BF<A:�G;BF8�6HEE8AG�BCCBEGHA<G<8F
�E4G;8E�G;4A�
building pipeline.
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Working capital

�4F;�ƉBJ�64A�4?FB�58�<A6E84F87�5L�<@CEBI<A:�8Ɛ6<8A6L�E4G<BF�G;4G�8Ƈ86G�6;4A:8F�<A�JBE><A:�64C<G4?��
*BE><A:�64C<G4?�CEBI<78F�4�FA4CF;BG�B9�G;8�CE8F8AG�F<GH4G<BA��"A�G;8�BA8�;4A7
�JBE><A:�64C<G4?�<F�<@CBEG4AG�
5864HF8�<G�<F�4�@84FHE8�B9�4�6B@C4ALnF�45<?<GL�GB�C4L�BƇ�F;BEG�G8E@�8KC8AF8F�BE�785GF��"A�G;8�BG;8E�;4A7
�
GBB�@H6;�JBE><A:�64C<G4?�@84AF�G;4G�FB@8�4FF8GF�4E8�ABG�58<A:�<AI8FG87�9BE�G;8�?BA:�G8E@
�FB�G;8L�4E8�ABG�
being put to good use in helping the company grow as much as possible. 

'B�GEH?L�@BA<GBE�4A7�@84FHE8�JBE><A:�64C<G4?
�LBH�A887�GB�;4I8�4�:BB7�;4A7?8�BA�LBHE�466BHAGF�E868<I45?8��
�BJ�<F�LBHE��`%�C8E9BE@<A:���BJ�DH<6>?L�7B�LBHE�58FG�6?<8AGF�C4L���BJ�F?BJ�4E8�LBHE�F?BJ8FG�C4L<A:�
6?<8AGF��*;4G�<F�G;8�4I8E4:8�74LF�GB�C4L�46EBFF�4??�6?<8AGF���BJ�@4AL�74LF�<A��`%�4E8�LBHE�<AIB<68F{
segmented by project type? 

�@CEBI<A:�LBHE�JBE><A:�64C<G4?�64A�58�46;<8I87�5L�BCG<@<F<A:�LBHE��`%�CEB68FF��';<F�64A�58�7BA8�5L�
4HGB@4G<A:�5<??<A:�4A7�<AIB<6<A:
�E8DH8FG<A:�C4L@8AGF�<A�C8EFBA
�HA78EFG4A7<A:�BHGFG4A7<A:�C4L@8AGF
�
4A7�>ABJ<A:�J;8A�4A7�;BJ�GB�E8FGEH6GHE8�C4L@8AG�G8E@F���9�LBH�64A�BCG<@<F8��`%�4A7�@BI8�4�?4G8�C4L@8AG�
4G�G;8�8A7�B9��868@58E�GB�4A�84E?L�C4L@8AG�4G�G;8�58:<AA<A:�B9�"6GB58E
�LBHn??�ABG�BA?L�<A6E84F8�JBE><A:�
64C<G4?
�5HG�LBHn??�58�58Ɯ8E�45?8�GB�<AI8FG�G;4G�@BA8L�GB�:EBJ�G;8�5HF<A8FF�

�8E8�4E8�FB@8�FG8CF�LBH�64A�9B??BJ�GB�<78AG<9L
�4A7�@<G<:4G8�CBG8AG<4?�<FFH8F�E8FH?G<A:�9EB@�CBBE
working capital.

1.    Measure indicative, proactive metrics

,BH�@<:;G�6;BBF8�GB�@84FHE8�G;8�9B??BJ<A:


• Days sales outstanding. Improved collection 

practices drive down days sales outstanding 

[�`%�7<I<787�5L�GBG4?�6E87<G�F4?8F�K�AH@58E�B9�
74LF�<A�4�C8E<B7\
�G;HF�786E84F<A:�466BHAGF�
receivable.  

• Average debt collection days. This tells you 

;BJ�DH<6>?L�LBHE�6?<8AGF�C4L�BA68�G;8LnI8�588A�
invoiced.  

• Average days to process a sales transaction. 

';<F�<F�G;8�AH@58E�B9�74LF�<G�G4>8F�LBH�GB�
<AIB<68�4A7�CEB68FF�G;8�C4L@8AG�9EB@�4�
6?<8AG��';<F�<F�Bƍ8A�64?6H?4G87�466BE7<A:�GB�4�
6B@C4ALnF�C4L@8AG�G8E@F�4A7�;BJ�4�F4?8�<F�
6BAƈE@87��

2.   Diagnose issues

&8G�C8E9BE@4A68�:B4?F�9BE�G;8F8�@8GE<6F
�54F87�BA�
I4?H8F�G;4G�4E8�4CCEBCE<4G8�9BE�LBHE�5HF<A8FF���BE�
8K4@C?8
�9BE�74LF�F4?8F�BHGFG4A7<A:�LBH�GLC<64??L�
do not want the average to exceed your average 

C4L@8AG�G8E@F�5L�@BE8�G;4A�;4?9��&B
�<9�LBH�BC8E4G8�
BA�4I8E4:8�C4L@8AG�G8E@F�B9��}�74LF�4A7�LBHnE8�

F88<A:�C4L@8AG�<A����74LF�LBHnE8�7B<A:�CE8ƜL�J8??�

�A4?LF8�GE8A7F�<A�LBHE�C8E9BE@4A68���BE�8K4@C?8
�
<F�<G�4�68EG4<A�:EBHC�B9�6?<8AGF�G;4G�GLC<64??L�94??�
<AGB�78?<ADH8AG�FG4GHF��"E�C8E;4CF�G;8L�94??�<AGB�
delinquent status when they purchase a certain 

product such as a product that requires a longer 

BA5B4E7<A:�G<@8��&CBƜ<A:�GE8A7F�64A�;8?C�LBH�:8G�
6?BF8E�GB�<78AG<9L<A:�G;8�EBBG�64HF8�B9�4A�<FFH8���9�
LBHE�4I8E4:8�4@BHAG�B9�74LF�GB�6B@C?8G8�4�F4?8F�
GE4AF46G<BA�<F�?BA:8E�G;<F�@BAG;�G;4A�?4FG
�6BAF<78E�
the reason. You may have internal processes that 

you have that need to be improved. 

3.   Action this information

,BH�64A�<@CEBI8�LBHE��`%
�785G�6B??86G<BA�4A7�6E87<G�
@4A4:8@8AG�CEB68FF8F�J<G;�CEB68FF�8Ɛ6<8A6<8F
�
BE�8I8A�G86;AB?B:<8F��,BH�@4L�4?FB�ƈA7�G;4G�LBH�
need to renegotiate payment terms with clients so 

G;4G�LBHnE8�<A�4�58Ɯ8E�CBF<G<BA�GB�BCG<@<F8�JBE><A:�
64C<G4?�4A7�<A�4�58Ɯ8E�64F;�CBF<G<BA��



7KRVH�ZKR�IRXQG�PXFK�WR�LGHQWLI\�ZLWKLQ�WKH�SUHYLRXV�VHFWLRQV�PLJKW�EH�DVNLQJ�KRZ�WKLQJV�FDQ�EH�GRQH�
GLIIHUHQWO\��+RZ�FDQ�\RX�HYROYH�\RXU�ILQDQFH�IXQFWLRQ�WR�EH�DEOH�WR�JDWKHU�DQG�EHQHILW�IURP�WKHVH�LQVLJKWV
OLVWHG�LQ�SDUW�WZR�RI�WKLV�ZKLWH�SDSHU"�

7KHUH�DUH�D�QXPEHU�RI�UHFRPPHQGDWLRQV��DV�IROORZV�

&KRRVH�D�VROXWLRQ�WKDW�SURYLGHV�VSHFLDOLVHG��DFFXUDWH�UHSRUWLQJ�WR�LGHQWLI\�WUHQGV�DQG�RSSRUWXQLWLHV�WKDW�
JLYH�\RX�D�FRPSHWLWLYH�HGJH��6DJH�KDV�IXOO\�LQWHJUDWHG�VRIWZDUH�VROXWLRQV��SURYLGLQJ�D�KROLVWLF�YLHZ�RI�\RXU
EXVLQHVV��JLYLQJ�\RX�WKH�DELOLW\�WR�WUDFN��DQDO\VH�DQG�PDQDJH�FXVWRPHU�DQG�VXSSOLHU�LQWHUDFWLRQV��DOORZLQJ
IRU�IDVW�DQG�HIIHFWLYH�GHFLVLRQ�PDNLQJ�

5XQ�D�VPDUWHU��IDVWHU��PRUH
FRQQHFWHG�EXVLQHVV
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:KDW�LI�WKH�PHWULFV�\RX�XVHG�GLGQµW�DOZD\V�VKRZ�ROG�GDWD"�:KDW�LI�\RX�FRXOG�VHH�QHDU�OLYH�PHWULFV��DV�WKH�
LQIRUPDWLRQ�ZDV�JHQHUDWHG°DQG�DFW�XSRQ�LW"�:KDW�LI�\RX�FRXOG�VSRW�WUHQGV�DV�WKH\�KDSSHQ��DQG�DFW�XSRQ�
WKHP�EHIRUH�WKH\�EHFDPH�DQ�LVVXH�ZLWKLQ�\RXU�EXVLQHVV"�2U�ZKDW�LI�WKH�SRVLWLYH�WUHQGV�FRXOG�EH�KDUQHVVHG
VR�WKH\µUH�HQFRXUDJHG�WR�IXUWKHU�JURZWK"�

6DJH�EXVLQHVV�PDQDJHPHQW�VROXWLRQV�JLYH�\RX�WKLV�SRZHU��&RQQHFW�\RXU�EXVLQHVV�ZLWK�VPDUW��VFDODEOH�DQG�
VHFXUH�EXVLQHVV�PDQDJHPHQW�VROXWLRQV��,QWHJUDWHG�VROXWLRQV�WR�PDQDJH�\RXU�ILQDQFLDOV�DQG�FXVWRPHUV�
ZKLOH�VWUHDPOLQLQJ�PDQXIDFWXULQJ��GLVWULEXWLRQ�DQG�NH\�VXSSO\�FKDLQ�SURFHVVHV�

(PSOR\HHV�QHHG�WR�XQGHUVWDQG�FDXVH�DQG�HIIHFW��%XW�ZKHQ�VKDUHG�ZLWK�WKH�EXVLQHVV��WUDGLWLRQDO�EXVLQHVV
PHWULFV�VXFK�DV�RYHUDOO�SURILWDELOLW\�FDQ�WHQG�WR�HPSKDVLVH�WKH�QHJDWLYH°D�IDOO�LQ�UHYHQXH�PLJKW�PDNH�WKH�
PDUNHWLQJ�GHSDUWPHQW�TXHVWLRQ�LWV�RYHUDOO�SHUIRUPDQFH��IRU�H[DPSOH��ZKHQ�WKH�IDXOW�FDQ�HDVLO\�OLH�HOVHZKHUH��

7KH�GDWD�LVQµW�QHFHVVDULO\�FDXVLQJ�WKH�SUREOHP��DQG�QRU�LV�VKDULQJ�LW��,QVWHDG��D�IDU�EHWWHU�DSSURDFK�LV�WR�
PDNH�\RXU�WUDGLWLRQDO�EXVLQHVV�SHUIRUPDQFH�PHWULFV�VXFK�DV�UHYHQXH�JRDOV�WKH�´HIIHFWµ�DQG�WKHQ�KHOS�\RXU�
HPSOR\HHV�XQGHUVWDQG�WKH�´FDXVHµ�E\�OD\HULQJ�LQ�PRUH�LQGLFDWLYH��SURDFWLYH�SHUIRUPDQFH�PHWULFV��,W�PD\�
EHFRPH�HDVLHU�IRU�WKHP�WR�VHH�KRZ�WKHLU�DFWLYLWLHV�FRQWULEXWH�WR�WKH�EXVLQHVV��
)RU�H[DPSOH��LI�PHWULFV�DERXW�SURILWDEOH�FOLHQWV�DUH�VKDUHG�ZLWK�WKH�FXVWRPHU�VHUYLFH�WHDP�WKHQ�WKH\�FDQ�
RSW�WR�KHOS�WKRVH�FOLHQWV�UDWKHU�WKDQ�VLPSO\�IXOILOOLQJ�WKHLU�.3,V�RI��IRU�H[DPSOH��GHDOLQJ�ZLWK�D�FHUWDLQ�QXPEHU�
RI�FOLHQW�HQTXLULHV�ZLWKLQ�D�VHW�WLPH�SHULRG��,I�PHWULFV�DERXW�SURGXFW�LQYHQWRU\�DUH�VKDUHG�ZLWK�VDOHV�SHRSOH�
WKHQ�WKH\�FDQ�WDNH�SURDFWLYH�PHDVXUHV�WR�SXVK�WKHVH�SURGXFW�OLQHV��LQVWHDG�RI�PHUHO\�SXVKLQJ�EOLQGO\�IRU�
SURGXFW�VDOHV�WR�PHHW�WKHLU�RZQ�.3,V��

2I�FRXUVH��LW�LV�XS�WR�EXVLQHVV�OHDGHUV�WR�GHWHUPLQH�KRZ�PXFK�LV�VKDUHG��ZLWK�ZKLFK�WHDPV��KRZ�RIWHQ��DQG�LQ�
ZKLFK�IRUPDWV��+RZHYHU��FRQVLGHU�KRZ�PXFK�PRUH�HIIHFWLYH�WHDPV�FRXOG�EH�LI�WKH\�ZHUH�DOO�ZRUNLQJ�WRZDUGV�
LQIRUPHG��FRPPRQ�JRDOV��
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,Q� WRGD\µV� K\SHUFRPSHWLWLYH� ZRUOG� D� EXVLQHVV� UHO\LQJ
VROHO\� RQ� WUDGLWLRQDO� SHUIRUPDQFH� PHWULFV� LV� LQ� D
YXOQHUDEOH� SRVLWLRQ�� 7KH� IXOO� UDQJH� RI� GDWD� DYDLODEOH
QHHGV� WR� EH� HPEUDFHG� DQG� H[SORLWHG� RQ� DQ� HYHU\GD\
EDVLV� WR� HQVXUH� LWµV� SURYLGLQJ� WKH� LQVLJKW� WKH� EXVLQHVV
QHHGV�� $GGLWLRQDOO\�� PDQDJHUV� ZLWKLQ� WKH� ILQDQFH
GHSDUWPHQW� QHHG� WR� HQVXUH� WKH� PHVVDJHV� WKDW� WKHVH
LQVLJKWV� DUH� WHOOLQJ� DUH� WROG� WR� DOO� WKRVH� ZKR� FRXOG
EHQHILW� IURP� NQRZLQJ�� DQG� WKDW� WKHUHIRUH� DOO
GHSDUWPHQWV�DUH�DEOH�WR�XQLWH�EHKLQG�WKH�FRPPRQ�JRDO
RI� LQFUHDVLQJ� SURILWDELOLW\� DQG� SXVKLQJ� WKH� EXVLQHVV
IRUZDUG��

:LWK�SURDFWLYH�DQG�SHUYDVLYH�XVH�RI�GDWD�\RX�FDQ�

��,QFUHDVH�YLVLELOLW\�LQWR�ILQDQFLDO�GDWD�

��5HGXFH�FRPSOH[LW\�ZKHQ�H[SDQGLQJ�WKH�EXVLQHVV�

��(OLPLQDWH�RSHUDWLRQDO�VLORV�WKDW�SUHYHQW�
FROODERUDWLRQ�
��5HGXFH�XQFHUWDLQW\�DERXW�WKLQJV�OLNH�FDVK�IORZ�
VKRUWDJHV�DQG�XQSDLG�LQYRLFHV�
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