
Are your KPIs working for you or against you?
Dated 12th January 2018
We all understand KPIs are SMART. However within SMART we need to focus on the achievable and realistic.
An example of this is within the industry I work is the First time Fix (FTF) KPI target and the follow on rate when a job cannot be completed at the first visit.
If you have a FTF -KPI of say 85% have you checked that the jobs you receive allow you to achieve 85% first time fix. We did an exercise and found the number of jobs received which required a second visit was some 30% due to the nature of the work or drying times. So we were driving the people of the business with no chance of achieving the KPI as it was unachievable. 
We had two options a major transformation of process which was not practicable or as we did, presented the facts to the customer. We mutually agreed to reduce the KPI target to reflect the work we were receiving. This transformed the relationship within the team as it reduced the pressure on the staff and improved our customer /client relationship (win/ win). 
[bookmark: _GoBack]So a lesson learnt to all, is check the data/ facts behind the KPI or other measures when you are failing it may not be your people at fault.
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