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Is it time to throw out your 
current KPIs?
Kua tae rānei ki te wā kia whiua ngā Tohu Whakatutuki Matua?

FMANZ 2022 Summit

All content contained within this slide deck is deemed Commercial in Confidence. 



This is your 
workshop

What do you want to achieve out of 
being here today?
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Lets look at some KPI 
housekeeping 
KPIs are:

• Metrics that validate 
achieved performance

• Measure factors that are 
critical to achieving a 
defined outcome

• Quantifiable and 
measurable

• Help inform action and 
decisions

KPIs are not:

• Task based (e.g. submit 
the monthly report on 
time or be ‘XYZ’ 
certified)

• ‘Vanity’ metrics (e.g. 
‘nice to knows’ that 
make us feel better but 
do not contribute to any 
decisions making or 
action)
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“KPIs that do not support 
you in making decisions 

are just metrics”
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Unknown



Who’s found 
themselves in 
this situation?
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It’s important for everyone
to be on the same page
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Activity: Draw a line that connects 
the two dots on your worksheet. 
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KPIs often involve multiple parties 
and it is so easy to think you’re on 
the same page when you’re not. 
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Is your line the same as my line?

Are we on the same 
page?

• Does your line connect the dots?
• Does my line connect the dots?
• Have we both connected the two 

dots, but delivered something that 
looks different?

• So who is right?



Some traps to avoid 
when using KPIs

Measuring tasks 
Using KPIs to measure 
the completion of tasks 
rather than outcomes. 

Unrealistic
KPIs where the party 
being measured has little 
or no control. 

Using KPIs as a bat
Using KPI results as a 
bat can drive poor 
behaviour and hiding.

Copy and paste
Copying KPIs from another 
organisation can be like 
copying your friends 
maths answers for your 
science homework.
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Isolation
Creating your KPIs is 
isolation will likely catch 
you out.

Too many
If you’re hitting double 
digits, you’ve got too 
many KPIs.

Maturity disconnect 
Having KPIs that exceed 
any of the parties maturity 
(e.g. systems and 
capability).
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More traps to avoid 
when using KPIs

Forgetting the humans
You are dealing with 
humans, who have 
human emotions and 
behaviours. 



Same same, 
or not so?
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Its’s important 
everyone is using the 
same data in the 
same way to 
measure KPI success



What is the biggest KPI trap 
people fall into?
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Avoiding the colour



Know the difference
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Contract 
deliverables

Things to consider:

• Not every contractual deliverable needs to have 
its own KPI

• KPIs should consider the overall intent of the 
contract/function

KPIsvs

Are generally task 
based or obligations

(e.g.  submit monthly 
report by last working 
day of the month or 
all trades staff trade 

certified)

Are generally 
outcome based 

(i.e. measure the 
outcomes achieved 
from delivering the 

contract deliverables 
or obligations).  



What do bad KPIs 
look like?
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Bad KPI examples



How can we improve
our KPIs?
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What are six key 
elements of a 
good KPI?

Outcome
A clear and concise 
description of what 
outcome the KPI will 
achieve (e.g. why are 
we measuring this).

Linkage
Clarity on what strategic 
objective your KPIs are 
linked to (e.g. what will 
achieving this help your 
organisation achieve).

Measure
The specific details of 
how the KPI is going to 
be measured and 
there could be multiple 
measures for each KPI. 

Target
A defined and realistic 
target.  Even better if you 
have year-on-year stretch 
targets to help drive 
ongoing improvements. 

Clarity on what 
frequency each KPI will 
be measured.

Explicit details of what 
data source will be used 
to measure the KPI. 

Frequency Source
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Top KPI tips to help 
you out

Align with maturity 
Keep the complexity of 
your KPIs aligned to the 
maturity of all parties 
involved and fit-for-
purpose to the situation.

Less is more
If you’re hitting more than 
10 KPIs, then you should 
probably rethink things. 

Set realistic targets
Targets should be realistic 
and based on where you 
are currently at, but 
should acknowledge any 
improvements that you 
want to achieve. 

Incremental improvements
Use stretch targets to drive 
performance in the 
direction you want to 
go…realistic incremental 
improvements will help 
keep everyone engaged.
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Love Red
Red KPIs are great.  They 
flag where you need to 
focus your attention and 
where there are likely 
changes needed. 

Act on the results
Actively use KPI results to 
inform decisions around 
the service you are 
measuring.

Balanced scorecard
Use a balanced 
scorecard approach.  
Some things in life are 
more important than 
others and this is the same 
for KPIs.  

Unintended consequences 
Pair up multiple measures 
under the same KPI to 
help avoid unintended 
consequences (e.g. 
reactive job volumes and 
average reactive job 
costs).
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Top KPI tips to help 
you out



So what does good 
look like?
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Example #1 (split across three slides)
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• Large outsourced AMFM contract

• ~$10M annual value

• 3 KPIs

• 9 Measures

Examples removed from released slide deck.  If you are wanting details on good KPI examples, 
please contact James (james.wallace@kingfishergroup.org.nz). 



Example #2 (split across three slides)
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• Outsourced single trades agreement

• Inhouse Facilities Management team

• 3 KPIs

• 7 Measures

Examples removed from released slide deck.  If you are wanting details on good KPI examples, 
please contact James (james.wallace@kingfishergroup.org.nz). 



Group activities 
The next couple of activities are going to be done as groups
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Group activity 
one

Activity 

In your group, create a more fit-for-purpose KPI to 
replace the existing KPI outlined below. (5 mins)

Situation

You are reviewing the KPIs for a HVAC maintenance 
agreement for a national retail chain.  

• Build customer loyalty by providing the industry 
leading customer experience

• Achieve financial efficiencies and savings, by 
making every dollar spent count

• A year-on-year annual reduction of >5% in Reactive 
Maintenance is experienced throughout the term of 
the Agreement. 

Your organisations relevant objectives 

Existing KPI
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Group activity 
two

Situation

Your organisation has recently implemented a new set 
of strategic objectives.  These objectives are focused 
on setting your organisation up for long-term success 
and ensures it adapts to the changing market 
demands it operates in. 

Activity 

Your group is the Property team.  You are going to 
market for an outsourced service solution and need a 
set of fit-for-purpose KPIs that will help your 
organisation achieve its strategic objectives.

• Create three KPIs

• At least one KPI must focus on ‘Value-for-money’

• Be adventurous – avoid the easy Reactive and 
Schedule Maintenance completion type KPIs

15 minutes

Time
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Did you benefit 
from today?

Did you achieve what you wanted to 
from today or did you learn something 
new that you’ll take away with you?
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Access to free tools 
and templates

Use QR code or link to access various 
free KPI tools and templates that may 
be of help for you in creating fit-for-
purpose KPIs.

https://kingfishergroup.org.nz/fmanz22-free-tools
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Thanks and questions

A big thank you for attending today!

James Wallace – Managing Director

M: 027 508 6520

E: james.wallace@kingfishergroup.org.nz
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