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(Q45-Q50):

HMA #45
How often would you recommend collecting data and reporting on "Employee engagement (%)'?

e A Weekly
¢ B. Monthly
¢ C. Biannually
e D. Daily

EfE: C

BRI -

Employee engagement is typically measured through structured surveys that require adequate participation, thoughtful analysis, and
follow-up actions-so a biannual cadence is commonly appropriate. Engagement doesn't meaningfully change day-to-day, and
collecting it too frequently can create survey fatigue, lower response quality, and reduce trust in the process. Monthly or weekly
engagement reporting is rarely practical unless using lightweight "pulse” methods, and even then, the primary KPI is usually tracked
less frequently with pulses as supporting diagnostics. Activation considerations include ensuring anonymity, consistent survey
questions, clear segmentation rules (to protect confidentiality), and a structured action-planning cycle after results are reported. One
major measurement challenge is turning engagement scores into action; reporting must align with manager enablement,
communication plans, and initiatives that address the drivers of engagement. Biannual measurement provides enough time to
implement changes and observe movement while maintaining a reliable baseline. In scorecards, engagement is often treated as an
organizational-level outcome KPI supported by leading indicators such as manager 1:1 completion rate, training completion,
workload balance metrics, and retention.

HM #46
As part of the Value Flow Analysis, Process KPIs reflect:

A. Resource allocation

B. The impact of outputs generated
C. Transformation characteristics
D. All the answers

IEf: C

AR

Process KPIs are intended to measure the transformation and flow of work-how efliciently and reliably nputs are converted into
outputs. That is why "transformation characteristics" is the best fit. Examples include lead time, cycle time, first-pass yield, rework
rate, utilization, and productivity measures that describe how the process operates. "Resource allocation' is typically associated with
mputs (people, budget, capacity), while "the impact of outputs generated" aligns more with outcomes (customer satisfaction,
retention, safety results). Mixing these concepts blurs the cause-and-effect structure that Value Flow Analysis is designed to enforce.
A key measurement challenge is selecting process KPIs that teams can control and that truly predict downstream results; overly
abstract or cross-fimctional measures can create disputes and lack of ownership.

Effective KPI systems map a clear chain: imput KPIs explain resourcing, process KPIs explain operational performance, output
KPIs explain delivery volume/quality, and outcome KPIs explain value realized. Keeping process KPIs focused on transformation
makes dashboards more actionable and reduces tunnel behavior.

B #47
Which target would you propose for "Budget ($)", tracked at departmental level?


https://www.mogiexam.com/C-KPIP-exam.html

A. This is not a KPI
B. +# 5%

C. +# 50%

D. +/4# 10%

EfE: A

R

"Budget ($)" by itself'is not a KPI; it is an input/resource allocation figure . KPIs measure performance, typically using ratios, rates,
variances, or outcome indicators. A budget is a plan amount, not a performance measure-so proposing a "target" like £5% doesn't
apply to "Budget ($)" as written. The appropriate KPI would be something like budget variance (%) , budget utilization (%) , cost vs
budget , or forecast accuracy , each with clear calculation rules and tolerance bands. This question tests the ability to differentiate
inputs vs KPIs : budget is the resource baseline, while the KPI is how well actual performance aligns with the plan (or how efficiently
the budget translates into outputs/outcomes). In KPI activation and documentation, the distinction is important because it affects
ownership, frequency, and interpretation. A common pitfall is putting budgets directly on dashboards without defining variance rules,
which leads to unclear performance judgments. To make it actionable, define what "good" means (within tolerance), time period
(monthly/quarterly), scope (opex/capex), and how timing differences are treated.

H #48
Which of the following phrases can convert into a KPI the statement: "Customers evaluated the service quality as being high'™?

A. Achieve high service quality
B. Quality services

C. Service quality rating

D. Service quality project

Ef#: C

fEE L

To convert a statement into a KPI, you need a quantifiable measure that can be consistently collected.

"Service quality rating" implies a numeric score (e.g,, 1-5, 1-10, CSAT-style rating, or a weighted index), which can be tracked over
time, compared to a target, and analyzed by segment/channel. "Achieve high service quality” is an objective (a desired outcome, not
a measure). "Service quality project is an initiative (an activity intended to improve results). "Quality services" is vague and not
operationally measurable. Strong KPI selection also requires defining the calculation method (average rating, top-box %, index),
data source (post-interaction survey, mystery shopping, QA audits), and frequency. A key measurement challenge here is bias and
sampling : ratings can skew based on who responds. Mitigations include minimum response thresholds, consistent survey timing, and
separating "experience" ratings from operational drivers (e.g., response time). A well-defined rating KPI enables root-cause analysis
and prioritization of improvement actions.

H #49
Which of the following is an efficiency KPI?

A. Cost per delivered order ($)
B. None of the answers

C. Production output (#)

D. Employee satisfaction (%)

IEf#E: A

AR :

Efficiency KPIs measure how well resources are converted into outputs-typically cost, time, or effort per unit of output . "Cost per
delivered order ($)" is a direct efficiency KPI because it expresses the resources spent to deliver one unit of service/output.
"Production output (#)" is an output/volume measure, which is important but does not describe resource use per unit (it can increase
even if efficiency worsens). "Enmployee satisfaction (%)" is an outcome/people metric, not efficiency. Selecting efficiency KPIs
requires careful definition of included costs (labor, logistics, overhead allocation) and consistency across periods; otherwise,
performance swings may reflect accounting changes rather than operational improvements. A common pitfall is optimizing efficiency
at the expense of effectiveness (quality, customer outcomes). To prevent this, efficiency KPIs are often paired with effectiveness or
quality KPIs (defect rate, on-time delivery, customer satisfaction) so teans don't reduce costs by cutting corners. Proper KPI
documentation and balanced scorecards keep efficiency improvement aligned with overall value delivery.
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