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HH #42
Which of the following KPIs measures customer advocacy?

e A, Allthe answers

¢ B. Cross-sell (%)

e C. Complaints (#)

e D. Net Promoter Score (NPS) (%)

EM: D
L

Customer advocacy is about a customer's willingness to recommend your product/service to others. Net Promoter Score (NPS) is
specifically designed to measure this recommendation intent, making it the most direct advocacy KPI among the options.
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"Complaints (#)" is typically a service quality/problem indicator; fewer complaints may correlate with higher advocacy but complaints
are not an advocacy measure-they capture negative feedback volume, often influenced by customer base size and reporting
behavior. "Cross-sell (%)" reflects customer expansion behavior and may indicate loyalty or product fit, but it is not the same as
advocacy; customers can buy more without actively recommending. Therefore "All the answers" is incorrect because only one option
is explicitly an advocacy metric. In KPI selection, context matters: NPS works best when survey design is consistent (sampling,
timing, channel), and it should be paired with diagnostic measures (reasons for score, key drivers like resolution time and quality). A
frequent pitfall is treating NPS as the only "customer metric"; it's more actionable when combined with operational drivers and
segmented analysis.

H #43
In which stage of the Value Flow Analysis should "Customer satisfaction (%)" be monitored?

A. Outcome
B. Input

C. Output
D. Process

EfE: A
R -

Customrer satisfaction is an Outcome KPI because it measures the end result experienced by the customer, not the nternal activity or
resources used. Inputs are what you invest (budget, staffing), process KPIs describe how work is executed (cycle time, error rate),
and outputs capture deliverables produced (orders delivered, requests resolved). Satisfaction reflects whether those outputs met
custommer expectations in quality, timeliness, and overall experience. It is also often used at organizational scorecard level, with
departmental dashboards showing the operational drivers that influence it (response time, first-contact resolution, defect rate, on-
time delivery). Measurement challenges include survey bias, response rate, timing (immediately after interaction vs periodic), and
consistency of the rating scale. Proper activation includes setting a clear survey method, minimum sample sizes, segmentation rules,
and a reporting cadence aligned with decision cycles. A common pitfall is using satisfaction without driver metrics-teans can see the
score but can't identify what to improve. Linking outcome KPIs to leading indicators makes performance management actionable.

HP #44
Which is the definition of "Hospital bed occupancy rate (%)'"*?

A. Measures the percentage of beds in the hospital that are occupied by patients, from the overall number of hospital beds
B. Maximizes the occupancy of hospital beds

C. None of'the answers

D. Calculates how many hospitals are occupied

EE: A

R :

A KPI definition describes what is being measured , not what you hope to achieve. "Hospital bed occupancy rate (%)" is defined as
the proportion of beds occupied by patients relative to the total available beds over a specified period. Option B correctly captures
that. Option A is an objective/mtent ("'maximize"), not a definition. Option D is incorrect because it refers to hospitals rather than
beds and does not express a rate.

Measurement challenges here commonly include defining "available beds" (licensed beds vs staffed beds vs open beds) and the time
basis (point-in-time snapshot vs average daily occupancy over a month). For performance analysis, the KPI should specify the
scope (unit, ward, hospital), the counting logic (occupied at midnight census vs occupied at any time during day), and how
overflow/temporary beds are handled.

Occupancy is often used to balance efficiency and service quality: extremely high occupancy can increase wait times and reduce
flexibility, so 1t is frequently paired with flow metrics (admission-to-bed time) and outcomes (readmission, patient satisfaction).

HH #45
‘Which KPI should be used to balance "[nnovation ideas expressed by staff (#)"*?

e A, Innovation ideas implemented (%)
e B. Innovation ideas per staff member (#)



e C. Implement 2 new innovation ideas by the end of the quarter
¢ D. Innovation ideas expressed by customers (#)

EfE: A

R -

Counting innovation ideas can becomme a vanity metric: teams may generate many low-quality ideas without converting them into
outcomes. The best balancing KPI among the options is innovation ideas implemented (%) , because it measures conversion from
ideation to execution and discourages "quantity-only" behavior.

Option C is an initiative/target statement (a one-off milestone), not a KPI definition. Option D (ideas per staff member) normalizes
for size, but it still focuses on idea volume rather than value creation. Option A (customer ideas) changes the source of ideas rather
than balancing the ideation-to-impact trade-off. A common measurement challenge in innovation is encouraging creativity while
ensuring follow-through; implementation rate provides a practical guardrail and drives process improvements in evaluation,
prioritization, resourcing, and experimentation. In mature systems, implementation rate is firther balanced by impact measures (value
realized, customer adoption, cost reduction) and by quality gates (validated experiments). Documentation should define what counts
as "implemented" (pilot launched, scaled rollout, benefits realized) to avoid gaming.

H #46
Which of the following statements is considered to be a KPI activation tool?

¢ A Data gathering process map
¢ B. Heinrich's Pyramid

e (. Ishikawa diagram

¢ D. Performance Healthogram

EfE: A
fEEL:

KPI activation is the phase where a KPI becomes operational : data sources are confirmed, roles are assigned, collection steps are
defined, and reporting is made repeatable. A data gathering process map is a direct activation tool because it documents the end-to-
end flow: where data originates, who extracts it, what validations occur, deadlines, approvals, and how it reaches the reporting layer.
This prevents common failures like missing data, inconsistent calculations, or dependence on one person's memory. Heinrich's
Pyramid is a safety concept about incident ratios; it may inform safety thinking but is not an activation tool for KPI implementation. A
Performance Healthogram can be a diagnostic/analysis visualization, and Ishikawa (fishbone) is a root-cause analysis tool-both useful
later for improvement, but not primarily for activating data collection and reporting, Activation success depends on operational
clarity: process mapping, defined ownership (KPI owner vs data custodian), and embedded routines (cutoff dates, automated
extraction where possible). The process map is the practical blueprint that makes KPI reporting timely and trusted.

B #47
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