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HE#11
Which start target would you propose for "Fatalities (#)", tracked at organizational level?

e A0
e B.1
e C2
e D. This is not a KPI

EfE: A

A :

"Fatalities (#)" is a valid safety KPI (a lagging outcome measure) and, at an organizational level, the appropriate start target is 0 . In
health and safety management, fatalities are treated as a zero-tolerance outcome because any fatality is unacceptable, regardless of
historical performance. Setting a non-zero target (3 or 5) would normalize severe harm and weaken safety culture. While this KPI is
valid, it should not be used alone; fatalities are (fortunately) rare in many organizations, so the metric can be statistically sparse and
not sensitive to incremental safety improvements. Good practice is to pair it with leading indicators that prevent serious incidents
(e.g., high-potential near miss reporting, critical risk control verification, corrective action closure rate) and other lagging indicators
(LTIFR, TRIFR). Measurement challenges include consistent classification and investigation rigor; activation requires clear incident
definitions, reporting processes, and auditability. The "start target" reinforces the ethical and operational expectation that the
organization's safety systems aim for zero fatal harm.

HF #12
Which KPI measures the achieverment of the following objective: "Contribute to organizational productivity'?

A. Processes (#)

B. Team man-hours per service requests processed (#)
C. Internal custorer satisfaction index (%)

D. Budget variance (%)

IEf#: B

fiR .-

Organizational productivity is about output achieved relative to input effort/resources. "Team man-hours per service requests
processed" is a direct productivity/efficiency KPI because it expresses labor effort per unit of output . Lower man-hours per request
(while maintaining quality) typically indicates improved productivity. Budget variance is financial control, not productivity. Number of
processes is a structural count and not a performance measure. Internal customer satisfaction is an outcome measure of service
quality, valuable but not productivity. A measurement challenge for man-hours per request is ensuring accurate time capture and
consistent definition of a "service request” (complexity varies). Good practice is to segment by request type/complexity or use
weighted units to avoid penalizing teams handling harder work. This KPI should also be balanced with effectiveness/quality measures
(rework, errors, satisfaction) to prevent speed at the expense of service quality. In cascading dashboards, executives may track
high-level productivity trends, while departments track drivers (workload mix, automation rate, first-time resolution) that explain
changes in man-hours per request.

R #13
In which stage of the Value Flow Analysis should "Customer satisfaction (%)" be monitored?

A. Process
B. Outcome
C. Input

D. Output


https://www.it-passports.com/C-KPIP.html

EM: B
L

Custorrer satisfaction is an Outcome KPI because it measures the end result experienced by the customer, not the internal 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
customer expectations in quality, timeliness, and overall experience. It is also often used at organizational scorecard level, with
departimental 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-teams can see the
score but can't identify what to improve. Linking outcome KPIs to leading indicators makes performance management actionable.

HMA #14
For "Budget variance (%)", the trend is good when:

A. Increasing

B. Decreasing

C. Within range

D. This is not a KPI

Ef#: C

A -

For budget variance, "good" performance is generally defined as being within an acceptable tolerance range around zero variance.
The direction (increasing vs decreasing) can be misleading because variance can be positive or negative depending on whether
actuals are above or below budget, and whether the budget line is cost or revenue. Therefore, evaluating the trend as "good when
within range" is the most robust interpretation.

This aligns with best practice: define a target (often 0%) and set tolerance bands (e.g., green within +3%, yellow slightly outside, red
beyond). A key measurement challenge is that variance can look "better" simply due to timing (accruals, delayed invoices) rather
than real performance. To address this, KPI governance often includes consistent cut-off rules and commentary requirements
explaining major drivers of variance. Also, organizations may track separate KPIs for cost variance and revenue variance because
"favorable" direction differs. Using "within range" avoids confusion and focuses discussions on whether performance is acceptably
controlled rather than chasing directionality that may not represent improvement.

R #15
Which KPI s suitable for balancing "Hotel occupancy (%)'"?

A. Available capacity (#)

B. Revenue per available capacity unit ($)
C. Occupancy at full rate (%)

D. Retained customers (%)

IEf#: B

AR :

Hotel occupancy can be increased by discounting heavily, which may raise occupancy but reduce profitability and revenue quality. A
strong balancing KPI is revenue per available capacity unit (commonly RevPAR- revenue per available room), because it combines
volume (occupancy) with price (rate) into a revenue effectiveness measure. This prevents "fill roons at any price" behavior and
keeps the focus on value, not just volume. "Retained customers (%)" can be relevant for loyalty strategy, but it is not the most direct
balance to occupancy in daily revenue management. "Occupancy at full rate (%)" can be a useful diagnostic, but RevPAR is the
more standard balancing KPI that captures the economic trade-off. "Available capacity (#)" is a resource figure, not a performance
balance. Measurement challenges include seasonality and segment mix; activation should track occupancy and RevPAR by
channel/segment to understand whether occupancy gains come from healthy pricing or discounting. Balanced KPIs support
sustainable revenue optimization.

HR #16
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