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A #60
For "Project delivery by 30 November 2020", the trend is good when:

A. Within range

B. This is not a KPI
C. Increasing

D. Decreasing

IEf#: B

A -

"Project delivery by 30 November 2020" is not a KPI as written; it is a milestone/mitiative statement with a deadline. KPIs are
ongoing, continuously measurable indicators (with a repeatable formula, frequency, and trend). A single-date delivery commitment is
better treated as an nitiative plan element or a project milestone.

To convert this into a KP1I, it should be expressed as a measurable, repeatable indicator such as "% projects delivered on time,"
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"schedule variance," "earned value schedule performance index," or "milestones achieved on time (%)." The concept of "trend is
good when increasing/decreasing also doesn't cleanly apply to a one- off due date. This question highlights a core learning objective:
differentiate between objectives/mitiatives and KPIs . A common pitfall is filling dashboards with project deadlines, which provides
visibility but not ongoing performance management. Proper KPI selection ensures measures can be tracked consistently across
periods and compared against targets, enabling analysis and continuous improvement rather than only checking whether a single
delivery date was met.

H #61
In which stage of the Value Flow Analysis should "Customer satisfaction (%)" be monitored?

e A Input

¢ B. Output
e (. Process
e D. Outcome

Ef#: D
A :

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
customer 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.

B #62
‘Which KPI should be used to balance "Innovation ideas expressed by staff (#)"*?

A. Innovation ideas implemented (%o)

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

D. Innovation ideas per staff member (#)

EfE: A

fiR .-

Counting innovation ideas can become 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 systerms, 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 "mplemented" (pilot launched, scaled rollout, benefits realized) to avoid gaming,

E #63
Which KPI should be used to balance "New customers (#)'"*?

A. Tie to process orders (# / time)

B. Customer complaints due to poor service or product quality (%)
C. Profitable customers (%)

D. Increase market share to 20% by the end of the year



IEf: C

R :

"New customers (#)" can be increased by acquiring low-fit or low-margin customers, which may harm profitability and strain
operations. A strong balancing KP1I is profitable customers (%) , because it ensures growth is healthy and sustainable-new customer
acquisition should improve the quality of the customer base, not just the count. Option D is an objective/goal statement, not a KPI
selection. "Time to process orders" is operational and may be impacted by growth, but it's a capacity/efficiency measure rather than
the primary balance to acquisition quality. Complaints are useful as a quality guardrail, but they don't directly ensure the customers
acquired are economically attractive; you can have low complaints and still have unprofitable customers. Measurement challenges
include defining "profitable” (contribution margmn after variable costs, CAC payback, lifetime value) and ensuring profitability is
assessed over an appropriate time window. In practice, acquisition metrics are best balanced by unit economics (LTV/CAC, gross
margin, payback period) and retention, so teams don't optimize top-line growth at the expense of long-term value.

HMA #064
‘Which KPI measures the achieverment of the following objective: "Operate a safe working environment'?

A. Lost Time Injury Frequency Rate (LTIFR) (#)
B. HSSE staft per production worker (%)

C. HSSE staff certified in First Aid (%)

D. HSSE budget ($)

Ef: A

A -

"Operate a safe working environment" is best measured by a safety outcome KPI that reflects actual harm reduction. LTIFR (Lost
Time Injury Frequency Rate) is widely used to measure workplace safety outcomes, typically calculated as lost time injuries per a
standard number of hours worked (e.g., per million hours). That makes it a strong KPI for assessing whether safety performance is
improving. Options A, B, and C are inputs or enabling measures: first-aid certification, staffing ratios, and budget can support safety
capability, but they do not directly measure the safety outcome. A common pitfall is relying only on lagging mjury KPIs; best practice
balances LTIFR with leading indicators (near-miss reporting rate, safety observations completed, corrective actions closed on time,
training conpletion) to prevent incidents rather than only counting them after the fact. Measurement challenges include underreporting
and classification inconsistencies; activation should include clear incident definitions, reporting processes, and audit checks to ensure
LTIFR is accurate and trusted.

B #65
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