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B #1 i1 KPI Measurement C-KPIP 4 &% i B fE (Q52-Q57):

I RE #52
Fill in the blank word: Tunnel behavior means looking after the achievement of own targets, consideration of the
implications for other areas in the organization.

A. For

B. In

C. Without
D. With

ER: C

f RS A«

Tunnel behavior refers to optimizing one's own targets without considering impacts on other parts of the organization. It is a common
risk when KPIs are narrowly defined, overly incentivized, or not balanced across outcomes and drivers. For exanple, a team
measured only on speed might cut corners that increase errors for another team downstream, shifting workload rather than improving
end-to-end performance. Addressing tunnel behavior is a core KPI measurement challenge: it requires selecting a balanced set of
KPIs (efficiency

+ quality + customer outcomes), aligning goals across finctions, and designing incentives carefully.

Governance practices also help: cross-fimctional KPI reviews, shared outcome KPIs, and clear escalation when local optimization
harns system performance. In KPI activation, documentation should include the purpose and potential unintended behaviors, plus
recommended balancing KPIs. Leaders should reinforce that KPIs are tools for improving overall value delivery-not just hitting local
numbers. Recognizing and preventing tunnel behavior is essential for sustainable performance improvement and for maintaining trust
in KPI systemns.

PR #53
Which of'the following KPIs reflects the outcome of the recruitment process?

A. Applications per job requisition (#)

B. Job offer acceptance rate (%)

C. New employees passing probation period (%)
D. Tie to recruit (# / time)

ER: C

it RE S -

An outcome KPI reflects the end result of a process, not just its activity or speed. "New employees passing probation period (%)"
best reflects the quality and fit outcome of recruitment-whether hires succeed after joining and meeting performance expectations.
"Time to recruit” is a process efficiency KPI (cycle time).

"Applications per job requisition” is an input/volume indicator (top-of-funnel). "Job offer acceptance rate" is an intermediate outcome
in the recruitment funnel, but it does not confirm that the hires are effective once onboarded. Probation pass rate connects
recruitment (selection) to downstream performance and retention risk, making it more outcome-oriented. Measurement challenges
include ensuring consistent probation criteria across managers and roles, and avoiding bias or inconsistent standards. Activation
should define probation duration, pass/fail rules, exclusions (role changes, layofls), and segmentation by role family to identify where
recruitment quality is strong or weak. This KPI is often balanced with speed measures (time to recruit) to avoid a "slow but perfect"
hiring process that harms business needs.

PR #54
Which KPI is suitable for balancing "Hotel occupancy (%o)'"?

A. Revenue per available capacity unit ($)
B. Available capacity (#)

C. Retained customrers (%)

D. Occupancy at full rate (%)

ER: A



i RE R «

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 rooms 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 fll 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.

i /8 #55
‘Which KPI measures the achieverment of the following objective: "Contribute to organizational productivity'?

A. Processes (#)

B. Team man-hours per service requests processed (#)
C. Budget variance (%)

D. Internal customer satisfaction index (%o)

ZX: B

fE R A«

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.

P RE #56
Which of the following statements is considered to be a KPI activation tool?

A. Heinrich's Pyramid

B. Ishikawa diagram

C. Performance Healthogram
D. Data gathering process map

ZE: D

fERE R -

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.

R 8 #57
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