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Abstract: 

In the information age, KPIs (Key Performance Indicators) are commonly used for business 

performance measurement in organizations; however, there’s no single best way about how to 

implement KPIs, which means that a company can select any arbitrary suitable KPIs. The 

project was aiming at helping organizations to develop and implement successful KPIs that are 

effective, complete, and aligned with their business strategy for how KPIs can be 
implemented. I designed a framework which was combined with the critical factors of 

successful KPIs, the framework was designed for helping companies diagnosing and 

improving the effectiveness, completeness and alignment of their KPIs. However, the 

framework need to be further tested for a general usefulness. 

Keywords: Key Performance Indicator, Project Management, Framework, Effectiveness, 

Management. 

1. INTRODUCTION 

Key performance indicators are financial and non-

financial indicators that organizations use in order to 
estimate and fortify how successful they are, aiming 

previously established long lasting goals. Appropriate 

selection of indicators that will be used for measuring is 

of a greatest importance. Process organization of business 
is necessary to be constitute in order to realize such 

effective and efficient system or performance measuring 

via KPI. Process organization also implies customer 
orientation and necessary flexibility in nowadays 

condition of global competition. 

New business conditions where information is the most 
important resource impose new approaches in measuring 

performances of organizations, related to traditional 

performance measurement system which evolved just 

financial and accounting indicators. One of the newer 
approaches. refer on measuring performances of 

organizations via KPI. KPI are financial and non- 

financial measures that organizations use to reveal how 
successful they were in accomplishing long lasting goals. 

In order to constitute effective system of performance 

measurement it is very important to have defined and 

standardized all processes within the organization. 
Significance of process approach could be seen through 

the fact that it is a base of two nowadays management 

systems: strategic management, via BSC, and technical 
standardization, via QMS. Due to that fact in first part of 

this paper will be explained the meaning of process 

approach, and a way of constituting it. In second part of 
this paper will be explained what are KPI, and 

importance of organization performances measurement, 

and in third part of the paper will be explained and shown 

some of the KPI that Toyota dealerships uses in their 

business. 

As it was previously said constitution of process 

organizations is a necessary base for constitution of 

measurement system via KPI. Such statement could also 

be find in the literature: Business process are base for 
organization functioning because companies are 

constituted basically of processes, not products or 

services. On the other words, business management of 
some organizations means process management 

“(Skrinjar et al., 2007; Stefanovic et al., 2010). Process 

definitions are base on which the whole philosophy of 
organization functioning have been constituted. The 

process approach means that attention is shifted from end 

output (products and services) to the activity chain that 

shapes this output (Rentzhog, 1997).  Importance of 
process orientation arise from the first half of XX 

century, where Walter A. Shewharts stated that highly 

qualified product could be get only by process 
management. Process orienatation constitutions are very 

important. Traditional ways of business that imply 

functional and hierarchical. 

As the industrial age type of competition is shifting to the 
information age type of competition, it is no longer 

possible for companies to gain sustainable competitive 

advantage by merely deploying new technology into 
physical assets rapidly; neither is this possible by 

excellent management of financial assets and liabilities. 

The information age environment for the both 
manufacturing and service organizations requires new 
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capabilities for competitive success which is the 

organization’s ability to mobilize and exploit its tangible 
and invisible assets. 

In order to monitor and improve business performance in 

a competitive way, a new management tool with a proper 
set of Key Performance Indicators (KPIs) is required by   

information age organizations. Key Performance 

Indicators (KPIs) are quantitative and qualitative 

measures used to review an organization’s progress 
against its goals.  To complement traditional financial 

measures of business performance, those KPIs are related 

to a diverse set of performance measures, including 
financial performance, customer relations, internal 

business process, learning and growth.  In order to 

measure business performance in the most effective way 
KPIs should be aligned with business goals and strategy, 

and moreover for a large organization with multiple units, 

each business unit of that organization is required to 

develop its own KPIs to meet its unique strategy, while 
it’s also important to define the top KPIs used in common 

for all the business units, for the executives to make 

evaluations from the whole group point of view. 
However, there’s no single best way about how to 

implement KPIs, which means that it’s different for a 

company to select certain suitable KPIs. 

2. THEORITICAL BACKGROUND OF THE 

STUDY 

In 2000, Marlys discussed that, to complement traditional 

financial measures of business performance, those KPIs 
are related to a diverse set of performance measures, 

including financial performance, customer relations, 

internal business process, learning and growth. 

Robert S. Kaplan in 1996 discussed that, the information 

age environment for the both manufacturing and service 

organizations requires new capabilities for competitive 

success which is the organization’s ability to mobilize 
and exploit its tangible and invisible assets. As the 

industrial age type of competition is shifting to the 

information age type of competition, it is no longer 
possible for companies to gain sustainable competitive 

advantage by merely deploying new technology into 

physical assets rapidly; neither is this possible by 
excellent management of financial assets and liabilities. 

In 2009, Wayne W. Eckerson stated that, in order to 

monitor and improve business performance in a 

competitive way, a new management tool with a proper 
set of Key Performance Indicators (KPIs) is required by   

information age organizations. Key Performance 

Indicators (KPIs) are quantitative and qualitative 
measures used to review an organization’s progress 

against its goals. 

Marlys also stated that, in order to measure business 

performance in the most effective way KPIs should be 

aligned with business goals and strategy, and moreover 

for a large organization with multiple units, each business 
unit of that organization is required to develop its own 

KPIs to meet its unique strategy, while it’s also important 

to define the top KPIs used in common for all the 
business units, for the executives to make evaluations 

from the whole group point of view. However, there’s no 

single best way about how to implement KPIs, which 

means that it’s different for a company to select certain 
suitable KPIs. 

3. REVIEW OF LITERATURE 

Staron, M., K. Niesel and W. Meding (2015) conducted a 
study on “Dashboard Selection Model”. Visualizing of 

organizational performance is a basis for the monitoring, 

controlling and improvement of the operations of 
organizations. Dashboards are often used for this purpose 

as they are a powerful tool to comprise relevant 

information in a single view providing graphical 

overview of the current status. A dashboard is defined as 
an easy to read real-time user interface, showing 

graphical presentation of the current status (snapshot) and 

historical trends of an organizations Key Performance 
Indicators to enable decisions. 

Yigitbasioglu, O. M. & Velcu, O. (2012) conducted a 

study of “Implications for Dashboard Design and 

Research”, has stated that, Information overload is a 
recognised phenomenon related to the continuous 

increase of data and the corresponding need to process 

that information. Business Intelligence has attempted to 
manage overload using tools like dashboards, which 

enables concepts like scorecards to be merged, providing 

valuable information to assist stakeholders and 
employees to improve performance and make the most 

effective decisions. There is also little agreement 

regarding how dashboard should look like and what 

should do, with the majority of focusing on 
considerations like its features or customisation options 

instead. In addition, a small number of papers has studied 

the use of dashboard in Higher Education (HE), with 
particularly limited investigation of the critical factors 

that make using them successful in this context or the 

metrics to determine this success. Therefore, this paper 
will present the literature regarding dashboards, to 

provide a better understanding of their use at an 

organisational level. 

Donhost and Anfara Jr (2010) did research on “Data 
driven Decision Making”. The amount of information 

available to individuals and businesses is increasing at an 

exponential rate, with some experts claiming that the 
actual amount increases by 60% every year. However, it 

has been argued that “a wealth of information creates a 

poverty of attention”. As a consequence, all sectors, 

including education, are under increased pressure to 
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provide evidence to support and manage the decision 

making process. 

Mandinach, E. B. (2012) in his research stated that, In the 

era of big data, the power of data to manage our decisions 

indicates that fact-based decision making is increasingly 
important within organisations. Therefore, specialists 

able to support decision making utilise descriptive, 

predictive, and prescriptive analytics are increasingly in 

demand to provide data analysis of the vast amount of 
information that is available. 

4. METHODOLOGY 

Quantitative research design is used for this project. 
 Quantitative research is for cases where statistical 

conclusions to collect actionable insights are essential. 

Numbers provide a better perspective to make critical 
business decisions. Quantitative research design methods 

are necessary for the growth of any organization. Insights 

drawn from hard numerical data and analysis prove to be 

highly effective when making decisions related to the 
future of the business. 

Under Quantitative research design, descriptive research 

design is chosen, It is a theory-based design method 
which is created by gathering, analysing, and presenting 

collected data. This allows a researcher to provide 

insights into the why and how of research. Descriptive 

design helps others better understand the need for the 
research. 

The sample size consists of 443 project managers who 

are all in charge for German projects in Altran India and 
the sampling method used is Purposive Sampling, this 

type of sampling involves the researcher to select a 

sample that is most useful to the purposes of the research. 
The framework of the study made is as follows: 

 Initial data survey 

 Create project list and request KPI 

 Record feedback 

 Consolidate KPIs 

 Create report 

 Update backbone 

 Feedback and continuous improvement 

5. RESULTS & DISCUSSIONS 

Data validation 

The entries that has been collected has to be constantly 
monitored and has to be compare with the master list in 

order improve the efficiency of the process. The status of 

the entries is depicted as shown below. 

 

Fig. no: 5.1 Weekly Status Update of the Entries 

Identification of missing projects: 

The automatic update of the missing list from the 
consolidated project list are shown directly in the 

summary sheet. The process feeded in the automation 

includes the direct count of the consolidated no. of 

projects from the consolidation macro and then 
comparing it with the master list to give away the no. of 

missing list from it. 

 

Fig. no: 5.2 Summary of the Process 

Standardizing the framework: 
Continual measuring of organizational performances via 

Key performance indicators is essential for companies 

today. It helps organization to testify how successful they 
are in their business. So it comes under One of the 

necessary condition for effective and efficient system for 

performance measurement formulation with all 
automized standardized processes. 

CONCLUSION 

Continual measuring of organizational performances via 

Key performance indicators is a newer concept that uses 
companies of today. In this study the importance of the 

Key Performance indicator is being discussed and is also 

tested by taking in account of the projects from 443 
project managers. KPI tells you where performance has 

been in the past, where it is now, and perhaps more 

useful, where performance is likely to be in the future. 
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SUGGESTIONS FOR FURTHER RESEARCH 

In order to be sure about the developed framework can be 
used to diagnose KPIs successfulness in any 

organizations and in any industries, the framework 

should be tested formally in more organizations. If 
extensive studies with the framework can be carried out 

this could verify if the framework could be used as a 

universal model to evaluate the KPIs successfulness in 

general. 
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