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COURSE INTRODUCTION / OVERVIEW:

This comprehensive course provides a deep dive into the critical discipline of developing and managing Key Performance
Indicators (KPIs) to drive quality excellence and strategic success. In today's data-centric world, the ability to define,
measure, and act upon the right metrics is what separates high-performing organizations from the rest. This program
moves beyond basic definitions, offering a structured methodology for creating a robust KPI framework that is directly
aligned with organizational objectives. Drawing upon foundational concepts from performance management pioneers like
Robert S. Kaplan, co-author of "The Balanced Scorecard: Translating Strategy into Action", this course emphasizes the link
between measurement and strategic execution. Participants will learn not just how to track performance, but how to use
KPIs as a powerful tool for diagnosing issues, fostering a culture of continuous improvement, and making informed, data-
driven decisions. BIG BEN Training Center has designed this curriculum to be intensely practical, ensuring that every
concept is tied to real-world application, empowering attendees to return to their organizations ready to implement

impactful quality management systems that deliver tangible results and a sustainable competitive advantage.

TARGET AUDIENCE / THIS TRAINING COURSE IS SUITABLE FOR:

e Quality Assurance Managers and Specialists.

e Operations Managers and Supervisors.

e Performance Analysts and Business Analysts.
e Department Heads and Team Leaders.

e Project Managers and Program Coordinators.
e Strategic Planning Professionals.

e Continuous Improvement Specialists.

e Executives and Senior Managers involved in organizational performance.
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TARGET SECTORS AND INDUSTRIES:

Manufacturing and Production.

Healthcare and Pharmaceuticals.

Information Technology and Software Development.
Banking, Finance, and Insurance.
Telecommunications.

Construction and Engineering.

Governmental and Public Sector Organizations.
Logistics and Supply Chain Management.

Retail and Customer Service.

TARGET ORGANIZATIONS DEPARTMENTS:

Quality Assurance and Quality Control.
Operations and Production.

Strategic Planning and Corporate Performance.
Project Management Office (PMO).

Finance and Accounting.

Human Resources.

Customer Service and Support.

Research and Development.

www.bigben-training.com




COURSE OFFERINGS:

By the end of this course, the participants will have able to:

e Develop a comprehensive KPI framework that aligns with strategic business goals.

Distinguish between leading, lagging, and efficiency indicators for a balanced view of performance.

Apply the SMART criteria to create meaningful and actionable quality KPlIs.

Design and implement effective data collection and measurement systems.

Analyze KPI data to identify trends, root causes, and opportunities for improvement.

Create compelling KPI dashboards and reports for different organizational stakeholders.

Integrate KPIs into performance management and continuous improvement cycles.

Lead change management initiatives for the successful adoption of a KPI-driven culture.

Utilize the Balanced Scorecard methodology to link quality metrics to broader organizational strategy.

COURSE METHODOLOGY:

The training methodology at BIG BEN Training Center is designed to be highly interactive, engaging, and focused on
practical application to ensure a lasting impact. We believe that adult learning is most effective when it is experiential and
directly relevant to the participant's professional challenges. This course moves beyond traditional lectures, employing a
blended approach that includes expert-led presentations, interactive group discussions, and collaborative workshops. A
significant portion of the training is dedicated to hands-on exercises where participants will work on developing actual
KPIs for various scenarios. Real-world case studies from diverse industries will be analyzed to understand the successes
and pitfalls of KPI implementation. Participants will engage in team-based activities to design KPI dashboards and present
their findings, fostering peer-to-peer learning and feedback. This immersive environment encourages active participation,
critical thinking, and problem-solving, ensuring that attendees not only grasp the theoretical concepts but also gain the

confidence and skills to apply them effectively within their own organizational context.
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COURSE AGENDA (COURSE UNITS):

UNIT ONE: FOUNDATIONS OF PERFORMANCE MEASUREMENT AND QUALITY

e Introduction to Key Performance Indicators (KPIs).

e The strategic importance of performance measurement in quality management.
e Understanding the link between organizational strategy and operational metrics.
o Key concepts of quality: TQM, Six Sigma, and Lean.

¢ Differentiating between metrics, KPIs, and Key Result Areas (KRAs).

e The characteristics of a powerful KPI.

e Common pitfalls in KPl development and implementation.

UNIT TWO: DESIGNING AND DEVELOPING MEANINGFUL QUALITY KPIs

The KPI development lifecycle from selection to retirement.

Identifying and engaging key stakeholders in the KPI selection process.

Techniques for brainstorming and shortlisting potential KPIs.

Applying the SMART (Specific, Measurable, Achievable, Relevant, Time-bound) framework.

Distinguishing between leading and lagging indicators for proactive management.

Developing a KPI dictionary and documentation for clarity.

Aligning departmental KPIs with overall corporate objectives.

UNIT THREE: DATA COLLECTION, MANAGEMENT, AND KPI IMPLEMENTATION

o Identifying reliable data sources for each KPI.

e Establishing robust data collection processes and methodologies.
e Ensuring data integrity, accuracy, and consistency.

e Introduction to data management and governance for KPIs.

e Cascading KPIs throughout the organization.

o Strategies for rolling out a new KPI system.

e Managing resistance and driving buy-in for a performance-driven culture.
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UNIT FOUR: KPI ANALYSIS, REPORTING, AND VISUALIZATION

e Fundamentals of data analysis for performance metrics.
e Using basic statistical tools to interpret KPI trends and variations.

e Principles of effective data visualization and dashboard design.

Creating clear and impactful KPI reports for different audiences (e.g., executive, operational).

Telling a story with data to drive action and decisions.

Choosing the right charts and graphs for your KPlIs.

Introduction to common dashboard and business intelligence tools.

UNIT FIVE: LEVERAGING KPIs FOR CONTINUOUS IMPROVEMENT AND STRATEGY

e Using KPIs to identify performance gaps and areas for improvement.

Conducting root cause analysis based on KPI data.

Integrating KPIs into performance reviews and team meetings.

The role of KPIs in driving a continuous improvement culture (e.g., PDCA cycle).

Introduction to the Balanced Scorecard (BSC) framework.

Building a strategy map to link KPIs across different perspectives.

Future trends in performance management and quality analytics.

FAQ:

QUALIFICATIONS REQUIRED FOR REGISTERING TO THIS COURSE?

There are no requirements.

HoOW LONG IS EACH DAILY SESSION, AND WHAT IS THE TOTAL NUMBER OF TRAINING
HOURS FOR THE COURSE?

This training course spans five days, with daily sessions ranging between 4 to 5 hours, including breaks and interactive

activities, bringing the total duration to 20 - 25 training hours.
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SOMETHING TO THINK ABOUT:

How can an organization effectively balance the drive for quantifiable KPI targets with the preservation of qualitative

aspects of its culture, such as innovation and employee well-being?

WHAT UNIQUE QUALITIES DOES THIS COURSE OFFER COMPARED TO
OTHER COURSES?

This course distinguishes itself by moving beyond the theoretical mechanics of KPI creation to focus on the strategic
integration of performance measurement into the very fabric of an organization's culture. While many programs teach
how to define a metric, our curriculum, grounded in academic rigor and practical application, emphasizes the 'why'
behind the 'what'. We delve deep into the psychology of measurement, exploring how to use KPIs not as a tool for control,
but as a catalyst for empowerment, engagement, and continuous improvement. The program is uniquely structured to
bridge the gap between high-level strategy and frontline operations, teaching participants how to cascade objectives in a
way that creates clarity and alignment across all departments. Rather than just presenting tools, we focus on developing a
strategic mindset, enabling participants to design bespoke KPI systems that are resilient, adaptable, and truly reflective of
their organization’s unique value proposition. The emphasis on data storytelling and change management equips leaders
to not only present data but to inspire action, transforming their organizations into genuinely data-informed, quality-

driven enterprises.
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