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Overview: Key Performance Indicators (KPIs)
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→ Introduction to Key Performance Indicators (KPIs)
→ Choosing the Right KPIs: Measuring What Matters 

Most
→ Navigating Business with SMART KPIs

→ Navigating Industry Benchmarks: A Guided 
Approach to Aligning KPIs with Market Realities

→ Turn KPIs into Action: Translate KPIs into specific 
actions that drive the organization forward.

→ Iterate and Refine

→ Harnessing KPIs for Business Evolution
→ Exercise 1: Analyze Business Objectives
→ Exercise 2: Align KPIs with Business Objectives
→ Exercise 3: Align KPIs with Your Customer
→ Exercise 4: Continuously Improve Your KPIs

What does the masterclass cover? 

Why take this Masterclass 
on Key Performance 
Indicators (KPIs)? 

The masterclass provides you with insights and process needed to select and implement the most 
impactful KPIs, enabling you to track progress accurately and consistently make data-driven decisions. 

By focusing on KPIs that align with your growth and innovation goals, you can swiftly identify areas of 
success and improvement, streamlining your path to scaling your business.

Effective use of KPIs allows for continuous improvement in customer experience and product quality, 
leading to increased customer satisfaction and loyalty. As you refine your KPIs, you'll find yourself 
consistently delighting customers.

Training in KPI management enhances team accountability and motivation, as clear metrics provide 
them with direct feedback on their contributions and progress towards growth. 

The free masterclass and playbook are available at:
https://howdo.com/masterclass/tools/key-performance-indicators-kpis/ 

How does this help you? 

How does this 
accelerate your growth? 

How does this 
delight your customers? 

How does this  
empower your team? 

Where is this Masterclass 
available? 

https://www.linkedin.com/in/weststringfellow/
https://howdo.com/
https://howdo.com/masterclass/tools/key-performance-indicators-kpis/
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Business Evolution Teaches You Innovation – for Free
What Is Innovation? 

How Does Innovation Help You? 

5

Innovation is the process of introducing new solutions to your business.

Innovation helps business leaders:

• Grow revenue by identifying untapped markets and creating new solutions. E.G.: Amazon created the cloud computing category by launching AWS.

• Decrease operating costs through automation, continuous improvement, supply chain optimization, and efficient resource use. E.G.: Toyota reduced 
waste and costs with lean manufacturing and just-in-time inventory.

• Delight customers by improving customer service, anticipating needs, and personalizing experiences. E.G.: Netflix keeps users engaged with AI-based 
content recommendations, increasing engagement and reducing churn.

• Mitigate risks by proactively identifying and addressing potential threats. E.G.: Siemens uses AI-powered sensors to predict maintenance and prevent failure.

• Empower teams to increase productivity by automating tasks while accelerating creativity. E.G.: Google’s innovation policy led to the creation of two of their 
most popular products: Gmail and AdSense.

• Attract investors. Investors prefer innovators. E.G.: The most innovative companies are consistently the most valuable companies: Alphabet (Google), Amazon, 
Apple, Meta (Facebook), and Microsoft.

Solutions can be products, platforms, processes, services, technologies, experiences, and brands.

https://www.linkedin.com/in/weststringfellow/
https://howdo.com/
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Business Evolution Gives You a Comprehensive Curriculum 
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These Free Masterclasses Walk You Step-By-Step Through the Innovator’s Journey

Develop the mindsets 
that drive business 
innovation and growth.

01

Mindset

• Growth Mindset
• Resilience
• Continuous Learning
• Data-Driven Decisions
• Customer Obsession

Grow your business by 
designing solutions that 
customers need.

02

Plan

• Customer Analysis
• Competition Analysis
• Market Analysis
• Solution Analysis

Boost growth using 
proven tools from top 
companies.

03

Tools

• Key Performance Indicators
• Weekly Business Reviews
• Product Management
• Startup Accelerator
• Business Incubator
• Mergers and Acquisitions
• Research and Development

Build talented teams that 
act with urgency to drive 
growth.

04

Team

• Talent Acquisition
• Corporate Culture
• Team Experience
• Mentorship
• Communities of Practice

Accelerate your growth with educational videos, full text, and masterclass updates.
Register today on https://howdo.com or follow HowDo on YouTube, LinkedIn, Facebook, X and Reddit

You Are Here
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• Innovation Leader
• Amazon: Senior Product Manager

• PayPal: Senior Director, Product & Platform Innovation

• Rosetta Stone: Chief Product Officer

• Target: Vice President, Innovation and Entrepreneur in Residence

• Techstars: Created & led the Techstars + Target Startup Accelerator

• Visa: Vice President, European eCommerce & Innovation

• Inventor: Awarded five patents for advertising, payments, and social technologies

• Entrepreneur: Sold two patents to a Fortune 50 company

• Coach: Empowered hundreds of entrepreneurs, executives, and teams

West Stringfellow created Business Evolution. Dear Innovator,

To help you grow your business using innovation, I’m excited to offer you 
HowDo’s free Business Evolution Masterclasses. 

These Masterclasses contain actionable insights that you and your team 
can use to grow your business today. They distill the growth formulas 
used by the world’s most innovative companies into step-by-step guides 
designed to transform your business ideas into profitable realities.

Having spent nearly three decades navigating the highs and lows of 
innovating in Fortune 500s and bootstrapped startups, I designed these 
Masterclasses to work for your business, regardless of size or budget. 

I am sharing these Masterclasses as 
part of my ongoing commitment 
to democratize innovation. 

Wishing you the very best,

West Stringfellow

Founder & CEO, HowDo
Creator, Business Evolution

7

West founded HowDo in 2017 to democratize innovation.

Business Evolution was Created by an Innovation Expert

West has over 27 years of experience growing startups and 
Fortune 500s with innovation:

https://www.linkedin.com/in/weststringfellow/
https://howdo.com/
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Key Performance Indicators (KPIs)

9

Unlock the power of Key Performance Indicators (KPIs) for your business. 

Learn to define, measure, and align them 
with your values. Turn metrics into 
actionable steps and drive success.

Elevate decision-making and strategy 
with the right KPI insights.

https://www.linkedin.com/in/weststringfellow/
https://howdo.com/
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Key Performance Indicators (KPIs)

10

In this training, you will: 

Deep dive into the 
importance and intricacies 

of KPIs for modern 
businesses.

Learn how to define and 
choose the right KPIs that 

reflect your business 
values and goals.

Understand methodologies 
to measure and 

continuously monitor KPIs 
as your business evolves.

Discover how to turn KPI 
metrics into actionable 

steps that drive 
organizational success.

Elevate your decision-making 
processes and strategies using 

insightful KPI data.

Grasp the significance of each 
component of KPIs: Key, 

Performance, and Indicator.

Navigate the challenges of today's 
data-rich environment to focus on 

meaningful metrics.

https://www.linkedin.com/in/weststringfellow/
https://howdo.com/
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Key Performance Indicators (KPIs)

11

Skills that will be explored

Defining KPIs Data-Driven 
Decisions

Aligning KPIs 
with Goals

Continuous 
Improvement

Actionable 
Insights

https://www.linkedin.com/in/weststringfellow/
https://howdo.com/
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Introduction to Key Performance Indicators (KPIs)

12

In an era where data is abundant, the 
challenge for businesses isn't about 
gathering data, but rather, identifying 
which data matters most. This section 
delves into Key Performance Indicators 
(KPIs), metrics that serve as the pulse 
of your organization, to guide decision-
making and strategy.

How do you sift through the noise and 
focus on what truly drives your 
business? This section aims to unravel 
the intricacies of KPIs and offers you 
the necessary tools to harness their 
transformative power

“What gets measured get managed." – 
Peter Drucker, Austrian-American management consultant, educator, and author

In it we’ll cover

Choosing the Right KPIs
It is essential that you define KPIs that mirror your business. We'll guide you 
through the process, ensuring alignment with your core values and goals.

Measuring and Monitoring
Tracking KPIs is an ongoing process. We'll delve into the methodologies to 
keep your finger on the pulse, adjusting as your business evolves.

Turning KPIs into Action
KPIs are not an end but a means to an end. We'll show you how to use KPIs 
to translate these numbers into actions that propel your organization 
forward.

https://www.linkedin.com/in/weststringfellow/
https://howdo.com/
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Defining Key Performance Indicators (KPIs)

13

Key Performance Indicators (KPIs) are quantifiable measures used to gauge the success of an 
organization, team, or individual in achieving specific objectives

In modern businesses, they are essential tools for tracking progress towards specific goals and 
informing decision-making processes and strategies.

The term "Key" signifies the metric's importance—it's not just any metric, but one that holds significant weight in 
evaluating your business.

"Performance" relates directly to how your business operates. It's about outcomes—whether your business is 
generating revenue, making a profit, satisfying customers, empowering employees, delivering upon its marketing 
promises, operating efficiently, continuously improving or ensuring cash flow.

"Indicator“ relates to a clear, quantifiable metric that gives you insight into how your business is doing. By 
understanding and monitoring your KPIs, you gain a clear perspective on the health and trajectory of your business. 
This knowledge ensures you're making informed decisions that bolster your business' growth and sustainability.

https://www.linkedin.com/in/weststringfellow/
https://howdo.com/
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Types of KPIs

14

Please note: For additional examples of KPIs, along with a detailed description, corresponding benefits and the formula needed to calculate specific data, please see the 
Example KPI Index at the bottom of this Masterclass.

Financial KPIs
Financial KPIs offer a strategic insight into your business's 
financial health. They enable you to assess performance, 
identify trends, and make decisions aligned with your 
financial goals, ensuring that your strategies resonate with 
your long-term vision.

Sales KPIs
These metrics delve into the core of your revenue generation. 
Sales KPIs allow you to gain insights into what's working and 
where improvements are needed, which contributes to a 
growth-oriented approach, by ensuring that your sales 
strategies harmonize with your overall objectives.

Marketing KPIs
The voice of your business requires careful measurement. By 
tracking specific marketing KPIs, you can evaluate campaign 
success, refine messaging, and ensure that your marketing 
efforts truly connect with your customer, building brand 
equity and loyalty.

Operational KPIs
Efficiency is paramount in delivering value. Operational KPIs 
provide a lens to examine your business processes, allowing 
for necessary adjustments to meet goals. This alignment 
ensures smooth operation and consistency in delivering 
quality products and services.

Product KPIs
Understanding product or service performance is essential. 
Product KPIs allow you to gauge customer satisfaction, 
identify innovation opportunities, and align your offerings 
with market demands, creating a product line that resonates 
with what your customers truly need.

Employee Satisfaction Score (ESAT)
Reflecting the pulse of your organization, ESAT measures 
how content employees are with their roles. An engaged 
workforce, as indicated by a high ESAT, contributes to a 
positive organizational culture, driving your business 
forward.

https://www.linkedin.com/in/weststringfellow/
https://howdo.com/
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Choosing the Right KPIs: Measuring What Matters Most

16

In business, there's no shortage of metrics you could 
keep an eye on.

But let's be honest: not every KPI is a game-changer. 

As everything around us shifts - from customer tastes 
to new tech trends - the key is to focus on the metrics 
that truly drive your success.

Picking the right KPIs is less about data overload and 
more about understanding what really matters to your 
business. 

https://www.linkedin.com/in/weststringfellow/
https://howdo.com/
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Align with business objectives

17

The most critical KPIs are typically those that align directly with your current business objectives.
These KPIs will depend on your strategic goals, whether it's expanding into a new market, improving customer satisfaction, or 

increasing operational efficiency. If a KPI doesn't align with what you're trying to achieve, it becomes a distraction.

Examples

When you're diving into a new market, this KPI lets you know how much of that 
market you've claimed compared to competitors. It’s like a progress bar for your 
expansion efforts.

Market Share Percentage in 
New Market

Want to know if your customers are happy? CSAT does just that. It's a simple score 
that reflects how satisfied your customers are with your product or service. It’s a 
great way to ensure you’re meeting their needs.

Customer Satisfaction 
Score (CSAT)

To gauge the efficiency of your operations, keep an eye on how long processes take 
and how much they cost. It's like checking the health of your business’s engine – 
ensuring things run smoothly and cost-effectively.

Process Cycle Time or Cost 
Per Unit

https://www.linkedin.com/in/weststringfellow/
https://howdo.com/
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Influence Business Performance

18

High-impact KPIs are those that directly influence revenue, profitability, or other 
major business outcomes.

Identifying these KPIs requires a deep understanding of your business model and the key drivers of your success.

Examples

This gives you a snapshot of your financial health by showing how much profit you 
make after covering the direct costs of producing your goods or services. It's a clear 
indicator of your production efficiency.

Gross Profit Margin

Especially valuable for subscription-based businesses, this KPI tells you how much 
predictable revenue you can expect every month. Think of it as a pulse check on 
your business's heart rate.

Monthly Recurring Revenue 
(MRR)

This metric gives you a peek into the future, estimating how much a customer will 
be worth to your business over the entirety of their relationship. The higher the LTV, 
the more value each customer brings.

Customer Lifetime Value 
(LTV)

https://www.linkedin.com/in/weststringfellow/
https://howdo.com/
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Focus on Quality, Not Quantity

19

Don't fall into the trap of measuring everything.
Focus on the KPIs that provide real insights into your performance. When it comes to 

effective measurement, less can indeed be more.

Examples

Instead of juggling numerous metrics to gauge customer satisfaction, the NPS 
simplifies it. NPS directly asks customers how likely they are to recommend you, 
giving a clear picture of customer loyalty.

Overall Net Promoter Score 
(NPS)

Instead of getting lost in the weeds of many smaller metrics, this KPI gives an 
overarching view of how efficiently your business operates.

Total Operational Efficiency

https://www.linkedin.com/in/weststringfellow/
https://howdo.com/
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Simplicity and Clarity

20

Avoid overly complicated KPIs.
If a KPI is too complex, it can be difficult for team members to understand and can lead to misinterpretation. 

It's often better to focus on simple, clear KPIs that everyone can understand and act upon.

Examples

A no-nonsense metric that lets you know how many of your customers stick around 
over a given period. It’s essentially a loyalty litmus test for your business.

Customer Retention Rate

If you want to know the effectiveness of your website in turning visitors into 
customers, this is your go-to metric

Conversion Rate

https://www.linkedin.com/in/weststringfellow/
https://howdo.com/
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Data-Driven Identification

21

Analyze historical data to identify which KPIs have been the best indicators of 
business performance in the past.

Advanced analytics and machine learning algorithms can be particularly useful in this process, helping to 
identify patterns and relationships that might not be readily apparent.

Examples

By comparing your performance to the previous year, you can spot growth trends 
and ensure you're moving in the right direction.

Year-over-Year (YoY) 
Growth

A great pulse check on user engagement, helping you understand how many people 
are actively using your platform or product each month.

Average Monthly Active 
Users

https://www.linkedin.com/in/weststringfellow/
https://howdo.com/


Business Evolution | Version 7.1 | Created by West Stringfellow https://www.linkedin.com/in/weststringfellow/ | Access videos, full text, & more topics at HowDo.com. Slide of 74

Examples

Promote Action

22

A useful KPI doesn't just inform; it prompts action.
If a KPI isn't leading to concrete actions and improvements, it might be time to reconsider its value.

If this rate is high, it's a nudge to refine your checkout process. Think of it as 
feedback without words.

Cart Abandonment Rate

High numbers here are a call to action. Addressing the cause of complaints can lead 
to immediate improvements in your product or service.

Customer Complaints

It's essential to know how your team feels. eNPS reveals whether your team would 
recommend your company as a great place to work.

Employee Net Promoter 
Score (eNPS)

Direct feedback from your sales team can spotlight which products are flying off the 
shelves and which might need a push.

Top Products Sold

https://www.linkedin.com/in/weststringfellow/
https://howdo.com/
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Embrace Agility

23

In a dynamic business landscape, agility is key.

Your KPIs should allow for quick pivots and adjustments, aligning with the ever-changing market demands.

Examples

Hosting a WBR is essential for agile businesses. It's a dedicated time each week to 
review these agile KPIs, discuss challenges, and make real-time decisions. It 
ensures your team remains nimble, responsive, and united in its approach to ever-
changing market dynamics.

Weekly Business Review 
(WBR)

With a frequent check-in, you can make quick adjustments to your product based on 
real-time feedback. Integrating these insights into your WBR ensures that the entire 
team is aligned and can act on the latest data.

Weekly Product 
Performance Metrics

Just rolled out a significant update? Use these rapid-response surveys to 
immediately gauge user reactions. Discussing the outcomes in your WBR can help 
the team pivot swiftly if needed.

Flash Surveys Post Major 
Releases

https://www.linkedin.com/in/weststringfellow/
https://howdo.com/
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Tips for Getting Started with KPIs

24

When you're picking the right KPIs, it's a team sport. Chat with your team leads, managers, and 
those in the trenches every day. 
They've got on-the-ground insights that you won't find by crunching numbers alone.

Stick to these ideas, and your KPIs won't just be numbers on a dashboard. They'll be the compass 
guiding you in today's ever-changing business world.

You don't need to measure everything. Zero in on the KPIs that truly tell you how you're doing.
Sometimes, focusing on fewer, more meaningful metrics is the way to go.

Keep in mind, businesses evolve, and so should your KPIs. 
Make it a habit to check in on them, tweak when needed, and ensure they're still in sync with 
where your business is headed.

https://www.linkedin.com/in/weststringfellow/
https://howdo.com/
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Navigating Business with SMART KPIs

26

SMART stands for Specific, Measurable, Achievable, Relevant, and Time-bound, each a 
critical pillar in crafting KPIs that resonate with your business's essence. 

When applied to KPIs, it provides a framework to ensure the chosen indicators are effective and valuable to your business.

Let's break down each component:
SPECIFIC
KPIs need to be clear and specific. Ambiguity can lead to confusion and may result in misinterpretation of the 
data. The KPI should pinpoint what it is you want to measure and why it's important.

MEASURABLE
For a KPI to be effective, it must be measurable. That means it must be quantifiable or able to be translated 
into a relevant number or percentage. This allows for objective assessment of progress and performance.

ACHIEVABLE
KPIs should be realistic and attainable. It's important to set targets that are challenging yet achievable with 
the resources and time available. If a target is impossible to reach, it may demotivate your team and 
undermine the purpose of having KPIs.

RELEVANT
The KPI should align with your business goals and objectives and your customer’s needs. It needs to be 
relevant to what your business is trying to achieve. Irrelevant KPIs can divert attention and resources away 
from what truly matters to your business.

TIME-BOUND
KPIs should have a clear timeframe. This could be daily, weekly, monthly, or quarterly depending on what you 
are measuring. Having a time-bound KPI allows for tracking progress over a specified period and helps in 
setting realistic targets.

https://www.linkedin.com/in/weststringfellow/
https://howdo.com/


Business Evolution | Version 7.1 | Created by West Stringfellow https://www.linkedin.com/in/weststringfellow/ | Access videos, full text, & more topics at HowDo.com. Slide of 74

Navigating Business with SMART KPIs

27

In essence, SMART KPIs are a fusion of well-defined 
purpose, quantifiable targets, realistic ambitions, 
strategic alignment, and timely execution. They're 
not merely metrics but navigational tools that provide 
clear direction, facilitating the tracking of progress 
and performance over time.

By embracing the SMART framework, you create KPIs 
that are more than data points; they become 
strategic assets that reflect your business's unique 
goals and challenges. They guide decision-making, 
inspire action, and enable an agile response to an 
ever-changing business landscape. In this dynamic 
environment, let SMART KPIs be your compass, 
leading you to innovate, adapt, and thrive.

https://www.linkedin.com/in/weststringfellow/
https://howdo.com/
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Navigating Industry Benchmarks: A Guided 
Approach to Aligning KPIs with Market Realities
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Navigating Industry Benchmarks

29

Understanding industry standards and 
benchmarks isn't just a strategic advantage;
it's avital compass guiding your journey. 

Industry benchmarks act as both a measure and 
a mirror, reflecting where your business 
currently stands and illuminating the path to 
where it needs to go.

They allow you to craft KPIs that are not only 
ambitious but firmly rooted in the reality of your 
business.

A Guided Approach to Aligning KPIs with Market Realities

https://www.linkedin.com/in/weststringfellow/
https://howdo.com/
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Navigating Industry Benchmarks

30

Expert Guidance in Uncharted Territory
→ In the complex landscape of industry benchmarks, the insights of Venture Capitalists and Wall Street 

investors—those who have already charted this intricate territory—become invaluable guides. Constantly 
scrutinizing customers, competitors, technology, and markets, their perspectives bridge the gap between 
static industry publications and the ever-changing real-world dynamics.

→ By aligning with these expert analysts, you not only keep pace with the latest trends but also sharpen your 
KPIs, making them more responsive to the current competitive environment.

Navigating the Complex Landscape of Industry Benchmarks: A Strategic Guide
→ In the rapidly evolving business environment, understanding and aligning with industry benchmarks is a 

vital compass to guide strategic decision-making. These benchmarks act as reference points, reflecting the 
pulse of the market and the position of your business within that vast landscape. One critical aspect of 
selecting effective KPIs is the consideration of industry benchmarks. This outlines a structured approach to 
integrate these benchmarks into your KPI selection process.
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Setting Realistic Goals

With a clear understanding of industry benchmarks, you can establish realistic and achievable KPIs. Aligning your KPIs with industry standards 
ensures they are ambitious yet attainable. Remember, excessively high benchmarks may discourage your team, while exceedingly low ones may not 

push your organization towards sufficient growth.
By applying a systematic approach that intertwines industry insights with the unique essence of your business,

you can learn how to navigate this complex terrain with precision and agility

Research and Gather Data
→ Industry Publications: Utilize reports, trade publications, competitor analysis and government sources to gather valuable benchmark 

data. Tools like Business Evolution’s Competition and Market Masterclasses can be instrumental in this phase.
→ Analyst Insights: Engage with the sharp minds of Venture Capitalists and Wall Street investors who track your market. Their unique 

perspectives and real-time updates can provide invaluable guidance.
→ Subscription-Based Platforms: For well-funded startups or large enterprises, it is worth investing in specialized platforms, like Tableau or 

Domo, that may offer exclusive insights and a competitive edge.

01

Analyze Competitor Performance
→ Competitor Analysis: Look beyond the surface and examine how your competitors perform relative to benchmarks. Identify their 

strengths and weaknesses to uncover areas for differentiation or improvement. Business Evolution’s Competitor Masterclass teaches 
you how this is done.

→ Investor Perspectives: Leverage insights from savvy investors who track competitors, as they often provide deep analysis on competitive 
landscapes.

→ Performance Comparison: Using industry benchmarks to compare your performance against similar companies offers valuable insights. 
If competitors excel in specific areas where your company struggles, these areas represent potential opportunities for growth and 
improvement.

02
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Setting Realistic Goals

Contextualize Your Business
→ Fit and Targets: Understand how your business fits within the industry benchmarks and set realistic yet aspirational targets. This 

alignment ensures that your goals are both grounded and ambitious.

03

Identify Relevant Benchmarks
→ Initial Understanding: Start by gaining a comprehensive understanding of the standards within your industry. Industry benchmarks, 

representing either average or top-tier performance, provide a reference point for assessing your company's performance.
→ Benchmark Starting Point: Begin with benchmarks that resonate deeply with your industry and specific business objectives. This 

alignment ensures that your compass points in the direction that matters most to your organization.

04

Consider External Factors
→ Stay Attuned: Macroeconomic influences, regulatory changes, and technological advancements are ever-changing. Keeping a finger on 

these pulses ensures that your strategies adapt to the broader environment.

05

Monitor and Adapt
→ Continuous Alignment: Industry benchmarks are not static; they shift and evolve. Regularly revisit and update your understanding to 

reflect these shifts in your KPIs, ensuring that your strategies remain agile and relevant.

06
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Consider Context and Unique Factors

While industry benchmarks offer a valuable reference 
point, they aren't a one-size-fits-all solution. Each 
organization is unique, with specific strengths, 
weaknesses, and strategic objectives. Always consider 
your business's unique context when setting KPIs, 
ensuring they align with your specific objectives and 
capabilities.

Remember: industry benchmarks serve as a powerful 
compass in the selection of KPIs, guiding businesses 
towards enhanced performance and success.

However, they must be complemented with a deep 
understanding of your unique business context, 
capabilities, and objectives for an effective KPI 
selection strategy.
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A Compass for Success

Weaving together insights from diverse sources 
provides a comprehensive and dynamic perspective on 
industry benchmarks. It's not just about numbers and 
comparisons; it's about crafting KPIs that resonate 
with your specific business context and the broader 
industry dynamics.

By identifying and focusing on the most important KPIs, 
businesses can ensure that they concentrate their 
efforts where they will have the most significant 
impact. However, remember that the importance of 
KPIs can change over time as the business and market 
environment evolve. Regular reviews and adjustments 
are necessary to ensure continued alignment with 
business objectives and market realities.
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Turn KPIs into Action: Translate KPIs into specific 
actions that drive the organization forward.
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Why is it Important
KPIs by themselves are just numbers. The real value of KPIs comes from their ability to inform actions that align with business objectives. 
Without translating KPIs into concrete actions, the organization would miss the opportunity to utilize these insights for growth, improvement, 
and innovation.

Translate KPIs into specific actions that drive the organization forward.
This step is crucial as it ensures that the KPIs, which have been carefully selected and monitored, are not merely static measurements but become the 

driving force behind tangible actions within the organization. Translating the insights derived from Key Performance Indicators (KPIs) into specific, 
actionable strategies and tasks ensures that KPIs are actively used to guide decision-making and propel the organization towards its goals.

Who Should be Involved
→ Management Team: They are primarily responsible for interpreting KPIs and deciding on the necessary actions.
→ Department Heads and Team Leaders: Implement the actions within their respective areas.
→ Employees: Carry out the specific tasks and actions derived from the KPIs.

What is Required
→ KPI Reports: Detailed reports and analysis of the KPIs.
→ Strategic Planning Tools: Tools or frameworks for strategic planning and action planning.
→ Communication Platforms: To disseminate the actions across the organization.

When and Where Should it be Done
Turning KPIs into action should follow the regular monitoring and analysis of KPIs, ensuring that the actions are timely and relevant to the 
current business landscape. This step will likely occur in planning meetings, strategy sessions, and within various departments across the 
organization.
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How You Do it

1. Analyze KPI Data
Review the KPI reports and analysis to understand what the numbers 
are indicating about the organization's performance.

2. Identify Opportunities and Challenges
Based on the KPI data, identify areas where the organization is 
excelling and where improvements are needed.

3. Determine Specific Actions
For each KPI, determine the specific actions that need to be taken. 
These actions should be clear, measurable, and directly linked to the 
insights provided by the KPI.

4. Align Actions with Organizational Goals
Ensure that the identified actions are aligned with the organization's 
overall goals and strategic direction.

5. Assign Responsibilities Delegate the tasks and responsibilities to the 
relevant teams or individuals, providing clear instructions and 
expectations.

6. Set Timelines and Milestones Establish clear timelines and 
milestones for implementing the actions, ensuring accountability and 
momentum.

7. Communicate the Plan
Share the action plan with all relevant stakeholders within the 
organization, ensuring clarity and buy-in.

8. Monitor Implementation Regularly monitor the progress of the action 
implementation. If necessary, use additional KPIs to track progress.

9. Evaluate Impact
Assess the impact of the actions on the organization's performance 
and on the KPIs themselves. This will provide insights into the 
effectiveness of the actions and inform future decisions.

10.Iterate as Needed
Based on the evaluation, make necessary adjustments to the actions 
or the way they are implemented, ensuring continuous alignment and 
improvement.

11.Document the Process
Maintain clear documentation of the actions taken, the rationale 
behind them, and the results achieved. This documentation will be 
valuable for future planning and decision-making.
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Turning KPIs into action is a vital step in leveraging 
the power of KPIs for organizational success. It 
ensures that the insights derived from KPIs are not 
left as abstract numbers but are translated into 
tangible actions that drive the organization forward.

By systematically analyzing, planning, 
implementing, and evaluating these actions, the 
organization can achieve alignment, agility, and 
continuous growth.

Taking action transforms KPI data into strategic 
moves that resonate with the core objectives of the 
business, leading to sustained success.
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Iterate and Refine
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The ongoing process of evaluating and modifying Key Performance Indicators (KPIs)ensures they continue to reflect the current 
objectives, strategies, and market conditions of the business. Iteration and refining ensures KPIs remain relevant, actionable, and 

effective in guiding your organization toward its goals.

Here's a comprehensive walkthrough

Why is it Important
As the business environment evolves, so do your objectives, strategies, and customer needs. Failing to regularly update and refine KPIs may 
lead to misalignment with your actual goals, resulting in inefficiency and missed opportunities.

Who Should be Involved
→ Executive Management: Provides oversight and ensures alignment with overall business strategy.
→ Analytics Team: Regularly reviews and analyzes KPI performance.
→ Department Heads: Collaborate to ensure KPIs remain relevant to individual department goals.
→ Marketing, Sales, and Product Development Teams: Provide insights into customer needs, market trends, and product performance.

What is Required
→ KPI Reports: Regular reports on the performance of existing KPIs.
→ Market Analysis Data: Information about changes in market conditions, customer behavior, and competition.
→ Business Strategy Documents: Outlining current goals, objectives, and strategies.

When and Where Should it be Done
Iteration and refinement of KPIs should be an ongoing process, conducted regularly, such as quarterly or bi-annually, and whenever significant 
changes occur in the business environment, objectives, or strategies. This process should take place across different departments and levels 
within the organization, often culminating in strategic planning meetings where the evaluation and refinement are discussed and decided.
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How You Do it

Review Existing KPIs
→ Assess the performance of existing KPIs against current 

objectives.
→ Identify any KPIs that may have become irrelevant or 

misaligned.

Analyze Changes in Business Environment
→ Examine changes in market conditions, customer behavior, 

competition, and technological advancements.
→ Evaluate how these changes impact business objectives and 

strategies.

Identify Necessary Adjustments to KPI
→ Based on the review and analysis, pinpoint areas where KPIs 

need to be updated, removed, or new ones added.

Collaborate with Relevant Departments
→ Engage with different teams to gather insights and ensure 

alignment with department-specific goals and strategies

Make Necessary Revisions to KPIs
→ Update existing KPIs, add new ones, or remove outdated ones.
→ Ensure that the revisions are aligned with current business 

objectives, strategies, and market conditions.
Set Clear Targets and Metrics for Revised KPIs
→ Define precise targets and metrics for the revised KPIs.
→ Consider both short-term and long-term goals in setting these 

targets.

Implement Revised KPIs
→ Roll out the revised KPIs across the organization.
→ Ensure that all relevant personnel understand the changes and 

the reasons behind them.

Monitor and Continuously Evaluate
→ Establish a regular review process to continuously evaluate the 

performance and relevance of KPIs.
→ Be prepared to make further adjustments as needed to maintain 

alignment with evolving business needs.
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The iterative and refinement process is vital in 
maintaining the effectiveness of KPIs as guiding 
tools for your organization. It ensures that KPIs 
remain in sync with your evolving business 
landscape, thus enabling you to make informed 
decisions that drive success.

By making this process a regular part of your 
business routine, you embrace a proactive approach 
that keeps your strategies sharp, focused, and 
aligned with what truly matters for your success. 

Remember, KPIs are not static; they are dynamic 
tools that require ongoing attention to serve as a 
precise compass in the ever-changing world of 
business.
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Harnessing KPIs for Business Evolution
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Now that you dove deep into the details of Key Performance 
Indicators, it is time to bring them into your day-to-day business. 

The next set of exercises will help you pick KPIs that match your 
business goals, what your customers want, and where the 
market's headed.

The KPIs you choose will guide your decisions and give you a 
clear picture of how things are going. As you go through the 
exercises, think about how these KPIs fit into your daily work and 
how they can spot challenges and opportunities in real-time.

Please remember: your KPIs are never set in stone. Your business 
will grow, customers will change, and your KPIs will need to 
evolve with the market. So, don't stress about making them 
perfect from the get-go. Consider these exercises as a starting 
point, a foundation that will help you and your team move faster, 
adapt, and evolve.
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Exercise 1: Analyze Business Objectives
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Analyzing business objectives involves a thorough examination of the company's core goals, values, and vision. 
This exercise is the fundamental first step, before you embark on identifying relevant KPIs that will resonate with what the organization aims to achieve.

Why is it Important
Understanding the business objectives is essential to the process of selecting KPIs. Without a clear grasp of what the organization aims to 
achieve, any selected KPIs may lack alignment and relevance, leading to misdirected efforts and resources. A focused analysis of objectives 
ensures that the KPIs will serve as an accurate compass, guiding the organization toward its strategic goals.

Who Should be Involved
→ Senior Executives: To articulate the overall vision and strategy.
→ Strategic Planners: To break down the vision into actionable goals.
→ Department Heads: To align departmental goals with overall objectives.
→ Data Analysts: To assist in identifying potential KPIs relevant to the objectives.

What is Required
→ Business Strategy Documents: Including mission statement, vision, core values, and strategic plans.
→ Competitive Analysis Reports: To understand the market positioning.
→ Previous Performance Reports: To analyze historical success and areas for improvement.
→ Collaboration Tools: Such as software for virtual meetings and document sharing, if needed.

When and Where Should it be Done
This is the foundational step and should be performed at the outset of the process of defining or revising KPIs. It is especially pertinent when 
there are changes in strategy, market conditions, or organizational structure.
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How You Do it

1. Review Organizational Vision and Mission
Start by understanding the overarching vision and mission of the 
organization. These guide the overall direction and purpose.

2. Break Down Core Values
Analyze the core values that define the organizational culture and 
principles. They often influence the qualitative aspects of 
objectives.

3. Identify Strategic Goals
Determine the primary goals that the organization aims to achieve 
within specific timeframes. These could be related to growth, 
innovation, customer satisfaction, etc.

4. Assess Competitive Landscape
Understand the competitive environment to ensure that the 
objectives and subsequent KPIs are aligned with market realities.

5. Analyze Historical Performance: Review previous performance 
metrics to identify areas of strength and opportunities for 
improvement.

6. Engage Cross-Functional Teams: Collaborate with various 
departments to ensure that the understanding of the objectives is 
consistent across the organization.

7. Draft Preliminary Relevant KPIs: Based on the analysis, draft a 
preliminary list of KPIs that seem to align with the identified 
objectives.

8. Quality Check: Ensure that the understanding of the objectives is 
clear, precise, and shared across the organization. The identified 
KPIs must be directly related to the objectives, reflecting both 
quantitative and qualitative aspects.

9. Document the Analysis: Compile the findings into a 
comprehensive document that clearly outlines the objectives and 
the rationale for the preliminary KPIs.
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EXERCISE 1: ANALYZE BUSINESS OBJECTIVES
Analyzing business objectives is a vital step in the process of 
defining effective KPIs. By focusing on the core goals, values, and 
vision of the organization, this analysis ensures that the selected KPIs 
will be aligned with what truly matters to the business.

It sets the stage for precision and relevance in subsequent exercises, 
laying a solid foundation for the organization to navigate its path to 
success.

Without this analysis, there is a risk of selecting KPIs that are 
misaligned or superficial, leading to confusion and inefficiency. By 
investing time and effort in the analysis of business objectives, 
executives and strategic planners position the organization for clarity, 
alignment, and meaningful measurement.

It's not just about numbers; it's about understanding what drives the 
organization and how to measure it effectively.

CONCLUSION
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Exercise 2: Align KPIs with Business Objectives
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This exercise involves selecting the KPIs that align with the company's core goals, values, 
and vision, as analyzed in Exercise1.

The chosen KPIs must reflect the business' unique objectives and provide actionable insights, ensuring that they are both 
precise and relevant to the organizational needs.

Why is it Important
Choosing the right KPIs is pivotal to the organization's ability to measure success accurately. Incorrectly chosen KPIs can lead to 
misalignment with business goals, causing confusion and potentially diverting resources away from critical areas of focus. By carefully 
selecting KPIs that resonate with the business's core objectives, the organization ensures that its performance measurement is targeted, 
meaningful, and conducive to strategic decision-making.

Who Should be Involved
→ Executive Leadership: To approve and endorse the KPIs.
→ Strategy Team: To align KPIs with overall business strategy.
→ Functional Heads: To ensure KPIs are relevant to specific departments.
→ Data Analysts: To assist in formulating measurable and quantifiable KPIs.

What is Required
→ Business Objectives Analysis: Insights from Exercise 1.
→ Historical Performance Data: To gauge previous performance and set benchmarks.
→ Competitor Benchmarking: For relative performance comparison.
→ Data Analysis Tools: Software or tools for analyzing and visualizing data.

When and Where Should it be Done
This step follows the analysis of business objectives and is essential when establishing new strategic plans, entering new markets, launching 
new products, or whenever there is a shift in organizational goals or market conditions.
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How You Do it
1. Review Business Objectives

Refer back to the analysis from Exercise 1 to ensure that 
the selection of KPIs is grounded in the organization’s core 
goals, values, and vision.

2. Identify Potential KPI
List potential KPIs that seem to align with the identified 
objectives.

3. Align with Business Objectives
For each potential KPI, assess how well it resonates with 
the specific business objectives. Discard any KPIs that do 
not align.

4. Focus on Quality, Not Quantity
Select a manageable number of KPIs that provide essential 
insights, taking into consideration your organization's 
capability to analyze and internalize KPIs. Avoid the trap of 
measuring everything, as this can dilute focus.

5. Ensure Relevance
Evaluate how the chosen KPIs reflect current business 
conditions and objectives, and ensure they can be adapted 
as the business evolves.

6. Evaluate Prompting Action
The selected KPIs should not only inform but also prompt 
action. Assess whether each KPI leads to concrete steps 
and improvements.

7. Embrace Agility
Ensure that the chosen KPIs allow for quick adjustments 
and alignment with dynamic market demands.

8. Consult Cross-Functional Teams
Engage different departments to ensure that the KPIs are 
relevant across the organization.

9. Set Clear Definitions
For each chosen KPI, define it clearly, including what it 
measures, how it will be measured, and why it is important.

10. Benchmark and Set Targets
Based on historical data and competitor benchmarking, set 
achievable yet challenging targets for each KPI.
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How You Do it

11. Apply the SMART Framework:

→ Specific: Define exactly what you want to measure and why it's important to your business.

→ Measurable: Confirm that the KPI is quantifiable and describe how you will measure it.
→ Achievable: Set realistic yet challenging targets.

→ Relevant: Ensure alignment with your business' needs and expectations.
→ Time-bound: Define a clear timeframe for tracking progress.

12. Obtain Executive Approval: Present the selected KPIs to the executive leadership for approval, ensuring alignment with the 
overall organizational strategy.

13. Document the Selection: Record the selected KPIs, their definitions, targets, and the rationale for their selection in a formal 
document that can be referenced by all relevant stakeholders.
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CONCLUSION

Choosing the right KPIs is a critical task that requires careful 
consideration and alignment with the business's core objectives.

By adhering to principles of alignment, quality focus, relevance, 
action orientation, and agility, the organization ensures that the 
selected KPIs serve as effective tools for measuring success and 
guiding decision-making.

This process is not merely about picking numbers; it's about 
selecting the precise indicators that mirror the organization and its 
unique path toward achieving its goals. When done correctly, you 
can provide clarity and direction for the entire organization by 
transforming KPIs from mere metrics into a robust framework for 
performance evaluation.
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Exercise 3: Align KPIs with Your Customer
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This exercise involves leveraging customer-centric KPIs to align the organization's 
strategies and operations alongside customer preferences, needs, and values.

Becoming customer-centric requires a deep understanding of the customer's expectations and the effective use of KPIs that reflect those 
aspects. It is critical in today's business environment, where customer satisfaction is paramount to success.

Here's a detailed walkthrough:

Why is it Important
Embracing customer-centric approaches is essential to maintain competitiveness and build long-term relationships. It ensures that the 
organization's strategies and offerings are tailored to what customers truly value, thereby enhancing customer satisfaction and loyalty.

Who Should be Involved
→ Marketing Team: Responsible for understanding customer needs and preferences.
→ Product Development Team: Aligns product features with customer desires.
→ Sales Team: Engages directly with customers to gather feedback.
→ Management and Strategy Teams: Implement customer-centric strategies across the organization.

What is Required
→ Customer Feedback and Data: Insights gathered from surveys, feedback, and direct interactions.
→ Customer-Centric KPIs: Such as Customer Satisfaction Score (CSAT), Net Promoter Score (NPS), Customer Churn Rate, etc.
→ Analytics Tools: To analyze and interpret customer data.

When and Where Should it be Done
Embracing customer-centric approaches is an ongoing process that should be integrated into the regular strategic planning and product 
development cycles. It can be executed across various departments within the organization, including marketing, sales, product development, 
and strategic planning meetings.
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How You Do it

1. Understand Customer Needs and Desires:

→ Analyze customer feedback, conduct surveys, or engage with sales teams for insights.

→ Identify specific needs, pain points, and desires that define customer expectations.

2. Identify Relevant Customer-Centric KPIs:

→ Review common customer KPIs such as NPS, CAC, and LTV.

→ Tailor metrics to align with specific customer needs and your business context.

3. Comply with Legal and Ethical Guidelines
Ensure that data collection and analysis are compliant with all relevant legal and ethical standards, including privacy regulations.

4. Set Targets and Objectives for KPIs
Define clear targets for each KPI, considering both immediate and long-term goals.

5. Apply the SMART Framework:

→ Specific: Define exactly what you want to measure and why it's important to your customer.

→ Measurable: Confirm that the KPI is quantifiable and describe how you will measure it.

→ Achievable: Set realistic yet challenging targets.

→ Relevant: Ensure alignment with your customer's needs and expectations.

→ Time-bound: Define a clear timeframe for tracking progress.
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How You Do it

6. Align Strategies and Offerings with Customer Needs
Ensure that products, services, and overall business strategies are aligned with the identified customer needs.

7. Implement Monitoring and Tracking:

→ Outline a plan to monitor these KPIs, including tools, processes, and resources.

→ Regularly track progress towards targets and evaluate the impact on customer satisfaction and loyalty.

8. Iterate and Refine:

→ Regularly review and adjust the customer-centric KPIs as customer needs and business objectives evolve.

→ Collaborate across departments to ensure that the KPIs remain relevant and actionable.

9. Evaluate Success and Impact:

→ Assess the success of customer-centric strategies through continuous improvement of KPIs.

→ Identify areas of improvement and make necessary adjustments to enhance alignment with customer needs.
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EXERCISE 3: ALIGN KPIS WITH YOUR CUSTOMER
Embracing customer-centric approaches, by leveraging relevant KPIs, 
is vital for any organization aiming to thrive in a competitive market.

This step ensures that the organization not only understands its 
customers but actively aligns its strategies and offerings with what 
customers value. By focusing on customer needs, creating tailored 
KPIs, and continuously improving and adapting, the organization can 
foster stronger customer relationships, enhance satisfaction, and 
create a competitive edge.CONCLUSION
This is not merely a tactical approach; it's 
a strategic alignment with the very core 
of the business – the customer. It 
requires thoughtful planning, consistent 
execution, and a commitment to putting 
customers at the forefront of decision-
making.
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Exercise 4: Continuously Improve Your KPIs
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This exercise focuses on implementing the methodologies necessary to accurately 
measure and monitor the KPIs chosen in Exercises 2 and 3. 

By regularly tracking and making adjustments, you ensure that the KPIs remain aligned with business objectives 
and provide actionable insights to guide decision-making.

Why is it Important
Tracking and measuring KPIs is essential to understanding an organization's performance relative to its goals. Without consistent evolution, 
KPIs become static numbers rather than dynamic tools. Regular assessment enables timely adjustments, making sure that KPIs remain 
relevant and reflective of the organization's evolving needs.

Who Should be Involved
→ Data Analysts: Accountable for collecting and analyzing the data.
→ Managers and Department Heads: Ensure alignment with departmental goals and utilize KPI data for decision-making.
→ Executive Leadership: Review KPIs to assess overall organizational performance.
→ IT Team: Implement and maintain tools and systems for tracking KPIs.

What is Required
→ Data Collection Tools: Software or tools to collect data relevant to the KPIs.
→ Data Analysis Software: Tools to analyze and visualize the data.
→ KPI Dashboard: A platform to visualize and monitor the KPIs in real-time.
→ Selected KPIs and Targets: Defined in step 2.

When and Where Should it be Done
Measurement and monitoring are ongoing processes that begin immediately after the KPIs are selected and continue regularly throughout the 
life of the business or project.
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Exercise 4: Continuously Improve Your KPIs
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How You Do it

1. Establish Monitoring Frequency
Decide how often the KPIs will be improved. The frequency may vary for different KPIs based on their nature and 
importance.

2. Analyze KPI Data
Regularly analyze the KPIs to assess their relevance in driving performance against your targets. Utilize statistical 
methods to identify trends, patterns, and deviations.

3. Emphasize Actionable Insights
Ensure that the KPIs are not just being tracked but are leading to concrete actions and improvements within the 
organization.

4. Maintain Data Integrity
Implement stringent data quality checks to ensure accuracy and consistency in measurement.

5. Adjust as Needed
Based on the analysis, make necessary adjustments to the KPIs, targets, or methodologies, to ensure the KPIs continue 
to align with business objectives and changing business landscape.

6. Communicate Results
Share the results with relevant stakeholders through regular reports, meetings, or digital platforms. Clear 
communication ensures that the performance of the KPIs are broadly understood.
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EXERCISE 4: CONTINUOUSLY IMPROVE YOUR KPIS

Measuring and monitoring KPIs is an essential process that turns 
selected KPIs into actionable tools for organizational success.

Through systematic data collection, regular analysis, and timely 
adjustments, KPIs become a living part of the organization, guiding 
decision-making and strategy. Beyond simply tracking numbers, this 
step creates a continuous feedback loop that allows the organization 
to adapt, grow, and innovate.

Properly executed, it ensures that the organization stays aligned with 
its goals and remains agile in the face of a dynamic business 
environment.

CONCLUSION
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Cost of Goods Sold (COGS)
Definition Cost of Goods Sold (COGS) represents the sum of all the direct costs involved in creating a product or delivering a service that you've 

sold. Think of it as the money you've spent to directly produce what you sell. This encompasses raw materials, labor directly linked to 
the production, and any other direct expenses tied to the manufacturing process

Benefit
Grasping your COGS is crucial, not just for accountants, but for you, the business leader. Why? Because understanding COGS allows 
you to pinpoint how efficiently you're producing your goods or services. If your COGS is rising, it might be time to assess your 
production process or negotiate with suppliers. On the other hand, a decreasing COGS might indicate that you're onto something right 
- whether it's an efficient production method, better inventory management, or smart purchasing decisions. Ultimately, a keen eye on 
COGS helps in maximizing profits and ensuring your pricing strategies are on point.

Equation COGS = (Beginning Inventory + Purchases) - Ending Inventory
Beginning Inventory: This is the value of the stock you have on hand at the start of a fiscal period. It's essentially what you're left with 
from the previous period.
Purchases: This is the total amount spent on inventory that you've bought during the period. It doesn't matter whether you've sold it 
yet or not; if you've bought it, it counts.
Ending Inventory: This is the value of the stock remaining unsold at the close of a fiscal period.

Example Let's use a quick example. Imagine you started off the year with an inventory valued at $10,000. Over the year, you made purchases 
amounting to $50,000. By year-end, you had $15,000 worth of inventory unsold. Using the above formula, your COGS would be:
COGS = ($10,000 + $50,000) - $15,000
COGS = $45,000

Example KPIs
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Example Financial KPIs
More than mere numbers, financial KPIs offer a strategic insight into your business's financial health. They enable you to assess performance, 

identify trends, and make decisions aligned with your financial goals, ensuring that your fiscal strategies resonate with your long-term vision. Here's a 
more detailed breakdown of pivotal financial KPIs:
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Return on Investment (ROI)
Definition Return on Investment (ROI) is a financial metric that's widely used to measure the likelihood of gaining a return from an investment. It 

shows how effectively and efficiently investment dollars are used to generate profits. In simpler terms, ROI lets you see if the money 
you pour into a project, product, or initiative is flowing back to you, and at what rate.

Benefit
Understanding ROI is more than just knowing a formula; it's about grasping the value it brings to your decision-making. For you, as an 
entrepreneur or executive, ROI isn't merely a percentage; it's a compass. A positive ROI indicates that your efforts are moving in the 
right direction – that your investments, whether they're in marketing campaigns, new software, or hiring decisions, are paying off. 
Conversely, a negative ROI can serve as a warning, prompting a reassessment or change in strategy. By consistently tracking ROI, 
you'll be better equipped to make informed decisions, allocate resources effectively, and prioritize projects that are most beneficial to 
your business's growth.

Equation ROI = (Profit - Cost of Investment) / Cost of Investment

Example If you invested $10,000 into a venture and, after covering all associated costs, you made a profit of $2,000, the calculation would be:
ROI = ($2,000 - $10,000) / $10,000
ROI = 20%

Example KPIs
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Revenue 
Concentration

Net Profit 
Margin

Debt-to-Equity 
Ratio

Accounts 
Receivable 
Turnover

Working
Capital

Definition This measures how your 
revenue is spread 
across different client 
segments or products.

The proportion of profit 
you retain after 
deducting all business 
expenses.

This ratio contrasts your 
company's total 
liabilities against 
shareholder equity

This KPI reveals the 
efficiency in collecting 
payments owed to your 
business.

This signifies the funds 
you have on hand for 
day-to-day operations

Benefit By identifying which 
segments or products 
contribute most to your 
revenue, you can 
strategically allocate 
resources and hone your 
business focus.

It's a clear indicator of 
your overall profitability, 
ensuring you're pricing 
products/services 
appropriately and 
managing expenses

A crucial metric for 
assessing financial 
leverage and 
understanding how 
you're funding your 
operations.

Ensuring prompt 
payments is crucial for 
maintaining a healthy 
cashflow.

A positive working 
capital indicates you can 
cover short-term debts, 
essential for sustaining 
business operations.

Calculation (Revenue from a 
specific source / Total 
Revenue) x 100

(Net Income / Total 
Revenue) x 100

Total Liabilities / 
Shareholders’ Equity

Net Credit Sales / 
Average Accounts 
Receivable

Current assets minus 
current liabilities

Example KPIs
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Sales
Revenue

Sales Growth 
Rate

Sales by
Region

Sales by 
Channel

Sales by Market 
Segment

Definition The total income 
generated from the sale 
of goods or services 
before any costs or 
expenses are deducted

Measures the 
percentage increase or 
decrease in sales over a 
specific period, offering 
a clear view of your 
business' momentum

Breaks down your sales 
data geographically, 
revealing which regions 
are most lucrative

Delineates which sales 
channels, like online, in-
store, or through 
partners, generate the 
most revenue

Differentiates sales 
based on target market 
categories such as age, 
industry, or 
socioeconomic status

Benefit Gives you an overview of 
your business's financial 
health and indicates the 
effectiveness of sales 
and marketing efforts

A positive rate indicates 
growth, while a negative 
rate signals a decline, 
helping you adjust your 
strategies accordingly

Prioritize regions that 
consistently perform 
well and consider 
strategies to improve 
underperforming areas

Allocate resources to 
the best-performing 
channels and re-
evaluate or enhance 
underperforming ones

Tailor marketing 
strategies to resonate 
with high-performing 
segments and 
understand potential 
growth areas

Equation Sales Revenue = 
Number of Units Sold x 
Price Per Unit

Sales Growth Rate (%) = 
((Current Sales - 
Previous Sales) / 
Previous Sales) x 100

Aggregate sales data 
per region using your 
data analytics tool

Aggregate sales data by 
channel using analytics 
tools

Segment sales data 
based on predefined 
market categories

Example sales KPIs
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Net Promoter Score (NPS)
Definition NPS is like the pulse of your customer's sentiment towards your product or service. It measures how willing they are to recommend 

your offering to others.

Benefit
Imagine having a magic mirror that tells you what customers really think about your business. That's your NPS. When you understand 
your NPS, you're unlocking insights into customer loyalty, satisfaction, and the overall health of your customer relationships. A high 
score indicates your customers love what you're doing. A lower score gives you a golden opportunity to refine and improve.

Equation NPS = Percentage of Promoters - Percentage of Detractors. To get your NPS:
→ Survey your customers: "How likely are you to recommend our product toa friend or colleague?" (0-10 scale)
→ Categorize the responses:

• 0-6 are Detractors
• 7-8 are Passives
• 9-10 are Promoters

→ According to Bain & Company, scores:
• 0 - 20 = Good
• 21 - 50 = Favorable
• 51 - 80 = Excellent
• 81+ = World Class

Example Product & Marketing KPIs
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Marketing, the voice of your business, requires careful measurement.
By tracking specific marketing KPIs, you can evaluate campaign success, refine messaging, and ensure that your marketing efforts truly connect with 

your target audience, building brand equity and loyalty.
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Product Engagement
Definition Product Engagement is a measure of how actively users are interacting with your product. Think of it as the ‘stickiness’ factor.

Benefit
When you track Product Engagement, you're essentially measuring the heartbeat of your user activity. High engagement indicates a 
product that's resonating with return users. By keeping an eye on this, you can identify features that are a hit (or miss) and fine-tune 
your offerings to ensure your users stay hooked.

→ Active users: The number of users who have logged into your product in a given period of time.

→ Daily active users (DAUs): The number of users who have logged into your product on a given day.

→ Weekly active users (WAUs): The number of users who have logged into your product in a given week.

→ Monthly active users (MAUs): The number of users who have logged into your product in a given month.

→ Sessions: The number of times users have opened your product in a given period of time.

→ Average session duration: The average amount of time users spend in your product per session.

→ Stickiness: The percentage of users who return to your product after their first session.

→ Conversion rate: The percentage of users who take a desired action, such as making a purchase or signing up for a free trial.

Example Product & Marketing KPIs
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Retention
Rate

Churn 
(Customer 
Attrition Rate)

Customer 
Satisfaction

Monthly New 
Leads/ 
Prospects

Qualified Leads 
Per Month

Definition Retention Rate is your compass 
to customer loyalty. It pinpoints 
the percentage of your 
customers who've decided to 
stick around and continue using 
your product over a specific 
period.

The percentage of 
customers who stop 
doing business with a 
company during a 
specific time frame.

A measure, often obtained 
through surveys, indicating 
how satisfied customers 
are with your products or 
services

The number of potential 
customers who have 
shown interest in your 
products or services 
during a month.

The number of leads in a 
month that meet specific 
criteria indicating a higher 
likelihood of becoming a 
customer.

Benefit
In the bustling world of business, 
attracting a new customer is an 
achievement. Furthermore, high 
retention rates are often a sign of 
customer satisfaction. It means 
your product or service is 
delivering value consistently. By 
focusing on improving retention, 
you're not just keeping 
customers; you’re fostering brand 
advocates.

Helps in identifying 
potential issues with 
products or services 
and informs customer 
retention strategies.

Direct feedback helps 
improve offerings and 
enhances customer 
retention. High scores 
indicate strong product-
market fit and service 
quality.

Helps gauge the 
effectiveness of lead 
generation strategies and 
indicates potential future 
sales.

Focuses sales efforts on 
high-potential leads, 
leading to better 
conversion rates.

Equation Retention rate = ((Number of 
customers at end of period - 
Number of new customers during 
period) / (Number of customers 
at start of period)) x100

Churn Rate (%) = 
(Number of Customers 
Lost / Total Customers 
at Start of Period) x 
100

Gather feedback through 
tools or surveys and 
calculate the average 
score.

Count the number of new 
leads or inquiries received 
in a month.

Count the number of leads 
in a month that meet your 
qualification criteria.

Example Product & Marketing KPIs
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Congratulations on Completing the Masterclass!

71

Your path to innovation doesn't stop here — it's just getting started.
Click below to continue learning with free world-class innovation masterclasses.

Develop the mindsets 
that drive business 
innovation and growth.

01

Mindset

• Growth Mindset
• Resilience
• Continuous Learning
• Data-Driven Decisions
• Customer Obsession

Grow your business by 
designing solutions that 
customers need.

02

Plan

• Customer Analysis
• Competition Analysis
• Market Analysis
• Solution Analysis

Boost growth using 
proven tools from top 
companies.

03

Tools

• Key Performance Indicators
• Weekly Business Reviews
• Product Management
• Startup Accelerator
• Business Incubator
• Mergers and Acquisitions
• Research and Development

Build talented teams that 
act with urgency to drive 
growth.

04

Team

• Talent Acquisition
• Corporate Culture
• Team Experience
• Mentorship
• Communities of Practice

Accelerate your growth with educational videos, full text, and masterclass updates.
Register today on https://howdo.com or follow HowDo on YouTube, LinkedIn, Facebook, X and Reddit

You Are Here
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West’s Closing Note to Innovators
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Knowledge is Power. To empower you, I am sharing the knowledge I have gained from 27+ years of hands-on experience. Please do 
not stop learning here. 
→ Empower yourself with the right knowledge. Do not rely solely on my experience and knowledge. To determine what is right for you, your team, your 

business, investors, and customers, do your own research. To help, I have curated thousands of links in Business Evolution’s Masterclasses. Use this as 
the foundation for your further research. 

→ Seek multiple experienced perspectives. Follow relevant experts who share their insights on YouTube, LinkedIn, X, StackOverflow, Reddit, GitHub, or 
wherever they share their insights. The more you know, the more likely you are to make the right decision. 

→ Stuck? Get help. Others have solved your problem before. They may have even written about it. You may be able to hire them. Or use a generative AI to 
brainstorm (I'll show you how). In my experience, the joy of the journey is finding answers, learning and growing.

Innovation takes commitment and requires real time, money, and effort.
→ Innovation involves real risks. If you fail, you risk your professional reputation, your credibility, your mental health, and your personal wealth. 

→ Everyone fails at some point on their journey. But remember, every great success story 🎉  has its chapters of challenges overcome.

→ To reduce the risk of failure, hire experts and use data-driven decision making, customer-obsession, long-term planning, and continuous improvement.

→ When you fail, learn quickly from the lessons, ensure you don't repeat the mistakes, and forge ahead only if you assess it is safe to do so.

Time is our only non-renewable resource. Use yours wisely.
→ Please take time for yourself – especially your health and loved ones. It’s easy to get lost in innovation’s allure and lose track of what truly matters. 

INNOVATION IS HIGH RISK

For those driven by a passion to make an impact, solve large problems, and reap significant rewards, 
successfully innovating stands as one of the most exhilarating and fulfilling pursuits. That said, just a friendly reminder:

“Best Wishes Innovating! I hope the Business Evolution Masterclasses help you on your journey.” – West Stringfellow
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Legal Disclaimer
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This video, audio and/or written presentation (the “Presentation”) is presented to you by Potintia, Inc. (dba HowDo) (“HowDo”) and its use by you is governed by HowDo’s Terms of Use located here.

The information contained in this Presentation is solely for your personal, non-commercial use and is for educational and informational purposes only.

No Warranties.  The information contained in this Presentation is provided on an “as is” basis, with all faults.  To the extent permitted under applicable law, HowDo and its officers, directors, owners, 
employees, agents, representatives, suppliers and service providers (collectively, the “HowDo Parties”) expressly disclaim all warranties, representations, and conditions of any kind, whether express or 
implied.    

No Liability; Release.  To the extent permitted under applicable law, HowDo and the other HowDo Parties disclaim any and all liability to any party for any direct, indirect, implied, punitive, special, 
incidental or other consequential damages arising directly or indirectly from any use of the information contained in this Presentation. TO THE EXTENT PERMITTED BY APPLICABLE LAW, YOU AGREE TO 
RELEASE AND WAIVE ANY AND ALL CLAIMS AND/OR LIABILITY AGAINST HOWDO AND THE OTHER HOWDO PARTIES ARISING FROM CONNECTION WITH YOUR USE OF THE INFORMATION CONTAINED 
IN THIS PRESENTATION.

No Advice or Reliance.  The information contained in this Presentation is not intended to be, should not be understood or construed as, and does not constitute business advice, innovation advice, financial 
advice, investment advice, trading advice, or any other advice. You should not rely on the information contained in this Presentation as a basis for making any decision.  You are solely responsible for 
evaluating any such decision to determine the appropriate course for you in light of all relevant circumstances and factors. Any use by you of the information contained in this Presentation is solely at 
your own risk. We disclaim all liability and responsibility arising from any reliance placed on information contained in this Presentation by you or anyone who may be informed of such information.

Without limiting the prior paragraph, the information contained in this Presentation does not constitute professional or expert advice in any regulated field, such as, but limited to, the financial, legal, or 
medical fields, and does not provide guidance in any such field.  You should always consult with a qualified professional or expert for any such advice or guidance.  Never disregard professional or expert 
advice or delay in seeking it because of something you have read or seen in this Presentation.

No Guarantee of Results.  This Presentation relates to innovation, which is inherently risky. There is a high likelihood that any innovation will fail. Any case studies, testimonials, financial or other results or 
other examples contained in this presentation are for illustrative purposes only, and do not guarantee any future performance or results.   Each circumstance is different, and your results may vary.  You are 
solely responsible for, and HowDo and the other HowDo Parties take no responsibility for, your work and its success or failure.  

No Guarantees of Accuracy, Applicability, Fitness or Completeness.  The information contained in this Presentation is believed to be accurate, but HowDo and the HowDo Parties make no warranties as to its 
accuracy, applicability, fitness, or completeness and take no responsibility for any errors or omissions. 

No Endorsement of Third Parties or Third-Party Opinions or Materials. Reference or links to any other person or entity or any product, service, website, content or other materials (collectively “Materials”) of 
any other person or entity does not imply endorsement by HowDo of such person, entity, or Materials. Any individuals or companies referenced or quoted have no official affiliation with HowDo unless 
explicitly stated, and their opinions do not necessarily reflect the views of HowDo.    HowDo assumes no liability for any third party or their opinions or Materials. 

Copyright Protection.  This Presentation is protected by U.S. and international copyright laws.  You may not reproduce, distribute, modify, create derivative works of, publicly display, publicly perform, 
republish or transmit any portion of this Presentation without the prior written consent of HowDo.  Notwithstanding the foregoing, you may print one copy of any written portion of this Presentation for your 
permitted personal, non-commercial use and not for further reproduction, publication, or distribution.  Copyright © 2024.   All rights reserved.  
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