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Process Map Overview – Business Health Check and Fitness Program 
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1. INTRODUCTION 
 
This Fitness Programme details the findings from a Business Health check-up of Express 
2000 Ltd. The “Fitness Programme” uses the following practical best practise techniques: 
 

·  Benchmarking 
·  “Boston” Radar 

 
The objective of the review is to improve the performance and competitiveness of Express 
2000 Ltd by: 

·  Conducting an audit of the company by comparing the company’s current 
performance against other UK companies 

·  Using the findings from this audit to develop an action plan that sets in place 
improvements that enhance company performance. 

·  Develop a Balanced Scorecard which translates the company’s strategy into 
actions 

 
Benchmarking 
This benchmarking audit used a standard benchmarking methodology, which consisted of 6 
steps: 

1. Discussion with Mr Gavin Waymark, Managing Director of Express 2000 Ltd to 
understand the benchmarking methodology and questionnaire 

2. Questionnaire completion (downloaded from Performance Track web site)  
3. Questionnaire validation  
4. Generation of company and comparison benchmarks 
5. Drafting of report  
6. Presenting audit findings to the company’s management team and further 

enhancement of the action plan. 
 
In Sections 2 to 5 of this report, four key business areas are reviewed which provide a broad, 
comprehensive and clear understanding of the company’s performance in relation to other UK 
companies. These areas are: 
 

·  Financial Performance (Section 2) 
·  Supply Chain Performance (Section 3) 
·  People Management Performance (Section 4) 
·  Business Excellence (Section 5) 

 
In each of these sections a number of measures or ‘benchmarks’ have been used and 
categorised (e.g. Financial Management, Productivity, People Satisfaction) which show in 
detail the company’s performance relative to other UK companies. This technique clearly 
demonstrates the relative strengths and weaknesses of the company. These benchmarks 
have been shown in two ways, graphically and numerically. Bar charts are used which: 
  

·  Show the relative position of the company for each benchmark compared to the 
group 

·  The higher the score on the charts the better is the company’s performance, 
consequently the lower the score the worse is the company’s performance. 

 
These charts have been constructed so that it is easy to see how Express 2000 Ltd compares 
relative to the group of companies. A score of 100 indicates that the company is the best in 
the group (Best-in-Class) for that particular benchmark. It is important to note that for some 
benchmarks, such as absenteeism, a low score would seem instinctively to be better than a 
higher score i.e. fewer days lost are better than more days lost. To maintain consistency, in 
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these cases the data has been inverted so a higher score on the chart means you have fewer 
days. These inverted benchmarks are shown with an asterisk. 
 
A results table is also provided which shows both Express 2000 actual score and its relative 
score in numerical form. This provides more detail as to what other companies are actually 
achieving, and therefore a view of what can be achieved. 
 
Finally at the front of each Section category an analysis of the data has been provided which 
details the strengths and weaknesses of the company based on the benchmark results.  
A fitness program, which was developed in conjunction with the company’s management 
team, has been outlined in Section 6. 
 
 
We would like to take this opportunity to express our sincere appreciation of the support and 
assistance received from Express 2000 Ltd management team during this project. 
 
 
 
 
 
 
 

ATTENTION PLEASE – A NOTE ON VERIFICATION 
Performance Track supports a Third Party Verification Process on Value Business 
Fitness Products: Gold, Bronze, and Business Health Check-up. The purpose of 
verification is to use the information contained within the documents produced as 
actual authenticated and verifiable at the time of production. 
 
The reason is to enable multiple uses of the Health Check-up and Fitness Program 
at future times. It is intended that these documents act as a record of the companies 
health, its improvement over time and actual condition to the last check-up. In doing 
so, the purpose of the company, its ability to execute, manage its relations and staff 
and grow as an organization is confirmed. It is representative of good planning and 
execution. A business’ health is what matters and it’s direction, not it’s size 
 
Envisaged use is raising debt, attracting equity, company sale, better customers, 
good employees, better, more able suppliers (especially for capital items). Any other 
organization that you may wish to deal with in the future for any purpose can review 
with your permission your Business Health Checks and Fitness Program with 
confidence they are accurate up-to-date and neutral. 
 
See our Website www.performancetrack.net for details 
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SUMMARY 
 
The primary aim of this analysis is to critically review Express 2000 Ltd’s business, and to 
make recommendations for improvements that are both cost effective and will lead to 
increased performance and competitiveness. It must be stated that our review of the company 
has been limited to an analysis based only on the benchmarking audit and not on a physical 
in-house review of their processes, systems and procedures. 
 
This report reviews the company’s financial, supply chain, people management, and business 
excellence performance prior to presenting an improvement plan. 
 
Due to the nature of this work the report tends to concentrate on opportunities for 
development. However, we would wish to record some of the major and significant strengths 
of the business which include: 
 
·  Profitability 
·  Growth (Profit & Turnover) 
·  Value Add 
·  Low Gearing (i.e. self funded) 
·  Income from New Customers  
·  Low Staff Turnover 
 
 
These are excellent attributes, which must be protected within an improvement plan, which 
builds upon these strengths but at the same time erodes the organisation’s weaknesses. 
 
In our view, there are some opportunities for the development of the business’s systems, 
procedures and people, and therefore performance. In section 7 of this report an improvement 
plan is presented to achieve this objective.  
 
A summary of our benchmark findings are presented below: 
 
The benchmarks of most concern in the Financial Section 2 are: 
 

·  Although Express 2000 Ltd is profitable and growing it may be in danger of 
Overtrading. The company’s Turnover / Working Capital ratio is worst in-group of 
3600 companies at –59.8, and indicates a use of Creditors to fund working capital. 
Creditors have increased by 60% over the last 2 years (Turnover by 16.4%) and 
are currently paid in 69 days (47 days later than average) an increase of 38%. It 
would be inadvisable to “push “ creditors further as relationships will lessen and 
may have caused the company to use an above average number of suppliers to 
date. The acid test ratio (Short Term Assets / Current Liabilities) at 0.9 suggests 
that the company have insufficient short-term assets to pay short-term liabilities, 
which may come due and Cash in the Bank at 0.4% is 24 points below average 
4.4%. 

The above indicates that Express 2000 Ltd requires a permanent injection of 
capital. 

·  The Debtor Days figure of 93 days is 30 points below the average 35 days and will 
certainly be contributing to cash flow problems. 

·  The company’s ratio Turnover/Orders is 14 points below the average, indicating 
that the company is achieving smaller order values than average (£136 vs. £247). 
Turnover per Employee at £80k is slightly below average by 4 points. (This figure 
would indicate that the sales price must increase or employee numbers reduced).  
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·  Capital Investment/Turnover (%) at 3.1% is below the average 4.9% by 19 points 
and is a symptom of the financial position above.  

 
·  Income from New Market Segments and New Geographies at zero indicates that 

these areas of marketing are being overlooked.  
 
In the Supply Chain Performance Section 3, it is shown that the main weaknesses are as 
follows: 

·  In the Customer satisfaction section the Orders not delivered when promise at 
2% is high compare to the average 0.3% and the Orders Failed Prior to Delivery, 
at 1% worst in-group in an industry where on time delivery is the norm and failure 
prior to delivery a rare occurrence.  

In the people management Section 4: 
·  The data suggests that the company experiences some weaknesses in this area: 

The benchmark Total Absenteeism Days/ Employees shows the company to 
perform worst in the group of 24 companies. The company loses about 45 days 
per year through absenteeism, which equates to about 5 days lost per employee 
per year. Express 2000 also makes no investment in its people via Training. 

 
 
It cannot be stressed enough that even though the company performs above in average in 
some benchmarks, it is very important for the company to strive to develop new practices and 
techniques so that it can move further towards (or even better than) the best in class. Only by 
doing this will the company become more productive with its people and machines, and 
continue to be able to compete with the best companies in the world. 
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2. FINANCIAL PERFORMANCE 
 
This section of the report discusses the financial performance of the business with regards to 
the categories indicated below. The benchmark is the Transport Services Industry. In total 32 
benchmarks are reviewed.  
 

·  Profitability 
·  Financial management 
·  Productivity 
·  Growth 

 
 
The prime strengths and weaknesses for this section are detailed below. 
 
 
 
Strengths 

·  Profitability & related ratios  

·  Turnover & Profitability Growth  

·  Gearing 

·  Value Add 

·  Value Add per Employee 

·  Marketing expenditure 

 

Weaknesses 

·  Debtor & Creditor days 

·  Turnover per Order 

·  Turnover/Working capital 

·  Short term assets/current liabilities 

·  Turnover per Employee  

·  Cash in Bank  

·  Capital Investment 

·  Training expenditure 
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Profitability 

 
Weaker     Stronger 

 

 
0 10 20 30 40 50 60 70 80 90 100

Pre Tax Profit / Turnover (%)

Return on Capital Employed (%)

Return on Net Assets (%)

Return on Total Assets (%)

Turnover / Orders (GBP)

Value Added (GBP)

Value Added / Net Assets (%)

 
 
 

Group Actual Data

Measure Relative Your Actual Low Low Qtile Average Upper Qtile High Sample

Pre Tax Profit / Turnover (%) 61 7.4 -41.5 0.0 2.3 14.1 125.8 3680

Return on Capital Employed (%) 77 160.6 -26.5 0.0 34.8 112.3 882.5 3592

Return on Net Assets (%) 86 100.0 -2963.0 -77.8 -4.5 0.0 236.7 3567

Return on Total Assets (%) 59 22.5 -81.8 0.4 9.5 44.1 1050.0 861

Turnover / Orders (GBP) 36 136 17 51 247 574 1,460 18

Value Added (GBP) 61 357000.0 28000.0 121000.0 254000.0 489000.0 930000.0 3680

Value Added / Net Assets (%) 100 674 -220 -99 -69 0 182 3567

 
  
Comments 
 
As the bar chart indicates Express 2000 Ltd performs above average in 6 of the 7 
benchmarks. 

The company’s profitability ratios are above average with the Pre Tax Profit/Turnover at 
7.4% being 11 points above average, Return on Capital Employed, Return on Net Assets 
and Return on Total Assets being 27,36 and 9 points above average respectively. 
 
The Value Added, which at £357k is  £103k better than the average (or about 11 points better 
than the average). The Value Added/Net Assets is best in-group indicating low net assets. 
 
The company’s ratio Turnover/Orders is 14 points below the average, indicating that the 
company is achieving smaller order values than average (£136 vs. £247).  
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Financial Management 

 
Weaker     Stronger 

 

 
 

0 10 20 30 40 50 60 70 80 90 100

Cash in Bank / Turnover (%)

Credit Payment Days

Debtor Days (*)

Gross Gearing (%,*)

Net Gearing (%,*)

Pre Tax Profit / Interest (#)

Short Term Assets / Current Liabilities
(#)

Short Term Debt / Long Term Debt (%,*)

Stock Turnover (#)

Turnover / W orking Capital (#)

 
 

Group Actual Data

Measure Relative Your Actual Low Low Qtile Average Upper Qtile High Sample

Cash in Bank / Turnover (%) 26 0.4 0.0 0.4 4.4 11.7 52.0 3672

Credit Payment Days 84 69.2 2.3 10.7 22.1 43.3 119.5 1107

Debtor Days (*) 20 92.7 0.0 5.2 35.1 69.7 190.4 3676

Gross Gearing (%,*) 65 70.0 0.0 45.0 108.0 250.0 961.0 3456

Net Gearing (%,*) 76 -546.7 -5731.0 -443.9 -6.4 164.6 2587.9 3454

Pre Tax Profit / Interest (#) 88 26.5 -7.1 0.0 0.2 3.4 49.3 1433

Short Term Assets / Current Liabilities (#) 57 0.9 -5.0 0.0 0.6 1.8 13.4 3547

Short Term Debt / Long Term Debt (%,*) 0 2166.7 -671.4 12.5 100.0 264.6 1707.7 3349

Stock Turnover (#) 2.8 22.2 66.0 164.5 544.0 794

Turnover / Working Capital (#) 0 -59.8 -38.3 -7.3 -3.0 -0.2 30.1 3608

 
 
Comments 
 
The above bar chart would suggest that Express 2000 Ltd have some financial strengths (but 
also weaknesses) with 5 out of the 10 benchmarks above average.  

The figures shown for Gearing (net & gross) are above average reflecting low external 
funding. This is also reflected in the Pre-Tax Profit/Interest cover being 26.5 and 38 points 
above average indicating that changes in interest rate would not adversely effect profit level. 
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However some of the other benchmarks point to a funding/cash flow problem: The Turnover / 
Working Capital ratio is worst in group of 3600 companies at –59.8, indicating a use of 
Creditors to fund working capital. 

The acid test ratio (Short Term Assets / Current Liabilities) at 0.9 suggests that the 
company have insufficient short-term assets to pay short-term liabilities, which may come due 
and Cash in the Bank at 0.4% is 24 points below average 4.4%. 

Although the Creditor Days is above average by 34 points at 69 days, the company is paying 
off its creditors 47days later than average, which may lead to problems with suppliers.  

The Debtor Days figure of 93 days is 30 points below the average 35 days and will certainly 
be contributing to cash flow problems. 
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Productivity 

 
Weaker     Stronger 

 

 
 

0 10 20 30 40 50 60 70 80 90 100

Pre Tax Profit / Employee
(GBP)

Turnover per Employee (GBP)

Value Added per Employee
(GBP)

 
 
 

Group Actual Data

Measure Relative Your Actual Low Low Qtile Average Upper Qtile High Sample

Pre Tax Profit / Employee (GBP) 57 5,889 -28,570 0 2,320 14,286 114,285 3680

Turnover per Employee (GBP) 44 79,667 10,250 41,000 92,000 216,000 527,000 3680

Value Added per Employee (GBP) 80 39,667 -28,000 0 6,000 25,000 102,333 3680

  
Comments 
 

The figure Pre Tax Profit per employee at £5.9k is 7 points above average and the Value 
Added per Employee at £40k is above average by 30 points, however the Turnover per 
Employee at £80k is slightly below average by 4 points. (This figure would indicate that sales 
and/or price must increase or employee numbers reduced).  
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Growth 
 

Weaker      Stronger 
 

 
 

0 10 20 30 40 50 60 70 80 90 100

Capital Investment / Turnover
(%)

Pre Tax Profit / Turnover (%)

ROCE (%)

RONA (%)

Turnover (%)

 
 

Group Actual Data

Measure Relative Your Actual Low Low Qtile Average Upper Qtile High Sample

Capital Investment / Turnover (%) 49 -0.3 -88.9 -27.0 0.0 254.2 2472.0 12

Pre Tax Profit / Turnover (%) 60 19.8 -230.5 -66.1 -5.4 59.0 764.9 417

ROCE (%) 51 31.0 -337.9 -82.0 29.7 573.4 7083.4 1540

RONA (%) 54 68.4 -100100.0 -4121.4 -124.7 971.4 23603.7 1581

Turnover (%) 65 16.4 -48.2 -8.3 5.6 23.4 117.6 429

 

Comments 
 

These figures show that the company performs above average in almost all benchmarks and 
would indicate that Express 2000 Ltd is a growing business. 

The benchmarks of note are the Turnover growth, which at 16.4% is 15 points above 
average; Profit Margin growth over the last two years has increased by 20%, which is 10 
points above average.  

The Return on Net Assets and Return on Capital Employed growth are slightly above 
average with Capital Investment growth about average at –0.3%.  
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Investment 
 

Weaker      Stronger 
 

 
0 10 20 30 40 50 60 70 80 90 100

Capital Investment /
Depreciation (%)

Capital Investment / Pre Tax
Profit (%)

Capital Investment / Turnover
(%)

Marketing Expenditure /
Turnover (%)

R & D Expenditure / Pre Tax
Profit (%)

R & D Expenditure / Turnover
(%)

Traning Expenditure / Turnover
(%)

 
 

Group Actual Data

Measure Relative Your Actual Low Low Qtile Average Upper Qtile High Sample

Capital Investment / Depreciation (%) 36 146.7 11.1 100.0 206.0 285.7 886.0 16

Capital Investment / Pre Tax Profit (%) 51 41.5 -823.3 8.5 37.5 119.1 260.0 19

Capital Investment / Turnover (%) 31 3.1 0.0 2.5 4.9 14.0 166.7 19

Marketing Expenditure / Turnover (%) 73 2.2 0.0 0.2 0.6 2.4 3.7 24

R & D Expenditure / Pre Tax Profit (%) 50 0.0 -34.5 0.0 0.0 2.0 73.0 19

R & D Expenditure / Turnover (%) 0 0.0 0.0 0.0 0.0 0.6 6.3 19

Traning Expenditure / Turnover (%) 0 0.0 0.0 0.0 0.3 0.4 0.7 21

 
 
 

Comments  
 
Capital Investment/Turnover (%) and Capital Investment/Depreciation (%) are below 
average by 19 and 14 points respectively, with Capital investment/Pre Tax Profit about 
average. 
Marketing Expenditure at 2.2% is above average by 23 points. (This is reflected in the above 
average turnover growth) 
R & D Expenditure/Turnover & Pre Tax Profit is zero, and Training expenditure is zero 
indicating non-invested in employees.  
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3. SUPPLY CHAIN PERFORMANCE 

 
This section of the report discusses the supply chain performance of the business with 
regards to the categories indicated below. In total 15 benchmarks are reviewed.  
 

·  Suppliers 
·  Innovation 
·  Customer Satisfaction 

 

The prime strengths and weaknesses for this section are detailed below. 
 

Strengths 

·  Complaints per customer 

·  Total New Income 

·  No of New Customers 

·  Income from New Products  

 

 

Weaknesses 

·  Income from New Geographies & Market Segments 

·  No of Suppliers & Bought in Materials per Supplier  

·  Orders not delivered when promised 

·  Orders failed prior to delivery 
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Suppliers 
 

Weaker      Stronger 
 

 
 

0 10 20 30 40 50 60 70 80 90 100

Bought In M aterials  / No of
Supplie rs (G BP)

Sub S tandard Supp lies  / Bought
In M aterials  (% ,*)

Supplies  Delivered O n T im e /
Bought in  M ateria ls (% )

Turnover / No of Supplie rs
(G BP)

 
 

Group Actual Data

Measure Relative Your Actual Low Low Qtile Average Upper Qtile High Sample

Bought In Materials / No of Suppliers (GBP) 26 1884.8 0.0 733.7 21292.3 45287.5 125819.3 15

Sub Standard Supplies / Bought In Materials (%,*) 50 0.0 -1.3 0.0 0.0 0.5 5.2 10

Supplies Delivered On Time / Bought in Materials (%) 50 95 -1 26 95 97 99 10

Turnover / No of Suppliers (GBP) 0 3,754 3,754 23,434 127,180 167,305 498,350 18

 
 
 
 

Comments 
 

Express 2000’s Sub Standard Supplies / Materials Bought In at zero and the Supplies 
Delivered On Time / Bought in Materials at 95% are average.  

The Turnover / Number of Suppliers is worst in the group and the Bought In Materials/No 
of Suppliers at £1885 is below the average £21k by 24 points indicating a below average 
level of business for each supplier. Both these benchmarks and the late payment of creditors 
shown in the financial section indicate a poorer relationship with suppliers.  
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Innovation 
 

Weaker      Stronger 
 

 
 

0 10 20 30 40 50 60 70 80 90 100

Income From New Geographies
/ Turnover (%)

Income From New Market
Segments / Turnover (%)

Income From New Products /
Turnover (%)

New Customers / Total
Customers (%)

Total New Income / Turnover
(%)

 
 

Group Actual Data

Measure Relative Your Actual Low Low Qtile Average Upper Qtile High Sample

Income From New Geographies / Turnover (%) 0 0.0 0.0 0.0 0.0 3.1 4.8 15

Income From New Market Segments / Turnover (%) 0 0.0 0.0 0.0 0.0 4.8 6.5 15

Income From New Products / Turnover (%) 76 7.0 0.0 0.0 0.0 6.5 16.6 16

New Customers / Total Customers (%) 100 38.8 0.0 13.3 19.2 26.7 35.7 22

Total New Income / Turnover (%) 65 7.0 0.0 0.0 2.0 10.3 19.4 12

 
 
 
 

Comments 
 

The figures shown above suggest that the company is achieving above average income from 
New Products at 7% and above average by 26 points and New Customers at 39% is best in-
group, both contributing to above average Total New Income at 7%. These figures could be 
reflecting the high marketing expenditure.  

Income from New Market Segments and New Geographies are being overlooked.  
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Customer Satisfaction 
 

Weaker      Stronger 
 

 
 
0 10 20 30 40 50 60 70 80 90 100

Complaints / Customers (#,*)

Complaints / Orders (%,*)

Order Value of Complaints /
Turnover (%, *)

Orders Failed Prior to Delivery /
Orders (%, *)

Orders Not Delivered When
Promised / Orders (%, *)

Orders Rejected During
Warranty / Orders (%, *)

 
 

Group Actual Data

Measure Relative Your Actual Low Low Qtile Average Upper Qtile High Sample

Complaints / Customers (#,*) 69 0.0 0.0 0.0 0.0 0.1 0.4 22

Complaints / Orders (%,*) 48 0.1 0.0 0.0 0.1 0.4 1.7 16

Order Value of Complaints / Turnover (%, *) 48 0.4 0.0 0.0 0.3 2.5 75.3 17

Orders Failed Prior to Delivery / Orders (%, *) 0 1.0 0.0 0.0 0.0 0.0 0.2 11

Orders Not Delivered When Promised / Orders (%, *) 1 2.0 0.0 0.0 0.3 0.6 2.0 13

Orders Rejected During Warranty / Orders (%, *) 0 0.0 0.0 0.0 0.0 0.0 0.0 10

 
 
  
 

Comments 
 

The benchmark Complaints / Orders, Complaints per Customer and Order value of 
complaints/turnover would appear to be average. 

The Orders Failed Prior to Delivery, at 1% and Orders not delivered when promise at 2% 
would appear to be high. Orders rejected during Warranty/Orders is not applicable. 
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4. PEOPLE MANAGEMENT PERFORMANCE 

 
This section of the report discusses the people management performance of the business 
with regards to the categories indicated below. In total 11 benchmarks are reviewed.  
 
 

·  People Management 
·  People Satisfaction 

 
 
 
 
The prime strengths and weaknesses for this section are detailed below. 
 

 

 

 

Strengths 

·  Employee Turnover  

 

 

Weaknesses 

·  No of New Employees  

·  No of Graduates  

·  No of Training days  

·  Training Expenditure per Employee 

·  Absenteeism 
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People Management 

 
Weaker      Stronger 

 

 
 

0 10 20 30 40 50 60 70 80 90 100

Direct / Indirects (#)

Employees / Managers (#)

Graduates / Employees (%)

Number of Management Levels
(#,*)

Total Training Days /
Employees (#)

Training Expenditure /
Employees (GBP)

 
 

Group Actual Data

Measure Relative Your Actual Low Low Qtile Average Upper Qtile High Sample

Direct / Indirects (#) 0 0.3 0.3 1.5 2.5 5.0 6.0 12

Employees / Managers (#) 50 4.5 2.3 3.8 4.5 7.0 8.5 25

Graduates / Employees (%) 0 0.0 0.0 0.0 0.0 0.0 6.7 21

Number of Management Levels (#,*) 100 1 1 2 2 3 3 25

Total Training Days / Employees (#) 0 0.0 0.0 0.4 1.0 1.7 3.0 21

Training Expenditure / Employees (GBP) 0 0 0 0 365 548 913 21

 
 
 
 

Comments 
 

The company would appear to operate with an average number of managers as shown by the 
benchmark Employees / Managers scoring relatively 50 and one level of management.  

The numbers of Graduates/employees is average but zero.   

The Total Training Days / Employee and Training Expenditure / Employee is zero and 
below the average 1 day and an average spend of £365 per employee.  
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People Satisfaction 
 

Weaker      Stronger 
 

 
0 10 20 30 40 50 60 70 80 90 100

Accidents / Employees (#,*)

Early Leavers / Employees (%,*)

New Employees / Employees
(%,*)

Total Absenteeism Days /
Employees (#,*)

Total Leavers / Employees (%,*)

 
 

Group Actual Data

Measure Relative Your Actual Low Low Qtile Average Upper Qtile High Sample

Accidents / Employees (#,*) 100 0.0 0.0 0.0 0.0 0.1 0.2 23

Early Leavers / Employees (%,*) 100 0.0 0.0 0.0 0.0 5.9 11.1 23

New Employees / Employees (%,*) 33 22.2 0.0 11.1 16.7 25.0 37.5 25

Total Absenteeism Days / Employees (#,*) 0 5.0 0.0 0.6 1.1 3.0 4.7 24

Total Leavers / Employees (%,*) 100 0.0 0.0 0.0 11.1 14.3 20.0 24

 
 
  
 

Comments 
 

The benchmark Total Absenteeism Days/ Employees shows the company to perform worst 
in the group of 24 companies. The company loses about 45 days per year through 
absenteeism, which equates to about 5 days lost per employee per year.  

The number of New Employees a figure that is below average by 17 points at 22%, indicates 
an inexperienced workforce. However the number Total Leavers and Early Leavers at zero 
would suggest employee satisfaction 

The figure for the ratio Accidents / Employees is zero and average. 
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5. BUSINESS EXCELLENCE MODEL 

 
This section of the report discusses the performance of the business based around the 
European Foundation for Quality Management’s (EFQM) business excellence model. The 
results for each element of the model are shown below: 
 

Business Excellence 
 

Weaker      Stronger 
 

0 10 20 30 40 50 60 70 80 90 100

 Leadership 

 People Management 

 Policy and Strategy 

 Resource Management 

 Process 

 Customer Satisfaction 

 People Satisfaction 

 Impact on Society 

 Business Results 

 
     Group Actual Data 

Measure Relative Your Actual Low Low Qtile Average Upper Qtile High Sample 

 Leadership  25 9 0 9 11 13 15 2684 

 People Management  25 8 0 8 12 15 18 2684 

 Policy and Strategy  17 4 0 6 8 9 11 2684 
 Resource Management  25 4 0 4 7 8 10 2684 
 Process  25 8 0 8 10 12 15 2684 

 Customer Satisfaction  38 9 0 8 10 12 15 2684 

 People Satisfaction  25 7 0 7 9 11 14 2684 

 Impact on Society  50 4 0 3 4 6 9 2684 

 Business Results  50 8 0 6 8 9 12 2684 

 
 

Comments 
 

Express 2000 Ltd exhibit only average scores in 2 out of the 9 benchmarks, there seems to be 
a “imbalance” between the “enabling” benchmarks (leadership - processes) and the “results” 
benchmarks (customer satisfaction - business results) however from the previous sections 
“Business Results” (profitability & growth) are above average. This would indicate that Express 
2000 view themselves as being weak or lacking in the management area.  
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6. FITNESS PROGRAM  
 
The oldest business equation in the world is P = R - C (Profit equals Revenue minus Cost). 
This simple formula has become very complicated over the centuries, but, like gravity, the 
basic principles remain unchanged. 

There are only three ways to increase profits:  

·  Increase revenues  

·  Decrease costs  

·  Increase revenues and decrease costs  

It is just that simple--and just that difficult!  

Everything an organization does--everything--is for the purpose of increasing revenues, 
decreasing costs, or both. Even in non-profit organizations, these two forces, revenue and 
cost, are at work.   

This is your position relative to your peers from the Benchmark Sample: Centre Lines 
are Average. 

25

50

75

REVENUE
FOCUS

0 25 50 75 100
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Based on the Transport Services Industry benchmarking data supplied in this report Express 
2000 Ltd is positioned in the Performance Track Cost/Revenue Matrix as described above. As 
Express 2000 has above average growth and profitability it would be placed in the Industry 
leader quadrant. 
The challenge for Express 2000 Ltd is to continue to grow more profitable and to push further 
up to the right in the leaders quadrant bearing in mind that the “tide” of competition will 
continuously be flowing against the company in the direction of the lower left quadrant.  
 
 

Express 2000
current position

Revenue Based
Initiatives

Cost Based
Initiatives

star1

star2

star3

star4
star5

star1

star3

star5

Target position

12-48weeks

Initialization
Strategic Control

Operational Exec
Integration/Supply Chain

Automation

STAR process

II5,FI1,FI6,FI8,FI3

CI3,CI4,CI5,II1,II2,II3,II4,II5,II6,II7,II8,LGI4,LGI5

FI1,FI4,FI5,FI7,F15,CI1,CI2,LGI1,LGI2

FI2,CI1

FI2,CI1,LGI1

star2

star4

FI4,FI5,F17,LGI2

CI3,II1,II4,II5,LGI3
LGI5

II3,

Acid Test ratio >1< 2
Acid Test ratio < 1

Acid Test ratio > 2

 
 

Performance Track’s STAR programmes, which are both cost and revenue focused, will 
enable Express 2000 Ltd to plan and take actions that will result in the company reaching its 
desired Growth and Profitability position. From the following Action Plan both cost and revenue 
based initiatives are planned following the STAR process backbone, Initialisation, Strategic 
Control, Operational Excellence, Integration/Supply Chain and Automation. 
 
The Initiative codes above represent the cost & revenues initiatives in the following action 
plan. 
 
The colour of the position indicators represent whether a company’s acid test ratio is less than 
1, between 1 and 2 or greater than 2. This indicates to what extent a company has the 
financial strength to fund initiatives from existing resources. This is relevant because some 
initiatives are capital intensive, therefore this must be considered when prioritising initiatives. 
 
The above sets of initiatives are required to be limited in number to suit management priorities 
and the ability of the company to implement change.  
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ACTION PLAN 
 
Planned Business Initiatives 
(Action Orientated)  

Expected Business 
Outcome (Measurable) 

Revenue or  
Cost Focus 

Target 
Date 

    
1. Financial Perspective     
·  Introduce a formal Business Policy 

and Strategy based on growth and 
implement.  

By having a written mission 
statement & written Business 
plan with numbers. Introduce a 
Balanced Scorecard to 
implement strategy. 

 
 
 
FI1 

 

·  Increase Sales growth  
 

By investment in sales & 
marketing. Increased number of 
salesmen, marketing campaigns 
& Web site. From 16.4% to 23.4 
% (upper quartile level). 

Revenue 
 
 
 
FI2 

 

·  Increase Pre Tax Profit% By controlling costs by budgets. 
Salesmen to compete on Value 
not on price. Other cost 
initiatives in this plan.  Initially 
from 7.4% to 10 % then to upper 
quartile level 14.1%.  

Cost 
 
 
 
 
FI3 

 

·  Further develop high-level non-
financial performance measures that 
complement the financial measures.  

By the introduction of a 
Balanced Scorecard.  Strategic 
Goals achieved in 2 years 

Revenue/ 
Cost 
FI4 

 

    
·  Increase turnover per Order By becoming a “strategic 

partner” with clients. Enter into 
yearly contracts. Increase price 
if possible. From £136 per order 
to £247 per order. 

Revenue/ 
Cost 
 
 
FI5 

 

·  Be wary of “Overtrading”  
·  Look for a permanent injection of 

Capital. 

By the introduction of a Cash 
Budget & Working Capital 
Budget. 
By External Investor. 
Creditor days from 69 to 40 & 
Cash in the Bank to 4.4% of 
Turnover. 

Revenue/ 
Cost 
 
 
 
 
FI6 & FI7 

 

·  Reduce Debtor days By better management of 
debtors. Use Dunning letters 
and chase. From 93 days to 60 
days (then to an average 
35days) 

Cost 
 
 
 
FI8 

 

·  PT Company valuation £454 
(PE 8.5 Vs Sector 25.7) 

  

(Target next year at £681)* Revenue/ 
Cost 

 

2. Customer/ Supply Chain 
Perspective 

   

·  Develop the sales and marketing 
plan further with the objective of 
developing New Market Segments 
and New Geographies.  

By targeting salesmen into new 
areas & segments. Develop 
sales to Internet Industry Portals 
and “e-Market Places”. 

Revenue 
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Increase sales from zero to 5% 
(total New markets & New 
geographies) then to 4.8% & 
3.1% respectively  

 
 
 
CI1 

·  Introduce a Customer retention ratio 
& customer Satisfaction Index 

By introduction of a Balanced 
Scorecard. 

CI2  

·  Improve On time delivery (Orders not 
delivered when promised.) 

By recording causes of failure & 
analyse by 80/20 rule. Reduce 
from 2% to average level 0.3%. 

Revenue/ 
Cost 
CI3 

 

·  Improve Orders failed prior to 
delivery. 

By recording causes of failure & 
analyse by 80/20 rule. Reduce 
from 1% to zero. 

Cost 
 
CI4 

 

·  Increase spend per supplier to 
average level.  

By reducing supplier base. 
(From 191 to 80). Set up yearly 
contracts with main suppliers. 
From £1.9k to £10k per supplier. 
(Then to average level £21k). 

Cost 
 
 
 
CI5 

 

3. Internal Perspective    
·  Reduce Complaints/Orders & Order 

Value of Complaints  
·  Review existing customer satisfaction 

measures. 

By reviewing complaints by 
Pareto 80/20 & eliminating main 
sources of complaints. 
From 0.1% to zero. 
From 0.4% to 0.3%. 

Revenue/ 
Cost 
 
 
II1 

 

·  Understand the customers true 
requirements.  

By carrying out a customer 
survey. Investigate the use of 
Six Sigma to improve internal 
processes. 

Cost 
 
 
II2 

 

·  Improve communications in supply 
chain. 

By Investigation of the use of E-
commerce to customers and 
suppliers to shorten lead-time in 
supply chain. 

Revenue/ 
Cost 
 
II3 

 

·  Make Customer satisfaction 
indicators visible to staff. 

By “visual management” i.e. 
display KPI’s on board in office. 

Revenue/ 
Cost 
II4 

 

·  Process map key processes.  
 
·  Give Customer Satisfaction a higher 

priority in the business. 
 
·  Improve planning & scheduling 
 
. 
·  Develop departmental lead-time 

performance indicators & use to 
improve service. 

 

By “aligning” to true customer 
requirements.  
By measuring it using Six Sigma 
& include in balanced 
Scorecard.  
By Scheduling “bottlenecks” 
carefully as they are key to 
through put. 
By recording & using in 
Balanced Scorecard. 
 
 
 

Revenue/ 
Cost 
 
 
 
 
 
 
II5, II6, II7, II8 

 

4. Learning & Growth 
Perspective 

   

    
·  Maintain Income from New products 

at present levels 
By maintaining marketing spend 
in this area. Keep at Upper 
quartile level i.e. 6.5/7%. 

Revenue 
 
LGI1 

 

·  Increase Capital Investment By external capital injection 
From 3.1 % to 4.9% of Turnover 

Revenue/ 
Cost 
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LGI2 
·  Increase Turnover per Employee  By undertaking sales activities 

highlighted above. From £80k to 
average level £92k 

Revenue/ 
Cost 
LGI3 

 

·  Reduce Absenteeism By recording absence & 
managing. From 5 days lost per 
person to 1.1 days. 

Cost 
 
LGI4 

 

·  Invest in people by Training By reviewing skills “shortage”. 
Identify what training would give 
greatest return for company. At 
least to 1 day training per person 

Revenue/ 
Cost 
 
LGI5 

 

    
    
    
    
    
5. Others    
    
    
    
*  Company valuations are notoriously difficult to estimate, Sellers value assets as well as Profits, Buyers are only 
interested in Profits and don’t value assets (company type makes a difference i.e. property company) however at the 
end of the day a company is only worth what someone is willing to pay for it. Performance Track has used the 
following formula to value the company.     Value = Profit* 25.7 (PE ratio from market track section)* PT factor.
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APPENDIX I 

 

 

 
COMPANY DETAILS 
 

INPUT DATA 



                     
                                                                                                                        

 
Express 2000 Ltd                                                                                    ©2000 Performance Track  
Commercial in Confidence                                    Page30                                              16/11/2000 

Company Details 

 
Company Name  Express 2000 Ltd 
 
Address    Pembley Business Park 
    Pembley Green 
      
    Copthorne 
    West Sussex 
    RH10 3LF 
 
Telephone   01342 713500 
Fax    01342 713520 
e-mail     
 
 
Profile 
 
Turnover (£ K)   717000 
 
No of Employees  9 
 
SIC Code (1992)  63400 
 
Business Description Messenger, Freight & Courier Services 
 
   
 
 
Benchmark Criteria 
 
Employees   Between 0 and 20 employees inclusive 
 
Turnover   A turnover between £0m and £5m inclusive 
 
Industry Code(s) Transport Services 
 
SIC Code(s) 63400 
 
Region(s) All geographical regions 
 
Country(s) UK 
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Input Data 
 
Financial Revenue and Costs 
  Last Year Previous 

Year 
1 Turnover – UK (£) 717000 616000 
2 Turnover – Export (£) 0  
3 Pre Tax Profit (£) 53,000 38,000 
4 Depreciation (£) 15000  
5 Value of Bought in Materials (£) 360000  
6 Employee Remuneration (£) 154000  
7 R & D Expenditure (£) 0  
8 Training Expenditure (£) 0  
9 Marketing Expenditure (£) 16000  

10 Interest Paid (£) 2000  
 
Financial Capital 
  Last Year Previous 

Year 
11 Fixed Assets (£) 47000  
12 Capital Investments (£) 22000 19000 
13 Stocks / Inventory (£) 0  
14 Debtors (£) 182000  
15 Cash in Bank (£) 3000  
16 Total Assets (£) 236000 177000 
17 Creditors (£) 136000 85000 
18 Short Term Loans (£) 18000  
19 Other Current Liabilities (£) 47000 28000 
20 Long Term Loans (£) 3000 7000 
21 Other Long Term Liabilities (£) 0 0 
22 Shareholders Funds (equity, net worth) (£) 30000 24000 
 
Customer Satisfaction 
  Last Year Previous 

Year 
23 Number of Customers 490  
24 Number of orders received 5280  
25 Number of orders which were not delivered when promised 105  
26 Number of recorded customer complaints 4  
27 Order value of recorded complaints received (£) 2900  
28 Number of orders which are failed before delivery to the 

customers 
53  

29 Number of orders rejected by the customers during warrantee 
period 

0  

 
Product and / or Service Innovation 
  Last Year Previous 

Year 
30 Turnover from new products / services (£) 50000  
31 Turnover from new market segments (£) 0  
32 Turnover from new geographical markets (£) 0  
33 Number of new customers 190  
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Suppliers 
  Last Year Previous Year 
34 Number of suppliers used for delivery of core products 191  
35 Value of supplies delivered on time (£) 342000  
36 Value of supplies which are sub-standard on delivery (£) 0  
 
 
People Management 
  Last Year Previous 

Year 
37 Number of employees 9  
38 Number of managers 2  
39 Number of management levels 1  
40 Total number of days training per year 0  
41 Number of new employees 2  
42 Number of graduates 0  
43 Number of employees directly involved in the provision of 

service/product 
2  

 
People Satisfaction 
  Last Year Previous Year 
44 Number of people who leave the organisation 0  
45 Number of people who leave within six months of joining 0  
46 Absenteeism rate (number of days per year) 45  
47 Number of accidents/incidents 0  
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APPENDIX II 

 

 

 

DEFINITION OF TERMS and RATIOS 

Common Indicators Pool 
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Financial Performance  
 
Profitability 
 
Pre Tax Profit / Turnover (Profit Margin, %) - this is the profit before tax expressed as a 
percentage of turnover.  It is an indicator of profitability and growth and provides a useful 
comparison for how well the costs have been controlled. 
 
Calculated as: (Pre Tax Profit / Turnover) * 100 % 
 
Return on Capital Employed (ROCE, %) - this is the profit before tax expressed as a 
percentage of the capital employed, where capital employed is taken to be the aggregate of 
shareholders© funds, long term loans, and long term liabilities.  It is an indicator of both 
profitability and growth as it measures how effectively the business is using its funds in 
growing the size of the business itself. 
 
Calculated as: Pre Tax Profit / (Shareholder’s Funds + Long Term Loans + Other Long Term 
Liabilities) * 100 % 
 
Return on Net Assets (RONA, %) - this is the profit before taxes expressed as a percentage 
of total assets (fixed, intangible and intermediate assets plus current assets). It is an indicator 
of both profitability and growth regardless of method of financing. 
 
Calculated as: Pre Tax Profit / (Total Assets - Other Current Liabilities - Creditors) * 100 % 
 
Return on Total Assets (ROTA, %) - this is the profit before taxes expressed as a 
percentage of total assets.  It is an indicator of both profitability and growth. 
 
Calculated as: Pre Tax Profit / Total Assets * 100 % 
 
Value Added (£) - this is the difference between the cost of raw materials and the sale price - 
that is the amount of value that the business has added to the raw material. 
 
Calculated as: Turnover - Value of Bought In Materials 
 
Value Added / Net Assets (%) - this is the value added expressed as a percentage of Net 
Assets.  It is an indicator of the ability of a business to use it’s assets to deliver a surplus over 
raw material costs. 
 
Calculated as: (Turnover - Value of Bought In Materials) / (Total Assets - Other Current 
Liabilities - Creditors) * 100 % 
 
Turnover / Orders (£) - this ratio provides an indication of the average order value expressed 
as pounds per order. 
 
Calculated as: Turnover / Orders 



                     
                                                                                                                        

 
Express 2000 Ltd                                                                                    ©2000 Performance Track  
Commercial in Confidence                                    Page35                                              16/11/2000 

Financial Management 
  
Short Term Assets / Current Liabilities (Acid Test, #) - this ratio measures the company’s 
liquidity, and it’s ability to pay all their short-term liabilities instantly. 
 
Calculated as: (Stocks + Debtors + Cash) / (Creditors + Short Term Loans + Other Current 
Liabilities) 
 
Gross Gearing (%) - this figure demonstrates a company’s ability to finance liabilities from 
liquid assets. 
 
Calculated as: ((Short Term Loans + Long Term Loans) / Shareholder’s Funds) * 100 % 
 
Net Gearing (%) - shareholder funds include issued ordinary shares and preference share 
capital, revenue and capital reserves, the profit and loss account balances as well as 
government grants. 
 
Calculated as: ((Short Term Loans + Long Term Loans - Stocks - Debtors - Cash) / 
Shareholder’s Funds) * 100 % 
 
Short Term Debt / Long Term Debt (%) - this ratio shows how an organisation has 
structured its debt.  Generally it is preferable to have long term debt rather than short  term 
debt.  A large ratio relative to other businesses may indicate that they are managing their debt 
more effectively. 
 
Calculated as: (Short Term Loans + Other Current Liabilities) / (Long Term Loans + Other 
Long Term Liabilities) * 100 % 
 
Interest Cover (#) - interest cover indicates the proportion of profit taken up by interest 
payments.  The larger the ratio the less vulnerable a company is to a fall in profits or rise in 
interest rates. 
 
Calculated as: Pre Tax Profit / Interest Paid 
 
Creditor Days - This is the creditor value divided by daily turnover and represents the average 
payment period that company takes to pay its bills.  It is an indicator of profitability and supplier 
relationships. 
 
Calculated as: (Creditors / Turnover) * 365 
 
Debtor Days - this is the debtor value divided by daily turnover and represents the average 
collection period that customers take to pay their bills.  It is an indicator of profitability and 
customer relationships. 
 
Calculated as: (Debtors / Turnover) * 365 
 
Stock Turnover (#) - this is the turnover divided by stocks, giving the number times stocks 
are turned over during a year, or how quickly stocks are moved through the business.  It is an 
indicator of profitability. 
 
Calculated as: (Turnover / Stocks) 
Cash in Bank / Turnover (%) - small companies find the non availability of cash their largest 
problem. This ratio gives an indicator as to the accessibility of cash. Companies which hold 
too much cash may however not be investing their funds to the best advantages of their 
business. 
Calculated as: (Cash in Bank / Turnover) * 100 % 
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Turnover / Working Capital (#) - this ratio measures a company’s ability to generate sales 
from available working capital.  A high figure signifies more effective use of working capital. 
 
Calculated as: Turnover / (Total Assets - Fixed Assets - Creditors - Other Current Liabilities - 
Short Term Loans) 
 
Productivity 
 
Turnover / Overheads (£) - this is the ratio of sales divided by the indirect costs.  It is an 
indicator of profitability. 
 
Calculated as: Turnover / (Turnover - Value of Bought In Materials - Employee Remuneration - 
Pre Tax Profit) 
 
Turnover per Employee (£) - this is the ratio of sales divided by the number of employees.  It 
is an indicator of profitability. 
 
Calculated as: Turnover / No of Employees 
 
Value Added per Employee (£) - this is value added divided by the number of employees.  It 
is an indicator of profitability. 
 
Calculated as: (Turnover - Value of Bought In Materials)  / No of Employees 
 
Pre Tax Profit per Employee (£) - this is pre-tax profit divided by the number of employees.  
It is an indicator of profitability. 
 
Calculated as: Pre Tax Profit  / No of Employees 
 
Investment 
 
Capital Investment / Turnover (%) - this is an indication of how much the company 
continues to invest in itself . 
 
Calculated as: (Capital Investment / Turnover) * 100 % 
 
Capital Investment / Depreciation (%) - this is a measure of the level of investment 
compared to the value of the current fixed assets. 
 
Calculated as: (Capital Investment / Depreciation) * 100 % 
 
Marketing Expenditure / Turnover (%) - this is an indication of the companies effectiveness 
in its marketing activity. 
Calculated as: (Marketing Expenditure / Turnover) * 100 % 
 
R&D Expenditure / Turnover (%) - this is an indication of the companies investment in the 
future, of its capacity to be innovative. 
 
Calculated as: (R&D Expenditure / Turnover) * 100 % 
 
Training Expenditure / Turnover (%) - this is an indicator of the company’s investment in it’s 
employees. 
 
Calculated as: (Training Expenditure / Turnover) * 100 % 
 
R&D Expenditure / Pre Tax Profit (%) - this is an indicator of a company’s investment in it’s 
future expressed in terms of profit generated by it’s current products. 
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Calculated as: (R&D Expenditure / Pre Tax Profit) * 100 % 
 
Capital Investment / Pre Tax Profit (%) - this is an indication of a company’s ability to fund 
investment from profit. 
 
Calculated as: (Capital Investment / Pre Tax Profit) * 100 % 
 
Growth 
 
Turnover (% Growth) - this indicates changes in market.  It indicates how well other 
companies in the client company©s industry have increased or decreased their sales. 
 
Pre Tax Profit / Turnover (% Growth) - this indicates the changes to the profit margin 
compared to the previous year.  It indicates how well costs have been controlled when 
compared to growth changes. 
 
Return on Net Assets (% Growth) - this indicates the how much more or less profit the client 
company is making on the assets of the business. The sector comparison indicates how well 
others are using their assets, regardless of the financing structures of the companies. 
 
Return on Capital Employed (% Growth) - this indicates the how much more or less profit 
the client company is making with the capital employed in the business.  It measures how 
profitable the growth is.  The sector comparison indicates how profitable the growth in other 
companies has been. 
 
Capital Investment / Turnover (% Growth) - this is an indication of a company’s investment 
in itself on a percentage of turnover related to the previous year. 
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Supply Chain Performance  
 
Suppliers 
 
Value of Sub Standard Supplies / Value of Bought In Materials (%) - this figure highlights 
the quality of suppliers expressed on a percentage of total purchases. 
 
Value of Supplies Delivered On Time / Value of Bought In Materials (%) - this percentage 
measures the ability of a company’s suppliers to deliver on time.  A higher figure demonstrates 
use of  reliable suppliers. 
 
Turnover / No of Suppliers (£) - this ratio demonstrates the number of suppliers for the 
turnover of the organisation. A higher figure demonstrates a minimising of supplier 
relationships. 
 
Value of Bought In Materials / No of Suppliers (£) - this ratio measures the average value 
of business for each supplier.  A higher figure demonstrates a minimising of supplier 
relationships. 
 
Manufacturing 
 
Production schedule adherence (%) - the annual percentage of jobs which adhered to the 
set production schedule 
 
Time spent on setting/changeover (% capacity) - the annual percentage of production 
capacity lost due to time spent on tool changeover 
 
Component set up time (mins) - how long in minutes does a typical changeover between 
products or batches take in component / intermediate production e.g. reset time, change tools, 
clean etc. 
 
Assembly set up time (mins) - how long in minutes does a typical changeover between 
products or batches take in assembly/ packaging production e.g. reset time, change tools, 
clean etc. 
 
Scrap or Yield Loss Rate (%) - the annual average percentage of production output which is 
scrapped 
 
Time spent on rework / reprocessing (% capacity) - the annual percentage average of 
production capacity used for rework or reprocessing 
 
Product to market (months) - how long it typically takes to bring a major product innovation 
to the market i.e. from the start of design to market launch 
 
Number of new products / existing product range (%) - this is a measure of the company’s 
innovation in relation to new product development and launch 
 
Supplier performance (%) - the annual, average, overall delivery performance of suppliers 
expressed as a percentage of those that deliver to agreed schedules 
 
Annual energy costs / turnover (%) - the annual cost of all energy expressed as a 
percentage of turnover. It is a measure of how efficiently the company uses natural resources 
 
Annual water costs / turnover (%) - the annual cost of water expressed as a percentage of 
turnover. It is a measure of how efficiently the company uses natural resources 
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Finished goods stock / stock (%) - gives the percentage of total stock that is made up of 
finished goods stock. 
 
Work in progress stock / stock (%) - gives the percentage of total stock that is made up of 
work in progress stock. 
 
Raw material stock / stock (%) - gives the percentage of total stock that is made up of raw 
material (or pre process) stock. 
 
Capital investment / accumulated depreciation (#) - a ratio indicating what proportion of a 
company’s assets are being renewed through capital investment and expenditure.   
 
Innovation 
 
Income From New Geography’s / Turnover (%) - this identifies how successful a company 
is being at developing new geographical territories. 
 
Income From New Market Segments / Turnover (%) - this identifies the ability of a company 
to generate sales from new market segments. 
 
Income From New Products / Turnover (%) - this measures how successful a company is 
at developing and introducing new products. 
 
New Customers / Total Customers (%) - this figure, expressed as a percentage, identifies 
the growth in customer numbers regardless of new business generated. 
 
Total New Income / Turnover (%) - this identifies the ability of a company to generate 
additional turnover from new customers. 
 
Customer Satisfaction 
 
Complaints / Orders (%) - this is a method of assessing customers satisfaction with the 
product and services supplied. It is sometimes desirable to seek complaints from customers 
as it is better to know how they are not happy with the product or service in order to put it right. 
However, it is important to look at the nature of complaints to ensure that repeat ones are 
rectified as soon as possible. The trend for this measure can be useful to indicate 
improvements in performance, and is also a key indicator for lost business. 
 
Complaints / Customers (#) - this is a method of assessing the average number of 
complaints per customer independent of number of orders and customers.  The trend for this 
measure can be useful to indicate improvement in performance. 
 
Order Value of Complaints / Turnover (%) - this figure expressed as a percentage 
measures the total dissatisfaction of customers independent of the number of orders and 
customers. 
 
Orders Not Delivered When Promised / Orders (%) - this shows how well a business is 
meeting it’s commitment for delivery promises.  A lower figure indicates better performance. 
 
No of Orders Rejected During Warranty / Orders (%) - this shows how satisfied customers 
are with the quality of the products supplied. The lower the percentage, in general, the better, 
as it means that more orders are supplied which customers are satisfied with. 
 
No of Orders Failed Prior to Delivery / Orders (%) - this measure shows how effective a 
company is at preventing failed products from reaching the customer.  It also measures the 
quality of the manufacturing process. 
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People Management Performance 
 
People Management 
 
Directs / Indirects (#) - this measures the number of employees directly involved in output-
related activities compared with supporting activities.  A higher figure would demonstrate a 
higher level of added value per employee. 
 
No of Employees / Managers (#) - this measures the number of managers and supervisors 
to employees. It enables organisations to see the appropriateness of their level of 
management and supervision is. 
 
Graduates / Employees (%) - this looks at the ratio of graduates to all employees. It is one 
way of assessing the level of education that is incorporated within the organisation. 
 
Number of Management Levels (#) - this assesses the relative flatness or hierarchical 
nature of the organisation. 
 
Total Training Days / Employees (#) - this measures a company’s level of investment in it’s 
staff expressed on an average number of days per employee. 
 
Training Expenditure / Employees (#) - this measures the company’s financial investment in 
it’s employees. 
 
People Satisfaction 
 
Total Days Lost to Absenteeism / Employees (#) - this measures the amount of time that 
people spend away from work due to sickness, unexplained absence and other reasons why 
people do not attend work on a “voluntary” basis. 
 
Accidents / Employees (#) - this measures the number of accidents per employee. This 
demonstrates the level of commitment to safety that the organisation displays and importance 
that is attached to providing a safe working environment. 
 
Early leavers / Employees (%) - this indicates the extent to which the organisation has been 
successful in recruiting and selection people who are right for the position and right for the 
organisation. A large ratio of early leavers to employees indicates a mismatch of expectations 
between the individuals recruited and the organisation or job that they were recruited to 
perform. 
 
New Employees / Employees (%) - this is a measure of the relative experience level of a 
workforce.  A higher figure signifies a low experienced workforce. 
 
Total Leavers / Employees (%) - this measures the rate at which the staff of an organisation 
turnover per year. It can  give an indication as to how happy staff are with their workplace, it 
can also demonstrate the effectiveness of the selection procedures in terms of getting the 
right people in the right positions. 
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Business Excellence  
 
Leadership - this section covers the role senior managers play in shaping the organisation 
through its values, mission and vision, and behaviour. The actual behaviour and involvement 
of the senior managers are emphasised, rather than relying on statements or policies. The 
extent to which managers demonstrate their commitment to the customers and to the quality 
standards of the company is also assessed. 
 
Policy and Strategy - this section seeks to identify the existence of policy and strategy 
statements. It looks at how planning activity takes into account any policies and strategies of 
the organisation. It also examines how the company relates its performance to the company 
strategy and objectives. 
 
People Management - this section looks at how the organisation views the development of its 
employees. It also examines the way that peoples performance and training needs are 
assessed, and the way that these are related to the needs and requirements of the business. 
The degree of employee empowerment, and the scope of internal communications are also 
assessed. 
 
Resource Management - this section looks at the way that key business information is 
organised and communicated throughout the company. The alignment of resources such as 
IT, finance and new technologies, with the goals and targets of the organisation, are also 
assessed. 
 
Processes - in this section the key processes of the organisation are identified. The means by 
which they are managed and controlled is also covered in this section. Changing the 
processes and improvement activities, and these are communicated and acted upon, are also 
examined. 
 
Customer Satisfaction - this section covers the type of relationships the organisation builds 
with their customers. It asks about customer perceptions and the measurement of them, and 
then looks at understanding what the customer measures are used for. 
 
People Satisfaction - this section covers the measurement methods and communication of 
employee satisfaction. How these levels are used for comparative purposes is also covered. It 
also examines the type and level of employee empowerment existing within the company. 
 
Impact on Society this section looks at the involvement of the organisation in the community 
in which it operates, beyond any legislative responsibility. It also addresses issues of ethical 
standards and how they are identified and communicated. 
 
Business Results - this section covers the management of financial and non-financial 
performance measures. It also looks at various measures and comparisons that the 
organisation makes on its performance. 
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