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- drive behaviors OEAO AOA AOEOEAAI E
environment, including:

- providing informal feedback

- setting clear expectations

- working collaboratively




Organization
Vision/Values
Mission
Strategy
Targets
Measures

Corporate Scorecard
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Perspectives on Performance Management
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All objectives should meet these criteria

Foecific : state exactly what you need to achieve.

Measurable could someone else measure that you had achieved it?

Aachievable:is it possible? Make sure you have a plan that is realistic
AT A xEIl xiI OE8 $1160 BOO
impossible to achieve.

Relevant: is your objectives relevant to the overall aims of your

department or company? Does it assist your department in achieving
those aims? If not why are you thinking about doing it?

Time: do you a date or time for completion? Make sure it is an
achievable date.



22

Setting Targets- SMART KPIs

pecific
Are the targets specific enough to establish clear expectations?

What, when, and how much actions will the employees take?
$1 OEA 1T AEAAOEOAO EI Al OAA OAAOE
(e.g. increase, decrease, eliminate, develop, etc.)

What are the outcomes/results?

easurable

Are the targets measurable in cost, quantity, quality or timeliness?
(How will you know when the targets have been achieved?)

Are they quantifiable? (e.g., dates, dollars, dimensions)

Are they qualitative? (e.g., formal approvals, satisfaction of other
Al I T UAAO T O AOOOI T AOO xEOE OEA



Setting Targets- SMART KPIs

ttainable
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Are the targets feasible in terms of time, costs, and the challenge
the targets presents?

Can the targets be attained?
What resources and support will be necessary and provided?

Will the employees have the necessary authority for required
decisions and actions?

What assumptions have been made? (e.g., about uncontrollable

variables)
Will objective attainment require effort - a stretch? (It should!)
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Setting Targets- SMART KPIs

elevant
Confirm the target is appropriate with :
Organization and Department objectives
4E1 OA xEI AATAZEO AOI 1T OEA ET AGC
Others whose resources or work products are prerequisites for the
employee reaching the target

Ime-bounded

Trackable through ongoing review and milestones for progress
against schedule:

|dentify a time frame around completion

Determine checkpoints and milestones

What are the logical checkpoints and major milestones at which
progress will be reviewed?
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Setting Targets- SMART KPIs

Suggestion on how to write targets

« Start with an action verb
- Identify a single key result for each objective

- State the criteria that will demonstrate which goal has
been achieved

« Make sure that the goal can be achieved
« Determine the relative goal priorities

« Determine how progress will be measured and how
feedback will be provided and obtained



Setting Targets- SMART KPIs

Example :
Quantitative Objectives
Respond to 9 %of customer correspondence within 3days,
by November 1,2 10.
Achieve a 9 0customer satisfaction rate for customer hotline service &

support by December 210

Qualitative Objectives
Launch a new employee relation program by 30 September 2010 based on

agreed business plan parameters and budgets approved by the senior
management.

Implement HRIS system December 2010
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KPI Principles
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The number of KPIs at each business function should range
between 5 to 7 per organization level

KPI must be translated from strategy into detailed,
measurable criteria

KPIs must be driven from the top of organization and
structured in a logical, mutually exclusive, breakdown
structure that consolidate upwards

Ownership of KPI must be clearly define, KPI must be
relevant to their jobs and how their job contribute to
achieving strategic objectives

KPIs must be valid, simple, measurable and controllable



A29819 KPIs

Performance Standard (s)
AUNUATUAMUNINAINTT 4%

KPI: Uszansnin

Performance Standard (s)
szgziaN1sNIUlagsaulaiu 20 ¥2lug

KPl: N1SWRIUN
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Performance Standard (s)
90% wasauBnluulaisauiuay 9 ngluniteanu
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KPI: mﬂﬁu%m'igné"l

Performance Standard (s)
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(On-going Performance Communication)
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(On-going Performance Communication)
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Developing Capabilities/Skill (NMFWAILIANUAINITO LAZNNYL)
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N151% Feedback
) O EO888

Appreciative feedback:encourage

the heart, reinforce progress, or
connect with another

Constructive Feedback:
encourage the heart, expand

awareness, support improvement,
or connect with another
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N151% Feedback
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nann1sndragy lun1saunuinanIsuIMIsNan1sUURY

v £ o

%’ﬂ‘le}'l‘vﬁal,ﬁuwuuﬂﬂﬂﬂ‘s (Maintain or enhance self-esteem)
Sulanazauasnaunlsauiiula (Listen and respond with
empathy)

N32AUN15HHIUIIU (Encourage involvement)

= a =) = v v
UNaNAITUARN ﬂ’)']ﬂJgﬁﬂLLagl;‘Wﬁ]Na LWE]ﬁ'i’Nﬂ')']%Jl’J’J'NGLQ (Share

thoughts, feelings and rationale to build trust)

Tnsatuayuuazaiienuidniduinves (Provide support

without removing responsibility, to build ownership)
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Reflection

1. agunsiseus
2. M3t lUUR / dhlyusuly

n3.Asanual WedIT

email address: smeksang@gmail.com

Contact number: +66 81 8542744
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