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1. INTRODUCTION

This report is compiled to illuminate the actions and tasks as to the direction and scope of Formidable Security Management (UK) Ltd over the medium and long term which achieves advantages for the company through its configuration of its resources in terms of human, skills, finances and technology within its fast changing environment to meet the unpredictable security challenges and to fulfil the management as well as the British People’s expectation throughout of the United Kingdom (UK). Formidable Security concepts are the safety of life and loss prevention. It encourages a culture of being safe and secured 24/7 and all the year round.
This company was incorporated in the year 2010. It is a formal and small size security company registered under the British companies Acts 2006. It employs about 20 people on regular bases including 4 admin staff. It currently provides security services to private, corporate and government customers. It also sub-contracts security services from big security companies who experience man-power shortages from time to time. It provides safety and security advices and encourages personal security and safety awareness and consciousness in all forms of life, homes and offices. Through its provision of keyholding services to various customers, the company keeps a big security vault for customers’ keys safe keeping. In the course of such customer losing its, his or her keys, by simple completion of a simple and straight forward application form and adequate identification and simple prove of address, such customer would be given access to the copy of its, his or her key being kept on contract for safe keeping. 
Additionally, where such customer is away from home and or office and the security alarm on the customer’s premises for whatever reason is activated and once alerted by the security alarm monitoring company, a patrol team will be immediately dispatched to go and investigate. Where applicable, police will be called to attend otherwise, where false alarm was the cause of the alarm activation, the client’s premises will be secured in a professional manner and as contracted. Where client’s property is damaged while away from home or office; either through natural causes, such as rain, wind, storm, lightning, thunder or combination of modes and once alerted by the security alarm monitoring company, a patrol team will be immediately dispatched to go and investigate and the property will be secured in best professional manner and as contracted with the client.
Formidable Security equally provides security protection and security measures and services at special events such as security screening and access control measures using portable walkthrough, handheld metal detectors and baggage screening at parties, conferences, weddings, meetings, sports events, carnivals and seminars. The company does not consider these security measures enough. It puts in place tactical command vehicles in place to coordinate communication command, control and vital security resources and logistics.

2.1 FORMIDABLE SECURITY CURRENT STRATEGIC DIRECTION
As small company; it employs 20 people and as defined by (Towergate Insurance, 2019) and Companies Act 2006 “ ------- as having less than 50 employees”. This company remains focused on its core mission, reported by (Mullins, 2010, P.707) of security provision to private and government entities. It works in collaboration with other security agents and other “key bodies” identified in (Dyson, 2014, P. 9) including: National Security Inspectorates; Local Government Authorities; Trade Associations; British Standard Institutions; The Police; and Skills for Security in the UK to uphold criminal laws indicated in (Dyson, 2014, P. 16) including protection of lifes and property through prevention or minimising criminal activities that could lead to Assaults in the form of Grievious Bodily Harm (GBH) or Actual Bodily Harm (ABH); Sexual assaults; Kidnap; Murder; Robbery; Theft; Criminal damage; Firearms offences; Weapons and Offencive weapons; Terrorism; Drugs; Human and Child trafficking. It fulfils its mission by segmenting its strategic (Fig. 1); highlighted in  (Armstrong, 2017, P. 591) approach into manageable directions initiated by the Security Industry Authority – SIA; indicated in (Dyson, 2014, P. 9). 
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Fig. 1 (Sourced from Formidable Security)
The SIA direction, as codified by the Security Industry Act 2001  (HM Government - Home Office, 2012), stipulates that companies, employing and supplying private security officers in the UK is responsible for the adequate recruitment, selection, veting, training and ensuring that each and every security operatives being employed and deployed on operational duties, obtain their licences through British Government authorised body – SIA. Obtaining SIA licence is subject to four criteria, namely: Passing Identity checks; standard and adequate training; No criminal conviction and must apply, pay and obtain a licence. The licence lasts for mandatory period of three years after which it must be renewed periodically every three years.
Its operations are orchestrated in the forms of; identified in (Dyson, 2014, P. 10) as Close Protection involving guarding individual living human beings against assault or injuries that they might suffer as a consequence of unlawful conducts of others; Security Officer – Guarding involving trained officers guarding properties being stolen – thefts or being dishonestly taken away. They equally guard premises against unauthorised access or occupation, or against outbreaks of disorder or against damage; Door Supervisor involving preventing crime and disorder and looking after people enjoying themselves and keeping staff safe on licenced premises including Public Houses, Restaurants, Wine Bars, Disco Tech, Restaurants and Off Licences. Cash and Valuables In Transit involving carrying money and other valuables in a safe manner across UK; Closed Circuit Television (CCTV) otherwise often referred to as Public Space Surveillance (PSS) involving operating CCTV equipments to survey places; and Security Officer Keyholding. 
2.2 FORMIDABLE SECURITY MEDIUM AND LONG TERM STRATEGY
The company’s vision is to provide reliable security servises to individuals, private and public customers in the UK. Maintain consistent improvements on its security provision services. Create and cultivate long-standing relationships with customers. 
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Maintain flexibility but robust and firm response to security challenges. Maintain a complete customers satisfaction. The company sets out to achieve its vision by setting standardised recruitment, selection and training procedures leading to professional qualifications and licences for every security operatives working for the company. Keeping regular contact and cooperations with all security agents and government agents and mantaining business continuity plans at all times. 
2.3 MARKETING STRATEGY OF COMPANY’S SERVICES

The way and manner it markets its services are through: Postals, Web-sites, Eye-Catching-Logos on uniforms; company’s vehicles, supporting and participating fund raising events for charitable organisations, use of social media such as YouTube; Facebook; Twitters; and WhatsApp and by the use of Professional Security Journals.

The company monitors the effectiveness of the company’s approach to its maketing strategies through referals by words of mouths from satisfied customers; letters and or E-mails of recommendation from satisfied customers and the evaluation of customers’ surveys and complaints.
3.0 FORMIDABLE BUSINESS ENVIRONMENTS
The company’s business environment are influenced by what theorists (Johnson, 2014, P. 91-4, 511, 763) and  (Mullins, 2010, P. 545, 546) referred  to as micro and macro economic evaluations of the company’s environmental impacts that may provide a basis for strategic decision-making and problem solving using researched and published management tools, namely: SWOT analysis, PESTEL analysis and CATSWORLD analysis.
3.1 FORMIDABLE SECURITY INTERNAL ENVIRONMENT ANALYSIS
Starting with the acronym ‘SWOT’ as a management analysis of a company; the first ‘S’ denotes Strength. This approach highlights the competencies of Formidable as a company to have a competitive industry advantage over competitors and upon which it can build on. Pointers to consider will include: Managerial acumen; Organisational structure; Staffing; Size; Industry position; Reputation; Financial resources; and Present industry position.
For example, the Managing Director (MD) has at least thirty years of practical experience in the security operations in the UK. He has professional security qualifications. He equally has security industry teaching qualifications. Upon all, he is an approved trainer and has an accredited security training centre by the British Government. In effect, this means he will not only be able to train his recruited security officers to the industry standard, but will also be able to train his officers to the customers’ expectations. The invaluable benefits of these attributes means that the company does not have to spend time looking for approved training consultant who could train officers for the company which are often too expensive and not easy to come by. Additionally, when the company utilises in-house training resources, it is easier for trainees to be appraised during training and that will help to deploy individual officers on tasks where they are best. Utilising in-house training resources can help the company integrate both tutorial and on-the-job training, especially allowing candidates on hands-on on the security equipments. This may not be possible if external consultants are brought in. 
The company has been in business consistently and successfully for more than nine years. It has fully established itself in the British Security Industry. Such experience and industry status are invaluable for management to apply in order to weather any potential problems. 
‘W’, is a word from acronym ‘SWOT’ as a management evaluation tool. It is a navigator to the identification of the company’s Weaknesses. Formidable security remains a small company and is short of some managerial skills. This is because it has not been able to raise enough money to employ competent sales representatives who could go around UK and bring in more customers to boost sales and expand. Additionally, the company needs to employ Operations Manager to liaise between the company and the customers.  The company’s inability, due to financial constraints, to acquire modern technologies; especially Information and Communications Technology (ICT) is regarded as failing. A fully established ICT means all technologies combined will allow the company; the people (staff and customers) and organisations interact in the digital world.
‘O’ is another letter from acronym ‘SWOT’, as a management tool which means ‘Opportunity’. The smallness of the company is after all not a bad thing. It is advantageous with regards to its flat and fewer organisational structures (Figs. 1&4). It implies the chain of command from top to bottom of the organisation is short. It means dissemination of information will be quicker and faster with minimal distortion. Additionally, as a security company, confidentiality of information is of a paramount company’s strategic policy. Less organisational structure perfectly resolves that worries. The long standing of the company in the industry means it should start looking into the potential to develop existing services, offer new services and look into the process to facilitate the deliveries of current services and be flexible to change. 
Using letter ‘T’ from the word ‘SWOT’, acts as a barometer in the management tool and it implies identification of ‘Threats’, which is unfavourable situations that could endanger the operations and hinder the effectiveness of the company. These can be identified as the legislations. According to (Acas, 2019), currently, the national minimum wage sets out the least a worker can be paid per hour by law. National minimum wage law is a threat to the company’s finances. From April 2019, it stands at £8.21 per hour for an adult aged 25 and older.   The effects of this means more money will have to be set aside to cover any increase. Such amount may not be immediately recovered from customers as level of charges have already been agreed and fixed with the customers till the end of specific time in the future. Brexit is another threat. There have been mass exoduses of European Citizens back to their home country due to the British Government deliberation of British government severing unison with Europe. That has vastly depleted the man power workforce available for the security industry in the UK. It means the company may not be able to compete with the big security companies on wages to attract those minimal available workforces in the UK.
3.2 FORMIDABLE SECURITY EXTERNAL ENVIRONMENT
To help Formidable Security management dissect its company’s external business environment, a guide as to what business environment entails could be borrowed from a researcher (Johnson, et al., 2014, P. 33). He reported a typical company’s business environment as, “layers of the business environment”. He listed them as: “The organisation”, in the circle and then listed the sorroundings as: “The macro-environment, Industry (or sector), Competitors, and markets”. He identified PESTEL as the management framework acronym that can be used to evaluate future issues such as: Political, Economic, Social, Technology, Ecology and Legal and how these issues might impact the company in the future.
POLITICS: The incessant and spirally increasing crime waves such as stabbing, shooting, terrorism, gangsters, organised crime, and random attacks at restaurants; cafe houses; wine bars; disco techs and sports stadiums by moped riders in London and across UK means it will be in the interest of any political leader from Local Government to Westminster to encourage and continue to encourage the existence and cooperation of small, medium and big security companies to work hand in hand with the police federation and other security agents to fight crime. Already, Formidable Security has taken a strategic step to join ‘Crime Reduction Initiative’ (Wolverhampton Council, 2019). The initiative involve government promoting high profile, ongoing initiatives such as Safer Community, Safer Homes, Safer Students, and Safer Motors with the aim of reducing certain types of crime.
ECONOMIC: Formidable Security’s main concern is the country’s macro-economic factors such as business cycles and economic growth brought about by demand and supply which are equally dependent on Interest Rates triggered by government policies, Inflation rates, Taxation and Exchange rates. Of course, when business cycles are active and increasing, this may lead to economic growth. Economic Growth means businesses need not worry about cutting budgets on security provisions. This means the future is promising for the security industry in which Formidable Security can thrive.
SOCIAL INFLUENCE: This includes changing demographics, cultures and religious. According to the Office of National Statistics (Coates, S., 2019), people are having fewer children and the age structure is shifting towards later ages and there is a slowdown in the life expectancy. Additionally, the issue of Brexit has forced available European citizen’s workforce living in the UK back to their home countries. This means potential shortages in the available workforce. In effect there will be stiff competition for manpower between private and public sectors. In the long run, Formidable Security may have to offer marked increase in the rates of pay to be able to attract workers which in turn will affect the company’s financial strength to expand.
TECHNOLOGICAL INFLENCE: This relates to the impact of ICT on the security provisions. In this modern day of demand, supply and fast processes, being brought about by increase in contemporary, serious and organised crime; Formidable Security must invest a lot of money on ICT in order to be able to compete effectively and efficiently with other companies in the security industry. The use of Common ICT will help this company in digital strategic delivery of services to customers. Using Common Information Management and Governance Strategy will help Formidable Security provide an Information Security Management System that could be used in training framework, process and tools, communication and engagement strategy. Using common ICT Performance Framework will help the company in benchmarking leading to quality assurance. Additionally, Formidable Security utilising common ICT Governance Framework will help in performance measurement, business strategic alignment and resource management.
ENVIRONMENTAL ISSUE: This involves green environmental issues including climate change being exerted by pollution and wastes. The company has already put strategic measures in place to minimise its operations impact on the environment. For example, all staffs have been instructed to keep noise level to minimal at depots, switch redundant lights and tap water off, use less papers, switch off company’s vehicle engines if stationary for more than three minutes. Now the government is requesting the company to consider using electric vehicles in the future. That means investment in new vehicles and in the charging terminals. Such proposition is not cheap. It will further affect the company’s financial strength and reduce the company’s financial ability to expand in the future.
LEGAL ISSUES: Legislations and regulatory constraints will impact directly or indirectly on the company’s operations in the security industry. For example, the Security Industry Acts 2001 (Home Office, 2019) introduced legislation to regulate the security throughout the UK. The government updates this law almost every year. The recent impact on Formidable Security is the recruitment, vetting and training procedures that has been extended from four days to seven days. This is costing the company more money than before to recruite and train security officers before they can be deployed on the operational duties.
3.2 FORMIDABLE SECURITY AND CATSWORLD ANALYSIS
“CATSWORLD” analysis was advocated for by (Wootton, 2010, P. 67 - 70). He reported this as the checklists that could help Formidable Security company develop strategic vision in its security operations. The ‘C’ from the acronym implies customers. This highlights the users of the security services, agents, local and central government, private entities and individuals. It helps creates a broad pictures of the audience the company needs to focus more. ‘A’ is the actors that are key people in the company from the investors, MD, Secretary and employees. ‘T’ as a letter from acronym means transformation which involves the inputs from capitals, resources, enquiries, manpower, consultancy and how the company is able to transform these through processes into a rewarding investment. ‘S’ in the context means sub-systems and wider systems. For example, how can the staffs’ performance, financial, sales, marketing, and accounting systems in the company be modified to contribute to the overall improvement of the company. ‘W’ is the hegemonic culture of “the way we do things around here”. Hence, it focuses on how the company can change the rituals, beliefs, values and myths to help the company to expand. ‘O’ means identification of owner(s) of the company; essentially who would need to approve major changes in the company’s re-organisation structures. Lack of clarity may impact on the company’s expansion and development. ‘R’ is for resources. A key resource is linked to the thinking power. A creative thinking is considered important to innovation. It will help the company to gain competitive advantage over competitors and expand. ‘L’ is for limitations brought by culture which can slow down the internal procedures and processes of the company and legislation can exert external limitation on the company’s expansion. ‘D’ stands for decision making which is linked to the leadership style (Armstrong, 2017, P. 148 & 151) in the company. Democratic leadership welcomes ideas from subordinates. Autocratic did not. Contingency leadership allows decision making to change in line with the situation at hand. Combination of leadership approach is what Formidable Security operationalises in managing the team.
4.0  STAKEHOLDER ANALYSIS AT FORMIDABLE SECURITY
According to (Armstrong, 2017, P. 5, 123 & 133), Stakeholders in an organisation are those groups that have interest in the company. Another writer (Evans, 2018, P. 114), supported the former researcher’s reports. Armstrong went on and gave examples as “shareholders, Managers, Employees, Customers and the public at large”. Other writers  (Johnson, et al., 2014, P. 118) included local governments, major suppliers and banks as stakeholders of a company.
4.1 STAKEHOLDERS ANALYSIS

Management researchers have endeavoured to analyse stakeholders of companies. For example, (Evans, 2018, P. 114) reported stakholders as “persons and organisations with a non-shareholding stake in the success of the firm”. He gave examples as “employees, customers, suppliers, national and local government, the local community”. According to (BBC, 2019), Stakeholder “is anyone with an interest in a business”. It went further to say: “Stakeholders are individuals, groups or organisations that are affected by the activity of the business”. It gave examples as: Owners who are concerned with profit; Manager worries about his salary; Workers worry about their jobs with high salaries and wages; Customers have vested interest in quality products and reasonable price; Suppliers are concerned with company’s continuity to buy their products; Lenders are interested in being repaid fully and on time; and The Community is anxitious about companies sourcing workforce locally.  Analysing stakeholder in Formidable Security takes the form of what (Johnson, et al., 2017, P. 117 & 118) theorised as “The stakeholder model of governance”. This is because most shares in this company are owned by the Managing Director and his wife. The advantages advocated for by (Johnson, et al., 2014, P. 118) in this type of stakeholding include: better management, long-term support for the company and carefully examined risk taking. He also identified disadvantages of such stakeholding as weaker decision making, reduced innovation and uneconomic investment. Formidable Security encompassed all other stakeholders analysis theorised by BBC above in its operations. 
4.2 STAKEHOLDERS AND THEIR POWERS
According to (Carpenter, 2019), Shareholders are the owner of the companies limited by shares. They are also regarded as members by agreement. They are involved in: making investment in the company, deciding which powers to endow with the directors, authorising dividend structures, setting director’s salaries, making decisions where directors or mangers have restricted powers; for example, changing company’s name, and receiving of dividends. In Formidable Security, the MD and his wife are the shareholders of the company. Hence, they are entrusted with shareholders’ duties.
4.2.1 MANAGERS

A manager according to (The Telegraph.Jobs, 2017) is tasked with the leadership role in ensuring business model relies on his leadership skills and ability to execute management structure in the company. He is tasked for overseeing a department or group of employees within the company. For example the training and development manager for Formidable Security is tasked for staff capacity building. This includes liaising with HR department in the planning for short, medium and long term recruitment programme, induction, classroom tutorial and on-the-job training. He is involved the following day to day activities: Goal Setting, Staffing, Delegation, Daily Operations, Motivation, Enforcing Policy, Evaluation of data and employee performance, and Liaising effectively with other departments in the company. Additionally, a manager is involved in conflict resolutions and stress management of employees.
4.2.2 EMPLOYEES

Employees’ responsibilities in a company are enshrined in Health and Safety Act 1974 and RIDDOR 2013 in the UK. For example Section 7 and 8, Health and Safety Act 1974 (British Government, 2017) places “Duty of Care” on employees working in the UK.
HEALTHS AND SAFETY ACT 1974

Section 7: General duties of employees while at work, “to take reasonable care for the health and safety of him/her self and that of others who may be affected by his acts or omissions at work”.
Section 8: Imposes “Not to interfere with or misuse things provided pursuant to certain provisions”. “No person shall intentionally or recklessly interfere with or misuse anything provided in the interests of health, safety or welfare in pursuance of any of the relevant statutory provisions”.

The summary of these laws stipulate responsibilities of employees including: Duty of Care to themselves, Duty of Cares to others, not to interfere with or misuse equipment, and to report any defects in equipments to employer. Employee must cooperate with his/her employer to enforce Health and Safety legislations.
RIDDOR 2013: According to (Paul Beresford, 2013) RIDDOR acronym which means Reporting of Injuries, Disease, and Dangerous Occurrence Regulations. It is a 2013 British Government Regulation that places duty on the employees to report: Injuries, Diseases and Dangerous occurrences at work to his employer(s).
4.2.3 CUSTOMERS

A Customer according to (Investopedia, 2019), is “a person or company that receives, consumes, or buys a product or service and can choose between different goods and suppliers”. Predominantly, customers expect: quality products or services, reasonably priced and timely delivered. Additionally and according to (Customer Thermometer, 2019), customers are concerned with other issues such as environment, discovering and exceeding expectations,   honesty and good communication, fostering loyalty, expert work force on produce and service, follow up after initial contacts. In Formidable Security, it prides itself in good customer service, quality security provision services and operatives’ punctuality at customers’ services according to the company’s record is 96%. According to the customers’ survey through feedbacks, customers’ satisfaction is 94%. The company’s environmental audited policy and procedure rating is ‘highly satisfied’.
4.2.4 THE GOVERNMENT

Government is the authority that manages the day to day running of the country. The government expectations companies in the UK are entrepreneurships, job creation, sustainable development, generating revenue from companies through taxation and levies, and fair competition. On the other hand according to (Talint International, 2014), British Government offers Childcare Contribution Scheme that helps people stay in work. Simplification of the UK tax system and reducing the taxes companies pay even before they generate profit which is designed to boost businesses competitiveness, investment and jobs. Supports Long-term Business Investment by implementing the findings of the planned Competition and Markets Authority (CMA); market investigation into SME banking, and review restrictions for new SME finance providers. Formidable Security is one of the beneficiaries of some of these initiatives.
4.2.5 PRESSURE GROUPS

Pressure groups according to (BBC, 2019) are organisations set up to try to influence what we think about a company and its environment. Examples are environmentalists objecting to petroleum fracking by Shell in the UK. A pressure group can influence and even alter the activities of a company’s operations by organising marches, writing letters to government and government officials, running campaigns, and informing press. Formidable Security operations meet audited environmental policy standard and as such manage to appease pressure groups in the UK.
5.0 COMPANY’S NEW STRATEGIC PLANS.
The company’s new strategic plan must be constructed and structured to ensure the company continue to thrive for many years to come. The company needs to ‘rebrand’. 
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Rebranding of the company’s business must encompass a standardised and efficient ICT to operate Customer Relationship Management (CRM) Touch Points. CRM was advocated by (Harris, 2014, P. 9) as “---- anything we do for customers that enhance the customers’ experience”. A couple of proponents of Touch Point in the context of CRM are (Kapturecrm, 2019) and  (Interaction Design Foundation, 2019). It is a technological platform which allows clients to choose from many numbers of independent platforms for the company’s automation process each with its own way of conversations. For example, CRM allows customer touchpoints use: E-Mail messaging – which allows unbroken chain of conversations. Third Party Websites – allows the company streamline multiple marketing platforms to provide easy customers’ conversation. Social Media Conversation – with CRM allows company to gather and streamline all conversations to a single user and additionally allows for the integration of different social channels. Chats Forum – allows interactions with users. It also allows employees; especially those who are at the remote locations to send and receive messages with the company. These include booking on and booking off at different clients’ sites, allows dissemination of urgent security issues, and it allows for the making of requests and supplies from the head office. Streamlining and Call Integration – CRM allows company to improve call volumes and quality calls. The company must ensure that customers’ experience in all cases, match customers’ expectations. Customers’ expectations include quality security services, competitive prices and timely delivered and appreciation from competent employees. According to (Luna Branding, 2016), the company must apply checklists in rebranding. These includes: Informing relevant stakeholders; Updating all company’s business systems and marketing materials; Updating the company’s digital presence by rolling out transformation of logo, social media, contact information, imagery, and content text. Announcement of rebrands to the world through social media posts on regular basis. The company needs an Operations Manager who is an expert and knowledgeable in security operations and who is familiar with the British Government Small Business Support Programs. The company needs a sales manager who will be tasked with market research and sales cycle for the company’s security products and services. Additionally, the company needs one more frontline supervisor to complement the expected increase in the volume of work expected from rebranding of the company’s operations and services. All employees must attend computer competency training as parts of their Continuous Professional Development (CPD). 
FORMIDABLE SECURITY NEW STRATEGIC HIERARCHICAL STRUCTURES REBRANDED
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6.0 CONCLUSION

As a security company, Strategy must not be misconstrued with planning. Confusion will create lapses upon which criminals will exploit to achieve their aims. Strategy navigates the company’s top management hierarchy into looking at why specific steps should be taken to achieve a long term overall goal of the company. Planning must be viewed as a management structured activities to achieve targeted result. The process of planning should in practice involve creation and maintenance of achievable plan. Hence planning involves decision in advance of what the company must do, when to do it and how it will achieve optimal result. Hence a reminder of the acronym of 6Ps slogan: Proper Planning and Preparation Prevents Poor Performances.
Company when considering strategic plan, must first identify gaps between the current state and the projected future. Plans should be structured to close the gaps. The company’s strategic plans must introductory statement which will explain why strategic plan is considered and developed and over a period of what time. Those involved in the plan must be identified and appreciated. Background statement must be made at this juncture. Statement must include information about the company including the stakeholders, and the history of the company. Other information may include management and organisational structure that could explain how the company is structured and how it operates. Strategic plan must include Vision which sets out what the company aims to achieve. Company must not forget to mention its values which clearly states what the company stands for. Mission statement to that effect will serve as a pointer to the company aims.
The company’s plans must include problem statement which will help outline critical issues to be addressed and identify a researched management tools that could help evaluate the problem. For example using SWOT analysis, researches, resources and risks management may provide an approach for developing strategy that could help identify strengths and weaknesses within the company as well as opportunities and threats. Strategic plans must always consider long term goals. There must be evaluation procedure utilising a template of Key Performance Indicator (KPI) with adequate documentation.
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