PD02 A1 DRRE 2
What are the performance targets of your organisation similar to those discussed in the lecture notes? How well do you think they provide customer satisfaction?

In the case of Wunda Group there are five main key performance indicators (KPIs) which have been implemented with associated targets for the teams. The below KPIs with targets and actuals are reviewed in team huddles, with areas of underperformance being focused on, as part of our ongoing lean initiative to drive improvements.
1. New sales – this KPI is associated with Wunda’s telephony sales team as well as online sales. Clear targets have been defined for each telephony sales person and are tracked daily, weekly, monthly and annually. 
2. Returning customers/reorders – this KPI focuses on tracking purchases made by returning customers. This is a highly important KPI as the cost of new customer acquisition is relatively high when compared to repeat orders.
3. Stock levels & out of stocks – this KPI was put in place to support the effective tracking of stock and is based on the principles of Just-In- Time (JIT) to support the right levels of stock to be maintained, without overstocking and supporting the company cash levels, by preventing too much cash being locked in stock. Additionally, this KPI focuses on preventing the opposite situation, where no stock is available and customer orders cannot be fulfilled.
4. Courier performance – this KPI consists of two metrics, on-time delivery and right first time (encompassing no damages to product, and delivery to the correct destination), both of which when combined provide a good overview of each courier performance. The targets associated to these KPIs are set at 90%, which are aspirational and tracked on a daily, weekly, monthly, and annual basis. This KPI and the way of tracking it clearly indicate which couriers have low levels of performance. This KPI is very important, as the delivery companies used by Wunda are the link between Wunda and the customers within the supply chain, and even the best products, customer service, and online presence will not help in cases where goods are damaged or delivered to the wrong place or not delivered on time. Each day I prepare a report, which shows how many parcels and pallets have been sent the previous day, and how many reached customers according to our instructions. Shipments which have been lost or delayed are being recorded, with Wunda claiming refunds for delivery charges for any errors caused by the delivery company.
5. Damaged stock on company premises – this KPI is directly tied to any damages which occur on company premises, encompassing unloading, stacking, repacking, loading, etc. The focus of this KPI is to drive accurate handling of products by Wunda’s staff, with an aspirational target of no damaged stock on premises. As damaged stock has direct financial impact, any damaged items are reported on the spot and discussed in team huddles.
To sum up, in Wunda Group, the main performance targets are new sales, returning customers/reorders, keeping low stock level and ordering goods from Europe on a just in time basis, courier performance, and damaged stock on premises. 
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