
ON#THE#MARK

It’s'the'right'tim
e'of'year'for'show

room
'

ow
ners'to'evaluate'the'perform

ance'of'
specific'aspects'of'their'business(
BY'M

A
RK'O

KU
N

M
easuring U

p

W
hen!the!goal!is!to!im

prove!the!
perform

ance!of!any!aspect!of!
your!business!–!sales#!delivery#!
professional!developm

ent#!or!
service!–!the!only!w

ay!to!ac-
com

plish!it!is!to!m
easure!actual!results!against!

goals!and!standards%
O

&en!referred!to!as!Key!Perform
ance!Indica-

tors!'KPI(#!this!is!any!m
etric!used!to!m

easure!
perform

ance%!Show
room

s!can!use!a!variety!of!
m

easurem
ents!that!relate!to!the!activities!they!

w
ant!to!im

prove%
W

hile!there!are!regularly!used!m
easurem

ents!
in!retail!'i%e%!the!Septem

ber!)*
+,!O

n!the!M
ark!ar-

ticle!Sales!M
anagem

ent!Is!About!M
ore!Than!Just!

N
um

bers(#!there!are!no!standards!for!w
hich!KPIs!

are!selected%!The!indicators!put!in!place!are!the!
guideposts!of!the!progress!of!the!individual!initia-
tives!related!to!an!overall!strategic!goal%!

KPIs!
are!

essential!
w

hen!
m

anaging!
the!

perform
ance!of!a!process#!a!strategy#!an!individual#!

or!an!organization%!They!are!the!unbiased!achieve-
m

ents!of!selected!aspects!of!perform
ance!as!it!

relates!to!the!goals!and!benchm
arks!set!earlier!in!

the!year%!This!is!real!data!that!supports!–!or!dim
in-

ishes!–!the!im
pression!that!subjective!inform

ation!
m

akes!and!is!easy!to!find!in!conversation!w
ith!

team
!m

em
bers%!C

ollecting!data!is!only!a!benefit!
if!it!is!used!to!m

ake!im
provem

ents#!corrections!in!
direction#!coach!behaviors#!and!im

prove!results%!

PEOPLE%DO%W
HAT%YOU%INSPECT﹐% 

NOT%W
HAT%YOU%EXPECT

“Inspect!w
hat!you!expect”!is!a!w

ell-w
orn!leader-

ship!quote!that!provides!an!accurate!direction!
of!w

hat!to!do!—
!but!w

ithout!m
ore!inform

ation#!it!
falls!short!on!just!how

!to!do!it%!If!you!only!have!
KPIs!w

ithout!regular!staff!interaction#!you!w
ill!not!

increase!perform
ance!or!create!new

!habits%!
U

sing!
KPIs!

to!
reach!

success!
requires!

“Individual!
com

m
itm

ent!
to!a!group!

effort?!That!
is!w

hat!
m

akes!a!
team

!w
ork#!

a!com
pany!

w
ork#!a!

society!
w

ork#!a!
civilization!

w
ork%”!

—
Vince!Lom

bardi

com
m

itm
ent!

from
!

the!
tw

o-person!
team

!
to!

com
m

unicate!clearly!w
ith!each!other%!Their!con-

versation!is!based!on!actual!tracked!perform
ance!

and!the!activities!of!staff!m
em

bers!as!com
pared!

to!the!targeted!goals!and!actions!that!w
ill!lead!

the!chosen!results%!The!tracking!outcom
es!are!

review
ed!on!a!frequent!and!scheduled!basis%!In!

fact#!the!m
ore!frequently!you!interact!w

ith!team
!

m
em

bers!on!perform
ance!and!review

!their!KPIs#!
the!quicker!the!effects!of!the!one-on-one!w

ork!
w

ill!be!seen%!

KPI%REVIEW
%FREQUENCY

The!rate!of!perform
ance!m

easurem
ent!can!and!

should!vary!by!the!activity%!C
om

m
itm

ent!to!KPI!
check-ins!conducted!on!either!a!w

eekly#!bi-w
eek-

ly#!or!m
onthly!basis!is!a!good!start%!

The!w
ay!KPIs!are!exam

ined!w
ill!m

axim
ize!their!

benefits%!First#!segregate!KPIs!into!tim
e-fram

e!
snapshots!

that!
represent!

“traffi
c!

count”!
–!

 
w

hich!is!a!daily!review
!–!w

hile!“individual!sales!
perform

ance!rates”!or!“response!to!m
arketing”!

initiatives!can!be!a!w
eekly!or!m

onthly!check!based!
on!the!anticipated!result%!The!sam

e!m
easurem

ent!
frequencies!apply!to!client-focused!activities!and!
other!m

alleable!behaviors!that!have!a!bearing!on!
perform

ance%!!
The!resulting!conversation!w

ill!deliver!a!view
!

of!the!team
’s!actions#!m

aking!it!easy!to!talk!about!
w

hat’s!going!on!in!a!tim
ely!w

ay!and!then!m
ake!any!

corrections!if!needed%!
Frequent!and!scheduled!conversations!perm

it!
professional!developm

ent!tim
e!to!be!significant!

as!various!goals!are!broken!dow
n!into!the!actions!

that!m
ust!be!done!each!day%!It!is!each!team

!m
em

-
ber’s!responsibility!to!w

ork!tow
ards!achieving!

those!goals%

IM
PROVE%SALES%M

ETRICS%BY%COACHING%
C

oaching!a!sales!team
!to!be0er!perform

ance!
begins!by!inspecting!the!current!sales!activi-
ties!in!relation!to!the!desired!outcom

e!and!then!
m

aking!adjustm
ents!to!those!activities!until!the!

desired!perform
ance!result!or!behavior!change!is!

reached%!
C

oaching!is!about!drilling!dow
n!to!the!one-

on-one!personal!activities!w
hich#!w

hen!applied#!
a0ain!the!individual!goal!and!the!larger!com

pany!
goal%!O

ne-on-one!coaching!tim
e!that!is!scheduled!

w
ith!each!staff!m

em
ber!is!a!precious!investm

ent!
in!both!tim

e!and!m
oney%!Schedule!it!w

hen!the!
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ON#THE#MARK

m
ost!focus!can!be!placed!on!the!individual!w

ith-
out!interruption%

The!conversation!is!based!in!the!reality!of!the!
KPI#!actual!perform

ance!vs%!desired!perform
ance!

or!w
orse#!the!feeling!of!perform

ance%!This!pro-
fessional!exchange!allow

s!for!the!celebration!of!
dem

onstrated!
progress!

and!
guidance!

around!
stum

bling!blocks%!
If!you!have!not!yet!used!KPIs!in!your!business#!

m
y!advice!is!to!start!at!a!slow

!pace!w
ith!one!or!

tw
o!people!and!then!expand%!Result-based!per-

form
ance!program

s!and!their!indicators!focus!on!
the!portions!of!the!business!that!w

ill!m
ake!the!

m
ost!im

m
ediate!bo0om

!line!im
pact%!W

hen!the!
individual’s!perform

ance!hits!the!standard#!go!to!
the!next!action!item

!and!repeat%
Along!w

ith!those!coaching!sessions#!follow
!up!

w
ith!“im

m
ediate!feedback”!on!observed!perfor-

m
ance%!Som

etim
es!w

aiting!a!w
eek!to!talk!about!an!

observed!action!is!too!long%!W
hen!a!staff!m

em
ber!

is!w
ith!a!client!and!is!observed!perform

ing!in!a!w
ay!

that!is!not!aligned!w
ith!the!agreed!upon!outcom

e#!it!
is!tim

e!to!m
ake!a!quick!note!and!im

m
ediately!follow

!
up!w

ith!the!team
!m

em
ber!w

hile!the!action!is!fresh%!

JUST%ONE%KPI
A

n!exam
ple!of!one!goal!to!put!into!action!is!to!

increase!the!size!of!the!contact!list%!

A
!w

eekly!KPI!to!review
!for!this!goal!could!be!

called!“C
ontact!Acquisition!Rate”!or!“C

A
R%”!I!like!

calling!it!C
A

R!because!it!gets!you!w
here!you!w

ant!
to!go#!but!you!can!call!it!anything!you!w

ant%!A
n!

essential!C
A

R!focus!w
ould!be!obtaining!em

ail!ad-
dresses!or!social!m

edia!likes!and!follow
s%!

If!the!goal!is!to!get!em
ail!addresses!for!m

ar-
keting#!tell!the!team

!the!actions!that!m
ust!take!

place!w
ith!each!custom

er%!The!result!of!those!
efforts!w

ill!yield!an!em
ail!address%!The!KPI!w

ould!
be!the!num

ber!of!em
ail!addresses!obtained!vs%!

the!num
ber!of!clients!asked%!That!percentage!is!

your!actual!am
ount!of!collected!addresses!vs%!the!

target%!
According!to!a!recent!survey!by!YouG

ov#!),!
percent!of!consum

ers!state!they!w
ould!not!share!

their!inform
ation!at!any!point%!This!tells!us!,1!per-

cent!w
ill!share!it%!W

e!w
ould!assign!a!KPI!that!,1!

percent!of!all!custom
er!interactions!w

ould!either!
supply!an!em

ail!address#!or!there!is!already!an!
em

ail!address!on!file%!
Set!up!KPI!tracking!like!a!scorecard!in!golf!w

ith!
only!three!choices2!have!the!em

ail!address!on!file#!
obtained!an!em

ail!address#!or!client!refused!to!
supply%!The!num

bers!in!each!category!w
ill!provide!

inform
ation!to!help!im

prove!perform
ance%

SELECTING%SHOW
ROOM

%KPIS
KPIs!that!m

ake!the!m
ost!im

pact!w
ill!resem

ble!
the!prim

ary!activities!the!business!engages!in%!
G

uide!team
!m

em
bers!on!how

!to!catalog!the!prog-
ress!of!their!activities!w

ithin!the!agreed!upon!
tim

e!fram
es%!This!inform

ation!w
ill!help!shape!

perform
ance!decisions!and!can!isolate!areas!of!

grow
th!or!im

provem
ent!for!the!individual!and!the!

business%!
KPIs!can!focus!on!the!actions!of!every!de-

partm
ent3!how

ever!the!top!+*
!KPIs!that!have!a!

bearing!on!today’s!retail!environm
ent!are2

+%!
Total!Sales

)%!
G

ross!M
argin!Profit!per!Transaction/Item

1%!
Salesperson!C

onversion!Rate!'closing(
4%!

D
oor!Traffi

c
5%!

Ave!6!Sale
7%!

Em
ail!addresses!/!Facebook!Page!Likes!

Acquisition
,%!

C
ustom

er!C
ontact!&

!O
ngoing!Engagem

ent
8%!

Return!Rates
9%!

Product!Turn!Rate
+*

%!
O

rganic!Traffi
c!'W

eb(

KPIs!are!
essential!

w
hen!

m
anaging!the!

perform
ance!

of!a!process#!
a!strategy#!an!

individual#!
or!an!

organization%

The Coast is Here
C

oasts connect the green of land and the blue-gray of sea w
ith an array of rich tans, 

grays, and brow
ns. T

his contrast is at once com
forting and invigorating. R

io Lobo is a 
display of such diff erences: black and dark oak, squares and rectangles, solids and m

esh. 
T

hrough diversity in design, it fi nds unity.

Find R
io Lobo and m

ore M
odern C

oastal lighting from
 Varaluz at V

araluz.com
 

info@
varaluz.com

  |  702·792·6900  
VARALUZ.COM
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M
ark O

kun is 
Business C

ontributor 
to enLIG

H
Tenm

ent 
M

agazine and 
President of M

ark 
O

kun C
onsulting &

 
Perform

ance G
roup. 

H
e has m

ore than 
30 years of hands-

on retail experience 
training and coaching 
sales associates in the 
lighting and furniture 

industries.  
M

ark@
bravo 

businessm
edia.com

The!KPIs!m
ust!relate!directly!to!activities!that!

can!be!influenced%!W
hat!you!include!m

ust!be!
linked!to!overall!business!objectives!and!the!im

-
m

ediate!strategy!and!goals!associated!w
ith!them

%!
W

hen!a0ention!and!m
easurem

ent!are!applied#!
they!w

ill!directly!influence!the!ability!to!succeed!
as!w

ell!as!flag!actions!that!need!further!a0ention%!
The!results!and!benefits!of!using!KPIs!are!seen!

over!tim
e%!C

hanging!actions!and!behavior!is!not!a!
speedy!process3!it!requires!a0ention#!energy#!and!
consistency%

SET%IT%BUT%DON’T%FORGET%IT
O

nce!the!KPIs!and!the!coaching!process!are!in-
troduced!and!the!team

!understands!that!these!
conversations!are!now

!a!regular!part!of!perfor-
m

ance!inspection!and!appraisal#!you!m
ust!com

m
it!

to!the!entire!process%!The!reason!is!clear2!KPIs!
and!coaching!have!been!established!to!increase!
overall!business!perform

ance#!not!just!to!develop!
a!sales!team

%!
The!next!critical!step!is!the!upkeep!of!the!re-

corded!inform
ation3!this!is!the!history!of!success!

for!the!individual!and!the!team
%!Providing!a!1-ring!

notebook!to!each!person!is!a!w
ay!to!have!a!w

ri0en!
account!of!all!the!actions!that!have!gone!into!the!
coaching!for!results%!There!is!a!direct!hum

an-to-
hum

an!link!to!the!goals#!the!action!plans#!and!the!
KPI!com

parisons!w
hen!they!are!in!the!em

ployee’s!
handw

riting%!
W

hen!staff!m
em

bers!personally!track!their!

stats!'KPI!m
easurem

ent(!along!w
ith!those!tracked!

by!their!coach/m
anager#!the!goals!and!actions!be-

com
e!apparent!to!both!of!them

!and!each!has!an!
intrinsic!ow

nership!of!the!results!and!the!success%
Research!done!by!the!D

om
inican!U

niversity!
of!C

alifornia!discovered!that!people!w
ho!w

rote!
dow

n!their!goals!and!w
hose!actions!w

ere!sup-
ported!w

ith!accountability!w
ere!11!percent!m

ore!
likely!to!reach!their!goals!versus!people!w

ho!only!
expressed!their!goals%!

W
hen!

external!
support!

is!
increased#!

along!
w

ith!focused!com
m

itm
ent!to!specified!activities!

and!w
eekly!reporting#!the!rate!of!success!rises!

even!higher%!W
hen!using!KPIs!and!coaching!per-

form
ance!indicators!for!the!sales!team

#!success!
com

es!to!those!w
ho!put!in!the!w

ork%!
That!w

ork!includes2
➠

 
H

aving!a!M
utual!C

om
m

itm
ent!to!the!team

!
and!achieving!results#!com

m
itm

ent!to!the!
one-on-one!tim

e#!and!the!personal!effort!
needed!to!succeed%

➠
 

M
utual!Accountability!betw

een!the!coach!
and!em

ployee%!Each!person#!team
!m

em
ber#!

and!m
anager/coach!m

ust!w
rite!dow

n!w
hat!

actions!each!of!them
!w

ill!be!doing!to!a0ain!
the!skills!needed!to!w

in%!
➠

 
Like!any!activity#!the!efforts!can!be!repli-
cated!and!applied!by!the!entire!team

%!It!is!
the!drive!of!the!individual!and!their!coach!
that!w

ill!m
ake!goals!a!reality%

H
appy!Selling!!

“If!you!
don’t!know

!
w

here!you!
are!going#!
you!m

ight!
end!up!
som

eplace!
else%”

—
Yogi!Berra

A
S'SEEN

'IN
'

enLIG
H
Tenm

ent
M

AG
A

ZIN
E

N
O
VEM

BER%&'
()

<?##enLIG
HTenm

ent M
AGAZINE##|##NO

VEM
BER#1234

W
W

W
﹒ENLIGHTENM

ENTM
AG﹒CO

M


