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Non-Financial Metrics
A key performance indicator is a metric utilized to reflect the firm's success. the purpose of KPI is to monitor the progress towards accomplishing the strategic aim communicated in the strategy map (Marr, 2012). Key performance indicator includes dashboards and reporting scorecards that enable the management to focus on specific metrics deemed crucial to the firm's success. financial key performance indicators are based on balance sheet components or income statements. On-financial metrics are measures used to assess the critical activities to the achievement of its strategic goals. On-financial metrics include standards related to client relationship, cycle time, firm’s supply chain, operation, and employees. Non-financial metrics also have a common grouping of performance indicators.
	The company I work for uses different metrics to evaluate performance and determine strategies such as learning and growth, internal processes, and customers. The company uses customer metrics to measure various aspects, such as conversion rate. It involves the percentage of the company's website visitors who completed a conversation. To calculate the rate, the company divides the number of conversations with the number of visitors or the interactions with completed transactions divided by the total sales interactions. The company ranges an effective conversation rate between 2% and 5%. It also uses retention rate that is the portion of clients who remain clients throughout the reporting period. Customer retention rate is one of the most crucial metrics for the company as it impacts its growth, customers satisfaction levels, and recurring revenue. Such a metric is used to measure the ability of the company to retain clients over a long period and generate frequent returns from the existing clients. The company focuses mainly on exceeding customers’ expectations. The company also uses contact volume by channel metric to compare the clients' methods and track support requests. It also utilizes a customer satisfaction index to measure its success at meeting the client’s needs.
	In terms of the internal processes, the company uses customer support tickets to measure the number and the time used to resolve tickets. Product defect percentage offers the company the rate of defective products in a specific period by dividing the number of units in a given period by the total number of units produced in a given period. The firm also uses an on-time rate to measure the percentage of time the products are delivered promptly. Lastly, the company uses learning and growth to measure performance. This metric includes the competitive salary ratio, the highest performers' turnover rate, and employee productivity to measure performance and determine strategy.
	The metrics that the company uses to evaluate are appropriate. The non-financial indicators such as customer satisfaction reveal the company's economic position and chances for growth than the financial indicators calculated from financial reports. The non-financial indicators ensure the long-term competitiveness and development of the organization. Such performance measures also offer better indicators for determining future financial performance. Internal processes and customers satisfaction are designed to develop and trace the causes and effects links between long-term and short-term activities implemented by the company. The analysis of non-financial measures also enables the development of strategies that ensure improvement in the company's performance. The learning and growth perspective has different groups: organizational capital, information capital, and human capital. Indicators on these groups handle employee safety and health, motivation, and employee satisfaction, thus offering a platform for the organization to address the issues. Internal processes include different aspects such as product introduction and process improvement. Such process improvements help in serving the clients better, thereby retaining and acquiring customers. The last part deals with customer response time, on-time delivery, customer satisfaction survey, and market share. The perspective offers the company a platform to meet its financial targets. In conclusion, non-financial performance indicators are less vulnerable to external influence ("Key performance metrics," 2012. I would not recommend the re-evaluation of priorities.
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