
SOP Template: Criteria and Key Performance
Indicators (KPIs) Definition
This SOP defines the criteria and key performance indicators (KPIs) essential for measuring and evaluating the
effectiveness and efficiency of processes and outcomes within an organization. It covers the selection of relevant KPIs
aligned with strategic goals, the establishment of clear criteria for performance assessment, methods for data collection
and analysis, regular monitoring and reporting procedures, and continuous improvement based on KPI insights to drive
organizational success and accountability.

1. Purpose
To establish a standardized approach for defining criteria and identifying KPIs that enable effective measurement, analysis,
and improvement of organizational processes and outcomes.

2. Scope
This SOP applies to all departments and teams responsible for setting, tracking, and reporting on organizational
performance metrics.

3. Definitions
Criteria: Standards or benchmarks used to assess and evaluate performance in specific areas or processes.
Key Performance Indicator (KPI): A measurable value that demonstrates how effectively objectives are being
achieved.

4. Roles and Responsibilities

Role Responsibilities

Process Owners Identify relevant criteria and KPIs; oversee data collection and reporting.

Managers/Team Leads Align KPIs with strategic objectives; review and interpret KPI performance.

Data Analysts Support data gathering, validation, and analysis.

All Employees Provide input and feedback; participate in continuous improvement initiatives.

5. Procedures
1. Establish Performance Criteria

Review organizational goals and objectives.
Determine critical success factors for each process or outcome.
Define clear and measurable criteria for performance assessment.

2. Select Relevant KPIs
Identify quantitative and qualitative indicators aligned with defined criteria.
Ensure KPIs are Specific, Measurable, Achievable, Relevant, and Time-bound (SMART).

3. Data Collection and Analysis
Specify data sources, collection tools, and responsibilities.
Validate data accuracy and consistency.
Analyze KPI results against set targets or benchmarks.

4. Monitoring and Reporting
Establish a regular reporting schedule (monthly, quarterly, etc.).
Communicate performance results to relevant stakeholders.

5. Continuous Improvement
Review KPI performance and identify areas for improvement.
Implement corrective actions and update KPIs or criteria as needed.

6. KPI Examples

Area Criteria KPI Example Frequency



Customer Service Response Time Average response time to customer inquiries (hours) Monthly

Sales Revenue Growth Year-over-year sales growth (%) Quarterly

Operations Process Efficiency Cycle time reduction (%) Monthly

7. Documentation and Record Keeping
Maintain records of defined criteria, KPIs, targets, and performance reports.
Review and update documentation annually or as required.

8. Review and Revision
This SOP should be reviewed annually and revised as necessary to ensure alignment with organizational strategy and
the effectiveness of measurement practices.
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