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CUSTOMER DELIVERY PERFORMANCE

5 out of 9 completed: ALL On-time arrival
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WELL DEFINED, MEASURABLE, AND QUANTIFIABLE

Governance Example: Customer Delivery Performance
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BEFORE

• Average performance ≥90% 

• Does not reflect customer 

experience

AFTER

• Performance  initially decreased 

and began improving  

• Reflects customer experience 

that is aligned to business 
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