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Examples of some key performance indicators

This document is intended to 
prompt you to think about what 

key indicators could trigger action in 
your firm. It is not a checklist and 

neither is it exhaustive. Think about the
standards and triggers that fit with your 
firms size, structure and business model 

and how you measure performances 
against them. Think about whether you can 

identify trends and take appropriate 
action where necessary.

Replacement Business
E.g. X% or more of the 

business written is 
replacement business.

Competency
E.g. X% role plays identify 

serious concerns in a 
particular area (e.g. assessing 

clients attitude to risk).

Independent Client File Reviews
E.g. X% of files reviewed revealed 

issues that require 
significant remedial action.

Range of Advice
E.g. X number of assessments 

reveal gaps in advisers 
knowledge in a particular area 

(e.g. pensions).

Type of Advice
E.g. more than X% focussed 

on only one area of the 
client’s needs.

Complaints
E.g. more than X number 

of complaints upheld against 
an adviser.

Persistency/Cancellations/
Lapsed/Not Taken Up (NTU)

E.g. More than X% of 
policies NTU.

Provider Spread
E.g. More than X% of 

business with one provider.

Think about the types of information that your firm could use, what it would tell you and what you need to do with it. 
You may wish to use our ‘Guide to management information to monitor the quality of advice’ which offers suggestions on the 

type of information you can gather and highlights some of the benefits of doing so.


