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Activity 2: Partnership case study
Section 1: Interpreting data: how successful is the partnership?
Mike and Susie run a horticultural machinery dealership as a partnership.
They sell equipment and spare parts as well as provide servicing and repairs.
Their performance data is:
· Service turnaround time: 3.5 days (industry = 5 days)
· Parts stock availability: 92% (target 90%)
· Customer satisfaction: 4.7/5
· Monthly revenue: £41,000 (forecast £45,000)
· Supplier SLAs: 98% met
1. Identify two KPIs that suggest the partnership is performing well. 
Explain what each KPI suggests about the effectiveness of the partnership.
Service turnaround time is 3.5 days compared to the 5-day industry average. This suggests the partnership is helping the dealership operate efficiently and meeting customer needs quickly.
Supplier SLAs met (98%) shows the supplier is reliably meeting agreed service standards. This suggests a dependable and well-managed partnership.
2. Identify one KPI that suggests a potential concern for the dealership. 
Explain why this KPI may indicate an issue despite strong performance in other areas.
Monthly revenue (£41,000 vs £45,000 forecast) suggests a potential concern. Despite strong operational and customer satisfaction KPIs, the dealership is not meeting its revenue target, which could indicate issues with pricing, cost control or sales conversion.
3. Explain two possible reasons why most KPIs are strong but monthly revenue is below forecast.
One possible reason is that the dealership may be keeping prices too low to maintain high customer satisfaction and fast turnaround times but is limiting overall revenue.
Another reason could be higher operating costs, such as increased staffing or supplier costs required to achieve fast service and high reliability, which reduces net revenue despite strong performance.
4. Discuss to what extent the partnership can be considered successful.
KPIs such as service turnaround time, customer satisfaction and supplier SLA performance indicate strong operational effectiveness and service quality. However, the fact that revenue is below forecast suggests the partnership may not yet be financially optimal.
This means that while the partnership is delivering value in terms of efficiency and customer experience, further investigation is needed to assess profitability and long-term sustainability.
5. Describe one additional KPI the dealership should monitor to better judge long-term partnership success.
Profit margin. This KPI would help determine whether strong operational performance and customer satisfaction are translating into sustainable financial outcomes. Monitoring profit margin would allow the dealership to assess whether the partnership is cost-effective, not just efficient.
Section 2: Success measure breakdown grid
Analyse potential success measures to complete the below grid based on the case study. Benchmarking has already been completed for you as an example.
	Success measure
	Why it matters
	What it tells the business
	How it might improve performance

	Benchmarking
	Helps the business understand its competitive position
	Shows whether performance is above, below, or equal to industry standards
	Highlights improvement areas, supports strategic planning, and strengthens competitive advantage

	Service turnaround time
	Customers depend on quick repairs to avoid equipment downtime
	Shows how efficient the workshop processes and staffing are
	Faster turnaround = increased customer trust, more repeat business, and higher capacity for additional jobs

	Parts availability


	Repairs and servicing rely on having correct parts ready immediately
	Indicates how well the business manages its supply chain and stock forecasting
	Minimises delays, speeds up repairs, improves customer satisfaction and increases revenue

	Customer satisfaction
	Positive experiences create loyalty and repeat business
	Reflects quality of service, communication and customer interactions
	Helps identify strengths and weaknesses, improve customer service, and maintain a strong reputation

	Monthly revenue
	Revenue ensures the business remains financially viable
	Shows whether the business is achieving or exceeding financial expectations
	Helps plan investment, staffing, stock purchases and long-term strategy

	Supplier SLAs
	The business relies on timely parts delivery to complete repairs
	Indicates reliability and consistency of suppliers
	Ensures availability of stock, reduces delays and improves customer experience

	Profit margin
	Shows whether the business is making enough profit to remain sustainable
	Shows whether service performance and customer satisfaction are resulting in real profitability, or whether costs and pricing are reducing financial success
	Helps review pricing, costs, and negotiate better supplier terms, improving long-term performance



Section 3: Partnership reflection

Explain how success measures help partners make fair decisions.
Success measures help partners make fair decisions by providing clear, objective evidence of performance rather than relying on opinions or assumptions. Using agreed measures allows partners to compare results against expectations, identify areas for improvement and justify decisions about actions, resources or changes in a transparent and consistent way.
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