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Unit 5:
Monitoring the Performance 
of your Business

Complete unit

Task 1:

Types and needs:
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Task 1:

Waarom segmenteren:

Task 1:
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Task 1:

Voorbeeld van AVIKO:

Task 1:

Segmenteren:



23-6-2014

4

Task 1:

Segmenteren:

Task 1:

Customer Service:
Customer promise
At Specsavers, we aim to bring you the highest standards of 

service and expertise. All our stores are locally owned by 

professional opticians whose priority is to offer the best in eye 

care. That’s why you’ll find this promise in all our stores:

“We want you to be completely happy with your purchase at 

Specsavers. 

If you have any concerns within three months of the date of 

purchase, we will put it right. No quibble, no fuss.”

Your statutory rights are not affected. Please ask in store for 

full details.
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Task 2:

An IDEA?:

Walt Disney said it best, “Do what you do so 
well that they will want to see it again and 
bring their friends.”

Task 2:

Basic Model:



23-6-2014

6

Task 2:

Customer opinion
in process:

Task 2:

Customer opinion
in relation:
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Task 2:

10 steps:

Treat your Customers Right – Genuinely Interact

Don’t Come on Too Strong – Respect Your Customers

Always Listen – Hear What Your Customers are Saying

Continue to Satisfy – Offer Ongoing Support and Specials

Treat a Customer Like a Valued Partner – Communication is Two Way

Build Trust – Alert Customers to Large Scale Changes, Good or Bad

Be Transparent – Honesty is Crucial When it comes to Mistakes

Follow Through on Your Word – Follow Up on Promises

Recognize Responsibility – The Customer is Always Right

Always Say “Thank You” – Kindness and Gratitude will Take You Far

Task 2:

Payments:

1. Compensation, discharge or performance of an obligation, or 
reimbursement, by giving over something that is of satisfactory 
value to its recipient, such as money.

2. An amount that is paid or payable.
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Task 2:

Payments:

Task 2:

Feedback customer opinion:
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Task 3:

Records of Business

Task 3:

Financial Measures part 1:

Cashflow - this is the balance of all of the money flowing in and out of your 
business. You should ensure that your forecast is regularly reviewed and updated. 
For more information, see our guide on cash flow management: the basics.
Working capital - have your requirements changed? If so, research the reasons 
for this movement and assess how this compares to the industry standard. If 
necessary, take steps to source additional capital - see our guide on how to use 
your business plan to get funding.
Cost base - keep your costs under constant review. Make sure that your costs 
are covered in your sale price - but don't expect your customers to pay for any 
business inefficiencies. For more information, see our guide on how to price your 
product or service.
Borrowing - what is the position of any overdrafts or loans? Are there more 
appropriate or cheaper forms of finance you could use?
Growth - do you have plans in place to adapt your financing to accommodate 
your business' changing needs and growth?
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Task 3:

Financial Measures part 2:

Gross profit margin - how much money is made after direct costs of sales have 
been taken into account, or the contribution as it is also known.
Operating margin - this lies between the gross and net measures of profitability. 
Overheads are taken into account, but interest and tax payments are not. For this 
reason, it is also known as the EBIT (earnings before interest and taxes) margin.
Net profit margin - this is a much narrower measure of profits, as it takes all 
costs into account, not just direct ones. All overheads, as well as interest and tax 
payments, are included in the profit calculation.
Return on capital employed - this calculates net profit as a percentage of the 
total capital employed in a business. This allows you to see how well the money 
invested in your business is performing compared with other investments you could 
make with it, like putting it in the bank.

Task 3:

Financial Measures part 3:

liquidity ratios, which tell you about your ability to meet your short-
term financial obligations
efficiency ratios, which tell you how well you are using your business 
assets
financial leverage or gearing ratios, which tell you how sustainable 
your exposure to long-term debt is
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Task 3:

Sales Measures :

• Market size
• Market share
• Market increases / decreases
• Brand awareness
• Cost Effectiviness

Task 3:

Marketing Measures :

• Demographics
• Sales Cycle Analysis
• Rate of Change
• Performance Assessment
• Sales Methodology
• CRM basis
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Task 3:

Revise Practice :

HRM voorbeeld

Task 3:

Voorraden:
Onder voorraad wordt verstaan:

•aangekochte goederen die verder verkocht of gebruikt kunnen worden in 

het productieproces (grondstoffen), "basismaterialen")

•goederen in bewerking (g.i.b.) ook wel halffabricaten genoemd ("work in 

process" WIP)

•geproduceerde, afgewerkte producten



23-6-2014

13

Task 3:

Kosten / risico voorraad:
• Rente kosten
• Opslag kosten
• Bestel kosten

• Ruimte
• Rente
• Risico

Task 3:

Voorraden:
•Transitvoorraad: is afhankelijk van de tijd nodig om te verplaatsen tussen twee plaatsen;

•Cyclische voorraad: ontstaat doordat de geproduceerde hoeveelheden te groot zijn in verhouding tot de vraag;

•Veiligheidsvoorraad: een buffer tegen onverwachts hoge vraag tijdens de levertijd (of vertragingen/problemen in 
productie);

•IJzeren voorraad: het gedeelte van de veiligheidsvoorraad dat alleen met speciale toestemming mag worden 
aangesproken of voor speciale klanten is (ook: locked stock);

•Seizoen voorraad: een buffer voor periode waarin de vraag groter is dan de productiecapaciteit;

•Minimumvoorraad: zodra de minimumvoorraad bereikt is dient er besteld te worden (bestelpunt of 
bestelmoment);

•Maximumvoorraad: door de leiding vastgestelde maximale voorraad op grond van ruimte of beschikbaar budget;

•Ontsporingsvoorraad: voorraad waarvan de vraag niet meer spoort met het aanbod;

•Economische voorraad: voorraad waarover de eigenaar economisch (prijs) risico loopt, dus alles wat nog in het 
magazijn ligt, minus dat gedeelte dat al verkocht is, plus de uitstaande bestellingen - al dan niet onderweg - bij 
de leveranciers;

•Technische voorraad: alles wat daadwerkelijk (fysiek) aanwezig is in het magazijn.
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Task 3:

Bestelsystemen:

Task 4:

Indicators:
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Task 4:

Indicators business general:

Task 4:

Indicators:
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Task 4:

Indicators business practice:

Task 4:
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Task 5:

Business auditmodel:
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Task 5:

Task 5:

Specsavers model:
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Task 5:

Audit
continue:

Task 5:

Audit strategisch en operationeel:
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Unit 5:
The Innovative Entrepreneur

Complete unit Finished / Think about the deadline


