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Mootmine, o et et |

moodikud ja
ROM (Return on Measurement)

Andres Kukke

Andmekirjaoskuse koolitaja ning
arianaluutika (Bl) ja masinoppe (Al) konsultant

andres.kukke@infovara.ee

520,41



Minust: Andres Kukke I @
Data

Floorin AS digitaliseerimise juht, Infovara OU juhatuse liige (alates 2022)
Statistikaamet (peadirektori asetaitja IT ja andmeteaduse alal) 2017- 2021

Infovara OU (juhatuse liige, tegevjuht, drianaliititika valdkonna juht) Juhtinud
tle 65 erineva drianallltika projekti Eestis, Latis, Leedus, Soomes 2002-2017

Resta AS (arianaltttika konsultant) 1999-2002
Kinex AS (majandustarkvara konsultant)1993-1999

EBS arianaltitika valisoppejoud erinevates programmides (alates 2014)

Aripdeva Akadeemia koolitusprogrammide “Md6dikud, Andmekirjaoskus,
Arianaltitika ja Al” lektor



Infovara OU on arianaliittikale
spetsialiseerinud konsultatsiooniettevote.

Aitame oma klientidel tosta nende analuutilist
voimekust ja seelabi saavutada paremaid
tulemusi

Qlik@ [edax.*
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Andmete maailm 3 aluspohimotet

OIGEL AJAL

OIGE SISUGA
(WHAT, SO WHAT, NOW WHAT)

OIGES FORMAADIS



Vaide: Meie organisatsioonis on hulga
andmeid, millest oskame otsustamiseks
vajaliku teavet oige sisuga, oiges formaadis
ja oigel ajal valja selekteerida ning kasutada

@ 1-Ei ole ndus

@ 2-Pigem pole ndus
@ 3-Niijanaa

@ 4-Pigem ndus

@ 5-Olen taiesti pari



Kas SMARTER teadmine on

X m - v » 2

Specific

Being too vague with your targets
puts you at a disadvantage. You want
to be focused and specific.

Measurable

What does achieving your goal actually

look like? You want to be able to measure
progress so you can evaluate how you're doing.

Achievable

Can you actually put a plan in place to achieve
your goals? Any targets you set, you want to
have the tools available to put them into action.

Relevant

In that same vein, your targets should all be within
your reach. We're not saying don’'t have ambitious
goals, but you want to set yourself up for success.

Time-bound

An end-date means you can keep track of your
progress, prioritise, and measure your success.

Evaluated

KPls are a way for teams to communicate with
the wider business. They should be easy to
understand and contextualise.

Readjust

Do your KPIs fit your business? If not, you may
be measuring the wrong things.

piisav?



Edukuseks on vaja tegeleda nelja teemaga!

ANDMEHALDUS (DATA GOVERANCE/MANAGEMENT)
ANDMEANALUUTIKA (DATA ANALYTICS)
ANDMEKIRJAOSKUS (DATA LITERACY)
ANDMEKULTUUR (DATA CULTURE)



Mootmissusteemi (ROM) kupsustasemed

Ulevaatlik

lgapaeva- -

N\

Edasijéudnud

kasutajale kasutajale

Vv

Detailne



Mootmissusteemi (ROM) | tase - andmepunktid

Ulevaatlik

Igapédeva- Edasijéudnud
kasutajale kasutajale

1.Raportid

aruandluseks

Detailne



Kuidas aru saada, millised on oiged KPI?



;KS 969 % Process efficiency ratio sK6424

# 1SO certifications acquired
e # Time to notify sK6843 % Processes mapped
" # Collection time sK7060 % Beverage quality index

the scheduled time frames

. : . . .
(K582 % Deficiencies improvement sK13998  # Audit action overdue
: l] ] p e n d lu m —an # Deficiencies per manufacturing plant inspection sK14086 # Defects or repairs that require action not rectifie
sales and Customer Service

Sales and Customer Service refer to the activitie
for financial value and provide a series of additi

s conducted to actually exchange the organization’s goods and/or se
onal services to customers pre-, during and post-sales.

Customer Service

Customer Service stands for an organization’s capability in
offering specific services for their customers, at their required
qualitative level to satisfy their needs and wants. KPIs refer to the . foeemalls

time efficiency responsiveness as perceived by the customers, as sK2351  # Actual delivery date versus promised date

SKPI #  KeyPerformance Indicator name
sK1360 % Agent availability rate

20,000+

well as the quality of the services and responses offered.

5 =S R sK2352 # Time from inquiry to response
SKPI # Key Performance Indicator name Ay sK2353  # Time to resolve complaints
§K4 % Orders delivered with damaged pro&;m sK2354  # Defect goods on installation
sK10 % On-time delivery e sK2355 % Order entry error rate
sK31 # Service calls to travel time sK2356 : $ Service expense per customer -
sK32 % Customer calls answered in the first minute sK2357 % Calls on hold longer thanrx secbnds
K105  # Completion to billings 3 sK2358 % Complaints not resolved in X hours
sK165 # Call handling mne sK2359 % Complaints not resolved on first call
sK166 % Call ot;mpletion rate ; ; sK2360  # Credit ;u:s;procwsmg t|me ‘ e
P e r fo r m a n c e sK168 %Eal.l abandon rate e ;@362 % Complete and;r; timé delivér& S
sK292 % Unique received calls sK2363  # Service reques;s?t;t;aﬂdiﬁg 7 o
sK380 # Réspohsé time to busine§sréarmer requééf sK2365 % Sales invoices issued on time
sKBB?: % Repérts submittéd o;,-rﬁ;,;ew T PR sK2366 % Resolution of queries the same day 2
ot sk384 % Timeliness of issues resolution sK2367  # Orders processed foos =5
sK433 # Time to rectify defects sK2370 % Correq)ﬁozuriepcerreplied to on time e
I n 1 c ato r S sK598 % Work orders closed within the specified time period sK2371  # Time taken from order to delivery
sK621 % Customer complaihts due to poor service or proauct sk2372  # Longest call hold 3
quality e sK2373  # Longest delay in queue
. e sK701 # Pick-tmsﬁp cycle time for éustomgr orders sK2$74 § # B;xsy;lgl;als i L SRR
u S ed l n p ra Ctl C e sK751  # Complaints received sk2375  # On-hold time ¥ oF
sK1001 % Overdue service requests sK2377. % Complaints resolved .. i
sK1017 % Call transfer rate sK2378  # Talk time
. — SK{079 3 # éervice requests per ﬁg??‘t sK2379 % Customer wmgm;n mths;mce Ievelo o
sl ra it e e e
Tie KPl INSTITUTE wwk)erPlS(.L'y.r) 1113 # Speed of answer (SA) : 52381 # Supportrequests BN
sK1114 9% Calls answered within service level time sk2382 % Consistency of advice

W re »

The KPI Compendium: 20,000 Key Performance Indicator examples used in practi



Mis on KPI (KEI)/KRI allikas?

Missioon/Visioon/Vaartused

Strateegilised eesmargid

Pl Kliendi fookus Inno-vatsioon SlAnliE BN Keskkond
tulemused protsess rahulolu

Kriitilised edutegurid

Tulemuse votmemaoodikud (KRI)
Tulemus-moodikud (Pl) ja tegevus-moodikud (RI)

Tegevuse votmenaitajad (KPI)

Finants- Kliendi fookus Inno-vatsioon SIECIla Tootajate Keskkond
tulemused protsess rahulolu




Naide: Kriitiline edutegur (CSF)
Viime uued teenused kiiresti klientideni

Votme tulemusmoodik:

Uute teenuseid kasutavate klientide arv/osakaal (viimase 12 kuu trend)

Tulemusmoodik:

Uusi teenuseid kasutavate klientide NPS (42 voi parem)
Tegevusmoodik:

Votmeklientide arv, kelle uue teenuse tellimuse tarne tahtajast on moodas
rohkem kui 7 paeva/nadalat

Votme tegevusmoodik:

Urituste arv viimasel kolmel kuul, kus tippjuhtkond 6pib vahetult tundma
klientide vajadusi erinevates rollides (nt.klienditeenindajana)



Miks meil KPI vaja on?

Moodikute funktsioonid organisatsioonis.
Strategic Performance Management Marr 2006



Mootmissusteemi (ROM) Il tase - andmejooned

Ulevaatlik
/
2.Dashboard
igapdevane
juhtimislaud
Igapédeva- Edasijéudnud
kasutajale kasutajale
1.Raportid

aruandluseks

Detailne



Maailma vanim mootmise artefakt ehk
maailma vanim dashboard (35 tuh eKr)

Lebombo luu



REGION

Americas

USA

Canada

South America
Europe

UK...

Revenue Model

Packaged Goods
Digital
Other

Account

' \

Walmart
Microsoft
Target
Amazon

Best Buy...

Naide toolauast

UNITS SOLD WTD GROSS REVENUE YTD

87k J $5.7m

How is our sales compared to our forecast and plan?

Units sold

y-axis’

MW Actwotl W Plon/Forecast

x-axis: Weeks

What is the sales variance of games compared to forecast?

y-axis. % variance

e

B% Hockey ‘18

What is our revenue mix?

Revenue models

y-axis

W Ao B Gop ™ pion »

X-axis.~ Units soid

How are our games sefling by account compared to plan?

Units sold

y-axis

W con

i.l.'i

x-axs. Accounts



-

7:03 = = 7:03
<4 Amazon < Amazon
Qlik Sense now :
Alert Western States - Low Product Margins < Western States - Low Product Margins { Sales Management
triggered for 4 of SubCat Product
' : (2 Dashboard
For you Explore Best Sellers Bo 4 "SubCat Product" with Margin % less
—— than the average & other conditions Margin % by Sub-Category and Sales Rep
—_— Currentdata (Apr 22, 2022 6:59 pm) Hpe
Pape
ﬁ SubCat Product Margin o]
L Labels
Storage 13.2% Copiers
.,_? - Binders
i- Chairs 3.6% i
— Fasteners
Hill's Science Diet Dry Dog Hill's Science Diet Dry Dog o35
Food, Adult 7+ for Senior D.. Food, Adult, Chicken & Barl.., Phones 91% Accessories
wh R AR 8428 "R ARk 5924 Appliances
$716°° $16%° Machines 9.5% Art
/prime /prime
3 Furnishings
FREE One-Day FREE One-Day
Details Storage
See similar See similar
Owner Machines
Andrew Kruger
Phones
o] App
( - U Sales Management e
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' \*_ 0.0% 20.0% 40.0%
”T,'f‘g o Conditions
it [ _“
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INIMESED MANGIVAD TEISITI
KUI NAD ISE PUNKTE LOEVAD!



Mootmissusteemi (ROM) lll tase - andmekurvid

Ulevaatlik
/
2.Dashboard
igapdevane

juhtimislaud
P, Edasijéudnud
kasutajale i

1.Raportid 3.Anallis
aruandluseks p6hjused, seosed,
mudelid

Detailne
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Kuidas jagunevad keemilised elemendid?

KEEMILISTE ELEMENTIDE PERIOODILISUSTABEL

SRR
orirevad A, A e

Astomnumber v
ehk prootonite ary H o Elemendi simbod
Aatommass 'ﬁ *+— Elermnend: nimetus
oot 1wnslvnie =~ O L
P

e

b ]
52
g
8

EEPERE -
g i

libuiecve
€2

A, Radattivied elemendid

P R R S Lt T

. A-rihma metalhid . Leelismuidmetalihd . Pooimetaliid M
2 B-rihma metallid D Lantanoided Mittemetallid
. Leelismetallid D Aktinoided Vaansgaasid

"

" 12
"

o

5

-~

-

LIKUMA

el
-
-

ifF @

Via
t s
B
Br Kr
. Mg
“Xe
.EA
Rn
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»

Keemiliste elementide perioodilisustabel

Tootekood: KOO76076

2,31 €/« rpsikiiendihind 2,19 €

E-POE SAADAVUS: 14 ~

LADU LAOSEIS TARNEAEG HIND KOGUS

BMWEB 14 tk 1-3tp 2,31€ == 1 +

SAADAVUS KAUPLUSTES: 3 Vv

Q) Lisa soovinimekirja LISA KORVI



Kuidas jagunevad keemilised elemendid?

The 90 natural elements that make up everything
How much is there? Is that enough? Is it sustainable?

Availability Sustainability
| [
Serious Rising threat Limited Plentiful ‘ thetic ! Serious global Fromconflict | || Elements
- threat in the E] from D availability, . Supply E R | . problems . resources | < usedina
next 100 years increased use future risk to | through overuse ' smart phone

supply



RFM (Receny, Frequency, Monetary) metoodika

CAN'T LOSE THEM CHAMPIONS

MOST FREQUENT

LOYAL CU=TUMERS

NEED
ATTENTION

AT RISK

P~ (ENTIAL LOYALISTS

HIBERNATING NEW CUSTOMERS

ABOUT TO
SLEEP PROMISING

LEAST FREQUENT

LESS RECENT MOST RECENT

REM Excelis https://www.youtube.com/watch?v=0BwBJvGAovI&t=845s



https://www.youtube.com/watch?v=0BwBJvGAovI&t=845s

Klientide jaotus 10 gruppi

Decile _|# of customers Profit Cumulative | % of total... |[Cumul... Average profit
£5,280,219.69 5.280.219,69 78,9% | 78,9% $184.91

$757,052.76 6.037.272,45 11,3% | 90,3% $136.28

$290,420.69 6.327.693,14 43% | 94,6% $137.25

$152,735.58 6.480.428,72 2,3% | 96,9% $121.22

£86,402.19 6.566.830,91 1,3% ]| 98,2% $136.93

£55,479.35 6.622.310,26 0,8% | 99,0% $141.89

$32,231.65 6.654.541,91 0,5% | 99,5% $117.63

$19,810.73 6.674.352,64 0,3% | 99,8% $105.94

$11,216.70 6.685.569,34 0,2% | 100,0% $£91.19

10 $£3,126.55 6.688.695,89 0,0% | 100,0% £46.66

%$6,688,695.89 6.688.695,89 100,0% | 100,0% $170.81



Soovitusindeksi ja kaibe seosed

Kiive ver Si £ XL E]

B Kaive

500000 - *

B0%

S00 000 -

H2%%

400 000 -

300 oo -

200000

o0 o0 -




Mootmissusteemi (ROM) IV tase —
andmeringid ehk andmemudelid

Ulevaatlik
/
2.Dashboard 4.Prognoos
igapdevane denln dustava.d ~
LSO mudelid, masinope
juhtimislaud (Al)
Igapédeva- Edasijéudnud
kasutajale kasutajale
1.Raportid ~3..Analuus
aruandluseks el G
mudelid

Detailne



Milline on tootajate lahkumise mudel(id)?

* Osakond

* Tootamise aeg (aastates) ettevottes

* Viimase juhipoolne hindamise skoor

* Tootaja rahuolu hinnang

* Mitme projektiga tegeleb hetkel

* Kolme viimase kuu toomaht

* Tooonnetuste arv

* Ametikohal tous (viimase 5 aasta jooksul)
* Palgatase (madal/keskmine/korge)

* Mentori olemasolu



Tootajate_lai_tabel.csv

palgatase | rahuolu f juhi hinnang f projektide arvf]  t66maht kuus Bl t&6tamise aastaidfl t666nnetus [ edutaminef] mentorf] osakond i} lahkunud?

keskmine 0.1 0.86 6 247 4 0 0 sales
madal 1 0.41 4 174 3 0 0 technical ei
madal 1 0.74 3 220 4 0 0 technical ei
madal 1 0.92 5 161 3 1 0 support ei
madal 1 0.49 3 185 2 0 0 sales ei
keskmine 0.1 0.55 2 247 4 0 0 sales
madal 1 0.65 4 202 4 1 0 hr ei
madal 1 0.94 4 144 3 0 0 support ei
madal 1 0.81 5 178 2 0 0 technical ei
keskmine 1 0.89 3 194 3 0 0 sales ei
madal 0.1 0.9 7 286 4 0 0 sales
madal 1 0.66 4 3 0 0 technical ei
kdrge 1 0.86 4 161 2 0 0 marketing ei
madal 1 0.59 4 174 3 0 0 hr ei
keskmine 1 0.87 4 129 5 0 0 support ei
madal 1 0.88 4 191 4 0 0 technical ei
madal 1 0.66 4 238 4 0 0 accounting ei
keskmine 1 0.79 5 152 4 0 0 hr ei
madal 1 0.53 3 142 3 0 0 sales ei
madal 1 0.76 5 20 3 0 0 jah management ei
keskmine 1 0.73 3 205 2 0 0 technical ei
madal 1 0.81 5 243 3 0 0 sales ei
madal 1 0.49 3 106 0 0 support ei
keskmine 1 0.85 3 202 2 0 0 hr ei



Masina opetamiseks on vaja kaks rida koodi (R Studio):

1. Loe sisse antud andmestik
andmestik = read.csv(“tootajate_lai_tabel.csv’, 1)

2. Tee otsustuspuu (decision tree)
otsustuspuu<-rpart(formula=lahkunud ~ . ,data=andmestik)



g
0.24
100%

Vasak haru=JAH }rahuolu >= 0-4?{ Parem haru = El

0.10
72%
I JAH I tootamise.aastaid < 5 El
ai
0.46
13%
l JAH |~]uhl.hlnnang <0.81 “
jah
0.71
8%
I JAH Itﬁﬁmaht.kuus <216
ej ej ei
0.02 0.04 0.07
59% 5% 1%

tootamlse aastaid >= 7

jah
D 91
6%

rahuolu >=0.12

[ saH | | E|| ]
0.07 m
10% 6%

jah

0.61
28%

projektide.arv >= 3

juhi.hinnang >= 0.58
I I ah
11%

juhi.hinnang < 0.45

[JAI\H] | EII]

jah
0.97
10%



Tegevuste-Tulemuste->Eesmarkide puu

in order to have...
we must have...

Critical Success

Factor 1
in order to have...
we must have...

in order to have...
we must have...

CCCCCCC

EEEEEEE

https://www.youtube.com/watch?v=bWS5ZjTP7g9s



https://www.youtube.com/watch?v=bW5ZjTP7g9s

7 sammu, kus Sina saad oma ettevotte

analuutilise voimekuse jaoks panustada!

Teostage andmeinventuur selgitamaks valja, millised on andmestikud, mis
kirjeldavad erinevaid tegevusi klientidega. Vajadusel tehke inventuur ka valitud
KPI - kas need vastavad kriitilistele eduteguritele?

Koolitage kasutajaid andmekirjaoskuse valdkonnas

Piloteerige esimest teeninduse juhtimise toolauda, nii et teenindusega seotud
personal saab ise oma skoorijalgida

Esitage teeninduse koosolekutel kiisimus - “Aga mida raagiksid andmed
tanase koosoleku teema osas?” Viige labi arianaltutika pilootprojekt

Valige valja teenindusega haakuv teema, kus andmete abil on voimalik teha
prognoose voOi suunata klienditegevusi. Kaaluge masinoppe voimalusi

Kasutage kaasaegseid arianaluutika tarkvara voimalusi

Ja muutke andmepohine probleemide lahendamine jarjepidevaks ja
tunnustatud tegevuseks!



Filmisoovitused

BRAD PITT
MONEYBALL

JONAH HILL PHILIP SEYMOUR HOFFMAN
BASED ON A TRUE STORY

. N . ol
: - -
‘ . - -

THE HUMAN FACE OF

BIG DATA

> > o) 401/1:2821

BBC Documentaries 2016: The Joy of Data [FULL BBC SCIENCE DOCUMENTARY]

-~

> »l o) 024/59:43

EVBAL The Joy of Stats



Mida Sina saad teha, et muuta oma ettevotte
toota olevad andmed
oluliseks informatsiooniks,
et saada kasu mootmisest ja moodikutest?
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