
 Key performance indicators
Non-financial KPIs

Customer satisfaction 
(Net Promoter Score)

Health and safety  
(LTI)

Apprentices  
and graduates  
(%)

Employee  
engagement  
(Score out of 10)

Voluntary  
employee turnover  
(%)

 50
(FY18: 63)*

 4.4 
(FY18: 4.0)

 4.0%
(FY18: 4.8%)

6.3
(FY18: n/a)

 11.5%
(FY18: 10.0%)

50
63
45

2019
2018
2017

4.4
4.0
5.7

2019
2018
2017

4.0
4.8
4.9

2019
2018
2017

11.5
10.0

9.0

2019
2018
2017

Description
The Net Promoter Score is an internationally 
recognised metric for customer satisfaction.

The NPS score is calculated by deducting the 
percentage of customers who are detractors 
from the percentage who are promoters, and 
can therefore range from -100 to +100. 

Description
The Lost Time Incident (LTI) rate is calculated 
using the total number of accidents resulting 
in at least one day taken off work, multiplied 
by 1,000 divided by the average number of 
employees in that year.

Description
The total number of early careers, graduates 
and sponsored students as a percentage of 
our UK workforce.

Description
In FY19 we implemented Peakon, an employee 
engagement measurement tool. This new tool 
provides greater insights into what our 
employees are feeling, enabling us to identify 
issues and take steps to address them. This is 
done through regular employee surveys, 
conducted throughout the year. 

Description
This is a measure of the number of employees 
leaving the Company not at QinetiQ’s 
instigation.

Rationale
Measuring customer satisfaction provides 
us with insight into our customers’ views.

Complemented with qualitative surveys, this 
provides us with actionable insights that 
enable us to improve our customer experience.

Rationale
As a company it is imperative we operate with 
the highest level of safety. Not only is this the 
right thing to do for our people, but for our 
customers who entrust us with safety 
critical work.

Rationale
As a knowledge-based business it is critical to 
our long-term viability that we develop the next 
generation of employees. It is also a measure of 
our commitment to The 5% Club, an industry-
led initiative of which we are a founding 
member, to provide opportunities for young 
people through our early careers schemes. 

Rationale
Employee engagement is a key part of 
sustaining our strategy. Having an engaged 
workforce delivers a number of benefits to us, 
such as increased productivity and higher 
staff retention. Improving employee 
engagement is aligned with our focus on 
creating a positive culture within QinetiQ.

Rationale
Provides a measure of the Group’s ability to 
retain employees.

Performance this year
*The introduction of a new market-leading 
customer engagement programme during 
FY19 resulted in a smaller sample size. While 
the new approach has improved customer 
insight, the smaller sample has marginally 
impacted this year’s NPS. We expect the 
sample size to increase during FY20. Our 
NPS score is in the category of “excellent” 
with customer feedback remaining 
overwhelmingly positive.

Performance this year
Safety is a top priority and a number of 
initiatives were run in FY19 as part of the ‘Safe 
For Life’ programme. We have seen a small 
increase in the LTI rate compared with FY18. 

Performance this year
There was an anticipated decrease in our 
overall early careers population in line with our 
long-term skills requirement, however we 
continue to focus on early careers as a key 
driver of our talent programme. 

Performance this year
Our employee engagement score is not where 
we would like it to be and we are working on 
several initiatives aimed at improving our 
employees’ experiences. It is a key focus of  
our Board and management team and forms 
part of formal leadership objectives and 
business reviews. A subsequent survey 
conducted in April 2019 showed a small 
improvement with a score of 6.5.

Performance this year
Overall employee turnover increased 
marginally during the year. This was largely 
driven by higher turnover in the US and 
Australia, where growth in defence spending 
has resulted in tightening labour markets. 
In the UK our employee turnover was broadly 
in line with last year, and overall our turnover 
is still below industry averages. 

Link to strategy
Achieving our ambition of becoming our 
customers’ chosen partner requires a 
relentless focus on meeting their needs 
in both our home countries and overseas. 
Customer satisfaction is a metric used 
for the Bonus Banking Plan.

Link to strategy
The safety, health and wellbeing of our people 
are intrinsically linked to our strategic success.

Link to strategy
As a business whose reputation and achievements are centred on our people, our future success is primarily dependent on our ability  
to recruit, develop, engage and retain exceptional employees.

Employee engagement is a metric used for the Bonus Banking Plan.

6.3
n/a
n/a

2019
2018
2017

Key performance indicators (KPIs)
The objective of our strategy is to grow 
QinetiQ, delivering a sustainable increase 
in quality earnings to our shareholders. 
Progress is measured through a range 
of financial and non-financial key 
performance indicators. 

Building on our review of key performance 
indicators during FY18, we introduced new, 
more dynamic approaches to measuring 
customer satisfaction and employee 
engagement in FY19.

Measurements of customer satisfaction, 
health and safety and employee 
engagement underpin sustainability. 
Measures such as orders, organic revenue 
growth, profitability and cash flow track 
financial performance.

Similar indicators are used to review 
performance in each of the Group’s 
businesses.
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Customer satisfaction 
(Net Promoter Score)

Health and safety  
(LTI)

Apprentices  
and graduates  
(%)

Employee  
engagement  
(Score out of 10)

Voluntary  
employee turnover  
(%)

 50
(FY18: 63)*

 4.4 
(FY18: 4.0)

 4.0%
(FY18: 4.8%)

6.3
(FY18: n/a)

 11.5%
(FY18: 10.0%)

50
63
45

2019
2018
2017

4.4
4.0
5.7

2019
2018
2017

4.0
4.8
4.9

2019
2018
2017

11.5
10.0

9.0

2019
2018
2017

Description
The Net Promoter Score is an internationally 
recognised metric for customer satisfaction.

The NPS score is calculated by deducting the 
percentage of customers who are detractors 
from the percentage who are promoters, and 
can therefore range from -100 to +100. 

Description
The Lost Time Incident (LTI) rate is calculated 
using the total number of accidents resulting 
in at least one day taken off work, multiplied 
by 1,000 divided by the average number of 
employees in that year.

Description
The total number of early careers, graduates 
and sponsored students as a percentage of 
our UK workforce.

Description
In FY19 we implemented Peakon, an employee 
engagement measurement tool. This new tool 
provides greater insights into what our 
employees are feeling, enabling us to identify 
issues and take steps to address them. This is 
done through regular employee surveys, 
conducted throughout the year. 

Description
This is a measure of the number of employees 
leaving the Company not at QinetiQ’s 
instigation.

Rationale
Measuring customer satisfaction provides 
us with insight into our customers’ views.

Complemented with qualitative surveys, this 
provides us with actionable insights that 
enable us to improve our customer experience.

Rationale
As a company it is imperative we operate with 
the highest level of safety. Not only is this the 
right thing to do for our people, but for our 
customers who entrust us with safety 
critical work.

Rationale
As a knowledge-based business it is critical to 
our long-term viability that we develop the next 
generation of employees. It is also a measure of 
our commitment to The 5% Club, an industry-
led initiative of which we are a founding 
member, to provide opportunities for young 
people through our early careers schemes. 

Rationale
Employee engagement is a key part of 
sustaining our strategy. Having an engaged 
workforce delivers a number of benefits to us, 
such as increased productivity and higher 
staff retention. Improving employee 
engagement is aligned with our focus on 
creating a positive culture within QinetiQ.

Rationale
Provides a measure of the Group’s ability to 
retain employees.

Performance this year
*The introduction of a new market-leading 
customer engagement programme during 
FY19 resulted in a smaller sample size. While 
the new approach has improved customer 
insight, the smaller sample has marginally 
impacted this year’s NPS. We expect the 
sample size to increase during FY20. Our 
NPS score is in the category of “excellent” 
with customer feedback remaining 
overwhelmingly positive.

Performance this year
Safety is a top priority and a number of 
initiatives were run in FY19 as part of the ‘Safe 
For Life’ programme. We have seen a small 
increase in the LTI rate compared with FY18. 

Performance this year
There was an anticipated decrease in our 
overall early careers population in line with our 
long-term skills requirement, however we 
continue to focus on early careers as a key 
driver of our talent programme. 

Performance this year
Our employee engagement score is not where 
we would like it to be and we are working on 
several initiatives aimed at improving our 
employees’ experiences. It is a key focus of  
our Board and management team and forms 
part of formal leadership objectives and 
business reviews. A subsequent survey 
conducted in April 2019 showed a small 
improvement with a score of 6.5.

Performance this year
Overall employee turnover increased 
marginally during the year. This was largely 
driven by higher turnover in the US and 
Australia, where growth in defence spending 
has resulted in tightening labour markets. 
In the UK our employee turnover was broadly 
in line with last year, and overall our turnover 
is still below industry averages. 

Link to strategy
Achieving our ambition of becoming our 
customers’ chosen partner requires a 
relentless focus on meeting their needs 
in both our home countries and overseas. 
Customer satisfaction is a metric used 
for the Bonus Banking Plan.

Link to strategy
The safety, health and wellbeing of our people 
are intrinsically linked to our strategic success.

Link to strategy
As a business whose reputation and achievements are centred on our people, our future success is primarily dependent on our ability  
to recruit, develop, engage and retain exceptional employees.

Employee engagement is a metric used for the Bonus Banking Plan.

6.3
n/a
n/a

2019
2018
2017
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 Key performance indicators
Financial KPIs

Orders 
(£m)

International revenue 
(£m)

Organic revenue 
growth  
(%)

Underlying operating 
profit*  
(£m)

Underlying earnings 
per share (EPS)*  
(p)

Underlying net cash 
flow from operations* 
(£m)

 £776.4m
(FY18:  £587.2m)

  £273.7m
(FY18:  £226.0m)

 8%
(FY18: 3%)

£123.9m
(FY18: £122.5m)

 19.7p
(FY18: 19.3p)

  £126.3m
(FY18:  £126.5m)

776.4
587.2
675.3

2019
2018
2017

273.7
226.0
175.7

2019
2018
2017

8
3
1

2019
2018
2017

123.9
122.5
116.3

2019
2018
2017

19.7
19.3
18.1

2019
2018
2017

126.3
126.5
111.9

2019
2018
2017

Description
The level of new orders (and amendments 
to existing orders) booked in the year. 
Although new multi-year contracts can 
impact the reported orders number, the level 
of orders booked in the year is one indicator 
of future financial performance.

Description
This represents revenue derived from 
non-UK customers, recognised in the period.

Description
The Group’s organic revenue growth is 
calculated by taking the increase in revenue 
over prior year pro-forma revenue, at constant 
exchange rates. It excludes the impact of 
acquisitions and disposals.

 Description
The earnings before interest and tax, 
excluding all specific adjusting items.

Description
The underlying earnings, net of interest and 
tax, expressed in pence per share.

Description
This represents net cash flow from operations 
before cash flows of specific adjusting items 
and capital expenditure. 

Rationale
This provides a measure of the Group’s ability 
to sustain and grow QinetiQ. 

Rationale
International revenue demonstrates the 
Group’s capability to win and deliver work 
outside of its traditional UK customer base 
and thus reduce its dependence upon wider 
UK economic conditions and Government 
spending patterns.

Rationale
Organic revenue growth demonstrates the 
Group’s capability to grow market share and 
sources of revenue within its chosen markets 
before the effect of acquisitions, disposals 
and currency translation.

Rationale
Underlying operating profit is used by the 
Group for performance analysis as a measure 
of operating profitability that is tracked over 
time. Specific adjusting items are excluded 
because their size and nature mask the true 
underlying performance year-on-year.

Rationale
Underlying EPS provides a measure of the 
earnings generated by the Group after 
deducting tax and interest. Specific adjusting 
items are excluded because their size and 
nature mask the true underlying performance 
year-on-year.

Rationale
This provides a measure of the Group’s  
ability to generate cash from its operations 
and gives an indication of its ability to make 
discretionary investments in facilities 
and capabilities and pay dividends to 
shareholders.

Performance this year
Orders in the year excluding LTPA 
amendments totalled £776.4m (2018: 
£587.2m) and grew 28% in the year on an 
organic basis. This increase was driven by 
a strong performance in EMEA Services, 
following some notable multi-year contract 
wins and securing the EDP contract.

Performance this year
Non-UK revenue grew by 21% (£47.7m) 
compared to the prior year. Excluding the 
£9.8m contribution from the businesses 
acquired during the year, and including a 
£1.9m contribution from joint ventures, the 
organic growth was £39.8m.

Performance this year
Revenue grew by 8% on an organic basis, 
with a 4% increase in EMEA Services and a 
22% increase in Global Products driven by 
strong performance in QinetiQ North America 
and QinetiQ Target Systems.

Performance this year
Underlying operating profit grew by £1.4m 
(1%). The contribution from businesses 
acquired during the year was £1.3m and the 
impact of movements in exchange rates 
was an adverse £1.5m.

Performance this year
Underlying earnings per share grew by 0.4p 
(2%). This included a 0.2p contribution from 
businesses acquired during the year.

Performance this year
Underlying net cash from operations reduced 
marginally to £126.3m from £126.5m in the 
prior year. The contribution from the businesses 
acquired during the year was £2.3m.

Link to strategy
Order intake is an important measure of 
progress of the implementation of our 
strategy, the objective of which is to grow the 
Group, and is used for the Bonus Banking 
Plan. For executive remuneration it is adjusted 
to exclude businesses acquired in the year.

Link to strategy
International revenue is an important measure 
of progress of the implementation of our 
strategy, a key element of which is accessing 
higher growth, international markets. It will be 
used again as a performance measure for the 
FY20 Deferred Share Plan.

Link to strategy
Organic revenue growth is an important 
measure of progress of the implementation  
of our strategy, the objective of which is 
to deliver sustainable growth.

Link to strategy
This measure is a reflection of the productivity 
of the Group’s activities and is used for both 
the Bonus Banking Plan and the Deferred 
Share Plan. For Executive remuneration it 
is adjusted to exclude businesses acquired 
in the year.

Link to strategy
This is a measure of growth in quality 
earnings for our shareholders. It was used 
for the Performance Share Plan incentive 
scheme, adjusted to exclude the impact 
of acquisitions.

Link to strategy
This is a measure of the cash-generative 
characteristics of the Group and is used for 
executive remuneration (adjusted to exclude 
businesses acquired in the year).
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Orders 
(£m)

International revenue 
(£m)

Organic revenue 
growth  
(%)

Underlying operating 
profit*  
(£m)

Underlying earnings 
per share (EPS)*  
(p)

Underlying net cash 
flow from operations* 
(£m)

 £776.4m
(FY18:  £587.2m)

  £273.7m
(FY18:  £226.0m)

 8%
(FY18: 3%)

£123.9m
(FY18: £122.5m)

 19.7p
(FY18: 19.3p)

  £126.3m
(FY18:  £126.5m)

776.4
587.2
675.3

2019
2018
2017

273.7
226.0
175.7

2019
2018
2017

8
3
1

2019
2018
2017

123.9
122.5
116.3

2019
2018
2017

19.7
19.3
18.1

2019
2018
2017

126.3
126.5
111.9

2019
2018
2017

Description
The level of new orders (and amendments 
to existing orders) booked in the year. 
Although new multi-year contracts can 
impact the reported orders number, the level 
of orders booked in the year is one indicator 
of future financial performance.

Description
This represents revenue derived from 
non-UK customers, recognised in the period.

Description
The Group’s organic revenue growth is 
calculated by taking the increase in revenue 
over prior year pro-forma revenue, at constant 
exchange rates. It excludes the impact of 
acquisitions and disposals.

 Description
The earnings before interest and tax, 
excluding all specific adjusting items.

Description
The underlying earnings, net of interest and 
tax, expressed in pence per share.

Description
This represents net cash flow from operations 
before cash flows of specific adjusting items 
and capital expenditure. 

Rationale
This provides a measure of the Group’s ability 
to sustain and grow QinetiQ. 

Rationale
International revenue demonstrates the 
Group’s capability to win and deliver work 
outside of its traditional UK customer base 
and thus reduce its dependence upon wider 
UK economic conditions and Government 
spending patterns.

Rationale
Organic revenue growth demonstrates the 
Group’s capability to grow market share and 
sources of revenue within its chosen markets 
before the effect of acquisitions, disposals 
and currency translation.

Rationale
Underlying operating profit is used by the 
Group for performance analysis as a measure 
of operating profitability that is tracked over 
time. Specific adjusting items are excluded 
because their size and nature mask the true 
underlying performance year-on-year.

Rationale
Underlying EPS provides a measure of the 
earnings generated by the Group after 
deducting tax and interest. Specific adjusting 
items are excluded because their size and 
nature mask the true underlying performance 
year-on-year.

Rationale
This provides a measure of the Group’s  
ability to generate cash from its operations 
and gives an indication of its ability to make 
discretionary investments in facilities 
and capabilities and pay dividends to 
shareholders.

Performance this year
Orders in the year excluding LTPA 
amendments totalled £776.4m (2018: 
£587.2m) and grew 28% in the year on an 
organic basis. This increase was driven by 
a strong performance in EMEA Services, 
following some notable multi-year contract 
wins and securing the EDP contract.

Performance this year
Non-UK revenue grew by 21% (£47.7m) 
compared to the prior year. Excluding the 
£9.8m contribution from the businesses 
acquired during the year, and including a 
£1.9m contribution from joint ventures, the 
organic growth was £39.8m.

Performance this year
Revenue grew by 8% on an organic basis, 
with a 4% increase in EMEA Services and a 
22% increase in Global Products driven by 
strong performance in QinetiQ North America 
and QinetiQ Target Systems.

Performance this year
Underlying operating profit grew by £1.4m 
(1%). The contribution from businesses 
acquired during the year was £1.3m and the 
impact of movements in exchange rates 
was an adverse £1.5m.

Performance this year
Underlying earnings per share grew by 0.4p 
(2%). This included a 0.2p contribution from 
businesses acquired during the year.

Performance this year
Underlying net cash from operations reduced 
marginally to £126.3m from £126.5m in the 
prior year. The contribution from the businesses 
acquired during the year was £2.3m.

Link to strategy
Order intake is an important measure of 
progress of the implementation of our 
strategy, the objective of which is to grow the 
Group, and is used for the Bonus Banking 
Plan. For executive remuneration it is adjusted 
to exclude businesses acquired in the year.

Link to strategy
International revenue is an important measure 
of progress of the implementation of our 
strategy, a key element of which is accessing 
higher growth, international markets. It will be 
used again as a performance measure for the 
FY20 Deferred Share Plan.

Link to strategy
Organic revenue growth is an important 
measure of progress of the implementation  
of our strategy, the objective of which is 
to deliver sustainable growth.

Link to strategy
This measure is a reflection of the productivity 
of the Group’s activities and is used for both 
the Bonus Banking Plan and the Deferred 
Share Plan. For Executive remuneration it 
is adjusted to exclude businesses acquired 
in the year.

Link to strategy
This is a measure of growth in quality 
earnings for our shareholders. It was used 
for the Performance Share Plan incentive 
scheme, adjusted to exclude the impact 
of acquisitions.

Link to strategy
This is a measure of the cash-generative 
characteristics of the Group and is used for 
executive remuneration (adjusted to exclude 
businesses acquired in the year).
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*  Definitions of the Group’s alternative performance measures can be found in the glossary on page 159.
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