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NUNDY Sagiszasn ™~

(Perspective) (Objective)

Financial Profit Maximization

Revenue Growth

Revenue from new customers
Revenue from old customers
Revenue from new products

Productivity Improvement

Customer Customer Satisfaction

Customer Retention

v (] d v A Y] a aa
fm’am;nl5zmﬂuazﬂ“vmﬂwmmwanmuummmﬂﬂamﬂﬁu@a (BSO)

U A U

PUHIANAIIUYA
\ (KPIs)

Profit grovﬁh\
Return on sales \
Return on assets \

Return on equity

Profits per employee

/

Profits per total assets

% sale increase from last year
% of revenue from new customer
% of revenue from repeat customer
% of revenue from new product within a specific p
Growth margin from new product

Revenue per employee

Cost per unit

Cost per employee

Customer satisfaction index

Customer complaints

Average time from customer contact to response
% growth of business with existing customer

# of repeat customer per year

# of defeat customer per year

Customer loyalty index
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MINUTAINIDE ﬂizmﬂuazﬂmﬁmwamuﬂanmwmammﬂﬂaﬁum’m@a (BSC) (M)
YUND Sagiszasn \ i Yanaaunan
(Perspective) (Objective) \ (KPIs)
Customer Customer Acquisition % of nMomer per year
Customer Profitability Profit per cust(%sr\

Market share Market share \

customer per employee

Image/Reputation Image index

Number of applicants
Quality of product Reject rate

Return rate
Good relationship with Average time spend on customer relation
customers .

# of visits to customers

to customer loyalty index

Internal Process Innovation Process # of product developed
# of sales from new product

# New product introduction vs competitors
# Time to develop new product
On-time Delivery of product % of on - time delivery

Lead time from order to delivery



YUNDY
(Perspective)

Internal Process

Learning and
Growth

Sagilszasn
(Objective)
Product Efficiency

Production Speed
Production Quality

Technology Readiness

Marketing Capabilities

Availability of Raw
Material

Employee Satisfaction

Employee Skills

T~

U w

¥HIAHANUYAN
\ (KPIS)
Yield \

Cost of production/weight
Total production (Weight)anloyee

Total cost of production per emM
Waste per employee

Machine downtime

Production process time

% reject

Investment in technology machine
Average year of usage for machine
Sales forecast accuracy per salesperson
Supplier satisfaction

Reject rate

Delivery days

Employee satisfaction index

Average absenteeism

# of training days per year

Training Cost/ total budget

Average employee year of service with firm

Average age of employee s

(Y] d [ (Y] Y a
ngilszasasazariiiananuranmuninanuaaainanga (BSC) (¢19)
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YUNDY
(Perspective)

Learning and
Growth

Sagiszasn
(Objective)
Employee Retention

Employee Productivity

Strategic Job
Coverage Ratio

Information System
Capabilities

Research and Development

Motivation/Empowerment

ABHIANANUTIA!
(KPIs)
% turnover of key staff \

Output generate /employee

Revenue per employee \

# of employees qualified for specific strategic

Job related to organizational needs

Strategic information coverage ratio (availability of tive to
needs)

Number of new product

% of value-added product per total product

R & D expense/total expense
# of suggestions per employee

# of suggestions implemented
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Organization/

President

egrated cost

% perfect orders‘

% perfect orders

Safety index

% Employee
development

plans completed

a9 v IaNanuvan (KPIs) lignuaumazninanuaazau

Department/ Staff/
Manager Supervisor
Transformation % Income from
cost ($) new customer

[
ect orders % On-time

Delivery

% perfect

Safety index ‘

% Employee
development

plans completed



Competency-Based Approach

Competency — 3N50¥IAY0WIE Ao

*ocus Group Interviewing

<

*Questionnaires
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