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STRATEGIC PERFORMANCE MEASURES

CRITICAL SUCCESS GAUGES
• % of revenue

from new
markets

• Product/
service
innovation

• New
customer
growth

• Fare

• Customer
perceived
value

• Market share
in each
product line

• Competitor
Pricing

• Customer
retention

• Productive
workforce

• Performance success
ratio

• Capabilities
alignment

• Core values

• Management
Excellence

• Assets lost

• Safety record

• Site/flight
security

• Regulatory
compliance

• Net Income

• ROCE

• Capital
invested

• Utilization

• On-time arrivals

• Cost

• Fast turns

• Satellite
locations

• Efficient
maintenance

Strategic Scorecard, But Not A StoryStrategic Scorecard, But Not A Story



Financial

Operations
People

Map Key:

Market

Management
Excellence

Leadership
Supervision

Performance
Success Ratio

Retain High
Performers
New Hire Hits

5 Core
Values

3 Strategic
Elements

Capabilities
Alignment

Cost

Satellite
Airports

Fast Turns

Productive
Workforce

(People Equity)

Low Cost
Ticketing

Aircraft
Utilization

On-Time
ArrivalsFare

Competitor
Fares

Customer
Perceived

Value
Market Share

Net Income

ROCE

Capital
Invested

Efficient
Maintenance

Strategy Business MapStrategy Business Map



Sample Energy Strategy MapSample Energy Strategy Map
PEOPLE

SUPPLIER

OPERATIONS CUSTOMER FINANCIAL

Drivers             Results

Diversity

Leadership Dev.
Profile

Training
Satisfaction

Recognition-Survey
Items

Business Process
Improvement

Satisfaction Index

Planned versus
actual throughput

Advanced Control
On-Line %

Safety/Environ-
ment Index

Drivers        Results

Perfect Days

Off Spec

MOA Index

Net Income

ROCE

Crude Cost

Programmed
Expense

Customer
Satisfaction/
Value Index

Niche Threat
Index

Product Quality
Index

Niche Market
Share

Branded Sales
Total %

Competitive
Price Analysis

BU evaluation
of supplier

Supplier evalua-
tion of BU

Drivers        Results Drivers   Results

Results

COMMUNITY
Drivers

Total Emp. Hrs.

Total Community
Activities

Safety/Environ-
ment Index



Communication
(lateral,
vertical)

Respect
and
trust

Culture
and

values

Retain
employees

Recruit
best people

Retain and
expand business

Motivated
committed
employees

Create new
products and

services

World
class

service

Staff
growth and

development

Support
for

community

Increased
profitability

Sample Professional Services Strategy MapSample Professional Services Strategy Map

Finance
Market
Operations
People
Community

New
clients

Training

Revenue
growth

Better
customer
support



Sample Human Resources Strategy MapSample Human Resources Strategy Map

= HR Controls

= HR Influences

Leadership

Values

New
Services

Service
Innovation

Employee
Capabilities

Employee
Satisfactio

n

Supplier
Management

Process
Effectiveness

Process
Efficiencies

Relationship
Management

Service
Value

Budget

Consulting
Revenue

Internal
Customer

Value

New
Customer
Requests

Retention
of HR

Services

Financial

Operations/Processes

Customer
People

Supplier
Map Key:

Adaptability



Sample Strategy MapSample Strategy Map

PEOPLE OPERATIONS CUSTOMERSUPPLIER

Customer
Satisfaction

C

Quality

O

Business
Development

Processes
O

Delivery
on

Contract
O

Operating
Efficiency

- Capacity
- Raw materials
- Project mgmt.
O

Skills/
Knowledge

Management
P

HR
Systems

Alignment
P

Employee
Satisfaction

P

Com-
munications

P

Leadership

P

Supplier
Responsive-

ness
S

Corporate
Culture

P

Information
Technology &
Management

O

Customer
Profitability

C

FINANCIAL

Revenue
Growth

F

Asset
Utilization

F

Shareholder
Value

F

Productivity
Improvement

F

S

Process
Outsourcing

Customer
Acquisition

C


