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gautuldAngsia dllan1savununagysyarn153nvin BSC (Balanced
Scorecard), 36.05.93231 IUNTA, RUAATIN 6, THIRNNLVIIIIaINTol
NUIINU]L N.F.2546
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N15IAYUNDINTUNTTIIU
(Measures for The Financial
Perspective)

HUsetAUNNINTUINALINUYNNDINIINISIIU AVl :-

Fuadaun1vgsnatlagtiufinu livinau AAIMINgsA
daunaiunanduning Lifignu |
faTan1an1siuaniiu “nsranudy” dedgeiaunwluadio
a1afitavlun1saInnsal

N1959U8yan19N1513 U (Consolidation of Financial
information) fuu2Tuud19zdluduUN15vI19UR N Function
(Functional silos)

fianssunmsasauAlustaze azgnuseiliscuaning
AINTTUNWNISIUTEOLAU 17U NIFAATIUIUAUIIU
N13INYNNDINIINTIUILAUFY L TruuIMIIN1sUHURLA
winvUsEAUaIv lun1svinvIulsedndu liunniin
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N15IANYUUBINIUNITIU (6a)
(Measures for The Financial Perspective)

291U fian15n31 49% IiarnudrAagunuAITIn
YNNI UNINAIINITINDU

TaauInLa189AN3551INY LW lEA18InA1UN151U
NFuAUSAUNY 3 d72uU il

N15LEU e (Growth)
Amdn1salunisvininls (profitability)

n15a419AuAn (Value Creation) > yadiuiEAsHgAEns
(EVA-Economic Value Added = a firm’s net operating profit
after taxes less a capital charge)
UvavAnsatfisirilinauidee s lunNaIFIUAISIIUGAE 12
Risk-adjusted return on capital
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MI19N1TINNTUNITIIU
(Financial Measurements)

Junangdsau (Total assets)
ﬁumswmwmawunmu (Total assets per employee)

Alsdiaeutu % safuniwdsau — Return on
Total assets-ROA (profit as a % of total assets)

an31fi1 lasiafunandgnd (Return on net assets)
tanUUiBUAURUNSWESIN (Revenues/total assets)
A1 'lsillavdiu (Gross Margin)

A1 lsqn5 (Net Profit)

am'\n']’lﬁs{mﬁmuunuuamw (Return on sales-
ROS)

an31fi1 lasianitnyu (Profit per employee)
51¢'le (Revenue)
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A2ae19N19INATIUNSIIU (sia 1)
(Financial Measurements)

518 lanNannus Iy (Revenue from new products)
s1¢ lesianwiineu (Revenue per employee)

yaA RIS AsHgA1anS (Economic value added-
EVA)

yaARnNEIn1seain (Market value added-MVA)
J,J,aﬁi'nﬁmiawﬁm'm (Value added per employee)
an31n15LAU 1590 (Compound growth rate)
Wuilluna (Dividends)
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HuA IsNgn5 A UNUANITEUTTULALAUN U UNULAIAINIS
A1 15371nN15AL WU N AERU LA Wn Aantdadne vin
Uscuraun1ssiununinisiuaasiunu (Operating profit less

income taxes less cost of debt less an allowance for the
cost of equity capital)

Example

A1 15371nN15ALHEUNIU 200.0 a1y
uin A#Rule (75.0) aruumn
Wn aantieadne (25.0) aruumn

Wn AunuuaIiuaInu (15% wav 400.0 a2uun) (60.0) auun
EVA 40.0 aruum
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YAANANIEINITNAA
(Market value added-MVA)

. yadlwavAINIsTiRnGwafisufuyan1a3ITigaaiuldasu
(The amount by which the total value of the company has
appreciated above the dollar amount actually invested in the
company by shareholders)

o 1FU VIENAITUIUAU 1,000,000 Yu
- s1naIniuar (Market price) 50.0 umn
o Ruamuludruaaviiariu 1tu 40.0 AUV

MVA = 50.0 a2uun- 40.0 aqauum = 10.0 aUuMN
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M2981IN13INATUNISIIU (61D 2)
(Financial Measurements)

yam1/51m1na1m (Market value)

51A1YuU (Share price)

drunduvanariu (Shareholder mix)
AuANfAYaINOaYiu (Shareholder loyalty)
NSLUANUAR

AUNUSIN

dnsraaingadia (Credit rating)
ANTEUIL (Debt)

dnsrdrunilAusianu (Debt to equity)

Jnuuinvawgnii lstnaunumnaniiadne (Times interest earned)
(finlsnaunanidauaszni / aaniiia) (EBIT/Interest) (1vin)

srazinanlunisifiunil (Days sales Outstanding wia Days sales
in receivables) (Tu) (gnvil / (uanu1av1l/360 L))

M3 1NN ULISUDDIRUAAIAAY (Inventory turnover ratio) (5a1)
(MUNUDIL/FUAIAIARY)
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N15IAYUNDIATUZNAN
(Measures for The Customer Perspective)

7

mumvmuuummuanmumwLﬂu Lead
war Lag Indicators sﬁoumatauauuv‘ln
A5 lunisadryadniiilu Leading 4l
indicators lagig “duAle — Three
disciplines” a1l (31nUilv&a The
Discipline of Market Leaders av Treacy
and Wiersema)

1.  ausddAsIun1ssLilueU (Operational Excellence)
Low cost, convenience, no frill

aMutuMirdmundnious (Product Leadership)- Sony

2

3. anulndgdanugnAn (Customer intimacy) — 1i119A21
AaIN15UANGNAIANTY L lBI192uFN15gnAILAASILAED —
Home Depot
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& 3
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1. A15I0RAIIURLEFAATIUATITA NI UIIY

511 (Price) (9w Low cost airline, Southwest

airline
N13ANa53 (Selection) gnAnszrinAILe 8

JUANIIENTT AU L5IANSIRaNASSUSELAN
auAAInavTiLunzdn (Product availability) n1s
UAuIs8uA1AIAaNG (Inventory Turnover &
Stock outs) uasnisAinuguanlnagda

AldzaIndunel (Convenience) -> Customer
complaint

aaldeniludgud (Zero defect) -> Manufacturing
defect rates, service errors

n15Liu1le (Growth) —> growth in targeted
segments

Human Excellence 11



2. N5IAAIINIAFGIUAIINT UL IV UHEANUTT

. nseaaiudydniu
(Marketing is a must) —
“Brand awareness”, “help
line calls per product’

. a2l (Functionality) -
Sony Jztdua Function w1ay
FuArnnninguay “Number of
customer needs satisfied”
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3. A15IAAIINAIEFAINIUAIIN INATAFAAT

A21191589qnA1 (Customer knowledge) — “training
hours on client products”,

n1stduarunvA latleynia (Solutions offered) —
“total number of solutions offered per client”

N385 1easdangnALsiarse (Penetration)

din3)agnA1 (Customer data) — “Percentage of
employees with access to customer information”

Iusssun1stuafaulignatdssdualinugdlisa
(Culture of driving client success) — “Number of
customer awards received”

dunusnnluszaran (Relationships for the long
term) — “Number of staff at client locations”
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A28 MN1SINAUGNAT
(Customer Measurements)

- ANuUNINalIvavgnAn (Customer Satisfaction)

- AuNNRVavgnAn (Customer loyalty)

« druuivnann (Market Share)

. 1/avUuINgnA1 (Customer complaints)

. msuf’iﬂfumLﬁmﬁumnmiﬁmaﬂ%’ausn

. am'mﬁﬂu (Return Rates)

. mufmﬂsomausumamssawamaoanm

. AuFuNusuavsIAifisianisuavdu (Price relative
to competition)

. Aaudhiwadusanuduiusuasgndn (Average
duration of customer relationship)
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aratnNIsIRNUGNAT (sia 1)
(Customer Measurements)

n15geulRagnAn (Customer Lost)
N135n¥1gnA1 1Y (Customer Retention)
an31n1sllATavgnAn (Customer acquisition rates)

dadruvavsrelnanngnaA v (Percentage of revenue
from new customers)

J1uugnA1 (Number of customers)

ganuanllsiagna1siamu (Annual sales per
customer)

an31wue (Sales closed/sales contacts)
n1sngnAtdanan (Customer visits to the company)
Juug Il lgnugnaAn (Hours spent with customers)
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At MNITINRUFNAA (KB 2)
(Customer Measurements)

AlgI1aar1un19nantlatiaunuaang
INMUMUTARUININUIAR §) (Number of Ads placed)

Juruvavtatduan levinauui (Number of proposals
made)

N15ATLUUNSUIAUAIITUAN (Brand recognition)
2M51N19MausL (Response rate)

INMUMUK LTI TUNSUTAINANN U VIANTT (Number
of trade shows attended)

tlanae (Sales volume)

dadrunisldIavasgnatidivung (Share of target
customer spending)

gana1elulsasdaIn1Ini1sInI MU (Sales per
channel)
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ALt MNITIRUGNAA (ka 3)
(Customer Measurements)

KPIs1-Version2.0-June 2006

= UL RLUDIgNAI (Average
customer size)

= IMUIUFNAIRDITIUIUNUNITU
(Customers per employees)

= a1l4fA1alun15u5n19gnAsiagnAn
weiars1e (Customer service
expense per customer)

= N5 ndselaamiuavgnan
(Customer profitability)

= adudlunisana (Frequency-
number of sales transactions)
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ANSINPRIRUNATTUMUASAL U
(Measures for The Internal Process Perspective)

e YN lgaUNIU BULHY NGUVDIBIANST (ﬁgmwi 3 avAnsdiuly)
finuduius Tnans961en15 Itaunilesan1suianinndi

YINANA U V3NS5 N1SIULazdayat1Id15 ATlunvsulas
Uaraniv nuunas ludgegnan

(Supply chain is A set of three or more organizations
directly linked by one or more of the upstream and
downstream flows of products, services, finances, and
information from a source to a customer)

e UM 1FTIFEWIT0NAT IAT1 i TgaUnulsenausieg 3 du @a
*  MunaINILarn153nK1 (Sourcing & Procurement)

- n1svinAdvdalduysaliasnis19unu (Order fulfillment &
Planning)

¢ N15ANNISALLAEN15INIINN9Y (Forecasting & Scheduling)
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At 1N1TIRMIUATTUIUANTE N TBUNIU
(Supply-Chain Process Measurements)

N15INAINATIIAN

. szgzanluni1sliudinisdisanu order

- gudslun1sliudnisaisanau Order

e SrieaduaInal

¢ UAUIIULLAZNNISAINNISALSALSEaLIA T UGS
o MILUSVAIULNUITIUNIS IWLENISAINSDUSLULLI]N

h tHNlIAN

ALAIN
¢ ANNINalIVaIgNAITREISIN

*  AINUNULIVDINTEUIUNTG

e ANMUANYSala1N Order wavgnA (§9M591981 ASUOIU LilRane
219dan59518n198UAN)

e auwlutrlun1sdszunanisiuazn151LNU

e ANUNEANUAUMI91INT19YI19U (Schedule adherence)
KPIs1-Version2.0-June 2006 Human Excellence 20



A2t 1IN1TINRIUATELIUNITE N TdgUnu
(Supply-Chain Process Measurements) (#a 1)

*  AUNUNITNAR

. 's::ﬂ::na'na,?iu‘lumstﬁmﬁumnanﬁ'\ (nsn’imw’ﬁia)

«  AUNUNITINAY/duaU

- szazanlunisudasnduuniiluiiu (Cash to Cash cycle time)

*  HUNUNITINAITIN (FUNUBIY A1PUa ALAUSANITUAY/
INOAU AUNUNITIANIS)

« AuNuUVaINIsHAIaIN1sHAnAIULAU (EXcess capacity)

«  AUNUVBINITUINAIAINTISHEAR (Capacity shortfall)

Ay ¢ /dudiuduy

° d'mm”lmumsuammmﬂummmu (mmumé‘wum
's.,ﬂ.,na'm‘lwLﬂaﬂuuﬂaomﬁoeﬁa/maﬂuwau”l‘n”lﬂ)

: m'mw'iau‘nawmgam'ams
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Innovation Steps (source : IDEO)

[ >4 U

e 11 5 AuMmaUNFUNUSAUNLALINLUINNTTN
A : -

rinAa"uLai1°la (Understanding)
[dvinanisal (Observing)
inliitluaTunw (Visualizing)
11dseiliu (Evaluating)
1U5u1l59 (Refining) uas
U111 (Implementing)
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1 N15IAN5LUIUNI5UINNS5U (Source : IDEO)

M a2udsannuun (Track successes) — “No. of new
products or services launched within a given time
frame”

M uasauauian (And failure)
M Fausannpwaulduaslvil q (Learn from lead users)

M vinvruitluin (Work in Teams) — fiinoiuannvany q §2u
U 119386119 9 BaINUBE ININUT NAYNSTINI N9
MMIULNUNISDANULLY N1SAALLLARFEIVNTIN NNSaaNLLL
funsfln daliin Adanssuiazasna Wi ganvinas
LarandIngsu

M WenuuInnssutirdndewaiuiatsiaiiias (Develop a
pipeline)
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A1sYaAN T uYS g Uif
(Measures of Good Citizenship)

1AN15AISHFUNUSATINNAN LN UIENIUNIASS TIaan
nNFLLLEUATN 9
1gtu n1sAnT v ILIndan (Environment) gun1w

(Health) uacAadNUaannea (Safety) AlFsumsguuzain
UUNIUNIAS

AnNSANEIWLINAINISAEATWANRAIR axitalun155u
AATWLAIIULAZSAINUTNITUNAG 1T 16

iU uan.McCormick 1u Maryland @3galisnn
MWFutdg5TunieTulawasiitiu “Charity Day” I
WUl nd luiuids uadrdeluiuiuaziiu
n1sNA] UasITNAvIUITLIFanLFATENINTSUNID
89 IUle uan.McCormick azdunu1vidn 2 win 1t

¥
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QU

fadin (KPIs) wavaruiiudscenauiis

e FUUSI TIRINLANIUYITIIULNaN1SAA]R (Tulnan
UAINANTG)

*  FIUIUASIVAIAINTTUNTITNAR
e FUUGNTUNAINISIDT TUTFIUIMA U150 AR

nflweshanisfidadgussnisuitefifiandu KPIs fifie
“Sunigiiafinas W We
(Uncovering the “Missing Measurements”)
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M22819N19INATIUNTEUIUNTITAE T

. Funuadasauilesianis

¢ N15NAINTILIAN

e« s5zgzilanlunIsvitvIuLAarsI8nIS
©  NMSUNUILULDITUAIAIAAY

. Fwwrndan/uaniisiivdanaanu
*  AUNUNITIVVUATWAIUN
 ANNALITaINUANTU

: a'mmaﬂmmﬁwﬁum

o am'\mu‘umwamamm‘lnum‘l‘ﬁ'lmsomﬂunu
NANNUNNAAAUTUN (ITUIU)

o FUAIAIAAY
e RTINS LALLTIIU
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A28t1IN15INNTIUNSEUIUNISNETU (sia 1)

. SEUHIANAUDINALANTIGNANGDINAS
¢ ANTIUDIFe

- A15uUInauuYinIva (Rework)

*  AMUNDUFNYSAUATUSIULDYRIJNAN
© SETHULIAIANNU

° msﬂsuﬂsosausuﬂunmmswam

o msﬂsuﬂsaammamm (Continuous
Improvement)

9N lFanddsenuny

- FuUUFuALaruIn1snlag (In the pipeline)

e ansnanauununglu (IRR) wavlas9n13lu
+  MIanAINgeUlds (Waste reduction)

- 15 lgNuNaL1vAuAn (Space Utilization)
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M2a819N15IANUNSEUIUN5NE U (sia 2)

¢ ARNFINISAUTUAN

« A1SNYANER (downtime)
¢ ANUNULINTaIN15ILULNU (Planning Accuracy)
¢« szl lun1sYINNaIANANA LN NTaUSNIS TN
. FUIUNANAUTILEcUSA15 Tt due

e FUIU/F09517N15 1 FaNAinnalulgiuin
(Number of positive media stories)
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N15IAATUNITIRLUFVDINUNITULALYNNDIATUNISLAU TH
(Measures for the Employee Learning and Growth perspective)

+ Madw Vigusd Tdnaliauuudiaasdlalunined
(Econometric modeling techniques) tHaunMuduNUS
eI AMUNIND Tauasnwtntu (Employee
satisfaction) nNunan1saALiLIIUNIIN5I3IU (Financial

performance) wu91

‘ AN

! WINB1a
UBIWWAIAL

50,

J /0

* W Busd wmnsmﬂquuﬁatﬂmmu Taufisne l@dANgusn
200 mummmawsg mu§'mmmﬂnﬁﬂsuﬂsommwowa‘la
UYDINWUNITU
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n15IRANEUNS0 (Measuring Capabilities)-1

e ldfunumudinisnInnisnaiuiniIunnise (Using core
competencies to measure skill development)

« Core Competencies = An attribute or behavior that
individual managers and employees must demonstrate to
succeed at their particular company. (Aauanus1iaa
NOANITUNNIANITUTagNIUAacAU ladadtia TinanIs
Useduar1ugdnisa)

o ‘lsﬁ’ttwum'sﬁmmmﬂaLﬁmﬁuﬁnalmw (Using personal
development plannlnq PDP to boost competence holders)

. LsumnmﬁﬂﬂLaanwum'\umvtmu,wu PDP (amﬂsvmu
“a2aIns181) Lwansvmunanssumnmnu\ﬂuﬁ'\ﬂmmo 1 A9
dauaiunilAvIUNN lesund aannifian
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n15IRANEUNT0 (Measuring Capabilities)-2

dudanlviins lgsInniinaiuids (Encourage healthy
lifestyles) — (Hlun1santiangiisinies n1s Claim usale
0151N15UIALIAVIINIU LU T FTudsdun i Tdsinsunis
AUANUINUN

ATINAa ITUIPNLANUATFUENI15TUTASINIS BIadTUEHS
IMUIUNUNTAASINITR1VIANIanay (Absenteeism) 958555U
(Morale) uazwanansiawunyu (Productivity per
employee)

INN158UsUUDINUNIIU (Measuring employee training) —
wWaltlunstiuineewiineu 21910 Tl 1 lananaasing
dursanuuIN M lunIsvivIuLas S nsAvin i
mvgswmmmﬁnsﬂszaum'mé'\L%"a

AR A ITUIUTITINNLAIIULEIREAU TAaUSU LN
WgNllain1sausutidszdndna Aaldstsanlavsnuidivung
UasInUscavAuaIaIAng (WINTUINNNORNTTUNIaNNL
T 9 NnAIINIINIUIUKLTIaVSN)
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N153AANEN150 (Measuring Capabilities)-3 I

e 1575 TN unnIuniIsausundl uiu
AL AINaUIINIULAzIAZaTiNe TuuSEn 35015
fli3anq1 “third Pperson teaching’

* WannaaIwunI (Employee productivity) —
wmsmﬂmﬂmﬁmmﬂumﬂ”lﬂmawuno'm “aann
= IR BvIU RA150U191Nn YAAWANADNIUNITU
(Value Added per employee)

* UaNINILLIIAISLANLATDY LLAFavHa luN15YiITvIUN
musdnuazIndunaninIu 1 U aaunaImas n1s
[ndvuvavaya (Access to information) L1iNa
UseTaamilun1sinsialscaruanunugnan
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ussgulauasdumisiudmdn lssniulaunng

(Motivation and Alignment) |

- aunywalauaswiineu (Employee satisfaction) —
WaNAENIWAMUTINATATaINUANIU FIN150871579
l#nn1sfiganvunasuiEadansou n1sle Intranet
n15° 19 E-mail iNasudayauilssulauasianig
USudgaun 1o lanuinansia

. giumivuavianssuindaWiiudn gsnuiiuly
and (Alignment) — Azudnvsglllun1sfAneEas
BSC luduiiifiardusrinnaannvavdnssie
nsruuUnI9nINnsEild (The process of cascading)
TaalingInniaeanida “degree of alignment” — Ev3:I@
AMuFUNUS lamsIny Strategic goals
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A2aE19N15INAIUNISITUUTVDINLAITULALNSLAFYLAL 1A I

v ANSI990UaINENU TUENIANITITWUZIANITATIRY 9
v AMsamueIunisinavsusiagnen 1 51e

v émmuwunmuwum'mwuaja

v Fuaunwineuiifinisilnavusudugiasiu

v 11981 NNSUIAIU

v 251NN ULI8ULLNaan

v Asiustinvasntinduliungnan
v a7NNInalagaInwneu

v matdanddinsnlunnusnunisnasanaulintneu
v na'mﬁfutﬁﬂ”lﬂtummnaummm

v yaAtaiNniiadusanuineIu 1 au

v ATUAIULTIPTR
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A28819N19IAATUNISIEUFUINUNITULALNISIAZ YAV TH -1

agiin15 a1 (empowerment index) (S1UURINNS)
ALAINaIRILIRRaN TUA1SYITU
ans1druni1sfadrsnielu

NARATWTDINUNIIU ]

J7UU Scorecard 7 lavingiuu
UNUAISEIEESNATUFUN N

U2 TSN

n1sussqLlvunausazyAna

15U ILE I uAUa (R1un1sdseiliunisyinnu)
nsWRA A
WHUA1SF0dS

AR q As1euld
dndiudruiu Computer sianiininu
5msﬂd'mmaua°n'nmsmLﬂunaﬂm
msﬁomumpumﬂmu
N15AANISLIDVAITNG

A15ATNUNINATUAZ ST
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