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Performance Management Framework
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' Performance Management Component

Three critical components for effective process of

performance management

Performance
Management
Process

Performance
Management
Infrastructure

Logistic support and
performance management
administration
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Performance management
cycle is continuous and
consistent

Performance
Management
Culture

Culture that is based

on performance
accountability



' Performance Management Cycle

4

Set Measures and Target

Reward and Coach l Plan and Execute

Monitor and Evaluate
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%] Managing Performance with
' Balanced Scorecard

Balanced Scorecard is a management tool that
provides stakeholders with a comprehensive
measure of how the organization Is progressing
towards the achievement of its strategic goals.
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Managing Performance with

Balanced Scorecard

A Balances financial and non-financial measures
A Balances short and long-term measures

A Balances performance drivers (leading
Indicators) with outcome measures (lagging
Indicators)

A Leads to strategic focus and organizational
alignment.
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14 Perspectives in Balanced Scorecard

' If we succeed, how will
we look to our

shareholders?

—J

To achieve our vision,
how must we look to our
customers?

_J

To satisfy our customers,
which processes must we
excel at?

B~

To achieve our vision, how
must our organization learn

and improve?
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Translate the
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Balanced
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Excellent
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“ Strategy Map Framework

A The strategy map framework is presented in the
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following slides.

This framework describes the types of strategic
target that should be presented in each perspective,
namely the financial perspective, customers, internal
business process, and learning & growth perspective.
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' Financial Perspective

A
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In private companies, the financial perspective is the
main objective (ultimate goal) T without having to
sacrifice the interests of other relevant stakeholders
(community, environment, government, etc.)

In the financial perspective, the strategic goal is the
long-term shareholder value. This goal is driven by
two factors, namely : revenue growth and cost
efficiency.
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“ Strategic Objectives in Financial

Long-term
Shareholder Value

L] L]

Cost Efficiency Revenue Growth
Improve Cost Structure Expand Revenue
Opportunities
Increase Asset Utilization Enhance Customer Value

www.bmi.vn 15



' Customer Perspective

A This perspective is very instrumental, because without
customers, how can a company survive?

A
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Customer perspective covers the following elements:

o Io Do To I

Customer acquisition
Customer retention
Customer profitability
Market share
Customer satisfaction
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Strategic Objectives in Customer

Customer. Retention Customer Profitability

Customer. Satisfaction Market Share

Customer Acquisition
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Internal Process Perspective

A This perspective reflects the processes in key business
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that should be optimized in order to meet the needs of
the customers.

There are four main themes in this perspective, namely:
A Operations Management Process

A Customer Management Process

A Innovation Process

A Regulatory and Social Process
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” Strategic Objectives in Internal Process

Operations
Management
Processes

Processes that
produce and
deliver products
and services

ASupply
AProduction
ADistribution
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Customer
Management
Processes

Processes that
enhance customer
value

ASelection
AAcquisition
ARetention
AGrowth

Innovation
Processes

Processes that
create new
products and
services

ANew Ideas
AR&D Portfolio

ADesign/
Develop

ALaunch

Regulatory
and Social
Processes

Processes that
improve
communities and
the environment

AEnvironment

ASafety &
Health

AEmployment
ACommunity
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