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dmmtﬂutaﬁmeﬁsna ﬂJJaﬂ’l'i'J’h‘lLLNuﬂafJVIELLa”ﬂ’ﬁQﬂVI’I BSC (Balanced
Scorecard) 56.09.29257 IuNIane, WNWNASIN 6, Tsewuwumamaqnsm
UNIINLaE N.6.2546

Benchmarklnq vmaﬂdmﬁmﬂutaﬁwmﬁsna YUR YeYu1fia nuaIssos A3
WL, FO1TULANNANARWANTIR, ANWASIN 2 NOBN1AN 2545

The Balanced Scorecard, Robert S. Kaplan and David P. Norton, Boston :
Harvard Business School Press, 1996

Balanced Scorecard, Step-by-step : Maximizing Performance and
Maintaining Results, Paul R. Niven, John Wiley & Sons, Inc., 2002

Balanced Scorecard Diagnostics, Maintaining Maximum Performance, Paul
R. Niven, John Wiley & Sons, Inc., 2005

Alignment, Using the Balanced Scorecard to Create Corporate Synergies,
Robert S. Kaplan & David P. Norton, Harvard Business School Press, 2006

28 Ba I ced Scorecard war Key Performance
AWUNA 2, Ts9NuNLLIWIaINSaluuIINaI_L

BSC3-Version 2.0-June 2006 Human Excellence



&}‘ AISWAILIIROUSEAIAAILTIUITULEEN15IR
ﬁ-_ Developing Performance Objectives and Measures

nuNUudayanugrnAauNiu1Innlscaiauazn1sIn

v 518952811 (Annual Report) hitieyusfidayany
A15FU WAGITsUKUINIINTSAAIR Suaman uulrluulu
auUAA AIFINGN 9

v faaunadnusna (Mission Statement)
v altiay (Values)

v Adavidd (Vision)

v uWunagns (Strategic plan)

v UWUIASINT56 9 (Project plans) aziiunagns
UaNvattUaIavANg

v sasvunsfnsaasiiding (Consulting studies)
USnu19eivgiaiusing 9 nilaliisadusia/siaaan’le
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f‘ N1INRAILINOUSTEIAALTIUIIULEENISIA
ﬁ Developing Performance Objectives and Measures

nuNUdayanugIunauNIUIINglsrdvALazn15In (sia-1)

v 51a91un1saiiunu (Performance reports) eiiiu
AgInilaupNInUe Feziiluindaviiadingylunis
WU TINNINNIETN 16

v diayafuaviu (Competitor data)
v UsgidanutuunaavasAns (Organizational histories)
v s1eutaIunIL@s1en (Analyst report)

v’ 215d819N15ALAaTUNAIND1IFE196Y 9 (Trade journal
and news articles)

v 37891U Benchmarking (Benchmarking report)
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% - Benchmarking (n15uaivél ¥3a Insaawingn) Wuisnislynisia

£y wazilSauigy nannousd uvan1suazibn1sUiiRnuayansvidinsn
inlafnd1 avwasavn1silauinaunn e lunisdsulgvasans
Yavnulay INaIgAuTuladAlugsia Benchmarking asaiaisn
mavuAnusia Uil

= maajﬁa‘hgmﬁg‘lwu‘luﬁﬁﬁa (Where are we?)
= lasiilugiineign (Who is the best?)
- AuNLAINga L1vinadine’ls (How do they do it?)
= uazisnazvinadv s TiiAvadaen (How can we do it better?)
- 3hn1sUfjuRnanga*** (Best Practices) Aaddn15ujudnvinlv
avAnsUszdual1mdls aaa1nand ladnfan1sdlinniiasans
gautudd -
= Benchmark vin1afiv Best-in-Class faniinvii
seeulan gezilusunuungduasldinaliouiay
ATNFEINITaVDINULAY (N1 1a9N15U5UUS9RUAIN-Quality
Improvement)

davsanndn***

vanawme : Anga*** (Best) iilluauvinnaidaiaudas dadiuagny
darumsaluaziilvnaiiuvan uasullufingauavasdnsinavdnsnily
inuu
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2. 571891UNNFALTUIIU
3. F1ENTUVNUNILATIEN
4 11581901961

5 5188971 Benchmark

n15°leg BSC inaAunndiayanuiluun
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.“P’S"'PS*’!\’.—‘[

wHunn19naIn (Mkt.Dept.)
2M5815115A1 .
51EN1UNSANIUANALS N
LU TASINTSEN
LWNUNALNS
F1ENIUNFANTUIIU
31881U Benchmark

(3

u

5f3 ALAT Fdanminacsnagns

NOoOORWN =2

fasunaINUsA

ANTla

daaunaviIdavieil
WNUNREYNS

Uszifaveing .
s1eUNSANB1YaINUSI Al
LAUTATINIFHAN 9

sruUN15A18 U
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1
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5
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S1ENIUNITNRA/AUNTUNTS
dayafuaviu

318917U Benchmark
21581511961 .
s1EvUNSANIvaINUS Nl
LNUTASINFHAN 9
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f Uinnisduntzalinas1usngayaINNUINIS

v\/ numuiInauseaid (Review purpose) ‘umvuwusmssan waxtd1la BSC ua?
m'iﬂsv‘nuﬂs\mmmn'ﬁ‘lwuﬂs"ﬁw'ﬁwa "ﬁ‘umﬂsvmumvﬂsauaaumsﬂsv‘ﬁuu
SruLai

v Wusfia Arilen Adavieiuaznagns (Mission, Values, Vision, and Strategy)
Busudunralaianisiiudayadizas 151lisae Share daya’ln q M3 Busu
AEANNINAVTL

o 2ANSHWUSAILAIMFD U a1llauLa) WusHvauavavfnsisIfaas s
(Has the mission for the organization been defined? If so, what is
that mission?)

o ar lsithuunudflaundntuiganur ldgwusna (What core values are
essential in pursuit of the mission?)

E avAns ladin1sauIFdandiiuadrsa ld vinnid Adansiivavasanstsnilu
atinv'ls (Has the organization developed a vision statement? If so,
what is the vision?)

r 1s1iinagnadnAty 9 ad1v s Nz ldgarndsanuidunsd
aavavIAn5L51 (What key strategies will lead us to the achievement of
our vision?)
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Uftiansduninaliiasiusindayaannifuinis (sa 1)

mnvguswﬁ 'lumauusa’ln'lﬂumwmﬂ‘lumﬁvmwﬁ'maqms AU
BuAaNALLUAMIS TaadduuuImilmisi

1. virulearuauiavdvia i 31vin luavdansuas
15189581590¢ 1e (Why do you feel we exist as
an organization (mission)?)

2. uAudArfianlafitsafiadiu (What core values do
we hold?)

3. 8n 5, 10 »3a 15 d19nu vinudnadnavAnsisn
z Uiy luu (Where do you see us in 5, 10 or
15 years (vision)?)

4. \§eavitaz el zudnsuliisn llgauran
filsnds190u1 (What must we do to reach that
desired future (strategy)?)
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% Uin1sdun1xalitNas1u5Iu00YaNKU5115 (sia 2)

v 119IARaN156LiuU (Performance measurement) Ansduasalil idun1sazan
AMNARTDINUSUSATUANMNEAYIavINnstdvALarn1sIaNiisianudI5UDY
AN

1. mnms’lﬁm'%anmﬁmﬁumﬁu 1519¥U55q0NA
ensndrnqanand laatinv’ls (How will we achieve
the strategies you just discussed?)

2. anul sfidayandasidinas lsfldiiuninsia
ANdL59uavavAns (What data or measures do
you currently use to gauge success of the
organization?)

3. vinudidhvuneddiausa’li vandl Aaaslstine (Do
you have targets for the measures? If so, what
are they?)

4. fdayavdasravulaiei ldldlssTuminniiga
uasvinlu (What data or reports are most useful,
and why?)
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% Usn1sduntralitasiusIu8YaNKUS11S (519 3)

B\/ Uszsiunrsur lUfid (Jmplementation issues) ilunisnadauuinisin
1131389 BSC wardsiazsdaylivinlilssauainuddaadnelsiine

1. viruldvsesiusieuasei ldunaanwmun BSC atnvls
(How would you rate your direct reports’ knowledge of
the Balanced Scorecard’?)

2. .,mﬁ‘zhala.,'l'imm‘lwmmmmawnu'lmﬂsuﬂswsaLw:u
1 lauundail (What would help enhance your team’s
understanding of this concept?)

3. figudssmarlstiniiwdyssuitenisufifnis BSC uda
1519z Wuatinv 15@ (What are some of the barriers we
may face in implementing the Balanced Scorecard, and
how do we overcome them?)

> ‘lafirandunratidszunnt 1 92709 tazdInnaa1a 8 1wy 10 §9 15 d1a1u

‘lﬁwusm'sm”lﬂ'sumsé‘ummmuammmmummsﬁmmuw 2eiNnIINL
oz lddu W dedranau Euduaa

> 1UINASY v&’u%msa'm:a.,mau'lﬁtﬁm d291192dUAININYINUU WHALNT
213:U1n 8N 40 A10U....!
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b nsWauIngUsravdLazigin
o (Developing Your Objectives and Measures)

nsudannunaneifilssansnaitunguadidgyluniswaun BSC
(Effective Translation Is the Key to Building Your Balanced Scorecard)

. UszTaaudsylaaydasnn vaniusvisnanalui
Useausauminaunatfng Ll gu “uints121v
seaULAUANSAIN THFUARALVINTTAMUAT LAY
57U5MULFERN TaN1d@N1g5A THNINNFAR8LEN
NNunaNINMIFanNagnsNnuaInane 15181150
ussqlunanienisiu(iiu EVA) anuisiasnis
Ia” “If we leverage core competencies across
the value chain and maximize synergistic
opportunities among strategic alternatives, we
may be able to reach EVA targets.”

- WilnvusavmsAIpaing ¢ e dunasianis,
Ui Lududu antunisuda aranandiaminuni
Useandna Jlladnudnyv

BSC3-Version 2.0-June 2006 Human Excellence 12



t}‘ n1stdanliunu1ane Balanced Scorecard

& :_.. B
iﬁ-éﬁ e

F wWusnauasAlaunan (Mission and Core Values)

dorusluauranisisiavnisg

(Our desired future state)

NANTIUNUAINURELFA

(Differentiating activities)

Fonsiavvin I lafnunagns

(What we must do well in order
to implement our strategy) %ﬁ@u

Aﬁuﬁmi

nagns

InqUseava

\

. | nszuyunis
aaly

n1S158Ug
PDINLAIIU
Lazn1sLAu1n

3501511519030
\Audayandndtsa /

N9

\

\Bynagna (How
strategic success is / 150U

measured and

q

A1 | nszuIun1snalu

N33 8UFVBINUNIU
uazn1siu e

tracked)
BSC3-Version 2.0-June 2006

Human Excellence
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N15219I0UsedvAd11SU BSC

(Setting Objectives for The Balanced Scorecard)

BSC3-Version 2.0-June 2006

= wallunngia (Gauge) Al
UseANBNaTALSIUNNINNA 1516129
WeaUINFUYIINOU5EdIANS
AU UIIUTUNINDU FIATFINT0
asu1asia Ll lad1 lesiiunis 1
AINNagNSHaa L |

= IngUscavAtludgewiuitanseriioe
naﬂmﬁ‘luivﬂumnumﬁmwami
aiiuaui ldanassudn tiaaz e
andulainlinrun1vii ey
wWaunansa’li
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n1sNeIU1InnUsed9A (Developing Objectives) O _[_] 9

nunnidigalunswainglseaed Aan1sdgavaw/
Junwol Tnauanduntsalifuyuuaesig q sivil

l. uuuaomumswu (Financial perspectlve) mumaumomswum
mtﬂua.,'l'smo muaiwmmuu‘la‘lumsmﬁm'\nauwﬁ‘uaoLs'\qnwsa

Rm (What financial steps are necessary to ensure the execution of
our strategy?)

1Y NAYNSVDITIHDINTANFUYUNS LAY
Useandnn 151013l inadssavddn “anfunu
mqaau‘lwmm” kh me'm'lmawunmu”
, ' 39 9 ua? autsﬁau‘imﬁmo%"ﬁ‘ﬁm‘uaoﬁsﬁa
( CRlopll (qu's'm'lﬂmawuﬂmu mstﬂwﬂwm
55NAAUAL IR ansiuyu AstTugefigsAa
mu‘immumma‘ﬁwmaum)

—
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o e
ﬁf |
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n1sWaIuIInnLseavd (Developing Objectives) _|J WA

yYuuavsn1ugnAi (Customer perspective) : lasAagnailavunauas
151 uastst laintduanadtas 1slvignan (Who are our targeted
customers, and what is our value proposition in serving them?)

12t SnqUseavd Aia davn1siingnsaae
aﬂm'l'a (Increase retention rates)
I.‘INJJﬂ')']JJ'iLﬂf;l')ﬂ'lJ‘iﬂLllJlJﬂ']‘S‘ﬁa‘lla\'l
anA1 (Increase knowledge of
customer buying patterns) flusiu
emavmml,umnum‘mmmﬂu

Lagging uax Leading dvarldinann
¢ia 11
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1
n1sNeIU1InnUsed9A (Developing Objectives) _r j] j' 9 9

yuuavsunszuIuN1sAeu (Internal Process perspective) : \Wafiax
d5vaunsna’lalvgnainasyiiariu nscuiuni1slatinviisnasAasrin
atinvfLad (To satisfy our customers and shareholders, at what
process must we excel?)

12t SngUseavd fia ANN1sUS U5
nsruIUN1sA18IUaIANS anua
\Jde vavAu (Lower return rates)
lRanyinvunuIndeilavanis
satiiuvutnsata (A-rated
Suppliers) Tusu
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- ,
nsWau inqulszasd (Developing Objectives) [ () || [

UUNDIFUMSIEUFVINUAIULAATS5LHALTA (Employee Learning
and Growth perspective) fifiamnudmnsnuasiasaiiale 9 11101

LAIUNUNITUDDILG Lwa‘lwwsauuavmmﬁﬂaummanaum'ﬁ‘umm”lﬂ
(What capabilities and tools do our employees require to help them
execute our strategy?)

U InnUseaid fa Uadaviteau
vinszas (Close skills gaps) uaz
lNuN1sHNausu (Increase
employee training) (Ilusiu
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AnsuaulunisiaiuInglscdenn1sstiiueIu A

v/ Wi (Increase)

v an (Reduce)

v 154 (Initiate)

v Wenun (Develop)

v isinas (Lower)

v 1U5u1l59 (Improve)
v ialiitlu (Become)
v 1553 (Achieve)

v 1la (Close) iU n15lladavineu
nnweav (Closing skills gaps)
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5 WauInQUsrdvALasmTInnau udrdvAaaltan lavdmauazHanssny
- (Developing Objectives and Measures First — Then Create Cause-and-Effect Linkages)

> muﬁﬂttﬂa‘lﬁtﬂuam‘ﬁumau
A8
> wmu'nmnﬂsuaoﬂuaumq‘i'mmn
LLAIaTYNNDY (ﬁuuuao)
> Waluidtasunel sﬂﬂavtauﬂnaqwé
maomumnaﬂu waaNIUITUNN
Tma 51ummnﬂiuamuaum%m
> ‘numauu a9l inatlang
SeANANAR (Brain Storming)
sfias ldnansialy
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N1555ANAMUNAR (Brain Storming)

Thuuumvifilszansua

Hugiavavnisiduauulfa (Idea generation sessions)
Hunisdseauigyduuigiu (Hypothesis meetings)
UssTlamiaasnsscanAlNu@Aa Aa -

. Viaruigaiulun1sas1vas5a
(Encourage creativity)

1. Waln/aUlauAlvidauuuidanway (Foster
ownership)

1. seau/sinunivlunanssu (Level the
playing field)

V. iaLuIARITUIUNIN (Produce a large
number of ideas)
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N199aN1960 LT uIUu-1219uav Balanced Scorecard

“@rudu1snlunisimuauaznIsiniasiasn1sin’-Hualdssadi
iGeynulaslun1saiiuuaznunIussuuNIsIANISALIUIIU (“the
ability to define and agree upon measures” as the most frequent

barrier to implementing or revising a performance measurement

system)

ArgInuansnIsalitinduniudn (Lagging indicator)
0 mdInnudayliiulanrduiailyymluauran (Leading indicator)

)

amanausiveg
g Iiduysol NalznIuuLey
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1R ooz aaifil (zie) & Egzie] Rarforssizines Mezistres

afn (Lag) 1123111 (Lead)
niunsinfinafladugadisna nFefi “duindau” wiainlugnsin
#ielnu (Definition) fdnwauniiun1sindertnou naduluadin Unfudvsinnszuiunis
1 luadia M20NINTINILUINNNAN
o Qdultmana Elmu'm‘m‘imm‘l‘ﬁnuanm
»22e19 (Examples) Quanae Qdaiduaiiidoudunn(Proposal written)
Oarunanalazasniineiu On5a1/a1n (Absenteeism)

.y i o - linautlunismianisal uazaugn
1603 Taadnfudrinanazseyvia e
AN LU 8L AaRald ThavAnsUsuusiv uuwugwu

(Advantages) aIWaT 5y

- iUnithudasluadiauazlidla
Usziiu (Issues) dxviaufivianssuilaqiiu
YIRAIIINITAINNITAlaUIAR

219:AgNl Anum Sadialeann
Lﬂum‘imm‘lwuﬁﬂmumﬂns

BSC a=lidauwauny Lag uas Lead Tun1sianan1ssntiiueu
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%ﬁ A25iMInnNN2lussuu BSC ?
B v isdaanisaiunduitRaawassving Lagging indicators (Core

outcomes easures) NU Leading indicators (Performance drivers)
N9LAUNINY scorecard

v dipyaanpufjifuarnlsne asanasnun

QU

aa 20-25 a1n

" o v o avANSfN T lATALIU
AIUNTNU 3-4 MIA 132INAANSNIINISIIU
ATUJNA 5-8 MM Taenlnfazdanilu Leading Indicators
AIUNTEUIU 10 65 AF1DI52UNTEUIUNITURANN T HNAANSALAF
n1snelu 5-10m7a || - PP x 3 YAoK
LANALAILAgAALasATUNIS I UV HaU

Lﬂumm‘lmuuummmuLﬂu"lﬂ”lﬂ
(Enabler) moﬂs\‘mmm‘lamnua.ﬁlumumﬂ

ATUNIFIZEUG v o
UDINWIUNITULAL 3-6 MM

A15LHVIR
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