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Contabilidade Gerencial

Negocios Globais

Gestao, lalento & Carreira Gerencial
Representagao | Realidade (contabil)
Org¢amento & Projegoes
Conformidade & Qualidade

Etica & Etica Profissional
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Management translates its strategy into
performance measures that employees understand
and accept.

Performance

measures
Internal

business
processes

Learning
and growth
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Financial
Has our financial
performance improved?

r What are our

|

Customer
Do customers recognize that
we are delivering more value?

I

Lﬁnancial goals?

What customers do
we want to serve and
how are we going to
win and retain them?

Internal Business Processes
Have we improved key business
processes so that we can deliver more
value to customers?

|

Learning and Growth
Are we maintaining our ability
to change and improve?

© McGraw-Hill

\_

(What internal busi-\
NEss Processes are
critical to providing

<

(

kValue to customers? P

.. )
Vision
and

g Strategy )
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The balanced scorecard relies on non-financial measures in
addition to financial measures for two reasons:

!

O Financial measures are lag indicators that summarize
the results of past actions. Non-financial measures are
leading indicators of future financial performance.

{

® Top managers are ordinarily responsible for financial
performance measures — not lower level managers.
Non-financial measures are more likely to be
understood and controlled by lower level managers.

© McGraw-Hill 9
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The entire organization Each individual should
should have an overall have a personal balanced
balanced scorecard. scorecard.

A personal scorecard should contain measures that can be
influenced by the individual being evaluated and that
support the measures in the overall balanced scorecard.

© McGraw-Hill 10
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A balanced scorecard should have measures
that are linked together on a cause-and-effect basis.

Another desired

If we improve Then

performance measure
will improve.

onc performance
measure . . .

The balanced scorecard lays out concrete
actions to attain desired outcomes.

© McGraw-Hill I
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Incentive compensation
should be linked to
balanced scorecard

performance measures.

© McGraw-Hill
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> »| Profit
Financial 1
— Contribution per car |
»L— Number of cars sold
Customer 1
Custorper satjsfaction
with options
Internal
BT ., Number of Time to
options available install option
Processes
Learning ‘ Employee skills in
and Growth ' installing options
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Profit

v

A

Contribution per car

Number of cars sold

A

Customer satisfaction RSUIS
with options Satisfaction

- Increases

Strategies

Incrgase Number of Time to Ti
Options options available install option me
; Decreases

Employee skills in
installing options

\ 4

Increase
N
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Profit

A
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A

Contribution per car

a

— Number of cars sold

Results
Cars sold
T Increase

Customer satisfaction

with options Satisfaction
Increases

Number of Time to
options available install option
Employee skills in

installing options
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Profit

Contribution per car «

1

<

Results

Q@

Number of cars sold

4

A

Customer satisfaction
with options

4

A

Number of
options available

Time to
install option

Employee skills in
installing options
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Increases

Satisfaction
Increases

Time
Decreases
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> Profit < Profits
% Increase
If number
Contribution per car |« Contribution
of cars .SOIC'i ) Increases
and contribution
: ) Cars Sold
per car 1ncrease, Number of“cars sold £ Increases
profits
Increase. Customer satisfaction

with options

A

Number of Time to
options available install option
Employee skills in

installing options
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“Our success comes from...

o
%] . . -
= F2 - Maximize F3 - Grow non- F1 - Achieve sustainable double-digit F4 - Manage financial
= traditional traditional revenue net income growth resources for maximum
o revenue sources sources %/ﬂ/( ‘\___/ risk-adjusted return
- ...delivering great financial services,...
()
g C1 - “Understand me and C2 - “Give me C3 - “Appreciate me, and C4 - “Be involved
7:7,5 give me the right convenient access to get things done easily, in my
(@) information and advice." the right products." quickly, and right." communities.”
...which is all about developing and managing enduring relationships...
Acquire New Relationships Grow High-Potential and Increase Quality and Productivity
Retain High-Value Relationships
) - ) . . 111 - Consistently deliver the
a4 Sellt:]he '."gh';ttp - |7 - Provide premium service Allfirst value proposition — at the
@ e righttime to delight and retain right cost
(4] valuable customers
: f
T
= I3 - Communicate the Allfirst |6 - Demonstrate the Allfirst 110 - Maximize efficiency and
E brand and value proposition value proposition quality of business processes
)
E
|1 - Segment markets 12 - Effectively Irg y Idﬁ;t;f);“ar: I8 - Focus on 's?ﬁ' !Elqh?ncel
and target prospects —» develop products - EOnz0 TRY the “critical B AalTE
for new opportunity and access potential fewer" and external
Ly relationships partnerships
l
- ...and being a great place to work!”
E_<
ER g L1 - “We develop, L2 - “I'm developing L3 - “We understand the L4 - “We have the
g © (-5 recognize, retain, and the skills | need to strategy and know what information and tools we
- hire great people.” succeed.” we need to do." need to do our jobs.”

02003 Balanced Scorecard Collaborative, Inc. * bscol.com

Copyright © 2009 by Cornachione

19



20

I
Copyright © 2009 by Cornachione



BSC: Hospitality

Financial

Customer Related

Critical
Success
Factors

KPI
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