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Four Perspectives of the Balanced Scorecard 



Service Scorecard Architecture 

Customer Oriented Financial Growth 

Market Oriented Collaboration 

Acceleration 

(Reduction & Improvement) 
Innovation 

Learning & Growth Execution Excellence 

Leadership 



Our Business Obligations 

 Customer: 
Provide world-class quality in a cost-effective way. 

 Shareholder: 

Becoming a multinational profitable organization where our investors enjoy 
growth potential in new market and in revenue streams. 

 Employee: 

Building a strong Employee Value Proposition, ensure fair wages, provide 
employment security, social security and opportunity to grow. 

 Society: 

Boosting Technology (ICT & SW business), creating jobs, GDP growth, reduce 
negative Environmental impact e.g. reduce Greenhouse Gases emissions, 
waste generation,  and energy consumption. 
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Outside-In, Porter's 5 Forces Strategy 
tool 



Service Scorecard Architecture 

Customer Oriented Financial Growth 

Market Oriented Collaboration 

Outside-In 

• Improve the customer experience 
• Maximizing benefits for the customer 
• Customer Segmentation & Customization 
• Customer Satisfaction 

• Customer’ Trust (retain customer) 
• Shareholders’ Trust (keep shareholders happy) 

• Power of Suppliers 
• Power of Buyers 
• Competitive Rivalry 

• Competitors analysis 
• Marketing Mix 
• Proactive development of new ideas that can be 

taken to the market 



Inside-Out, Resource Based View  



Service Scorecard Architecture 

Customer Oriented Financial Growth 

Market Oriented Collaboration 

Acceleration 
(Reduction & Improvement) 

Innovation 

Learning & Growth Execution Excellence 

Leadership 

(Intangible + People) (People) 

(Intangible + People) (Tangible + Intangible +People) 



3 or More metrics for Performance 



6-yr Average Payout Distribution 

2010-2015 



Service Scorecard Architecture 

Customer Oriented (15%) Financial Growth (25%) 

Market Oriented (15%) Collaboration (15%) 

Accelerate  

(10%) 

Innovation  

(5%) 

Learning & Growth 
(10%) 

Execution Excellence 
(20%) 

Leadership 
(5%) 

Obligatory 

Selective 



Employee Incentive Equation 

= Basic Salary X Employee Performance X Corporate Multiplier 
= $$$                X  ( %Empl =<  150%)         X  (0.5 – 1.5) 
= $$$                X  0 – 2.25  

Semi Annual Incentive  



Employee Semi-Annual Incentive – Example 



Corporate Dashboard KPI 



Employee Performance Evaluation 



Employee Performance Evaluation 



Employee Performance Evaluation 




