Balanced Scorecard Operational Definition Template
	Perspective: Customer     
	Measure Number / Name: C01 / Customer Satisfaction 
	Owner: J.Doe, VP Customer Relations

	Objective: (brief verb noun statement) Increase customer loyalty
	Strategic Goal: Revenue Growth

	Description: The customer satisfaction rating measures the percentage of surveyed customers who are satisfied with our products and services. Research indicates that satisfied customers make purchases more frequently and recommend our products/services to others. Hence, increasing customer satisfaction will help us achieve our strategy of revenue growth. A satisfied customer is one whose overall rating averages out greater than 4.5 on a 5.0 scale on our customer satisfaction survey. 


	Lag/Lead: Lag
	Frequency: Monthly
	Unit Type: Percentage
	Polarity: High percentages are good.


	Formula: Number of monthly survey respondents who provide an overall average assessment rating of 4.5 on a 5.0 scale divided by the total number of surveys completed.

	Data Source: Our survey company, XYZ, provides data for this measure each month. XYZ performs a random survey of our customers and provides the results electronically to our Customer Relations department. Data are contained in MS Excel spreadsheets (CUSTSRVY.xls line 22). Data is available the 10th business day following the end of each month. 

	Data Quality: High—received automatically from third-party vendor
	Data Collector: Frank Doe, Customer Relations Dept.


	Baseline: Our most recent data from XYZ indicates a customer satisfaction rating of 54%
	Target: > 80% by 1Q 2011
Target by calendar Quarter : Q1 2010: 59%   Q2 2010: 65%   Q3 2010: 72%     Q4 2010 : 80%

	Target Rational: Achieving customer satisfaction is critical to our revenue growth strategy. Research shows top performing organizations in our field achieve greater than 80% customer satisfaction on a routine basis (80% of the time). We can achieve the quarterly increases via our initiatives and stronger focus on customer satisfaction. 
	Initiatives:
	Cost:

	
	1. Customer appreciation events
	~ $150K

	
	2. Customer product training
	~ $100K

	
	3. Create a positive website experience
	~ $200K

	
	4. Create multi-channel inbound/outbound capabilities that improve customer support / response
	~ $750K

	
	Total Cost for Initiatives
	~ $1.2M
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附件12：平衡計分卡操作型定義(範例)
