Inputs Performance Outcomes

Profitability
‘ OS How do employees contribute to innovative

™ ideas
How do you create savings on ideas,
| sformation
I\/I Odel Customer Loyalty
Are current customers your best

processes or turnover of staff and customers
source for new customers

What percentage of you business
is with repeat customers Revenue Revenue Growth

Growth Are you at or above
) industry norms for growth
Employee Retention
What messages are you receiving from
] employees who exit

What are industry trends
Do you have a business

How is knowledge captured

Is your turnover higher than industry

Profitability

plan that includes
employee strategies

Have you identified a

Customer
Loyalty

norm marketing strategy that
Are your employees also your InClLlJ(deS your internal

; . ) markets
recruiters Customer Customer Satisfaction

SalggEsion Do customers experience:

« on time delivery

« competitive pricing

« staff who are knowledgeable of products
« friendly, reliable service

« after sale support

Internal Service Value
How do you create internal
service value

Do your employees “sell”
your company

Employee

Retention

Employee

Satisfaction

Internal

Employee Satisfaction
How is employee satisfaction contributing
@ | to customer satisfaction

How does the organization determine
employee satisfaction

Service
Value

Inspired

Leadership Inspired Leadership

What characteristics do leaders and managers exhibit that
™ inspire employees to help to grow the company

Do people want to work for and do business with you

Intensity of COS involvement




