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fedrimmsfinuit 1996

Strategic Objectives

Strategic Measurements

{Lag Indicators)

Strategic Measurements

{(Lead Indicators)

Financial

Improve Returns
Broaden Revenue Mix
Reduce Cost Structure

Customer

Increase Customer Satisfaction With

Our Products and People
Increase Satisfaction ‘After the
Sale’

Internal

Understand Our Customers
Creative Innovative Products
Cross-Sell Products

Shift Customers to Cost-Effective

Channels
Minimize Operational Problems
Responsive Service

" Learning
Develop Strategic Skills
Provide Strategic Information

Align Personal Goals

Return-on-Investment

Revenue Growth

Deposit Service Cost Change

Share of Segment

Customer Retention

New Product Revenue

Cross-Sell Ratio

Channel Mix Change

Service Error rate

Request Fulfillment Time

Employee Satisfaction

Revenue Per Employee

Revenue Mix

Depth'of Relationship

Satisfaction Survey

Product Development Cycle

Hours with Customers

Strategic Job Coverage Ration
Strategic Information
availability Ratio

Personal Goals Alignment
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