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Chiflika Inc. – Balanced Scorecard
The balanced scorecard method builds on some key concepts of previous management ideas such as Total Quality Management (TQM), including customer-defined quality, continuous improvement, employee empowerment, and primarily measurement-based management and feedback. As asked in this week’s assignment this paper will provide detail balanced scorecard for an export organization with the following name: Chiflika Incorporated. The Balanced Scorecard will help management measure whether operational activities of a company are aligned with its larger-scale objectives in terms of vision and strategy. Further the paper will analyze the outcome of the strategic plan explained in the balanced scorecard. Thus, a metrics will be developed based on the priorities of the strategic plan. 

To embark on the Balanced Scorecard path an organization first must know and understand the company's mission statement and strategic plan – vision. Therefore, the balanced scorecard in this paper is mainly inspired be the firm’s Vision, Mission and Values. The goal is to identify if the company’s activities align with its large scale objectives, in terms of mission and vision. Thus, lets review the firm’s mission, vision and values.

Mission Statement: 
The firm strives to provide highest quality products at competitive prices to consumers located across the world and attain highest possible customer satisfaction levels by displaying highest standards in customer service, quality and professionalism.  
Vision
Chiflika Inc. will become a pioneer in the export-import industry by displaying extraordinary professionalism in terms of product quality, range, customer service and support. 
Values 
Some of the key values of the organization are: 
1) Customer satisfaction is our highest priority and thus, the company will go to any extent to fulfill the needs and wants of our customers in the best possible and effective manner. 

2) Being a global firm with operations and business association in multiple nations across the world, we strive our best to respect the culture, customs and business practices of businesses and customers located in different nations across the world. 

3) The firm promotes diversity at our workplace and do not discriminate in terms of recruitment, promotion and employee development on the basis of culture, ethnic background, gender or religion. 
Four general perspectives have been proposed by the Balanced Scorecard:

•
Financial perspective;

•
Customer perspective;

•
Internal process perspective;

•
Learning and growth perspective.
	Perspectives
	Goals
	Objectives
	Measurements

	Customer
	To constantly  improve customer satisfaction.
	Increase on time delivery with 10%
	Percentage of deliveries on time: 58%

	
	
	Reduce customer complaints to 15 per year. 
	Number of customer complaints: 27 

	Internal Business
	Continuously improve business processes.
	Increase quality of service with 20% 
	Number of unexpected issues and problems: 15

	
	
	Increase productivity with 30%
	Average output per employee is around 54% 

	
	
	Increase sales of newer vehicles with 20% 
	Percentage of sales obtained from newer vehicles: 15%

	Innovation & Learning
	Continuously develop and deliver new innovative methods of international shopping.
	Reduce research time with 25 %
	Average research time: 4 days per a product.  

	
	
	Decrease costs by 20% 
	Average project costs: $ 2000.00 

	Financial
	Continuously improve financial performance.
	Increase sales growth with 40% 
	Growth rate in sales: 20% 

	
	
	Increase market share
	Company's market share.

	
	
	Increase return on investment.
	Return on investment.

	
	
	
	


Summery 

The theory behind the Balanced Scorecard is to identify the many indefinable assets that a company possesses that are not included on the balance sheets but do effect greatly the performance of the firm. The purpose of the Balanced Scorecard is to describe a method in which Chiflika Inc. can measure and further manage using these indefinable assets. The proposed Balanced Scorecard will involve developing one strategy or mission for the company. The idea is to incorporate every part of the company that will contribute to achieving this mission. In the process, the firm will gain a new interpreting of its business and develop new ways of managing it. To better measure the company’s performance, managers must balance every area of the business. The Balanced Scorecard will help form a strategy for the implementation of a successful plan. The most important perspective of the Balanced Scorecard is the financial objectives. Therefore, in this case the financial objectives of the company are being used to represent the long-term goals of the organization. Increasing sales and return on investment will lead to faster company growth. Thus, an effective strategy must be implemented to either change the current objectives or improve them. 

The customer perspective as seen in the Balanced Scorecard measures how effective the firm meets the market segment and customer demand. As seen in the Balanced Scorecard delivery time and customer complains are critical elements and they must be improved to achieve better results. The firm is aware that in today’s competitive environment a quality service is the first and foremost demand. 

Here lets look at the Internal business processes, since they are also vital driver that influences the achievement of goals. For example, in our case increasing employee productivity and knowledge will help the company achieve its vision. By continuously improving our processes the firm will be able to more efficiently result issues or problem in lesser time. Last but not least, learning and growing are what can propel the firm in to the future. In addition, this perspective will allow the company to look forward new solutions to problems and new ideas.

Measurements must derive from the company's strategy and provide critical data and information about key processes, outputs and results. Data and information needed for performance measurement and improvement are of many types, including: customer, product and service performance, operations, market, competitive comparisons, supplier, employee-related, and cost and financial. Such analysis, similar to SWOTT and other methods, require using data to determine trends, projections, and cause and effect that might not be obvious without analysis. Data and analysis support a variety of company purposes, such as planning, reviewing company performance, improving operations, and comparing company performance with competitors.
The balanced scorecard is a management system that enables organizations to clarify their vision and strategy and translate them into action. It provides feedback around both the internal business processes and external outcomes in order to continuously improve strategic performance and results. Balance scorecard is a very useful tool for performance evaluation in the sense that it builds all the evaluation measures around the core business strategy, vision and mission. Balanced scorecard evaluates performance on a dynamic basis in all these key areas by transforming strategy into operational objectives and thereby, checking the performance of the organization with respect to its core strategy and vision as closely as possible.
Similar to the vision, mission and core values of a company Balanced Scorecard analysis help the organization to focus on long-term goals. Clarifying and updating strategy and tracking progress towards achieving goals, is one of the benefits of Balanced Scorecard analysis. In addition, as seen in SWOTT analysis Balanced Scorecard analysis allows the organization to communicate strategies throughout the company and align unit and individual goals with the strategies. Last, such analysis helps the firm in conducting periodic performance reviews to learn about and improve approaches.  






