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                                The Customer Service Perspective Wal-Mart
The Wal-Mart mission statement is: “We save people money so that they can live better”
Customer perspective: 
	Objective 
	Measure 
	Target 
	Action 

	Increase average customer size of Wal-Mart.
	Average customer size. 
	Increase customer size by 5% every year for next five years. 
	Provide a wider variety of products to customers. 

	Increase customer rating of Wal-Mart
	Customer rating. 
	Increase customer rating by 10% in one years’ time. 
	The prices at Wal-Mart should be the lowest in the market.

	Reduce number of customer complaints.
	Customer Complaints.
	Reduce the number of customer complaints received by 4% every year for three years. 
	Improve quality control of products stocked and improve customer service. 


The three objectives are increasing average customer size of Wal-Mart, increasing customer rating of Wal-Mart, and reducing the number of customer complaints. The Mission is to help save money so that they can live better. If Wal-Mart helps customers save money, the customers will buy more from Wal-Mart. If Wal-Mart helps customers live better, they will give an improved rating to Wal-Mart. If the customer save money and live better, then there will be fewer complaints against Wal-Mart
References:
1. www.walmart.com/
2. www.balancedscorecard.org/.../AbouttheBalancedScorecard/.../Defau... 
3. www.balancedscorecard.org/BSCResources/.../tabid/57/Default.aspx
