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Customer Perspective: How do customers
see the hotel?

Goals Measures
* Customer * Occupancy ratio
satisfaction

* Market share

Internal Business Perspective: What must Innovation and Learning Perspective: Can
the hotel excel at? the hotel continue to Improve and create
P | ?
Goals Moastlos Its value
Goals Measures
* Unit cost reduction |* Cost as % of revenue | > . Service imovation | * Investmentin faciity
* VWaste reduction * Expense as % of profit ¥ upgrade
re|::iirnrlsar:igustomer * Payrollfabour-related
management expenses including

employee training cost

Financial Perspective: How does the hotel
look to its shareholders?

Goals Measures

® Revenue growth = | ® DEA efficiency
DEA output increase | scores with respect
to revenue

* Profit increase =
DEA output increase | * DEA efficiency

* Occupancy ratio scores with respect
increase = DEA to profit margin
output increase * DEA efficiency
scores with respect
to occupancy ratio
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Strategy Map| Balanced Scprecard Action Pjan
Gan vaAld 03 s || )G 7 phaBl | assg
Profitability » Market value a 30% CAGR
Grow revenues = Seat revenue n 20% CAGR
Fewer planes « Plane lease cost = 5% CAGR
|+ Atvactandretain  [§s #repeat customers [w 70% || » Implement CRM | » $XXX
more customers » # customers u [ncrease system
12% annually§| = Quality = FXXX
Flight is on time » FAA on-time arrival Ju #1 management
rating n Customer loyalty | = $XXX
Lowest prices " Cl.lstomsr ranking n #1 __ Program
Fast ground » On=ground time = 30 minutes u Cycle-time B $XXX
turnaround optimization
s On-time departure = 90%
n Develop the » Strategic job - u Y. 1-70% = Ground crew n $XXX
e _Strategicjob necessary skills readiness Yr. 3-90% training
— Ramp agent Yr. 5-100%
E » Develop the support || = Info system Is 100% n Crew schedufing = $XXX
Strategic systems system availability system rollout
Crew scheduling
n Ground crew aligned | | » Strategic awareness fim 100% = Communications | m $XXX
Ground with strategy u % ground crew program
crew stockholders = 100% » Employee Stock = $XXX
alignment Ownership .
= Plan
Total Budget SXXXX
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