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Vision / Mission

Strategic Objective

Critical Success Factor

Key Performance Indicator

Organization & Job
Work Process

UAKINT

Job Analysis & Evaluation
Compensation
Performance Management
Career Management
Training & Development

Management Style
Emotional Itelligence
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B 2 B (BUSINESS TO BUSINESS)
A/
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Employee
satisfaction 1
Profit and Service
growth added value
L Customer
satisfaction

Service Profit Chain
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2 (BUSINESS TO BUSINESS)
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Business
Index

e \Vision/Mission

e Strategic
Objective

¢ \Work Process

Development

Policy

¢ Department Key
Competency

e Human Key
Competency

Employee
Satisfaction
Index

e Top Down Policy

elup
Management

e Communication

Customer
Satisfaction
Index

e Service Mind

Innovative
Services &
Products

e More than
Expectation

Return to
Employee

e Increase Salary
e Incentive
e Award

e Punishment
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B 2 C (BUSINESS TO CUSTOMER)
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2 (BUSINESS TO SOCIAL)
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T Wortd A Strategic View of

—— Social Business Intelligence

"« Perceive events fast
enough to engage

....... « «. +* Not just fast. new

methods & technology

* Aggregate data
* Connect the dots
* |dentify patterns

Bi
* Social networks (hundreds) Ana,yg“c, " '
* Blogs (millions) .
* Online communities (thousands)

¢ Other social media (media

sharing sites, etc.) Actionable

Insight (BI) .-~

~* Turn information into
knowledge

¢« Pinpoint strategic
business opportunities

ey~

Marketing
Optimization

. : Note: External View Only
\ Capture ldeas & Situational Customer Care 1 Sentiment
Unmet Needs Awareness Opportunities Analysis
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* Sponsor
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