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ABSTRACT

This study examines the implementation process of the balanced scorecard (BSC) for the
supply chain management division of a case company, and analyzes preliminary results after its
application. Supply chain management is crucia to the operating performance of the subject
firm. Timely product delivery is essential to its operations. BSC is used as a strategic tool to
enhance the performance of the supply chain management division. The case study covers the
period from August 1st, 2000 to February 28th, 2001. The implementation process involves
BSC training and promotion, strategy development, group discussion and determination of the
performance indexes. Analytical results reveal unsatisfactory scores for internal business
processes, learning and growth, though improvement is observed in areas such as vehicle
utilization, lifter arrangement, and the recycling of empty boxes, containers and pallets.
Regarding the scores of performance measurements for financial and customer perspectives,
they reach ninety percent of the stated goals. This case study demonstrates that performance
measurements must be closely related to compensation. Notably, one of the main difficulties
encountered during implementation was determining the performance measures, objective
targets and their relative importance. Substantial training, communication and negotiation are
required to ensure employee involvement, acceptance and commitment.

Key words. Balanced Scorecard, Supply Chain Management, Performance Evaluation, Process
Reengineering
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