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The purpose of this research was to build a strategic plan and the performance indicator
“on the traditional retail trade in Khon Kaen Municipality according to the Balanced Scorecard by
applying secondary data with primary data received from interviewing the entrepreneur of the
traditional retail shop and the consumer in Khon Kaen Municipality. Data analyzed by SWOT
Matrix to build the strategic plan and determine the performance indicator according to the
Balanced Scorecard concept.

The research results showed that the main strategies could be determined in six
strategies: The development strategy and management improvement in the shop , the strategy of
building the pattern of customer service, the empowerment strategy in bargaining for buying the
products , the strategy of determining the marketing mix , the skill development strategy of
entrepreneur service and the strategy for making account system and financial planning. From
these strategies, it could build 13 performance indicators according to various perspectives.
These perspectives were financial perspective such as the profit from buying the products per
month of the business, capital rate in ordering the products per income from selling the products,
the amount of revolving capital within the shop, and the sales amount per month. The customer
perspective had five indicators: the average customer who bought this product per month, the
percentage of complainf about the service, the customer satisfaction index who bought the

products, the percentage amount of regular monthly customers, and the percentage amount of new
customers per month. The internal process perspective had two indicators: the percentage amount
of products which the-customer has returned, and the average in customer service per person.
Learning and development perspective had two indicators: The amount of training the skill of
making account system and the amount of training and developing the service skill of the

enfrepreneur.





