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Abstract
The objective of this research is to develop key performance indicators (KPIs) based on balanced
scorecard (BSC) including 4 dimension such as financial, customer, internal business processes, and

learning and growth for SuksanPlastic Co.,Ltd..

The first step is to gather data, and analyze with 5 forces and SWOT in order to define vision and
mission. The next step is to use TOWS matrix to find proper strategies and then classify all strategy
into groups in order to make strategy map conformed to all dimensions in BSC. The last step is to
use OS matrix to disperse organization’s KPIs into departments’ KPIs and divisions’ KPIs,
respectively. Then, job analysis has been used to define personal KPIs for employees in

manufacturing department.

The KPIs at organizational level are as follows. The KPIs of financial dimension are return on asset
(ROA) and the ratio of cost to revenue. The KPIs of customer dimension are customer satisfaction,
repetition of purchasing form current customers and the number of new customers. The KPIs of
internal business processes dimension are production efficiency, % capacity management
(machine), the ratio of waste to total production and the number of customers that buy the item
through new channel. The KPIs of learning and growth dimension are the number of training hours,
% employee that used to train, the ratio of high performance machines, the number of divisions

participating in standard system and the number of division adopting information system.



Moreover, this research makes the action plans for SuksanPlastic Co.,Ltd. so as to bring all KPIs in
each dimension into practical uses. These action plans can be used to develop processes in order to
save production cost, make customer satisfaction, boost efficiency as well as improve organization

and personnel.

Keywords : KPI / BSC / OS Matrix



