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A Design for Service Scorecard :
Value-creation Process in Service Industries
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Abstract

Service industries increase in the part of modern industries. Competitive advantages of service industries were
analyzed in manufacturing industries as the balanced scorecard, and made clear value creation process of
organization. This thesis focuses on the design of service scorecard in service industries. Application of balanced
scorecard to service industries is thought as limited. The framework of service scorecard is accounted as
reflecting of balanced scorecard. However, the customers’ view-points are the first, not financial viewpoints to
accomplish long-range organizational success. The design of service scorecard consists of (1) Customers’
view-point, (2) To analyze resources inside and outside organization, (3) Organizational internal process, (4)
Organization development including peoples’ developments, (5) Financial view-points lastly.
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