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Shaw (1999) R4 th k4238 B £ 60451237 8 > 164 A 1w 18 FI A
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AR &ada 1% (performance indicators) #8442 4B 4 iy JE - (x4
%% (competitive advantage ) » (2)74 % & 2 (financial performance ) -
(3)Re#5 52 % (quality of service) ~ (4)# M4 (flexible) - (5) & RA A

(resources utilization) - (6)4] % (innovation) » 4R KB &Y X RE47 4
AR B EHA > Fhok 24 BT 2 BT B G o

& 2-4 s E@E (Shaw s 1999)

Performance Dimensions Types of Measures

. Relative matket share and position
Competitiveness

Sales growth, Measures re customer base

. _ Profitability, Liquidity, Capital Structure,
Financial Performance _
Matket Rations, etc.

Reliability, Responsiveness, Appearance, Cleanliness,
Quality of Service Comfort, Friendliness, Communication, Courtesy,

Competence, Access, Availability, Security etc.

DN Volume Flexibility, Specification and Speed of
exibility
v Delivery Flexibility

Resource Utilisation  |Productivity, Efficiency, etc.

_ Performance of the innovation process, Performance

Innovation o i )

of individual innovations, etc.

Source : ”Performance Measurement in Service Businesses” by Lin Fitzgerald, Robert Johnston,
Stan Brignall, Rhian Silvestro and Christopher Voss, page 8.
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