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ABSTRACT

The Objectives of this independent study titled “The Performance Measurement by
Balanced Scorecard :A Case Study of Thai Telephone and Telecommunication Public Company
Limited” were to study the concept and how the concept is applied to Thai Telephone and
Telecommunication Public Company Limited (TT&T).

This study covered the study of Balanced Scorecard (BSC) concept, the formulation of
BSC, the BSC as strategic management system and interview of 7 TT&T’s staff, Interviewees included
task force who formulated the BSC in regards 1o objectives, formulation scheme, implementation of
BSC for strategic management, as well as the interview of staff in Commercial Group from executive to
operating staff and staff of Performance Evaluation Department regarding opinions about the
application of BSC. |

BSC 1s the measuring system which includes the financial measurement and non-financial
measurement together. The system consisted of four perspectives which were Financial Perspective,
Customer Perspective, Internal-business Process Perspective and Learning and Growth Perspective.
This four perspectives must be interrelated and connect to vision and strategies of the organization.
BSC enabled the organization to determine its goals and measures more distinctly and thoroughly.

Apart from that BSC enabled the executive to monitor all performance measurements at the same time.



In the formulation of BSC, management tcam must have clear vision and thoroughly
understand strategics of the organization in order to create Shared Model. Performance measures in
each perspective must be considered to be in accordance with the strategies of each perspective. In
order to apply BSC as a surategic management system, every individual employee must have the same
understanding of the strategies and goals. The company goal, depariment goal and individual goal must
be aligned. The strategies must be regularly revised as well

TT&T has reccived the concession from Telephone Organization of Thailand to install and
service 1.5 million telephone lines in the regional area of Thailand. TT&T has applied BSC for better
determination of strategies and goals. BSC was created in 4 perspectives according to the concept.
Strategic goals in each perspectives were as follows; Financial Perspective ; to generate Earning before
interest, tax, depreciation and amortization (EBITDA) of 4 billion Bzht in the year 2000 and 5.3 billion
Baht in the year 2002, Customer Perspective : to create 25% higher satisfaction than competitors in
2000 and 75% in 2002, Internal-Business Process Perspective : to develop personal 1o be services
minded, efficient and able to work in team, Learning and Growth Perspective : to setup standard in data
collection and to collect both internal and external data considered crucial for the business, In the
determination of measures, TT&T had determined goals in each perspective at the first stage, then
determined measures for each goals and linked them together, The strategic goals and BSC were
aunounced o the intranet, so that each department could utilize as the guideline to determine action
plans and budget. Performances were to be reported on monthly basis and strategies were to be revised
quarierly.

The study revealed the problem that some employees were not acknowledged of the
strategic goals. Furthermore, TT&T has not clearly set up the procedures to correct the strategies or
measures in case they were not appropriate in the current situation. Apart from that, TT&T has not
linked it to the reward system which might not motivate the employces to achieve the long term goal.

Suggestions from this study were that TT&T should have communication and education
program to inform strategies and measures. Besides, procedures to correct strategies, goals and
measures shall be clearly determined, Eventually, after the measures were commonly accepted, BSC

shall be linked to the reward system.



