
EADing Practice Value Management Reference Content [#LEAD-ES10003PG]

Key Account Manager
SBO: Increase

customer satisfaction

Accounting SBO:
Reduction in

administration cost

Customer Group
CSF: Improve self

service

Customer Group
CSF: Improve

telephone support

Company SBO:
Increase turnover

Business Processes

Business Services

Business
Competencies

Enterprise

Business Areas

Business Groups

Business Function

Resources & Roles

Sales SBO:
Increase influx of new

customers
Company’s BPI:

Growth increase in %

KPI: Customers may
be diverted by a

maximum of 3 times

QI = Quality Indicator
TI = Time Indicator
CI = Cost Indicator
VI = Volume Indicator
EI = Efficiency Indicator

LEGEND:
SBO: Strategic Business Objective
CSF: Critical Success Factor
KPI: Key Performance Indicator
PPI: Process Performance Indicator
SPI: Service Performance Indicator
RTM: Real-Time Measurement

Meta Object

KPI: Customers shall
wait no longer than 2

minutes

PPI: Time from
reception to customer

handling

SPI: Service quality
measured in customer

satisfaction
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= Artifact/Template

= Strategy Map1
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= Performance Map3

= Balanced Scorecard2

= Business Model5

= Measurement Matrix4

= Service Model7

= Process Model6 = Operating Model8
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