Macro Process Model of an Organization
(Keeping Score, 1996, Mark Brown)
1. Inputs





Input Measures

· Skilled, Motivated, Happy Employees
1. Employee Satisfaction

· Customer Requirements


2. Supplier Performance

· Raw Materials




3. Financial Measures

· Components

· Capital

2. Processing System




Process Measures

· Design of Products/Services


1. Processes/Operation Measures

· Production of Products


2. Safety/Environmental Measures
· Performance of Services


3. Financial Measures
· Delivery/Distribution of Products/Services

· Servicing Products

3. Outputs





Output Measures

· Products




1. Product/Service Measures
· Services




2. Financial Performance Measures
· Financial Results

4. Outcomes





Outcome Measures



· Delighted Customers



1. Customer Satisfaction
· Customers’ Needs Met

5. Goal
· Repeat Business

· Long-term Survival

