Revitalizing Ragland
Department Store through
the Balanced Scorecard

Strategic Recommendations for Long-Term Success




Introduction

The Challenge The Opportunity

Ragland is a long-standing local Downtown revitalization creates a
store now facing new competition unique opportunity for Ragland to
from national chains. The re-establish its market position and
competitive landscape has shifted reconnect with the community.
dramatically, requiring strategic

adaptation.

We need a strategic framework to align financial recovery, customer loyalty,

operational efficiency, and employee engagement for sustainable success.




Why the Balanced Scorecard?

o

Proven Framework Holistic Approach

Introduced by Kaplan & Norton in 1992 as a strategic Combines financial and non-financial measures for complete
management tool visibility

Four Perspectives Strategic Alignment
Financial, customer, internal process, learning & growth Links high-level strategy with daily operational execution

dimensions

This framework ensures Ragland doesn't sacrifice customer loyalty or employee morale in pursuit of short-term financial gains. It creates a
bridge between strategic vision and operational reality.
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Balanced Scorecard Overview

Financial

Profit margins, sales efficiency, and cost control

Customer

Satisfaction, loyalty, and transaction value

Internal Process

Operational efficiency and service excellence

Learning & Growth

Employee development and engagement

Each perspective includes specific performance measures, target direction, and rationale
for inclusion in the overall strategy.



Financial Perspective

Net Profit Margin
% Direction: Increase

Core indicator of overall financial health and pricing effectiveness

Sales per Square Foot

D

Direction: Increase

Measures space utilization efficiency and merchandising effectiveness

Operating Expense Ratio
D Direction: Decrease

Controls costs while maintaining service quality and customer experience

Inventory Turnover
@ Direction: Increase

Ensures efficient inventory management and cash flow optimization

These financial measures signal that the revitalization strategy is working while supporting long-term
profitability and sustainable growth.




Customer Perspective

_—

Customer Satisfaction Index

Direction: Increase

Reflects improved service quality and community connection. Higher satisfaction drives repeat business and positive word-of-mouth.
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Repeat Customer Rate

Direction: Increase

Measures loyalty and retention. Critical for competing against national chains with established customer bases.
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Net Promoter Score (NPS)
Direction: Increase

Tracks customer advocacy and willingness to recommend. Powerful indicator of brand strength and market position.

Average Transaction Value
Direction: Increase

Promotes effective cross-selling and upselling. Maximizes revenue per customer visit and improves profitability.




Internal Business Process Perspective

@ Checkout Wait Time
Direction: Decrease

Faster checkout improves customer experience and reduces friction at a critical touchpoint.

~ Inventory Accuracy Rate
Direction: Increase

Ensures product availability and reduces stockouts, directly impacting customer satisfaction.

a3 Vendor Delivery Timeliness

Direction: Increase

Strengthens supply chain reliability and enables better inventory planning and customer service.

@  Return Processing Time
N
Direction: Decrease

Efficient returns build customer trust and loyalty in today's competitive retail environment.
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Operational excellence is the foundation of superior customer experience and

competitive advantage.



Learning & Growth Perspective

LT Employee Training Hours
Direction: Increase

Investment in skills development improves service quality and employee confidence

Employee Turnover
Direction: Decrease

Retention reduces recruitment costs and maintains institutional knowledge

Engagement Score
Direction: Increase

Higher engagement correlates with better customer service and productivity

Internal Promotion Rate
Direction: Increase

Creates career paths, stability, and motivates high performance across the organization

People are the foundation of Ragland's success. A stronger culture drives better results across all other

perspectives.




Next Steps for Management

o1

Conduct Root Cause Analysis

Where measures stagnate, investigate underlying causes rather than abandoning the framework. Data-
driven diagnosis leads to effective solutions.

02

Reassess Performance Targets

Adjust targets based on evolving market conditions and competitive landscape. Flexibility ensures
relevance and achievability.

03

Share Best Practices

Facilitate cross-departmental learning and collaboration. Success in one area can inform improvements
in others.

04

Reinforce as Long-Term System

Embed the Balanced Scorecard into organizational culture through ongoing review, communication, and
commitment from leadership.




Conclusion

Strategic Alignment

The BSC aligns strategy with daily execution across all organizational levels

Holistic Framework

Provides comprehensive visibility into performance across four critical perspectives

Balanced Growth

Supports financial recovery, customer loyalty, operational efficiency, and employee

development simultaneously

Sustainable Future

Creates the foundation for long-term growth and competitive advantage in a challenging
market

The Balanced Scorecard equips Ragland with a comprehensive framework to regain competitiveness and reestablish itself as a community leader. Through balanced
focus on profitability, customer value, operational excellence, and employee development, sustainable growth becomes achievable.
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