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What part does customer and employee satisfaction play in overall business success?

Management Accountants developing business models must consider this question, especially if they are
taking the popular "balanced scorecard" or "strategy mapping" approaches to performance measurement.
When doing so, stating cause-and-effect relationships between measurable factors like satisfaction and
profitability is common practice. However, few companies test their own hypotheses. If the links are
incorrect, these models can actually guide the firm down a path to failure.

This report reveals the findings of state-of-the-art interventionist research on a major US homebuilder. The
core claims of this company’s business model were positive effects in the future due to improvements in
customer and employee satisfaction. Tests were made on the validity of these claims to discover how much
we can rely on these factors to improve performance. This report also examines how effective various
measurement alternatives are through analysis of data compiled by different consulting companies.

The results reveal that the links between satisfaction and performance is less strong and more complex than
the company had assumed: these measures cannot be relied upon to guarantee increased performance.
Managers must have a sophisticated understanding of performance measurement systems and to test their
strategy maps empirically, rather than relying on their intuitions. This report demonstrates how you can
achieve both.

* State-of-the-art interventionist research: new method in which researchers interact with the subject of the
research, monitoring the effects of their input

* Helps managers protect their businesses from bad business models through sophisticated understanding of
likely causes of success

* Shows managers how to analyse data in balanced scorecards and strategy maps to draw reliable
conclusions to make the best decisions for their business
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From reader reviews:

Michelle Carlson:

Now a day individuals who Living in the era where everything reachable by talk with the internet and the
resources within it can be true or not require people to be aware of each data they get. How many people to
be smart in getting any information nowadays? Of course the solution is reading a book. Studying a book can
help individuals out of this uncertainty Information mainly this Strategy Mapping: An Interventionist
Examination of a Homebuilder's Performance Measurement and Incentive Systems book since this book
offers you rich data and knowledge. Of course the knowledge in this book hundred percent guarantees there
is no doubt in it you probably know this.

Justin Perry:

The experience that you get from Strategy Mapping: An Interventionist Examination of a Homebuilder's
Performance Measurement and Incentive Systems will be the more deep you excavating the information that
hide within the words the more you get serious about reading it. It does not mean that this book is hard to
understand but Strategy Mapping: An Interventionist Examination of a Homebuilder's Performance
Measurement and Incentive Systems giving you excitement feeling of reading. The article writer conveys
their point in selected way that can be understood by simply anyone who read this because the author of this
reserve is well-known enough. That book also makes your own personal vocabulary increase well. So it is
easy to understand then can go along with you, both in printed or e-book style are available. We highly
recommend you for having this Strategy Mapping: An Interventionist Examination of a Homebuilder's
Performance Measurement and Incentive Systems instantly.

Maritza Berry:

Would you one of the book lovers? If yes, do you ever feeling doubt if you find yourself in the book store?
Try to pick one book that you just dont know the inside because don't assess book by its handle may doesn't
work here is difficult job because you are scared that the inside maybe not seeing that fantastic as in the
outside appearance likes. Maybe you answer might be Strategy Mapping: An Interventionist Examination of
a Homebuilder's Performance Measurement and Incentive Systems why because the excellent cover that
make you consider about the content will not disappoint a person. The inside or content is definitely fantastic
as the outside or even cover. Your reading sixth sense will directly guide you to pick up this book.

Melinda McKinney:

That publication can make you to feel relax. This particular book Strategy Mapping: An Interventionist
Examination of a Homebuilder's Performance Measurement and Incentive Systems was vibrant and of
course has pictures on there. As we know that book Strategy Mapping: An Interventionist Examination of a
Homebuilder's Performance Measurement and Incentive Systems has many kinds or variety. Start from kids



until young adults. For example Naruto or Investigator Conan you can read and think that you are the
character on there. Therefore , not at all of book usually are make you bored, any it offers you feel happy,
fun and rest. Try to choose the best book for you and try to like reading that will.
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