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Abstract

The theme of this case focuses on the journey of Farcent company’s
performance measurement indicator development and how information technology
was employed to support measuring and managing a company’s performance.
Through the review of Farcent company’s performance measurement system (PMS)
development from the protagonist — Lilian Lin, the director of enterprise
management center, this case guides students to discuss and learn three important
subjects: (1) the design framework of PMS, (2) the procedure of developing
performance indicators (PIs), (3) application of information technology in
performance measurement and management. Through Farcent’s two phase process

in developing performance indicators — strategy map workshop and global
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logistics performance measurement (GLPM) project, it discloses that both
top-down design business objectives and PIs and bottom-up feedback and control
performance need to be considered simultaneously. Besides, a thorough procedure
of identifying PIs may be learned from a series of synthetical analysis described in
this case. This case also demonstrates the close relationship between business
intelligence (BI) system and PMS, and explicitly indicated that a BI system not
only provides functions such as report generation and performance dash board, but
also needs to support abnormal event analysis and process. Finally, the full text of
this case shows that the development of a PMS involves a large number of time,
cost, human resources and is very complicated, the students may further think who

will be the appropriate PMS project manager and the implementation approach?

Keywords: Performance indicator, Performance measurement and management,

Strategy map, Business Intelligence
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