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Abstract

Since Chingjoined into WTO, the domestic enterprises have been fully
surrouded by the globalized commercial environment in which the business model of an
enterprise has to keep changing, and new & high technologies have gotten rapid
development, more and more new business modelshave been put out. It would bring
more uncertainties to an enterprise in its both internal and external business enviroments,
and more difficulties in its effective performance appraising. It would includes: (1)
difficult to integrate the performance appraisal system with the enterprise’s strategy and
operation process; (2) easy to get puzzle in various appraisals methods; (3) difficult to
combine the performance appraisal system into the business reality, (4) also difficult to
solve the conflicts between the organization's objective optimization and its functional
objective of second-optimization during in performance appraising due to its own
inherent organizational barriers. Thus the performance appraising becomes much more
difficult, but have to deal with.

Based on the analyzing on characters of the supply-demand relation in business
process, and the re-defining customer relationship, the business process, is analyzed.
The study of businesss processs is also based on the idea of “ process —centered and
customer-orientated”. Using KPI method, the author pictured the organization objective
by its business process objectives,which are to be alocated into the customer relationship
objectives of functional departments according to the business process. Further more,
the author r allocated the department processs goa into employee goalsThe the
customer-oriented KPI Appraising Model which the author systematically integrated the
enterprise’s objective, functional department objectives and individual objectives in the
whole business process.

The author also analyzed, based on his experience in the relative trade,
reference,and case studies, the problems in the customer-oriented KPI Appraising Mode
application, such as how to set up the appraising index, how to quantify and behave
those indexes, how to diagnose and improve the performance appraising, how to build up
customer-relation culture, how to combine the motivation and performance system, etc.
The author figured out someproposals to the model operation.

The thesis contains 6 chapters that include: Chapter 1 is an introduction to the
background, motive and significance of the study. Chapter 2 describes the problems and
the phenomenon in failing the performance appraising. Chapter 3 analyzes the conditions
both internal and external so as to conclude that the performance appraising shall keep
step with the environmental change of an enterprise. Chapter 4 focuses on how to set up
customer-oriented KPI by comparing it with the traditional KPI model, and the results
that it can obtain. Chapter 5 gives the notes for the problems that may probably come up
in implying the customer-oriented KPI model. Chapter 6 gives main conclusions of the
study.

Key Words: Customer-orientation; Performance Appraisal; Tactical Thinking
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