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Strategic Plan Part 3
Balanced Score Card and its impact on stakeholders
The balanced scorecard is an important performance and strategic measurement system that is often used by bank's administration to improve their company's performance (Kaplan & Norton, 2010). This tool focuses on driving organizational changes by evaluating an organizations performance measures. Using balance scorecard, the bank’s performance can be evaluated in four perspectives namely the financial, customer-care, internal operations and learning and growth perspective.
Financial Perspective
The financial perspective evaluates the bank’s financial performance and the use of the financial resources (Bourne & Bourne, 2007). The main strategic objective under this perspective for OneWest Bank is revenue maximization from the new product. The objective will be measured by quarterly sales, and the target is to have at least 10% increases in sales every quarter. This objective if achieved will ensure that the bank’s overall revenue per year is increased significantly.
The second objective would be to have better returns than the banking market. This objective will be measured by the return on assets ratio or the return on equity metric for the bank. The target will be to have the bank’s return on assets and return on equity is at least 0.5 % above the banking sector’s ratio. This objective will increase the bank’s competitiveness.
The last financial objective for the bank would be earnings per share growth thereby ensuring an increase in the shareholder’s return. The bank believes the introduction of the new product will lead to higher profits which will enable the bank to offer better earnings per share. The measuring metric for this objective would be the earnings per share, and the target would be to have at least 8% growth in the EPS annually.
Customer-Value Perspective
The second perspective is the customer-care perspective which main concern is evaluating the bank's performances as far as a customer – value goes (Breisig, 2004). Just like the financial perspective, we have also identified three primary objectives from this perspective. The first customer-value objective would be reducing the customers’ turnover. This will be evaluated by the number of customers that closes their account with the OneWest Bank. And therefore the target is to ensure that the number of accounts closed every month is reduced by half.
Improving the customer satisfaction will be the second objective. Using this new product, the goal is to offer quality and better services to the customers using improved technology and highly trained staff. The measuring metric for this objective will be customers’ feedback, and the target will be having at least 70% positive feedbacks out of the feedbacks received in a week. And the last customer-value objective will be to attract a new class of customers using the new product. This objective will be measured using the total number of accounts opened every month, and the target will be to open at least 100 new accounts monthly in every branch.
Internal Operations Perspective
The internal operations of the bank are a key aspect of the bank administration because it ensures quality and efficiency of the bank (Breisig, 2004). We are also going to identify three internal operations objectives. The first internal operations objective will be to increase the use of IT to replace manual labor in the bank operations. This will be measured by the reduction of staff that is needed to perform bank’s operational duties over a period of three months. The target is to reduce the use of personnel in running operations by 3.8%.
The second internal operations objective is to introduce more approval levels to ensure the safety of our customers’ deposits. This will be evaluated by the number of approvals added within every department in a period of six months. The target is to have at least 45% of the bank’s departments with improved approval levels. Finally, the bank plans to reduce the number of departments with the bank which will be measured by the percentage of departments decrease with six months. Therefore the target will be to reduce at least 10% of the bank’s departments within the set period of six months.
Learning and Growth Perspective
The final balance scorecard perspective is the learning and growth perspective which is mainly concerned with evaluating human resource matters, the organizational culture and the working environment (Kaplan & Norton, 2010). Under this perspective, the first objective will eliminate any form of discrimination at OneWest Bank. This will be measured by the number of staff complaints received, and the target will be to reduce these complaints to zero every year. Secondly, the bank plans to do more training for its staff to increase the employees' competency level. This objective will be measured by the number of employees that went for training in a year, and the goal is to ensure every employee receive at least one type of training annually. The third and last learning and growth objective will be to improve the bank’s staff satisfaction. This objective will be measured using the staff satisfaction surveys that are done annually, and the target will be to improve the score by at least 5% annually.
The Communication Plan
Purpose
The success of a new strategy within any organization relies heavily on effective communication of the strategies. OneWest Bank is no exception. The bank’s strategic plans must be communicated efficiently and within time to the various stakeholders. The purpose of communicating the strategic objectives to the bank’s stakeholder is to ensure that all the stakeholders are made aware of the intended changes thereby making them part and parcel of these changes. By so doing, there will less resistance from the stakeholders thereby ensuring successful implementation of the new strategic plan.
Audience
As mentioned above this communication will be done to the bank stakeholders making them the main audience. The stakeholders will include the shareholders, investors, the bank employees and the bank's customers. The strategic plan will first be communicated to the shareholders and investors for the approval. Secondly, employees will be made aware of the intended changes so that they can do the actual implementation of the plans. Finally, the customers will be briefed on the bank's intended changes and how this will affect the day to day service delivery of the bank. To ensure that the right information is depended to all these stakeholders, the bank management will use a number of channels.
Channels
The first channel will be conferencing which will be done by the investors and shareholders to seek the needed board approval. The bank management will do a presentation to the shareholders and investors. After the approval of the plan, the management will hold meetings with departmental heads to explain the strategic plan. This will then be followed by an internal mail to every staff to make them aware of the new plan. And finally, the management will use various media like publications and adverts on television to make their customers and the general public of the intended changes.
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