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Exploring The Performance Appraisal Indicators

Choice from The Perspective of ICT Company : A
Case of Telecom Company
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ABSTRACT

This study aims to apply the four dimensions of Balanced Scorecard (BSC) and deduce a
variety of impact indicators for Information and Communication Technologies (ICT) case
company. This study attempts to sort out the performance indicators based on the literature
search and the consideration of practice. It is to re-derive and construct the weight of
performance assessment indicators in ICT case company through the member participation of
the case company with the application of Fuzzy Delphi Method (FDM) and Analytic Hierarchy
Process (AHP). The results show that, of the four dimensions, the customer perspective is the
most important and that the key indicators include profits before tax on the financial perspective,
customer satisfaction, the operating income of corporate customers and the sales rate of ICT
patent products on the customer perspective, and quality of network service on the internal
processes perspective. The established ICT case company performance assessment model can
be served as the reference for the development of performance appraisal system. Moreover, it
can strengthen marketing and productivity to enhance company competitiveness, operating
performance and keep company sustainable development.
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