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Goals Measures

Financial

Goals Measures

Behavior

Goals Measures

Learning/Innovation

Goals Measures

Internal

Goals Measures

Customer

How do we
look to our

shareholders?

How do our
customers
see us?

What must we
excel at?

How can we
continue to
improve and
create value?

What must we
do to assure
we are good
stewards of
the world’s
resources?
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event
recognition
analysis of impact
identification of alternatives
selection of alternative(s)
implementation of alternative(s)
trigger message 

message 

Past

Present

Future

event
recognition
analysis of impact
identification of alternatives
selection of alternative(s)
implementation of alternative(s)
trigger

event
recognition
analysis of impact
identification of alternatives
selection of alternative(s)
implementation of alternative(s)
trigger 
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recognition
analysis of impact
identification of alternatives
selection of alternative(s)
implementation of alternative(s)
trigger message 

message 
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Present

Future

event
recognition
analysis of impact
identification of alternatives
selection of alternative(s)
implementation of alternative(s)
trigger
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recognition
analysis of impact
identification of alternatives
selection of alternative(s)
implementation of alternative(s)
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Absolute Revenue

Physical Reach

Competitive Presence Service Complexity

Performance Level

Profit Margin Revenue Growth

High

Medium

Low

Absolute Revenue

   Where are the customers?
   Where are the competitors?
   Where are the collaborators?
   Where is the company?
   How are all four parties moving?
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Wide-band communications  (fiber 
optics)

(Tagged wagons  and 
containers)

(Tagged locomotives and 
on-track equipment equipped 

with onboard computers) 

Traditional  
communications 

plus satellite, 
RF, cellular

Local and wide area  
networks

Servers/clients

(Handheld terminals)

Co-Service
Providers

Passive
Assets

Personnel

Active
Assets

Shippers and 
Consignees

Network Connections

Shippers and 
Consignees
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