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@ How do the customers see us? (The
Customer perspective)

€ What must we excel at? (The Inter-
nal perspective)

@ Can we continue to Improve? (The
Innovation and Learning perspective)

@ How do we look to the stakeholders?
(The Financial perspective)
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= Performance Management Framework

7 Leadership Framework

. Learning Framework

@ Organizational Wellbeing Framework

= Refine HRM policies to support a
culture of customer service

= Improve HRM support services
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Kaplan, Robert S. & Norton David P. The Balanced Scorecard: Translating Strategy into Action. Boston Massachusetis: Harvard

Business School Press, 1996,
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