Marketing Performance Measurement Toolkit

Project Goals Scorecard 

Use this scorecard to summarize and prioritize project goals.  Circle the priority assigned to each goal.  If you have more than one high priority goal, your project may need further clarification.  The more goals assigned to a project, the more difficult it is to succeed.  See Chapter 1.

Project Goals Scorecard



 
low
 
 
 
high
comment

Justify Investment
1
2
3
4
5
 

Demonstrate Alignment
1
2
3
4
5
 

Measure Execution:
 
 
 
 
 
 

  demonstrate control
1
2
3
4
5
 

  inform senior managers
1
2
3
4
5
 

  support operations
1
2
3
4
5
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Marketing Performance Measurement Toolkit

Metrics Worksheet

Use this to summarize initial research into the data sources required for your project.  Each row lists a proposed metric, along with a statement of purpose, update frequency, calculation formula, data elements, and the source systems for those elements.  It should also include a risk assessment where the availability or accuracy of the required data is uncertain.  Present the worksheet to the project sponsor and other decision makers for review and approval.  See Chapter 1.

Metrics Worksheet



Metric Name
Metric Purpose
Update Frequency
Calculation Formula
Data Element
Data Element Source
Risk
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Marketing Performance Measurement Toolkit

Application Sequence Worksheet

Use this to define a logical sequence for new applications.  First, list the participants, source data, processing, outputs, and uses defined for the project’s primary (base) application.  Then, for every other application, list the additional participants, data sources, etc. required after the base application is already in place.  Select the application requiring the least additional effort to do next.  Repeat the process for all remaining applications, each time looking only at the additional resources required after the previous applications are completed.  See Chapter 2. 

Application Sequence Worksheet

Base Application

Application
Participants
Source Data
Processing
Outputs
Uses

 
 
 
 
 
 

 

Additional Applications

Application
Additional Participants
Additional

Source Data
Additional

Processing
Additional Outputs
Additional Uses
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Marketing Performance Measurement Toolkit

Project Definition Report

Use this to define summarize project information for project sponsors and other managers.  Contents of each cell are listed in the table below.  See Chapter 2. 

Project Definition Report



project goals
goals for users other than the primary participants

information to be provided
update frequency, detail levels, quality standards, data volumes, and distribution mechanisms

sources of the information 
specific sources, tied to particular applications when appropriate

how that information will be used, and the resulting benefits
primary application and secondary applications.  See Application Sequence Worksheet for details

people, processes and systems affected
specific departments and processes, numbers of users by department, integration requirements, and existing systems that might be replaced

key uncertainties and risk factors 
additional information as uncovered; project manager can now assess issues related to data volume, number of users, and over-all project complexity
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Marketing Performance Measurement Toolkit

Project Readiness Scorecard

Use this to identify risk factors for project success.  Update the scorecard as you work through your initial project research.  One of the ways you know you’re done with the project definition stage is that all elements on your scorecard have a high enough score that you can comfortably move on.  See Chapter 2. 

Project Readiness Scorecard



 
low
 
 
 
high
comment

Clear project goals
1
2
3
4
5
 

Management sponsor
1
2
3
4
5
 

Receptive organization
1
2
3
4
5
 

Available data
1
2
3
4
5
 

Reasonable scope
1
2
3
4
5
 

Definable success criteria   
1
2
3
4
5
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Marketing Performance Measurement Toolkit

Customer Interaction Inventory

Use this to build a complete list of interactions between your company and its customers.  First define the stages in the purchase life cycle, from initial information gathering through purchase, use and disposal.  The list below gives a generic set of stages that you can modify to fit your own business.  Then, list the channels or locations where interactions can occur.  Finally, mark the cells where your company actually conducts interactions for each life stage / channel combination.  Next steps are to assess the cost, value and effectiveness of these interactions to identify opportunities for improvement.  See Chapter 4. 

Customer Interaction Inventory




life stage

channel:
information
inquiry
purchase
usage
service

retail
 
 
 
 
 

dealer
 
 
 
 
 

field sales
 
 
 
 
 

mobile
 
 
 
 
 

call center
 
 
 
 
 

web
 
 
 
 
 

email
 
 
 
 
 

direct mail
 
 
 
 
 

print
 
 
 
 
 

television
 
 
 
 
 

radio
 
 
 
 
 

outdoor
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Marketing Performance Measurement Toolkit

Strategy Map Worksheet

Use this to illustrate components of your company’s business strategy.  Start by defining a strategy statement.  Then identify the customer value components implied by that statement, their impact on financial measures, and the required capabilities for internal operations and company learning.  See Chapter 5. 


Strategy Map Worksheet












Project:


 
 
 
 
 
 
 



Strategy Statement:


 


Financial
margin
number of  customers
value/customer








Customer Value
image
relationship
product*




* components: price, quality, selection, service


Internal Operations
marketing
innovation
production
customer support
 admin







 


Learning
information & systems
competencies
organization
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Marketing Performance Measurement Toolkit

Marketing Planning Worksheet

Use this to define marketing strategies, tactics and programs.  Start with the business strategy and then define a marketing strategy to support it.  Then build separate strategies for the communications, product, distribution and pricing components of the marketing mix.  Finish by defining tactics and programs for each component.  See Chapter 6. 

Marketing Planning Worksheet




Product / Segment:
 

 
 

Plan Period:
 




Business Strategy:
 




Marketing Strategy:
 


 

 
Communications

Strategy:
 



Tactics:
 

Programs:
 


 

 
Product

Strategy:
 

Tactics:
 

Programs:
 


 

 
Distribution

Strategy:
 

Tactics:
 

Programs:
 


 

 
Pricing

Strategy:
 

Tactics:
 

Programs:
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Marketing Performance Measurement Toolkit

Balanced Scorecard Contents

Use this to convert the strategy map into a balanced scorecard.  Identify the objectives implied by each strategy map component, the measures used for those objectives, the target values for those measures, and the initiatives that support those targets.  For marketing measurement purposes, this need only cover items related to marketing strategy.  See Chapter 7. 

Balanced Scorecard Contents

 
objectives
measures
targets
initiatives

financial
 
 
 
 

- margin
 
 
 
 

- number of customers
 
 
 
 

- revenue per customer
 
 
 
 

customer value
 
 
 
 

- image
 
 
 
 

- relationship
 
 
 
 

- product
 
 
 
 

operations
 
 
 
 

- marketing
 
 
 
 

- innovation
 
 
 
 

- production
 
 
 
 

- customer support
 
 
 
 

- administration
 
 
 
 

learning
 
 
 
 

- information & systems
 
 
 
 

- competencies
 
 
 
 

- organization
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Marketing Performance Measurement Toolkit

Metrics Planning Worksheet

Use this to compare your marketing metrics to your business strategy.  For each item on the worksheet, define the existing metrics that will measure it.  If no metric exists, this is a gap that you may need to fill.  See Chapter 9. 

Metrics Planning Worksheet



Product / Segment:
 
 





Plan Period:
 
 







Metrics

Business  Strategy:
 
 



 

Marketing Strategy:
 
 


 


 Communications
Metrics

Strategy:


 
 

Tactics:


 
 

Programs:


 
 


 


 Product
Metrics

Strategy:


 
 

Tactics:


 
 

Programs:


 
 


 


 Distribution
Metrics

Strategy:


 
 

Tactics:


 
 

Programs:


 
 


 


 Pricing
Metrics

Strategy:


 
 

Tactics:


 
 

Programs:
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Marketing Performance Measurement Toolkit

Metrics Assessment Scorecard

Use this to list the planned metrics, their purpose, the formula and required data, a priority score, and scores for attributes used to assess the metric value.  Low attribute scores suggest may you need a different or revised metric for the purpose.  See Chapter 9. 

Metrics Assessment Scorecard

Metric Name
Purpose
Formula and Data Elements
Priority Score*
Attribute Scores* 





relevance
credibility
clarity
suitability
availability

 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 

  * 1=lowest priority / worst availability, 5=highest priority / best availability
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Data Element Scorecard

Data Element
Source System(s)
Metric(s) Used In
Priority Score*
Availability Scores* 





existence
accessibility
coverage
accuracy
consistency
timeliness

 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 

 * 1=lowest priority / worst availability, 5=highest priority / best availability
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