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ABSTRACT

This research was to study the measurement of the performance of the organization
which the ISO 9001:2008 quality management system by the theory proposed by Kitts and
Balanced Scorecard were used as guide improvements in key performance index. The
improvement of key performance index compounded of many point of views to consider, not only
a Financial Perspective but also a Customer Perspective, Internal Process Perspective and
Learning and Developing Perspective. The increasing number of performance index
improvements would help balance all the factors in the performance evaluation. This research
used a primary data by surveying on the employees in the executive level and the operational
level of UTAX F.M. Co. Ltd., in order to improve the operations of the organization.

The results from the study according to the theory of Balanced Scorecard showed that the
performance of the company in four aspects was in a Fair and a Good level. Although there was
less operation on Customer Perspective and Learning and Developing Perspective, the internal
process was well-functional. In a conclusion, when coherently linking the results of the evaluation
to the ISO 9001:2008 Quality Management System, the company fairly operated according to the
quality management system. However, the company needed to improve its performance in some

aspects, for example: the increase of the customer satisfaction, the decrease of the delivery time,



the increase of training programs, the improving of knowledge management to develop
information technology and the new product development. Therefore, the ability of the company
on analyzing the causes of the existing defects and the relationships in each division based on the
theory Balanced Scorecard would help the company easily perform the principle tasks according
to the ISO 9001:2008 Quality Management System. Besides, the company could also find the

solution easier and improve its business in the future.



