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Strategic Plan, Part III: Balanced Scorecard 

A balanced scorecard is a strategic business tool used to gather and report information to management on four precise area including: Financial, Customer, Process, Learning and Growth. These four areas will aid to monitor and measure the performance of the bakery in the different areas  to achieve maximun success. In this paper I have created 350 degrees bakery balanced scorecard and will discuss the three differen objectives I have created for each of the areas of the scorecard which will be used to improved my bakery. 
350 degrees bakery Balanced Scorecard
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Financial Perspective
350 degrees is a partnership that open less than a year ago, failure to plan and lack of financial support may lead to an ineffective business. The three financial strategic objectives I have developed to the expansion and success of the bakery include: Growth in revenues, profitability and cash flow. The financial objectives were developed as a result of potential issues in financing and to support identified opportunities.

Growth in revenues is a significant response of how well the business is doing and will do in the future. The desired growth in revenues for 350 degrees is at least 15 percent a year. The growth in revenue will help 350 degrees bakery have an understanding of the potential long-term success of the business. Potentially 350 degrees may need investors and revenue growth is a significant factor investors will use in shaping the promising stock price of the bakery. Growth rate measurement and calculation are essential for a start-up business like 350 degrees bakery because although it might presently have little net income there are expectations of high future growth rate. Growth in revenues will be measure quarterly. The present quarter’s sales figure can be compared on a year-over-year basis or consecutively. This will give Carolina and Marco (the owners) an idea of how much the business sales are increasing over time.
Profitability is a vital objective for any business. If there are no profits there is no business. A 350 degrees bakery main objective is to stay profitable to continue on serving their customer with the highest quality products and develop new product lines for a wider variety of unique and custom product lines. The bakeries objective profitability is a minimum of 50 percent profit margin or more with a price markup of 100 percent since it is mainly a custom bakery.  350 degrees bakery will measure profitability with an income statement (income and expenses). Income is the money we will generate from all the cake, cupcakes, drinks and merchandise sold at 350 degrees bakery. Expenses are cost of the resources used by the bakery. For example, all ingredients and processing to make the different products we offer at the bakery. Measuring profitability is an essential measure of the success of 350 degrees bakery.  
Cash flow is also extremely important to a business like 350 degrees bakery because cash flow is what allows the bakery to buy inventory, pay employees and operating expenses and develop the business. If there is no cash flow there is no money to buy inventory, if there is no inventory we will have nothing to sell therefore no business. 350 degrees cash flow objective is about 12,000 a week to be able to take care of all day to day operation, from product to employees. The way cash flow will be measure at 350 degrees bakery is by creating a statement of cash flow in which we will see when the bakery receives money from sales or financing and when and how it spends money. The cash flow statement will expose how much money we in reality have to effectively run the day to day operations, be able to pay for all expenses and expand. 
Customer Value Perspective 

Our objective at 350 degrees bakery is to make sure all customers that walk through our bakeries door is satisfied with the whole experience. Because we know that at times is difficult to satisfy all customers at least 90 percent of customers should be satisfied on a daily basis. We cannot afford more than 10 percent unsatisfied customers.  Customer satisfaction is vital to 350 degrees bakery because as stated in our mission statement we strive to provide our customers with constant and delicious cakes and cupcakes by providing customers with outstanding professional customer service. If customers are not satisfies with our products and customer service than they will go elsewhere where they will be satisfied. If continuously customer are going elsewhere to satisfy their baked needs than there will be no more customers and no customers means no business. 350 degrees bakery will measure customer satisfaction in relation to customer perspective by the number of complaints and returned orders.

The sweet customer loyalty program is a program we have created to increase customer loyalty. In the program customers will receive coupons with a buy a 20% off on their next purchase after buying 24 cupcakes or 3 custom cakes. After 50 point in the sweet reward card, customers will enjoy the week’s specialty cupcakes made and sold exclusive to the sweet customer loyalty program customers. We will measure the sweet customer loyalty customer by repeat purchases and coupons and redeem of sweet reward points. 

350 degrees want to continue on growing and to help them grow their objective is to maintain their customer’s loyalty and also acquire new customers. To encourage and acquire new customers 350 degrees will need their existing customers help. The way existing customers can help is by recommend their friends, family and or coworkers. In addition 350 degrees will put significant effort to work with social media (twitter and facebook), direct mail, word-of –mouth, and other not so expensive marketing activities to accomplish brand awareness. We will measure the success of each different method (social media, direct mail and word-of-mouth) individually by monthly to find out how many new customers are we acquiring trough the different methods, and put more energy and money to the method that is working best for 350 degrees bakery. 
Process or Internal Operations Perspective


350 degrees bakery objective since the opening has been to offer all our city of Pasadena customers and neighbors the highest quality products available. To ensure we accomplish that objective we must manage all our products and inventory to be able to serve customers fresh high quality product. How we will measure that everything we sell is the high quality possible? Every single cupcake, cake and drink will have to meet our quality standard measures. We have a quality control process which must be met by all of products.  Our bakery products are made from recipes that use the highest quality flours, butters, chocolates, nuts and fruits. One essential aspect in our quality control measure is set up a firm quality standard for all our suppliers that conform to the health and environmental standards. 

350 degrees bakery has set an objective to inventory management. Inventory management is extremely important because we have been having issues on how much inventory we need for that specific day and a significant part of the inventory is going to waste since we don’t manage our inventory well. We will assign a staff member of the bakery to ensure our daily inventory is as close to the daily sales as possible. How we will measure is through the reduction of waste. If we waste less it will mean we have improved in managing our inventory.

Improvements in technology objectives are important to the bakery because we do make considerable custom orders. To make customer orders we must have the most dated technology available. For example, customers are now ordering more cupcakes and cakes with fondant rather than with old fashioned frosting because fondant is the most popular trend. As a result we needed to buy a new machine to roll out the fondant to make this custom cakes and cupcakes without spending too much time on them. How we measure our improvement in technology is by increase in productivity and increase in capacity utilization.  
Learning and Growth

Employee satisfaction is a main objective to 350 degrees bakery. We value our employees as much as we value our customers. We believe employees who are satisfied with their job will care about the quality of their work, convey finer value to the customer, are extra committed to the business and are extra productive. We will measure employee satisfaction by having monthly meetings to review both satisfaction and performance. 

Our objective is to decrease and avoid employee turnover. Therefore, our goal is to at least have an employee for two years to decrease employee turnover. All our employees go through a training process were considerable amount of money it spent and we would hate to lose the employee and the time and money spent on them. We will reduce turnover by first of all hiring the right people from the start. We will recognize and praise our employees and we will set the right compensation and benefits for them. We will measure decrease in turnover by the amount of employee turnover. If we see it increasing we will take any measure to change and ensure it decreases. 

 Every business has its own culture and at 350 degrees bakery our aim is to provide our employees with the healthiest business culture possible. Employees spend a lot of time at work therefore; the culture affects both their work and their personal lives. We will encourage collaboration, sharing information and transparency in all work aspects. We will show our employees that we care about them and try to accommodate their needs. We will measure the success of offering a healthy culture by the communication and employee empowerment.  
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