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Strategic Planning Approaches
Organizational management activities that result in a set list of priorities, defining resources, and connections to 
employees and other stakeholders for common goals, and intended outcomes for the organization.
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Steelcase 
North America 

Vision & Strategy 

Customer 
To achieve our vision, how should we 
evaluate our value proposition to our 
customers? 
 
o Customer Loyalty 
o Customer Value 

- Organizational Benefits 
- Relationship Benefits 
- Product Benefits 
- Service & Support 

Financial 
To succeed financially, how should 
we improve our shareholder value? 
 
o Net Sales 
o COGS 
o Gross Profit 
o Operating Expenses 
o Net Income 
o Inventories 
o Capital 
o EVA 
 

People 
To achieve our vision, how will we 
evaluate our position as Employer of 
Choice to sustain our ability to change 
and improve? 
 
o Employee Satisfaction 
o Employee Health & Wellness 
o Employee Development 
o Employee Confidence Index 
 

Processes 
To achieve our customer & 
shareholder objectives, how should 
we evaluate our internal processes? 
 
o Identify User Modes & Buying Behaviors 
o PD projects Ontime, to Margin & Budget 
o FMC/ Assist Plans Executed 
o Market Share 
o Returns & Allowances 
o Customer PO Shipped Complete & Installed 

Ontime per Customer Request 
o Days Sales Outstanding 
o Shot Clock (remedial/ root cause) 
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See “new” SLS process 
for relationship 
(separate 
attachment) 

See Navicom Customer 
Experience Study for 
relationship 

Benchmark 
The Competition 




