
Company Goals and Business Operations
 

SCORE mentors remind CEOs that managing the business operations is very important 
and that high-performing companies develop operational processes that are measurable 
and then measure them on a regular basis.  In this management process the CEO must 
focus on the operations that have the greatest impact on the financial performance of the 
business.

I like to suggest that the CEO try to tie operational activities to your company goals, 
because you are more likely to attain those goals. Here are examples of company goals 
and operational activities that could help you reach those goals.

Company XYZ has two primary company goals for next year: 1) Increase gross profit 
margin companywide by 10 percent and 2). Decrease money lost in reworking customer 
jobs by 50 percent.   Now look at the operations of the company and associate some 
specific operational activities with these stated company goals like: 1) Decrease the time 
it takes to complete a job by 25 percent. 2) Modify a manufacturing process so there is 
50 percent less waste of raw materials. 3) Implement a quality-control program where 
supervisors review the final deliverable for accuracy and completeness 100 percent of 
the time.

The goal of increasing gross profit margin by 10 percent can be achieved a number of 
ways. Your company might increase its sales price, which is a nonoperational activity, or 
you might use some combination of increasing sales price, reducing direct operational 
costs or improving productivity. 

The second goal, decreasing the amount of rework a job requires by 50 percent, is 
important to increasing profitability because reworking a job costs money and time. In 
service companies, time is often the deliverable, so the operational activity of reviewing 
final deliverables will not only decrease the frequency of reworking jobs, but it will 
increase customer satisfaction, potentially leading to more business or more customer 
referrals.

Granted, not all of your company goals will have a specific operational activity tied to 
them, but many will.  For example when you look at customer service as an operational 
activity, you’ll see that every employee in your company is involved in providing good 
customer service. For instance, baggage handlers who put your luggage on an airplane 
are operations personnel, but passengers can look out their windows and watch how well 
the baggage handlers do their job. An airline that stresses careful handling of luggage as 
much as speed is more likely to be thought of as having better customer service than an 
airline that doesn’t do such a good job. A measurable operational activity of an airline 
related to customer service might be the number of customer complaints that are filed 
due to damaged or lost bags. The fewer complaints, the better the operational department 
is doing. 



Another good example of a measurable process can be found in retail stores or 
restaurants that have a sign on the restroom door requiring an employee to sign or initial 
a chart that shows the restroom has been inspected for cleanliness on a regular timetable. 
The chart serves two purposes: It reminds customers that this establishment values 
cleanliness and the comfort of their customers, and it reminds employees to check the 
restroom regularly. Even though this is a simple operational process, it is an important 
one for customer service reputation and can be measured. 
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