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ABSTRACT

This research proposes the design of key performance indicators (KPIs) of balanced scorecard for the
logistics services industryfocusing on the post business. The study begins with the selection of KPIs by expert group
to analyze by the Analytic Hierarchy Process. The balanced scorecard will provide the score or relative importance
weight of key success factors for four perspectives. The results showed that the expert group provided the most
importance weight of KPIs for the financial perspective, which are the growth rate of income (15.54), then, the
customer perspective or customer satisfaction (34.21), internal process or service success rate of post business
(14.69), and growth and learning perspectives or worker satisfaction (14.46), respectively. The benefit from the study
is that the organization management can use the KPIs to implement in the organization and develop the connection

among factors of perspectives to make the success as targeted by the organization.
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