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THE REVISED MODEL:
THE[EMPLOYEE || USTOMERHPROFIT|CHAIN

This is the modal wa use today The rectangles represent survay information, the ovals, hard data. The maa-
suremants in gray are thosa we collect and distribute in the form of the Sears Total Parformance Indicators.

A COMPELLING
A COMPELLING PLACE TO WORK A COMPELLIMNG PLACE TO SHOP
PLACE TO IMVEST
Customer
recommandations
Artitude Sarvice
‘;t:;:b Helpfulness T
T, — T
Ratum on assets
Employes Customer e
behavior imprassion —»-| Operating margin
Revenuae growth
~F T —F
A::;“‘d‘ l Marchandisa l
the company Valueg
Ernployes Customer
retantion recention
DRIVES DRIVES
5 UNIT INCREASE = 1.3 UNIT INCREASE ——————— = 0.5% INCREASE
IN EMPLOYEE IHN CUSTOMER IM REVEHLIE
IMPRESSION GROWTH
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