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AgendaAgenda

ww What is a Balanced ScorecardWhat is a Balanced Scorecard

ww Types of measuresTypes of measures

ww Where to use a Balanced ScorecardWhere to use a Balanced Scorecard

ww 9 Steps to Developing a Balanced9 Steps to Developing a Balanced
ScorecardScorecard

ww Putting some of the steps into actionPutting some of the steps into action
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What is a Balanced Scorecard?What is a Balanced Scorecard?

 “The Balanced Scorecard is a
management system that enables an
organization to clarify their vision and
strategy and translate it into action.  It
provides feedback on internal and
external processes and outcomes in
order to continuously improve strategic
performance.”

 “The Balanced Scorecard is a
management system that enables an
organization to clarify their vision and
strategy and translate it into action.  It
provides feedback on internal and
external processes and outcomes in
order to continuously improve strategic
performance.”

The Balance Scorecard Institute, Rockville, MD
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What does this all mean?What does this all mean?

ww It is a measurement system that will helpIt is a measurement system that will help
you to:you to:
nn Establish your current positionEstablish your current position

nn Communicate directionCommunicate direction

nn Facilitate learningFacilitate learning

nn Stimulate action in the most important areasStimulate action in the most important areas
of your businessof your business
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Why Measure Performance?Why Measure Performance?

 You can’t improve what
you don’t measure

 You can’t improve what
you don’t measure
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The 4 PerspectivesThe 4 Perspectives

ww There’s more to measurement thanThere’s more to measurement than
financialfinancial
nn FinancialFinancial

nn CustomerCustomer

nn Internal Business ProcessInternal Business Process

nn Learning & GrowthLearning & Growth
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FinancialFinancial

Greater financial returnsGreater financial returns
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CustomerCustomer

The needs of our customer
and their satisfaction

The needs of our customer
and their satisfaction
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Internal Business ProcessInternal Business Process

Efficiency and effectivenessEfficiency and effectiveness
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Learning & Growth PerspectiveLearning & Growth Perspective

Employee training and
corporate culture

Employee training and
corporate culture
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Where to apply theWhere to apply the
Balanced ScorecardBalanced Scorecard

ww Whole organizationWhole organization

ww Departmental / TeamDepartmental / Team

ww IndividualIndividual
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The 9 Steps of ImplementationThe 9 Steps of Implementation

ww Step 1Step 1  Develop a mission statementDevelop a mission statement
ww Step 2Step 2  Develop performance indicatorsDevelop performance indicators
ww Step 3Step 3  Establish current performance levelsEstablish current performance levels
ww Step 4Step 4  Establish goalsEstablish goals
ww Step 5Step 5  Establish small goalsEstablish small goals
ww Step 6Step 6  Establish lower performance levelsEstablish lower performance levels
ww Step 7Step 7  Assign weightsAssign weights
ww Step 8Step 8  Develop plan for improvementDevelop plan for improvement
ww Step 9Step 9  Lead for improvementLead for improvement
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Step 1Step 1
Developing the MissionDeveloping the Mission

 
Who ___________________________________________

(name) 

What ___________________________________________
 (task) 

How    __________________________________________
                    (quality, timeliness, cost, effectiveness, health, & safety) 

For   ___________________________________________
(the customer) 

Where  __________________________________________
(geographical area) 

Why    __________________________________________
(benefit of stakeholders)
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Mission StatementMission Statement
Canadian Institute of Certified ManagementCanadian Institute of Certified Management

AccountantsAccountants

To provide members with the
resources, information and
leadership that enable them
to provide valuable services
in the highest  professional
manner to benefit clients.
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Agenda toAgenda to
Develop a Mission StatementDevelop a Mission Statement

Read aloud for consensusWrap up

15 minsRecord Mission Statement add/deleteFine tune

Pick one Mission Statement

Round robin for each Mission StatementRead aloud individual mission
statements

2 minsw How long will it take

w Agreement to support majority

Agree on objectives
w Time
w Process

1 minFacilitator, time keeper, recorderRoles

TimeTimeHowHowWhatWhat



© Larson Training & Consulting Inc. 2003

Step 2Step 2
Performance IndexingPerformance Indexing

ww What is Performance Indexing?What is Performance Indexing?
nn A measurement tool that can be developed by staffA measurement tool that can be developed by staff

nn Measures the interests of all stakeholdersMeasures the interests of all stakeholders

nn Measures services to the customerMeasures services to the customer

nn Can measure a variety of performance indicators togetherCan measure a variety of performance indicators together

nn Is an excellent diagnostic toolIs an excellent diagnostic tool

nn Can be used to communicate changeCan be used to communicate change

nn Promotes continuous improvementPromotes continuous improvement

nn Can measure the future as well as the pastCan measure the future as well as the past
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Possible IndicatorsPossible Indicators

§§ QualityQuality

§§ TimelinessTimeliness

§§ Cost effectivenessCost effectiveness §§ InnovationInnovation

§§ Health & SafetyHealth & Safety

§§ CustomerCustomer
SatisfactionSatisfaction
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Possible Performance IndicatorsPossible Performance Indicators
for Baggage Handlersfor Baggage Handlers

Quality IndicatorsQuality Indicators

ww Damage to baggageDamage to baggage
ww ComplaintsComplaints
ww Lost baggageLost baggage
ww Accurate re-routingAccurate re-routing
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 Possible performance Indicator Possible performance Indicator
for Baggage Handlersfor Baggage Handlers

TimelinessTimeliness

ww Passenger wait timePassenger wait time
for baggagefor baggage

ww Loading baggageLoading baggage
ww Unloading baggageUnloading baggage
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Step 3Step 3
Establish Current Performance LevelsEstablish Current Performance Levels

ww Write your estimates on line Write your estimates on line 33 of the of the
Performance Indicator chartPerformance Indicator chart



32 68 12 35 11

 4 82  5 14  4
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Step 4Step 4
Establish Goals for Each IndicatorEstablish Goals for Each Indicator

ww Good goals areGood goals are
nn SpecificSpecific

nn MeasurableMeasurable

nn Agreed uponAgreed upon

nn RealisticRealistic

nn Time limitedTime limited
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Step 5Step 5
Establish Mini GoalsEstablish Mini Goals

ww Write mini goals in on Scores Write mini goals in on Scores 44 through through
to to 99 on your Performance Indicator chart on your Performance Indicator chart
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Step 6Step 6
Establish Lower Performance LevelsEstablish Lower Performance Levels

ww Write these in on Scores Write these in on Scores 11 and  and 22 of your of your
Performance Indicator chartPerformance Indicator chart



32 68 12 35 11

 4 82  5 14  4

  8 80  6 17  5

12 78  7 20  6

16 76  8 23  7

20 74  9 26  8

24 72 10 29  9

28 70 11 32 10

36 66 13 38 12

40 64 14 41 13

44 62 15 44 14
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Step 7Step 7
Assign WeightsAssign Weights

ww Write these in on the Write these in on the weighting sectionweighting section of of
your chart.your chart.

The total should equal The total should equal 100.100.



32 68 12 35 11

 4 82  5 14  4

  8 80  6 17  5

12 78  7 20  6

16 76  8 23  7

20 74  9 26  8

24 72 10 29  9

28 70 11 32 10

36 66 13 38 12

40 64 14 41 13

44 62 15 44 14

30 30 10 20 10

  7   8  4   5  2

  210  240   40 100   20   610
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Step 8Step 8
Develop Plan for ImprovementDevelop Plan for Improvement

ww Using an Action Plan, develop plans forUsing an Action Plan, develop plans for
improvement.improvement.
nn WhatWhat

nn WhoWho

nn WhenWhen
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Step 9Step 9
Lead for ImprovementLead for Improvement

ww Meet regularlyMeet regularly

ww Recognize & reward improvementRecognize & reward improvement

ww Problem-solve declining performanceProblem-solve declining performance


