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%mprove Public Sector
~ Results With A
Balanced Scorecard




BSC = Balanced Scorecard

0@ Robert Kaplan 8% David Norton MAUNANN/Hada
» The BSC Measures that Drive Performance (1992)

» The Balanced Scorecard : Translating Strategy into
Action (1996)

» The Strategy-Focused Organization : How Balanced

Scorecard companies Thrive in the New Business
Environment (2001)

» Focusing Your Organization on Strategy with the
Balanced Scorecard (2003)

» Strategy Maps : Converting Intangible Assets into
Tangible Outcomes(2004)
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The Balanced Scorecard:
A Good Idea in 1992

LIBR

The Balanced Scorecard—Measures
that Drive Performance

“The Balanced Scorecard —

Harvard Business Review, 1992

Measures that Drive Performance”

27/08/47




The Balanced Scorecard:
A Great Idea by 2002

21 translations

Using the Balanced |
Scorecard as a St )

Management S)‘ Huving Trowble with Your Straegy g I .'I'J
HBR }_‘#m Myl "REH““ 17 translations
b RS THE

: % ’ \q STRATEGY:
FOCUSED

ORGANIZATION

).
i P Nor

R \ N
DAVID B NORTON

€50 NOLVIINY0 TSR0 A90vELS 1L

50% usage in Fortune 500
Harvard Business Review “Hall of Fame”
50,000+ BSC on-line members

4 Balanced Scorecard by 2002 N

-
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Question:
How can complex organizations Answer:
achieve results like this in such Alignment!
short periods of time?

The Balanced Scorecard process allows an organization
to align and focus all its resources on its strategy

INFORMATION
TECHNOLOGY

HUMAN RESOURCES

BUDGETS AND CAPITAL
INVESTMENTS
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A Gap Exists BetweenMission-Vision-Strategy
and Employees’ Everyday Actions

MISSION
Why we exist

VALUES
What's important to us

VISION
What we want to be

STRATEGY
Our game plan

TOTAL QUALITY MANAGEMENT
What we must improve

EMPOWERMENT / PERSONAL OBJECTIVES
What | need to do
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The Balanced Scorecard Links Vision and
Strategy to Employees’ Everyday Actions

MISSION
Why we exist

VALUES
What's important to us

VISION
What we want to be

STRATEGY
Our game plan

BALANCED SCORECARD
Translate, Focus and Align

STRATEGIC INITIATIVES
What are the priorities

TOTAL QUALITY MANAGEMENT
What we must improve

EMPOWERMENT / PERSONAL OBJECTIVES
What | need to do

B

STRATEGIC OUTCOMES

Satisfied Delighted Efficient and Effective Motivated & Prepared
SHAREHOLDERS CUSTOMERS PROCESSES WORKFORCE
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- Basic Design Of A Balanced Scorecard
Performance System

Source: Kaplan & Norton
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e Public - Sector Balanced Scorecard
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Balanced Scorecard (BSC)
System Components
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Balanced Scorecard Logic

Customer
Requirements
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Building & Implementing
A Balanced Scorecard

27/08/47

» Customer Values BU|Id|ng & Implementlng
- Organization Pain A Balanced Scorecard

» Organization Values
» Vision & Mission
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F

» Themes
« Strategic Results
» Strategies

Building & Implementing
A Balanced Scorecard
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« Strategy Elements

Building & Implementing
A Balanced Scorecard
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« Performance Drivers
= Emablers
» CausallLinks

Building & Implementing
A Balanced Scorecard
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Building & Implementing
A Balanced Scorecard

» Performance Measures

* Targets
* Baselines
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Building & Implementing
A Balanced Scorecard
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Building & Implementing
A Balanced Scorecard

» Performance
Reporting
* Knowledge

27/08/47
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Building & Implementing
A Balanced Scorecard

s Alignment
S BlSine &
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Building & Implementing
A Balanced Scorecard

» Performance Results
el * Revised Strategies
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* Customer Values Building & Implementing
* Organization Pain

- Organization Values A Balanced Scorecard
« Vision & Mission
* Revised Strategies
* Themes
» Strategic Results

- Strategies ; o * Alignment
5 L = BISI 55 &

=) : S Sofiyere
* Strategy Elements . 5 S Perforrnance

Hegorting

> ¥riowledye
Shizring

» Performance Divers
* Enablers
= Causal Links - Performance Measures
* Jargets
» Baselines
27/08/47

“People and their managers are working
so hard to be sure things are done right,
that they hardly have time to decide if

they are doing the right things.”
Stephen R.
Covey

27/08/47
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Focus On Organization Strategy

27/08/47

Define Strategies

(Mission: Provide information services to citizens]

[Vision: Enable Internet access to all available information ]

Strateg

[Develop an on-line, 24/7capability to access information services|

Build knowledge and skills, to cross-sell new banking products

Call Center Strategies:
Provide caller support on an exceptions basis
Provide critical customer intelligence to Web site designers

27/08/47 |
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f Public Sector Strategy Map

Procurement
Steps

Increase
Network
Capacity

Organization Capacity

Improve
Skills

27/08/47

Performance Measures
Performance Measures Should Help Us Decide:

Are We Doing Things Right? Are We Doing The Right Things?
(How?) (What?)

Input I— Process I——-—-

Input : Resources, including cost and workforce
Process : Activities, efforts, workflow
Output : Products and services produced
Outcome : Results, accomplishments, impacts

27/08/47
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Performance Measures
Performance Measures Should Help Us Decide:

Are We Doing Things Right? Are We Doing The Right Things?
(How?) (What?)

--------
.........
",
LN
.

.
-----------

Input : Resources, including cost and workforce !
: iviti Performance
Process : Activities, efforts, Yvorkflow ol
Output : Products and services produced
Outcome : Results, accomplishments, impacts
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Balanced Scorecard Performance Measures

What We Want To Measure

Customer/ Results
Stakeholder
Internal = Activiti
Business I’OC?SS C .IVI |§3s . .
Processes (Quality, Quantity, Timeliness, Efficiency)
Financial / Results
Budget Or
Inputs
Organization Behavior Changes
Capacity Knowledge, Skills, & Abilities
Efficiency
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Balanced Scorecard Performance Measures

Measurement Categories

Customer/ Achievement of Strategic Results
Stakeholder Business Impacts

Internal ) .
K Changes in Process Efficiency
Business
Processes
] . Return on Investment (Program/Service Effectiveness)
Financial / or
Budget

Input Measures (Resource Adequacy)

. . Changes in Employee Knowledge, Skills, Attitudes, Behavior,
Organization g ploy g

Capacity and Abilities Service Efficiency/Effectiveness Measures

Infrastructure Capacity Gain Measures

27/08/47

=

The Finished BSC Tells Our Story

/
/

| Infrastructure Perspective

| Process Perspective

| Financial Perspective

- Customer Pers ective
Objectives Measures Initiatives

/

Strategy:
Our Approach To
Accomplishing
Our Mission

27/08/47
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Putting It All Together
Federal Government Logistics Center

Strategy |G 1

i Provide Logistics Support and Products
to Assure Safety for the Flying Public

ely delivery (Customer) :
Objectives 1 9 |53 fs1 02 Raise quality level (Customer)
| S1.03: Reduce cycle time (Internal)
MM '§i'6'1"M'1'%BH't'fr}ié'}ié'li{/é'r; """
Measures 112 i $1-02-M1: % defective product
% defective
Targets 1 I ;II_- Sl 02-M1-T1: Zero in 2002 i
£ S1:02:M2:T1:.Zerq.in.2002.....;
| | '"é'i'fi"iéé"e'h'g]]f{éé'r"dé'l]i}é'r} """"
Dnitiaiizzs] process
R/ ! 2 | stz Sk Sigmataining
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| Example: Performance Views
B s er2san
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Align The Enterprise View With
Business And Support Units

Vision: Be The Best Local Government Service Provider

Individual

27/08/47
Goal: Performance-Based Budget
Strategic
Goals Budget Recipients
Balanced ( Infrastructure
Scorecard —_ Other Indirects
W I:_l Program 1 $xxM
B 3 M
Goal 3 E
AN | |A
{F,, s .l
H—Tr{__contractors |
Goal b \ f R EProram 4
E L
[Goal 8] S| || S5
XX M D
| [Goat ] | - [ Program 6 5>
—__Suppliers |
S S,
—
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Balanced Scorecard Implementation Challenges

* Fear of measurement and new systems
» Lack of common definitions and terms
* Inconsistent or weak buy-in, and lack of understanding

« Visions and strategies that are poorly defined and

understood, not actionable, and not linked to individual
actions

» Treating budget development separately from strategy
development

* Measures set independently of a performance framework,
or measures with no ownership

* Loosing momentum

* No performance targets, or targets set too high or too low
« Little or no strategic feedback

» Lack of meaningful employee involvement

27/08/47

The Balanced Scorecard Is (Is Not)

IS: IS Not:
A strategy-based management system | A performance measurement tool
A communications tool for the whole An EIS for executives only
organization
A journey A project
Hard work Easy
A change initiative “Business as Usual”
Balancing non-financial, efficiency, Putting your existing metrics
infrastructure, & financial views into 4 bins
of Performance
Increased accountability Tighter individual control
Aligning vision with operations A TQM, Six Sigma, or reengineering
project

27/08/47
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“It’s about management and
change first; measurement and
technology are second

Howard Rohm

l 27/08/47
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1.1 MIUNIIEY

1.2 AIUNIYAIN

1.3 71502 Ulauauazuuu
2. Ysza@ndaInnsniiuau

2.1 AIUNIIEY

2.2 AIUNMYNIN

3. maauaslszlemisagiidlaids
4. MSUSHITUATWAUIDIANT
5. msﬁ”lﬁ"uguaﬁﬁ)mi

27/08/47

NI ARANIIATIUIIUEINTU
5d. ﬁnszmsﬁ'ﬂummmwé’nw%’wﬁ] 2547

[

fvuamIIawazraaNdsnan LUan1SAILHLIIURaN

B2
o [

nan 1 M3duwazlildnstu Teaniudzianluaizin

mmgmwmqsﬁa/qmmﬁﬂsw UY )

maenszfiuna Wi

1. HAMSAUUHUNIUVDIFFIANTHND 70%

Financial indicators &
Non-financial indicators

2. MIVABHAUMIMAVGUANIMS 30%
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WaEnARaNIAIIMINEMTUSTIaKIRU U 2547

NN IAHANITAITIUIY HIBUD
1. msendiumsenaulauns 20% (£ 10%)
2. HANIMIHUNIUYAIFIS NN 50% (£ 10%)

2.1 Financial Indicators
2.2 Non-financial Indicators

3. MIUIMSIANITIANT 30%

3.1 UNUINYAIAMSNTINAIT 4.
3.2 NMSUIKITANNLF
3.3 msmuQuLLasmsmsmaaumﬂTu

3.4 MIUIWITIAMITVITUNA

3.5 MIUIWIINN #InNUYAAA
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2. HaNIAHUIIUYDITFISINN

#ann3 : YaualsznaunIsnanuad 58, NIAIUNIEULaz L lIn13 @

MTIANIINISTEY :

£2 ¥
(2 1Y o 1Y

LAaNNNATIANUFIU 6 AITIN

£

MTIANN I8 Y

Taithu 5 ain

1. Economic Value Added (EVA)

2. ROA

3. Profitability : EBITDA, Profit margin,

4. Human Productivity : ﬁﬂsqw%/wﬁ'ﬂmu
5. Cost : @1 lF18WinIM/5181R, Cost/unit

6. Debt Service Coverage Ratio (DSCR)

(biil}

1. Productivity
2. Utilization
3. Loss/Defect

4. Quality of product/service
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Wdaussiiiuy Wi
1. UNUINYBIAMSNITHNIIIFIAINND 6%
2. MIBmsaNada 6%
3. MImuANUasaTIIdauMely 6%
4. MIUTHITAAN I TAUNA 6%
5. MIUIHITNINEINTUAAD 6%
EPLY 30%
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o) tﬁmﬂ‘sﬂwﬁqwmﬂﬁzmwu Customer-Driven

(@) Lﬁmmﬁ’mqngﬁiamsﬁwm%’g Result — Based Management
(m) ﬁﬂsxﬁw%mwu,azl,ﬁmmmﬁ'mh’lm%amsﬁwaa%’g Efficiency and Value
of Money
(o) lhifitumaunmsufiamuduanusnilu Business Process Reengineering
(&) ﬁmsﬂ%’uﬂgamsﬁﬁmmzhuwnnﬁiﬁ'ﬁ'miaamuﬂﬁiﬁ Strategic Vision
Management

() Uszmaulasumsdnnsanuazanuazlasumseauauasanudasns Quality
Service

(@) dAnsdsziiusanslfifngnisadreanana Result - Oriented

27/08/47
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Strategic Vision Management

v
wu Tenoiug sy ]

Result- based Management _
__I__ Democratic Governance:

Transparency
Activity-based Costing

o oy taya '
Y18 UYFAUNU mlFireaoniioy

2em
| msiRswms l—
N 20 aAy. Uszidiu

) Business Process Reengineering -
AN

u 42 Tiamzflsziudaszisziiy _
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voulszmau

0 43-44 UsziliufuSnisuaz
A

1 45-46 3197

Accountability
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