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Basic Concepts



Basic Concepts
 Not just a set of measures

 Measures must relate to strategy

 Critical success factors – Key Performance Indicators

 Measures are interrelated

 Must understand how the perspectives influence each other



Basic Concepts
 Not a quick process

 Implementation requires

 Thought

 Analysis

 Data-gathering

 Time



Basic Concepts
 Thought

 What is our strategy?

 What is critical to implementing the strategy?

 How can we measure our progress?



Basic Concepts
 Analysis

 What are the linkages between functions?

 What drives the achievement of goals?

 What measures correlate with the drivers?



Basic Concepts
 Data-gathering

 What data is available?  What isn’t?

 How should it be gathered?  Reported?



Basic Concepts

 Time

 Cannot be done in an afternoon

 Successful implementation may take several months

 Never-ending process



Four aspects of firm performance

Financial Customer
Internal 
Business 
Processes 

Innovation 
& Learning





Innovation & Learning Perspective

What does the 
future look like?

• Market Leadership

• Adaptability

• Employee Engagement





Customer Perspective

How do customers see 
us?

• Innovators

• Service Quality Leader

• Value





Financial Perspective

How do 
shareholders see us?

• Survivors

• Market Performer

• Extraordinary Returns





Internal Business Perspective

How do we see 
ourselves?

• Innovators

• Service Quality 
Leader

• Value





STRATEGY

HUMAN RESOURCES

BUSINESS UNITS EXECUTIVE TEAM

INFORMATION
TECHNOLOGY

BUDGETS AND CAPITAL 
INVESTMENTS

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

Alignment!



The Road to Disaster

 Senior management not committed

 No one else will be either

 Lack of consensus

 Lack of commitment


