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Agenda

� Road to the Balanced Scorecard

� The Architecture

� Key Benefits

� Demonstration

� Q & A
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Balanced Scorecard Objectives

� Provide comprehensive view of all key business 

functions

� Use a common set of metrics and standards across all 

lines of business and geographies

� Drive performance and improvements in a predictable, 

measurable and consistent manner

� Define the Inter-Relationships and Impacts Between 

Metrics  
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Initial Actions

� Form a Core team

� Assign Specific Areas

� Conduct Research

� Identify First Pass Metrics Inventory

� Create Draft Strategy Map

� Conduct Reviews
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Inter-Related Business Model Elements

Financial

Operational
Employee

Customer
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Business

Layers of Visibility

Practices

Projects

Employees

1.Employee

2.Employees into Projects

3.Projects into Practices

4.Business = 1 + 2 + 3

Effectively measurement  = Visibility into four Layers
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Producing predictable results

Leading & Lagging

Key Performance Indicators

Initiative Initiative Initiative Initiative

Financial
Metrics

Operational
Metrics

Customer
Metrics

Employee
Metrics

1. Initiatives = Predictably impact metric

2. KPIs  = Drive expectations for impact

3. Metrics  = Show positive impact as expected

Driving improvement =  Correlate impact of initiatives to the metrics
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Strategy Map - DRAFT

Financial

Customer

Operational

Employee

Maximize Shareholder Value

Grow    Market 
Share

Increase 
Contribution

Customer Loyalty

Innovation Efficiency Quality

Deliver 
Revenue

Consistency

Ease of Doing Business Management of Account Expertise Offerings

SMRMPMScope Accuracy

DiversityRecognitionReadinessDevelopment
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Program Governance Structure

Executive Sponsor

Program Lead

Functional Leads

Work stream Leads

Financial Operational Employee Customer

Business Leads

PMOInfrastructure &
Information

Governance
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Metrics Inventory

Metric Group

Metrics
Data Source 

(system)
Data Quality 

(Low, Med, High)
Metric Owner

Frequency of 
Update

Contacts
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Next Steps

� Requesting Executive Support for:

– Balanced Scorecard Approach

– Key Strategies

– Team Structure

� Work Collectively to:

– Complete Strategy Map & Initiatives

– Fill in Gaps in Metrics Inventory

– Conduct Metrics Rationalization Exercise

– Define the Interrelationships Between Metrics, Initiatives, and Strategies

– Conduct Initiatives Rationalization Exercise
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Strategy Map

Operational
Perspective

Growth Profitability

Financial
Perspective

Learning & Growth
Perspective

Customer
Loyalty

Long-term
Shareholder Value

TSS
Quality

Drive business 
Awareness

Optimize 
Portfolio

Attract & Retain
Skilled Employees

Management
Capability

Field Readiness

Information
Infrastructure

Delivery 
Excellence 

Customer
Perspective
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Attract/ Retain Talent
Mgmt Capability

Field Readiness
Information Infrastr.

Portfolio
Delivery Excellence

Awareness

Quality

ProfitabilityGrowth

Strategy Map with BSC Metrics

Operational
Perspective

Financial
Perspective

Learning & Growth
Perspective

Long-term
Shareholder Value

Customer
Perspective

Customer Loyalty
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BSC Metric Description Form 
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Balanced Scorecard Functionality

� Through the use of 
QuickPicks, support 
several lines of 
business/divisions in 
a single page

� Click actions provide  
functionality to do 
more, such as …..

Show “pop-up”
metrics

View Help 

Dive on data in Diver
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How does Diver
help you?

Too much time creating, and not enough analyzing reports

KPI’s created and validated 

User-defined ,custom , re-usable, reporting 

Inconsistency - Report #1 doesn’t match Report #2 ! 

Common hierarchy & mapping across all information 

Stale/Static reporting leads to “reactionary” management

Ad-hoc analysis environment with data that is always current

Data overload - Difficult to assemble meaningful reports

Single user interface – Balanced Scorecard

Problem
Solution!
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Lessons Learned

1. Gathering business relevant requirements is important
– Use Program Mgmt resources and methodologies - Don’t “go it alone”

2. Displaying “actuals” is not enough - Measuring to targets and goals is essential

3. Get end users involved early and often for best chance of acceptance

4. Communicate, document, and train - Ease the transition

5. Get the most out of your screen real estate

6. Trending/historical data is vital for making informed decisions

7. Use the power of Diver as your “Change Engine”

8. Validation and testing is essential for user adoption

9. Plan for the future now!




