Using a “Balanced Scorecard” Approach:

Perspectives on Performance

                              




STEP 1:  What is the issue, and what are you trying to do with this tool?


Option A: 
Planning Tool – Identify mission, goal, or strategy and write in the center box.
Option B:
Problem-solving Tool – Place issue or problem in the center box.
Option C:
Diagnostic Tool – What went wrong? Place event in the center box.

STEP 2:  LOOK at the ISSUE from each PERSPECTIVE

Once you have selected the purpose of the exercise, you will look at the issue from each of five points of view (perspectives).  To do that, you must first determine who holds each of the various perspectives, so that you can put yourselves in their shoes.  You are going to fill out the boxes in the circle just inside the shaded circle

PUBLIC BENEFIT AND VALUE: What are the communities or population groups that would be affected by addressing or resolving the issue?  List them in the first box under public value. Be as specific as you can!   What is the SPECIFIC benefit to society that they would realize?  List that in the second box under public value.

CUSTOMERS: Who are the DIRECT RECIPIENTS of the service or product in the “issue” box?  List those people in the first box under Customer Service.  What service(s) or product(s) do they receive?  List that in the second box under Customer Service.

FINANCIAL MANAGEMENT: Who are the people who “look at your books?”  What do they expect in the way of financial management?

INTERNAL PROCESS MANAGEMENT: Who are the people who have an interest in the way that the internal processes related to the issue might work/who works with you to provide the services for your customers? What do they expect when it comes to the way that the processes are managed?  

ORGANIZATIONAL LEARNING AND GROWTH: Who are the people whose skills and learning are impacted by the resolution of the issue?  What opportunities for skill development or organizational capacity does the issue present?

If you get stuck as you go around the circle, ask yourself some “what if” questions:  What if the issue got worse?  What would be the effect on public benefit?  How would that affect services, or the recipients of those services?  How would it affect budgets?  Staff?  Suppliers and partners? Agency ability to perform?  Asking those questions will help you identify the people who take each perspective, as well as their expectations.


STEP 3:  Identify Performance Indicators


Once more, make a tour of the perspectives, but this time, put yourself in the shoes of the people in that perspective and ask yourself “how will they know?”  What will they use as their indicator that their expectations are or are not being met?  Taken together, these are the performance measures/indicators that constitute a BALANCED scorecard.      

Using a “Balanced Scorecard” Approach:

How the Pieces Relate to Each Other
				





Issue:








Internal Process Management





Productivity, efficiency


Alignment of supplier and  partner processes with agency mission and goals


Alignment of technology and support processes with key business processes





Financial Management





Revenues


Expenditures 


Cost per unit output


Ratio of overhead to direct costs











Customer Service





Product and attributes


Wait time, turnaround time accuracy, cost, access


Helpfulness and respect





Organizational Learning and Growth





Staff have KSA’s, tools and support required 


Alignment of staff, communication systems, and technology with agency goals





Public Value and Benefit





Population- based or community-based outcomes


Societal impacts 











