
ECONOMIC EVOLUTIONECONOMIC EVOLUTION

COMPANY ACOMPANY A

TO NEW MANAGEMENT METHODSTO NEW MANAGEMENT METHODS

COMPANY BCOMPANY B

CLASSIC MANAGEMENT METHODSCLASSIC MANAGEMENT METHODS

TO MEASURE ONLY WITH FINANCIAL PARAMETERS ITS NOT ENOUGHTTO MEASURE ONLY WITH FINANCIAL PARAMETERS ITS NOT ENOUGHT



NEW MANAGEMENT TRENDSNEW MANAGEMENT TRENDS

VALUE CREATIONVALUE CREATION

CUSTOMERSCUSTOMERS

INTERNAL PROCESSINTERNAL PROCESS

Balance Sheet

Profit and Loss Account

INTERNAL PROCESSINTERNAL PROCESS

HUMAN RESOURCESHUMAN RESOURCES

INTELECTUAL ASSETS, BRAND, 
CUSTOMERS
TECNOLOGY



TYPICAL PROBLEMS OF MANAGEMENTTYPICAL PROBLEMS OF MANAGEMENT

►► MissingMissing Information forInformation for Decision MakingDecision Making
►► Arrive lateArrive late informationinformation FinancialFinancial
►► MissingMissing ResponsibilityResponsibility

►► ExcessiveExcessive delivery timesdelivery times
►► CustomersCustomers not satisfiednot satisfied

►► ErrorsErrors in the production processin the production process (Quality)(Quality) ProcessProcess

CustomersCustomers

FinancialFinancial

►► ErrorsErrors in the production processin the production process (Quality)(Quality)
►► ProcessProcess DuplicationDuplication

►► TroubleTrouble between Departmentsbetween Departments
►► limited educationlimited education
►► MissingMissing Motivation of employeesMotivation of employees

EmployeesEmployees

ProcessProcess



DIRECTION TO FOLLOWDIRECTION TO FOLLOW
Departments

Company
DirectionDirection



ALIGNMENT ALIGNMENT 

OptimumOptimum CurrentCurrent



STRATEGY CONCEPTSTRATEGY CONCEPT

!! Art of directingArt of directing military operationsmilitary operations!! Art of directingArt of directing military operationsmilitary operations

!! In a regulated process, the set ofIn a regulated process, the set of rules that rules that 
ensureensure an optimal decisionan optimal decision at any timeat any time



STRATEGY CONCEPTSTRATEGY CONCEPT

►►Business Business RealityReality

!! ArchiverArchiver full offull of market research, spreadsheetsmarket research, spreadsheets and and 
slidesslides supportingthesupportingthe resultresult we want to achievewe want to achieve but but 
ifif we followwe follow exactlyexactly will lead will lead toabsolutetoabsolute ruinruin



STRATEGY CONCEPTSTRATEGY CONCEPT

►►SUCCESSSUCCESS IS ACHIEVEDIS ACHIEVED WHEN "THE WHEN "THE ►►SUCCESSSUCCESS IS ACHIEVEDIS ACHIEVED WHEN "THE WHEN "THE 
STRATEGYSTRATEGY OFOF DAILYWORKDAILYWORK ISIS EVERYONE EVERYONE 
WHOWHO IS IN THEIS IN THE BUSINESS“BUSINESS“

►►70% OF70% OF COMPANIESCOMPANIES FAILFAIL ININ THE THE 
IMPLEMENTATION OFIMPLEMENTATION OF THE STRATEGY:THE STRATEGY:
70% OF70% OF COMPANIESCOMPANIES FAILFAIL ININ THE THE 
IMPLEMENTATION OFIMPLEMENTATION OF THE STRATEGY:THE STRATEGY:
BECAUSE OF A BADBECAUSE OF A BAD FORMULATION FORMULATION 
OROR IMPLEMENTATIONIMPLEMENTATION



CAUSES OF THE FAILURECAUSES OF THE FAILURE

►►95%95% of employeesof employees do not understand do not understand 
oror know theknow the strategystrategyoror know theknow the strategystrategy

►►70% do not70% do not relaterelate to the Strategyto the Strategy objectivesobjectives
►►60%60% does not linkdoes not link budgets tobudgets to strategystrategy
►►85% of85% of executivesexecutives do not spenddo not spend even even 

11 hour a monthhour a month to discussto discuss the strategy,the strategy, only only 11 hour a monthhour a month to discussto discuss the strategy,the strategy, only only 
talk oftalk of shortshort--term performanceterm performance



STRATEGY IN THE BUSINESSSTRATEGY IN THE BUSINESS

►►STRATEGIC OBJECTIVESSTRATEGIC OBJECTIVES►►STRATEGIC OBJECTIVESSTRATEGIC OBJECTIVES
WhereWhere wewe gogo??

►►INITIATIVESINITIATIVES
HowHow wewe do?do?
INDICATORSINDICATORS

ENTERPRISEENTERPRISE--WIDEWIDE
MUST BEMUST BE INVOLVEDINVOLVED

THETHE STRATEGYSTRATEGY

►►INDICATORSINDICATORS
HowHow wewe knowknow ifif wewe are in are in thethe correctcorrect wayway??

CREATING COMPETITIVE ADVENTAGECREATING COMPETITIVE ADVENTAGE



PRINCIPLES OF STRATEGY IMPLEMENTATIONPRINCIPLES OF STRATEGY IMPLEMENTATION

►► TRANSLATE THE STRATEGYTRANSLATE THE STRATEGY INTO OPERATIONAL INTO OPERATIONAL 
OBJECTIVESOBJECTIVESOBJECTIVESOBJECTIVES

►► ALIGNALIGN THE ORGANIZATIONTHE ORGANIZATION STRATEGYSTRATEGY

►► MAKING STRATEGYMAKING STRATEGY EVERYONE'S JOBEVERYONE'S JOB

MAKINGMAKING STRATEGYSTRATEGY A CONTINUOUS PROCESSA CONTINUOUS PROCESS►► MAKINGMAKING STRATEGYSTRATEGY A CONTINUOUS PROCESSA CONTINUOUS PROCESS

►► CHANGECHANGE TOTO IMPLEMENT THEIMPLEMENT THE EXECUTIVEEXECUTIVE LEADERSHIPLEADERSHIP



A Gap Exists Between MissionA Gap Exists Between Mission--VisionVision--Strategy and Strategy and 
Employees’ Everyday ActionsEmployees’ Everyday Actions

MISSIONMISSION
Why we existWhy we exist

VALUESVALUES
What’s important to usWhat’s important to us

VISIONVISIONVISIONVISION
What we want to beWhat we want to be

STRATEGYSTRATEGY
Our game planOur game plan

TOTAL QUALITY MANAGEMENTTOTAL QUALITY MANAGEMENT
What we must improveWhat we must improve

EMPOWERMENT / PERSONAL OBJECTIVESEMPOWERMENT / PERSONAL OBJECTIVES
What I need to doWhat I need to do



The Balanced Scorecard Links Vision and Strategy to The Balanced Scorecard Links Vision and Strategy to 
Employees’ Everyday ActionsEmployees’ Everyday Actions

MISSIONMISSION
Why we existWhy we exist

VALUESVALUES
What’s important to usWhat’s important to us

VISIONVISION

BALANCED SCORECARDBALANCED SCORECARD
Translate, Focus and AlignTranslate, Focus and Align

STRATEGIC INITIATIVESSTRATEGIC INITIATIVES
What are the prioritiesWhat are the priorities

VISIONVISION
What we want to beWhat we want to be

STRATEGYSTRATEGY
Our game planOur game plan

EMPOWERMENT / PERSONAL OBJECTIVESEMPOWERMENT / PERSONAL OBJECTIVES

TOTAL QUALITY MANAGEMENTTOTAL QUALITY MANAGEMENT
What we must improveWhat we must improve

STRATEGIC OUTCOMESSTRATEGIC OUTCOMES

SatisfiedSatisfied
SHAREHOLDERSSHAREHOLDERS

Delighted Delighted 
CUSTOMERSCUSTOMERS

Efficient and EffectiveEfficient and Effective
PROCESSESPROCESSES

Motivated & PreparedMotivated & Prepared
WORKFORCEWORKFORCE

EMPOWERMENT / PERSONAL OBJECTIVESEMPOWERMENT / PERSONAL OBJECTIVES
What I need to doWhat I need to do



WHATWHAT´́S BALANCED SCORECARD?S BALANCED SCORECARD?

►► Strategic managementStrategic management tooltool that that 
providesprovides measurementsmeasurements of Effortof Effort and Resultsand Resultsprovidesprovides measurementsmeasurements of Effortof Effort and Resultsand Results

►►HelpHelp to communicate, align ,to communicate, align , inform ,inform , monitor monitor 
,, motivate,motivate, encourage, train andencourage, train and improveimprove

►►TranslateTranslate the strategy intothe strategy into a set ofa set of monetary and monetary and ►►TranslateTranslate the strategy intothe strategy into a set ofa set of monetary and monetary and 
nonmonetary indicatorsnonmonetary indicators

►►TransformingTransforming strategy into actionstrategy into action andand resultsresults



BSC OBJECTIVESBSC OBJECTIVES

►►DEFINEDEFINE What do weWhat do we achieve?achieve?►►DEFINEDEFINE What do weWhat do we achieve?achieve?

►►When did youWhen did you get?get?

How will we knowHow will we know we're on we're on ►►How will we knowHow will we know we're on we're on 
thethe right way?right way?



BSC PERSPECTIVESBSC PERSPECTIVES

LearningLearning and and GrowthGrowthInternalInternal ProcessProcess

FinancialFinancial

CustomersCustomers

LearningLearning and and GrowthGrowthInternalInternal ProcessProcess



HR PROCESS CUSTOMERS FINANCIAL

PILOTSPILOTS ONLYONLY WITHWITH ALTIMETERALTIMETER INDICATORINDICATOR CAN LEAD TO DISASTERCAN LEAD TO DISASTER



Four PerspectivesFour Perspectives
►► It allows managers to look at business from four different It allows managers to look at business from four different 

perspectives and it provides answer to four basic question:perspectives and it provides answer to four basic question:
How do we look to 

How do customers 
see us?
Customer 
Perspective

How do we look to 
shareholders?
Financial 
Perspective
Goals Measures

What must we 
excel at?
Internal 
PerspectiveCan we continue to Perspective

Goals Measures
Perspective
Goals Measures

Can we continue to 
improve and create 
value?
Innovation and 
learning  perspective
Goals Measures



Financial PerspectiveFinancial Perspective

►►How do we look to stockholders?How do we look to stockholders?

!! SurviveSurvive

!! SucceedSucceed

!! ProsperProsper



Customer PerspectiveCustomer Perspective

►►How do our customers see us?How do our customers see us?

!! New productsNew products

!! ResponsivenessResponsiveness

!! QualityQuality



Innovation and Learning Innovation and Learning 
PerspectivePerspective

►►Can we continue to improve and create Can we continue to improve and create 
value?value?value?value?

!! Technological leadershipTechnological leadership
!! Time to marketTime to market
!! Employee training and satisfactionEmployee training and satisfaction!! Employee training and satisfactionEmployee training and satisfaction



Perspectives are InterrelatedPerspectives are Interrelated

►►Innovation pleases customers which are Innovation pleases customers which are 
necessary for good financial resultsnecessary for good financial resultsnecessary for good financial resultsnecessary for good financial results

►►Good financial results make financing Good financial results make financing 
improvements possibleimprovements possible



DESIGN AND MONITORING OF BSCDESIGN AND MONITORING OF BSC
Define Strategy:

- Mission

- Action Plan- Action Plan

Identify Key Factors and Strategy Map

Select correct indicators

Design your Balanced Scorecard

Define goals for indicators

Analize Deviations / Target Values – Real Values

BETTER DECISIONS/ INITIATIVES



DEFINITION OF KEY FACTORSDEFINITION OF KEY FACTORS

►► FINANCIAL: What should weFINANCIAL: What should we do to meet thedo to meet the expectations expectations 
of our shareholders?of our shareholders?of our shareholders?of our shareholders?

►► CUSTOMER: What should weCUSTOMER: What should we do to meet thedo to meet the needs of our needs of our 
customers?customers?

►► PROCESS: WhatPROCESS: What processesprocesses mustmust be greatbe great to satisfy to satisfy 
thesethese needs?needs?thesethese needs?needs?

►► PERSONAL: What aspectsPERSONAL: What aspects are critical to maintainingare critical to maintaining this this 
excellence?excellence?



KEY INDICATORS DEFINITIONKEY INDICATORS DEFINITION
►► AA weelweel--defineddefined indicatorindicator::

!! ConcreteConcrete
!! ConsumingConsuming timetime inin thethe definitiondefinition phasephase!! ConsumingConsuming timetime inin thethe definitiondefinition phasephase
!! ClearClear rulesrules ofof thethe gamegame
!! NoNo discussiondiscussion // iinterpretationiinterpretation inin thethe

measurementmeasurement

""AA poorlypoorly defineddefined indicatorindicator::
–– VagueVague // undefinedundefined–– VagueVague // undefinedundefined
–– ConsumingConsuming toto muchmuch timetime inin eacheach

measuresmeasures
–– SubjectiveSubjective RulesRules
–– DiscussionDiscussion // interpretationinterpretation ofof whatwhat wewe

wantedwanted toto measuremeasure
–– LackLack ofof motivationmotivation



CONCLUSIONCONCLUSION

►► Allows you to controlAllows you to control all aspects ofall aspects of the the 
CompanyCompany

►► IntegratesIntegrates the key factorsthe key factors of successof success►► IntegratesIntegrates the key factorsthe key factors of successof success
►► Establish causeEstablish cause--effecteffect
►► BalanceBalance shortshort--andand longlong--termterm
►► SolveSolve problemsproblems such as duplicationsuch as duplication of of 

processes,processes, lack of motivation, lacklack of motivation, lack of of 
information andinformation and responsibilitiesresponsibilities

►► It establishes aIt establishes a way forwardway forward for the for the 
entire companyentire company

►► It establishes aIt establishes a way forwardway forward for the for the 
entire companyentire company

►► Allow to  analyze theAllow to  analyze the deviationsdeviations and and 
helpshelps decision makingdecision making

►► EstablishesEstablishes procedures and improve procedures and improve 
thethe qualityquality



IMPLEMENTATION OF IMPLEMENTATION OF IMPLEMENTATION OF IMPLEMENTATION OF 
THE STRATEGYTHE STRATEGY

“BALANCED SCORECARD”“BALANCED SCORECARD”



YOUR COMPANY POSITIONYOUR COMPANY POSITION
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IMPLEMENTATION PHASESIMPLEMENTATION PHASES
“Balanced Scorecard”“Balanced Scorecard”

1.Strategy1.Strategy RelexionRelexion

8.Communicate 8.Communicate toto allall organizationorganization
7.Software7.Software
6.Goals6.Goals and and InitiativesInitiatives
55.Definition of .Definition of indicatorsindicators
4. Cause4. Cause--EffectEffect RelationshipRelationship
3.Identification of 3.Identification of ObjectivesObjectives
2.Strategy 2.Strategy MapMap DefinitionDefinition
1.Strategy1.Strategy RelexionRelexion

CONINUOUS MONITORINGCONINUOUS MONITORING



STRATEGIC REFLEXIONSTRATEGIC REFLEXION

MISSIONMISSION VISIONVISION PRINCIPLESPRINCIPLES
STRATEGICSTRATEGIC

PURPOSEPURPOSE

VALUESVALUES

Review and identifyReview and identify concreteconcrete strategic issuesstrategic issues
Refine theRefine the separationseparation between the formulation and implementationbetween the formulation and implementation

(thought(thought and action)and action)

ContrastContrast and boostsand boosts the consensusthe consensus of senior managementof senior management on strategic issueson strategic issues



STRATEGY MAPSSTRATEGY MAPS

ExplicitExplicit strategic thinking:strategic thinking: Shared VisionShared Vision►► ExplicitExplicit strategic thinking:strategic thinking: Shared VisionShared Vision

►► Its constructionIts construction has "as much arthas "as much art asas science“science“

►► EstablishEstablish causecause--effecteffect relationshipsrelationships of the of the ►► EstablishEstablish causecause--effecteffect relationshipsrelationships of the of the 
companycompany



INDICATORS AND GOALSINDICATORS AND GOALS

►► EachEach strategic objectivestrategic objective is associated withis associated with an indicator and an indicator and ►► EachEach strategic objectivestrategic objective is associated withis associated with an indicator and an indicator and 
aa target withtarget with levels of successlevels of success and failureand failure

►► TwoTwo types of indicators:types of indicators: outcome andoutcome and driversdrivers
►► Measurement is theMeasurement is the language thatlanguage that givesgives clarity toclarity to vague vague 

conceptsconcepts
►► The measureThe measure is oriented tois oriented to communication, not controlcommunication, not control
►► All measurements areAll measurements are finallyfinally connectedconnected to the results ofto the results of the the 

organizationorganization
►► All measurements areAll measurements are finallyfinally connectedconnected to the results ofto the results of the the 

organizationorganization

Not an endNot an end in itselfin itself but a meansbut a means to achieve strategic objectivesto achieve strategic objectives

InitiativesInitiatives



The Complete Balanced Scorecard Strategy MapThe Complete Balanced Scorecard Strategy Map

Improve Shareholder ValueImprove Shareholder Value
Productivity StrategyProductivity Strategy Revenue Growth StrategyRevenue Growth Strategy

Improve Cost Improve Cost 
StructureStructure

Increase Asset Increase Asset 
UtilizationUtilization

Enhance Customer Enhance Customer 
ValueValue

Create Value from Create Value from 
New Products & New Products & 

ServicesServices

Shareholder ValueShareholder Value
ROCEROCE

## Customer Customer 

Financial Financial 
Perspective:   Perspective:   
the drivers of the drivers of 
shareholder shareholder 

valuevalue
## Cost per UnitCost per Unit ## Asset TurnoverAsset Turnover ## Customer Customer 

ProfitabilityProfitability
## New Revenue New Revenue 

SourcesSources

PricePrice

valuevalue

Product/Service AttributesProduct/Service Attributes

Operations ThemeOperations Theme Customer Customer Innovation ThemeInnovation Theme Regulatory and Regulatory and 

Customer Value PropositionCustomer Value Proposition

QualityQuality

Low Total CostLow Total Cost

Customer SolutionsCustomer Solutions
Product LeaderProduct Leader

## Customer SatisfactionCustomer Satisfaction## Customer AcquisitionCustomer Acquisition ## Customer RetentionCustomer Retention

TimeTime FunctionFunction ServiceService RelationsRelations BrandBrand

RelationshipRelationship ImageImage

  Market and Account ShareMarket and Account Share
Customer Customer 

Perspective: Perspective: 
the the 

differentiating differentiating 
value value 

proposition proposition 

Internal Internal 
Perspective: Perspective: 

Human, Information, and Organizational CapitalHuman, Information, and Organizational Capital

Strategic Strategic 
CompetenciesCompetencies

Strategic Strategic 
TechnologiesTechnologies

Climate for Climate for 
ActionAction

(Processes that Produce (Processes that Produce 
and Deliver Products and Deliver Products 

& Services)& Services)

(Processes that (Processes that 
Enhance Customer Enhance Customer 

Value)Value)

Operations ThemeOperations Theme Customer Customer 
Management Management 

ThemeTheme
Innovation ThemeInnovation Theme Regulatory and Regulatory and 

Society ThemeSociety ThemePerspective: Perspective: 
how value is how value is 
created and created and 
sustainedsustained

Learning & Growth Learning & Growth 
Perspective: role for Perspective: role for 
intangible assets intangible assets ––
people, systems, people, systems, 

climate and cultureclimate and culture

(Processes that (Processes that 
Create New Create New 

Products and Products and 
Services)Services)

(Processes that (Processes that 
Improve the Improve the 
Environment Environment 

and and 
Communities)Communities)



Grow RevenueGrow Revenue Maximize ProfitMaximize Profit Reduce Reduce 
Cost Per Cost Per 
CustomerCustomerIncrease Increase 

Revenue/  Revenue/  

Fi
na

nc
ia

l
Fi

na
nc

ia
l

“Add and Retain High Value and “Add and Retain High Value and 
High Potential Value Customers”High Potential Value Customers”

“Increase Revenue “Increase Revenue 
per Customer”per Customer”

“Reduce Cost “Reduce Cost 
per Customer”per Customer”

Internet Banking Company:Internet Banking Company:
“Add and Retain High Value Customers” Theme“Add and Retain High Value Customers” Theme

Add & Add & 
Retain High Retain High 

Value Value 
CustomersCustomers

MigratedMigrated NewNew

•• Time SavingsTime Savings
•• SecuritySecurity

•• PricePrice
•• ReliabilityReliability

•• Multiple ChannelsMultiple Channels
•• ServiceService

•• Features/Ease of UseFeatures/Ease of Use
•• ProductsProducts

Value PropositionValue Proposition
Basic RequirementsBasic Requirements DifferentiatorsDifferentiators

Maximize Maximize 
ReliabilityReliability ManagManag

e e 

Revenue/  Revenue/  
CustomerCustomer

Cu
st

om
er

Cu
st

om
er

AttritionAttrition

Effective Effective 
Marketing Marketing 
ProgramsPrograms

Develop Develop 
Superior Superior 

Products and Products and 
FeaturesFeaturesDevelop Develop 

Superior Superior 
ServiceService

Attract and Attract and 
Retain Key Retain Key 
EmployeesEmployees

Enhance Enhance 
Bench Strength Bench Strength 

and and 
Succession Succession 

PlanningPlanning

Increase Increase 
Managerial & Managerial & 

Technical Technical 
CompetenciesCompetencies

Develop Develop 
Organization Organization 
and Cultureand Culture

Deploy Deploy 
ScorecardScorecardLe
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Grow RevenueGrow Revenue Maximize ProfitMaximize Profit Reduce Cost Reduce Cost 
Per Per 

CustomerCustomerIncrease Increase 
Revenue/  Revenue/  

Fi
na

nc
ia

l
Fi

na
nc

ia
l

“Add and Retain High Value and “Add and Retain High Value and 
High Potential Value Customers”High Potential Value Customers”

“Increase Revenue “Increase Revenue 
per Customer”per Customer”

“Reduce Cost “Reduce Cost 
per Customer”per Customer”

Internet Banking Company:Internet Banking Company:
“Increase Revenue per Customer” Theme“Increase Revenue per Customer” Theme

Revenue/  Revenue/  
CustomerCustomer

CrossCross--Sell Sell 
Existing Existing 

Products/  Products/  
ServicesServices

Grow Grow 
Revenues Revenues 
from New from New 
ServicesServices

Increase Increase 
Fees Fees 
and and 

BalanceBalance
ss

Develop Develop 

Cu
st

om
er

Cu
st

om
er

Attract and Attract and 
Retain Key Retain Key 
EmployeesEmployees

Enhance Enhance 
Bench Bench 

Strength and Strength and 
Succession Succession 

PlanningPlanning

Increase Increase 
Managerial & Managerial & 

Technical Technical 
CompetenciesCompetencies

Develop Develop 
Organization Organization 
and Cultureand Culture

Deploy Deploy 
ScorecardScorecard

Individualized Individualized 
Marketing Marketing 
ProgramsPrograms

Develop Develop 
Third Party Third Party 

RelationshipsRelationships
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Grow RevenueGrow Revenue Maximize ProfitMaximize Profit Reduce Reduce 
Cost Per Cost Per 
CustomerCustomerFi

na
nc

ia
l

Fi
na

nc
ia

l
“Add and Retain High Value and “Add and Retain High Value and 
High Potential Value Customers”High Potential Value Customers”

“Increase Revenue “Increase Revenue 
per Customer”per Customer”

“Reduce Cost “Reduce Cost 
per Customer”per Customer”

Internet Banking Company: Internet Banking Company: 
“Reduce Cost per Customer” Theme“Reduce Cost per Customer” Theme

Increase Increase 
Revenue Per Revenue Per 

Migrate Migrate 
CustomerCustomer
s to OFS s to OFS 

Migrate Migrate 
Mass Mass 

Consumers Consumers 
to Onto On--lineline

Increase Increase 
Customers Customers 
Use of OnUse of On--

LineLine

Increase Increase 
EfficiencyEfficiency

Streamline Streamline 

Cu
st

om
er

Cu
st

om
er

Revenue Per Revenue Per 
CustomerCustomer

Attract and Attract and 
Retain Key Retain Key 
EmployeesEmployees

Enhance Bench Enhance Bench 
Strength and Strength and 
Succession Succession 

PlanningPlanning

Increase Increase 
Managerial & Managerial & 

Technical Technical 
CompetenciesCompetencies

Develop Develop 
Organization Organization 
and Cultureand Culture

Deploy Deploy 
ScorecardScorecard

Manage Manage 
Alliance Alliance 
CostsCosts

Develop Develop 
Customer Customer 

SelfSelf--
ServiceService

Develop Develop 
CustomeCustome

r Selfr Self--
HelpHelp

Automate Automate 
OFS OFS 

ProcessesProcesses

Streamline Streamline 
Manual Manual 

ProcessesProcesses
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Grow RevenueGrow Revenue Maximize ProfitMaximize Profit Reduce Cost Reduce Cost 
Per Customer Per Customer 
for the Bankfor the BankIncrease Increase 

Revenue Revenue 
Per Per 

Fi
na

nc
ia

l
Fi

na
nc

ia
l

“Add and Retain High Value and “Add and Retain High Value and 
High Potential Value Customers”High Potential Value Customers”

“Increase Revenue “Increase Revenue 
per Customer”per Customer”

“Reduce Cost “Reduce Cost 
per Customer”per Customer”

Online Financial Services: Online Financial Services: 
Complete Strategy MapComplete Strategy Map

Add & Retain Add & Retain 
High Value High Value 
CustomersCustomers

MigratedMigrated NewNew

•• Time SavingsTime Savings
•• SecuritySecurity

•• PricePrice
•• ReliabilityReliability

•• Multiple ChannelsMultiple Channels
•• ServiceService

•• Features/Ease of UseFeatures/Ease of Use
•• ProductsProducts

Value PropositionValue Proposition
Basic Requirements            DifferentiatorsBasic Requirements            Differentiators

MaximizMaximiz
e e 

ReliabilitReliabilit
yy

ManagManag
e e 

AttritioAttritio

Per Per 
CustomerCustomer

CrossCross--Sell Sell 
Existing Existing 
Products Products 

and and 
ServicesServices

Grow Grow 
Revenues Revenues 
from New from New 
Products Products 

and  and  
ServicesServices

Increase Increase 
Fees Fees 
and and 

BalanceBalance
ss

Grow Grow 
Internal Internal 

RevenueRevenue
ss

Develop Develop 
Individual Individual 

Migrate Migrate 
Wells Fargo Wells Fargo 
Customers Customers 

to OFS to OFS 

Migrate Migrate 
Mass Mass 

Consumers Consumers 
to Onto On--lineline

Increase Increase 
CustomerCustomer
s’ Use of s’ Use of 
OnOn--LineLine

Increase Increase 
EfficiencyEfficiency

Cu
st

om
er

Cu
st

om
er

yy AttritioAttritio
nn

Implement Implement 
Cost Cost 

Effective Effective 
Marketing Marketing 
ProgramsPrograms

Enhance Enhance 
Product and Product and 

FeaturesFeatures
Develop Develop 
Superior Superior 
Service Service 

CapabilityCapability

Attract and Attract and 
Retain Key Retain Key 
EmployeesEmployees

Enhance Enhance 
Succession Succession 

PlanningPlanning

Increase Increase 
Manager and Manager and 

Employee Employee 
CompetenciesCompetencies

Develop Develop 
Organization Organization 
and Cultureand Culture

Deploy Deploy 
Scorecard Scorecard 
throughout throughout 

DivisionDivision

Individual Individual 
Marketing Marketing 
ProgramsPrograms

Develop Develop 
Third Party Third Party 

RelationshipsRelationships

Manage Manage 
Alliance Alliance 
CostsCosts

Develop Develop 
Customer Customer 

SelfSelf--
ServiceService

Develop Develop 
Customer Customer 
SelfSelf--HelpHelp

Automate Automate 
ProcessesProcesses

Streamline Streamline 
Manual Manual 

ProcessesProcesses
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Implementation StepsImplementation Steps

►► Initiative must start at the topInitiative must start at the top

!! Only senior management has grasp of overall strategyOnly senior management has grasp of overall strategy

►►And the authority to make strategic decisionsAnd the authority to make strategic decisions

!! Doomed without commitment from the topDoomed without commitment from the top



Implementation StepsImplementation Steps

►►Requires teamwork, collaborationRequires teamwork, collaboration

!! Different perspectives, expertise requiredDifferent perspectives, expertise required

!! Not a oneNot a one--person jobperson job

►►Won’t produce buyWon’t produce buy--inin



Implementation StepsImplementation Steps

►►Interview senior managersInterview senior managers

!! Input on strategic objectivesInput on strategic objectives

!! Input on critical success factorsInput on critical success factors

!! Input on possible measuresInput on possible measures



Implementation StepsImplementation Steps

►► Gain consensusGain consensus

!! Senior managers develop tentative scorecard as a groupSenior managers develop tentative scorecard as a group

►► Individual reactionsIndividual reactions

!! Suggested refinementsSuggested refinements!! Suggested refinementsSuggested refinements



Implementation StepsImplementation Steps

►► Expand consensusExpand consensus

!! Larger group refines tentative scorecardLarger group refines tentative scorecard

►► Finishing touchesFinishing touches

!! Consensus on vision, objectives, measures, targets, Consensus on vision, objectives, measures, targets, !! Consensus on vision, objectives, measures, targets, Consensus on vision, objectives, measures, targets, 
implementation program, etc.implementation program, etc.



Implementation StepsImplementation Steps

►►Selection of metricsSelection of metrics
!! Must relate to strategic goalsMust relate to strategic goals!! Must relate to strategic goalsMust relate to strategic goals
!! Both leading and laggingBoth leading and lagging
!! May not be “exact”May not be “exact”
!! May come from external sourcesMay come from external sources
!! Not too manyNot too many!! Not too manyNot too many
!! Not too fewNot too few



Implementation StepsImplementation Steps

►► RollRoll--outout

!! Link to data bases and information systemLink to data bases and information system

!! Communicate to employeesCommunicate to employees

!! Develop scorecards for lower levelsDevelop scorecards for lower levels



Implementation StepsImplementation Steps

►► Periodic reviewsPeriodic reviews

!! Has strategy changed?Has strategy changed?
!! Are the objectives valid?Are the objectives valid?
!! Are the activities valid?Are the activities valid?
!! Are the measures valid?Are the measures valid?

►► The scorecard evolves with the organizationThe scorecard evolves with the organization



The Road to DisasterThe Road to Disaster

►►Senior management not committedSenior management not committed

!! No one else will be eitherNo one else will be either

►►Lack of consensusLack of consensus

!! Lack of commitmentLack of commitment



The Road to DisasterThe Road to Disaster

►► ConsultantsConsultants

!! GoodGood

►►Provide needed expertiseProvide needed expertise

!! BadBad

►►Take over the projectTake over the project

►►Consensus, commitment of employees is lostConsensus, commitment of employees is lost



The Road to DisasterThe Road to Disaster

►►Failure to communicateFailure to communicate

!! Employees don’t understand:Employees don’t understand:

►►StrategyStrategy
►►Their rolesTheir roles►►Their rolesTheir roles
►►Importance of the scorecard measuresImportance of the scorecard measures



The Road to DisasterThe Road to Disaster

►► Lack of “pushLack of “push--down”down”

!! Lower levels operating as beforeLower levels operating as before

►►Operations are not tied to corporate scorecardOperations are not tied to corporate scorecard

►►Scorecard is ignored at lower levelsScorecard is ignored at lower levels



The Road to DisasterThe Road to Disaster

►► Carve it in stoneCarve it in stone

!! It won’t be perfect, everIt won’t be perfect, ever

►►Must evolveMust evolve

!! Delay implementation until perfectDelay implementation until perfect

►►See aboveSee above



The Road to DisasterThe Road to Disaster

►►The compensation issueThe compensation issue

!! Powerful motivator of performancePowerful motivator of performance

►►Poorly designed scorecard will not show Poorly designed scorecard will not show 
strategic improvements even if individual strategic improvements even if individual strategic improvements even if individual strategic improvements even if individual 
measures show progressmeasures show progress



The Scorecard as a Change The Scorecard as a Change 
AgentAgent

►►Four stepsFour steps

!! Translating the vision into actionTranslating the vision into action
!! Communicating and linkingCommunicating and linking
!! Business planningBusiness planning
!! Feedback and learningFeedback and learning!! Feedback and learningFeedback and learning



Translating the VisionTranslating the Vision

►►Strategy must be reduced to a set of Strategy must be reduced to a set of 
objectives and measures which can be objectives and measures which can be objectives and measures which can be objectives and measures which can be 
operationalizedoperationalized

!! “We want to be the best” won’t do“We want to be the best” won’t do



Communicating and LinkingCommunicating and Linking

►►Corporate strategy must be communicated Corporate strategy must be communicated 
to all levelsto all levelsto all levelsto all levels

!! Lower levels must have objectives linked to Lower levels must have objectives linked to 
corporate objectivescorporate objectives



Business PlanningBusiness Planning

►►Integrate the financial plan with the Integrate the financial plan with the 
business planbusiness planbusiness planbusiness plan

!! Use the scorecard to allocate resources to Use the scorecard to allocate resources to 
critical activitiescritical activities

►►Avoids the shortAvoids the short--term spending mentalityterm spending mentality►►Avoids the shortAvoids the short--term spending mentalityterm spending mentality



Feedback and LearningFeedback and Learning

►►Monitor shortMonitor short--term results to determine if term results to determine if 
progress is being made toward longprogress is being made toward long--term term progress is being made toward longprogress is being made toward long--term term 
objectivesobjectives

!! May need to refine measures, activities, May need to refine measures, activities, 
objectives, even strategyobjectives, even strategyobjectives, even strategyobjectives, even strategy



A Good Balanced Scorecard Tells the Story of A Good Balanced Scorecard Tells the Story of 
Your StrategyYour Strategy

►►Every measure is part of a chain of cause and effect Every measure is part of a chain of cause and effect ►►Every measure is part of a chain of cause and effect Every measure is part of a chain of cause and effect 
linkageslinkages

►►All measures eventually link to organizational outcomes All measures eventually link to organizational outcomes 

►►A balance exists between outcome measures (financial, A balance exists between outcome measures (financial, 
customer) and performance drivers (value proposition, customer) and performance drivers (value proposition, customer) and performance drivers (value proposition, customer) and performance drivers (value proposition, 
internal processes, learning & growth)internal processes, learning & growth)



Task Task 11:: Define Strategic Define Strategic 
ArchitectureArchitecture

WeekWeek 11 22 33 44 55 66 77 88 99 1010 1111 1212 1313 1414 1515 1616

2 2 WksWks

Typical Balanced Scorecard Project ScheduleTypical Balanced Scorecard Project Schedule

ArchitectureArchitecture
Project KickoffProject Kickoff

Task 2:Task 2: Draft the Balanced Draft the Balanced 
ScorecardScorecard
Workshop IWorkshop I

Task Task 33:: Develop Measures, Develop Measures, 
High Level Targets & High Level Targets & 

InitiativesInitiatives
Workshop IIWorkshop II

4 4 WksWks

4 4 WksWks

Workshop IIWorkshop II

Task 4:Task 4: Develop Develop 
Implementation PlanImplementation Plan

Workshop IIIWorkshop III

2 2 WksWks


