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Key QuestionsKey Questions
Prerequisites
D h d fi d t t t ?Do you have a defined corporate strategy?

Does the strategy include strategic objectives or 
other high-level goals and/or initiatives? If so, how 

?many?

How often is your strategy reviewed and/or revised?How often is your strategy reviewed and/or revised?



Key QuestionsKey Questions
Strategy DeploymentStrategy Deployment
How is your strategy communicated throughout the 

organization?

Are the objectives/goals of your strategy j g y gy

“decomposed” into specifically actionable tasks, 

projects or initiatives?

Do people throughout the organization know what it is 

and what role they play in it?



Key QuestionsKey Questions
Strategy Deployment

How is your strategy communicated across  the 
organization?g

Are the outcomes of your business processes aligned 
i h ?with your strategy?

Is there a linkage between your strategic, operational 
and budgetary planning processes?



B i S E iBarriers to Strategy Execution
Barriers How to overcome barriers?Barriers How to overcome barriers?

Vision Barrier Translation of vision and mission and 
strategy

People Barrier Unrelated goals

Resource Barrier Strategic Resource Allocation

Management 
i

Strategic Learning
Barrier

Source: Robert S. Kaplan and David P. Norton



B l d S dBalanced Scorecard

Financials

S
Internal 

C Strategy ProcessCustomer

Employee 
LearningLearning 

and Growth
Source: Robert S. Kaplan and David P. Norton



Wh i B l d S d?What is Balanced Scorecard?

Communication Tool

Strategy Management System

Performance Measurement System

CChange Management Tool



Adaptation for Public SectorAdaptation for Public Sector
Mission / Mandate

Citizen/
Customer

Strategy Internal ProcessFinancial

Employee

Source: Balanced Scorecard by Paul R Niven

Employee 
Learning and 

Growth



K Ch ll P bli SKey Challenges –Public Sector

Multiple Agencies ,different mandates.

O t t V O tOutput Vs Outcomes.

Difficulties in measuring efficiencyDifficulties in measuring efficiency.

Reliability of data collection for results.y

Sustaining Success



Implementation StepsImplementation Steps
Mission

Citizen/Stake 
Holders

Vision

Strategic Themes g
& Results

Goals and Objectives

Strategy Maps

Performance Measures & Targets

Strategic InitiativesStrategic Initiatives

Source: Balanced Scorecard Institute



Mission: What is the purpose of our existence? 

Key attributes:

 Simple and Clear Simple and Clear

Inspire Changep g

Easy  to Understand

Strategic in nature



Vision:  Word picture of future

Key attributes:

 Concise Concise

Appeals to all stakeholderspp

Consistent with mission and values

Feasible



Strategic Themes:What are some strategic focus areasStrategic Themes: What are some strategic focus areas 
when organization would like concentrate?

Results: What are the end results which we want to 
achieve?achieve?



Goals and Objectives:  What are our goals and objectives? 
The goals and objective should strategic in nature and not 
diagnostic.

Strategy Maps: Graphical representation interaction of 
strategy elements.  Helps communicating cause and effect.gy p g



Performance Measures and Targets: How do we know if 
we are achieving right results. How do we identify 
performance drivers which effect future performance

Strategic Initiatives: The specific programs activitiesStrategic Initiatives: The specific programs, activities, 
projects, or actions an organization should take to meet  
performance targets.p g



C i i f S l i MCriteria for Selecting Measures

Linked to strategy

Easily understood

Cause  and effect

Quantifiable



Ci i (C ) MCitizen(Customer) Measures
Citizen satisfaction with how the County providesCitizen satisfaction with how the County provides 
opportunities for residents input 

R d i t b X%Reduce crime rate by X%

Improve Program outcomes by certain percentage amountImprove Program outcomes by certain percentage amount

Improve Program awareness.p g



Fi i l MFinancial Measures
Asset Utilization

Maintenance Cost (e.g. per lane mile)

Unit service delivery cost (Cost for delivery 1million 

gallons of water)

Total Cost per employee/position

% Project completion on time and budget. 



I l PInternal Process
Service delivery measures (e.g. cycle time for meterService delivery measures (e.g. cycle time for meter 
installation)

S i d li ff tiService delivery effectiveness

Workforce efficiency (Number of calls handled per agent)Workforce efficiency (Number of calls handled per agent)

Grant Success rate

Procurement Efficiency



E l L i d G hEmployee Learning and Growth

Evaluate skill gaps

Measuring employee training

Recruitment effectivenessRecruitment effectiveness

Retention effectivenessRetention effectiveness

Technology usage index





H hi li ?How to achieve alignment?
Scorecards

C tMission, 
Mandates, Vision 

& Strategy

‐Customer
‐Financials

‐Internal Process
Learning &

Objectives, 
Measures and 

Targets‐Learning & 
Growth

Cascaded Maps 
and Scorecard

Operating and 
Capital Budgets



B P i A Ali d O i iBest Practices‐ An Aligned Organization
Business Challenge
B i l d i fi d hBusiness goals and strategies are confined to the 
boardroom, and not translated into meaningful 
performance metrics for which managers can be heldperformance metrics for which managers can be held 
accountable.

Impact
Wasted resources as different parts of the organization 
pull in different directions
Lack of synergy
Inability to adapt to changes as an organizationInability to adapt to changes as an organization



B P i A Ali d O i iBest Practices‐ An Aligned Organization
S l tiSolution
Balanced Scorecard –to set realistic goals and make 
managers accountable for their actions Aligns themanagers accountable for their actions. Aligns the 
organization through proper communication of strategy, 
performance and actions.p

Outcomes
Managers see the big picture and understands how their 
activities impact the strategic plan
An accountable organizationAn accountable organization



Pi f ll A idPitfalls to Avoid
Overemphasis on financial measures.p

Confusing diagnostic measures with strategic measures.
Metrics is a symptom; don’t fix symptom but underlyingMetrics is a symptom; don t fix symptom but underlying 
process.

 Improper linkage of cause and effect Improper linkage of cause and effect.

 Too complex metrics

Unreliable data


