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BSC = strategy + operations + change

Success BSC = effective strategy + efficient operations + meaningful change
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MISSION .
’y» ‘ Whv we exist ‘ C L
VISION
What we want to be
VALUES
What’s important to us

STRATEGY
Our high-level game plan
BALANCED SCORECARD
What our plan means in operational terms

STRATEGIC INITIATIVES
How we will achieve our plan

PERSONAL OBJECTIVES AND GOALS
What each of us will achieve and attain

o

THE STRATEGIC OUTCOMES WE WILL ACHIEVE

Satisfied Delighted Efficient and Effective Motivated & Prepared
SHAREHOLDERS CUSTOMERS PROCESSES WORKFORCE
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Mission: what we are about.

Vision: what we want to be in the future.

Perspectives: different views of our organization.

Customers: direct beneficiaries of our services.

Stakeholders: people with an interest in our products.
Outcomes: what results are desired.

Goals: what we want to achieve by a certain time.

Strategies: how we intend to accomplish our vision and goals.
Objectives: strategy component.

Strategic map: cause-effect relationships among strategy
components.

Outputs: what is produced.

Performance measures: indicators of success.

Target: desired level of performance for a performance
measure.

Initiatives: action programs that will achieve our performance
goals.
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State Vision

State Vision:
Define a vision for the organization, stating what the company is heading for in the long
run.
Procedure Guidelines Common Errors
1. Conduct workshop; 1. Be concrete so that one | 1. Vision is stated as empty
2. Generate options can actually visualize slogans;
(diverge); them; 2. Ignore input fsm certain
3. Comparing options 2. Seek input from different groups in the organization;
(converge); levels of the organization;| 3. Language of vision
4. Select option; 3. Maintain a reasonable statement is not
Rewrite into comete, and stretch; accessible for everyone in
concise statements; the organization;
6. Seek feedback; 4. Scope of vision is so
7. Revise and finalize. narrow that not all people
in the organization can
identify with it
0503259582 sabbah2002us@yahoo.com clladll e dana
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Why Balanced Scorecard?

. To achieve strategic objectives

. To provide quality with fewer resources
. To eliminate non-value added efforts

. To align customer priorities and

expectations

. To track progress

. To evaluate process changes
. To continually improve

. TO Increase accountability

. TO manage by fact
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Elements of the Balanced Scorecard

/ Finance
Vision &
Strategy

Learning /

& Growth

Internal

Customer
Processes
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BALANCED SCORECARD 7
PERSPECTIVES AND OBJECTIVES

CUSTOMER

- Customer Satisfaction

- Effective Service/Partnership

INTERNAL BUSINESS
FINANCIAL MISSION PROCESSES
- Optimum Cost Efficiency of - Acquisition Excellence
Purchasing Operations VISION - Most Effective Use of
STRATEGY Contracting Approaches
- Streamlined Processes
- Reduction in Overage
LEARNING Instruments
AND - On-Time Delivery
- Supplier Satisfaction
GROWTH - Socioeconomics
- Access to Strategic Information
- Employee Satisfaction

- Organization Structured for
Continuous Improvement

- Quality Workforce
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Financial
How do we Objectives | Measures | Targets | Initiatives
appear to our
f Stockholders?
Customer Vision Internal Business Process
How do we Objectives | Measures | Targets | Initiatives & At what internal | Objectives| Measures | Targets | Initiatives
appear to our Strate gy processes must
Customers? we excel?
Learning and Growth
How do we Objectives| Measures | Targets | Initiatives
sustain our
ability to change
& grow?
lladdl e daas
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Strategic Theme:

. . . Objectives Measurement Target Initiative
Operating Efficiency J 9
Financial
° i ili ° ° o
Profitability Profitability Market Value 30% CAGR
* More Customers ® Seat Revenue *20% CAGR
More * Fewer planes | °®Plane Lease *5% CAGR
Customers Cost
/
Customer * Flight is on -time¢® FAA On Time | #1 * Quality
Eliaht * Lowest prices Arrival Rating management
19 Lowest o . o
Is on Time Prices Custqmer #1 Customer
Ranking (Market loyalty
Survey) program
Internal * Fast ground * On Ground Time | ® 30 Minutes | ® Cycle time
turnaround *On-Time * 90% optimization

Fast Ground Departure program

Turnaround
Learning . Ground crew *% Ground crew |[eyr. 1 702/0 *ESOP

alignment trained yr. g ?862/ e Ground crew
Ground Crew * % Ground crew | Y °| training

Alignment

stockholders
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STRATEGY MAP

Improve
Returns

Increase
discount
per liter

Increase sales

Decrease
Cost per
Liter sold

Broaden product
mix

Financial

Increase
Satisfied
Customers

Increase Customer
Satisfaction Through
Superior Execution

Diversify Customer
profile -Change
Customer profile

Customer

Increase opera-
ting capacity

Minimise
Problems

Increase
Delivery
capacity

Provide News
Updates

More Personal
Contact

Top
Management
Visits

Develop New
Customers

Internal Processes

Increase
Employee
Productivity

Develop product,
industry and basic
business skills

Align
Personal
Goals

Increase staff
satisfaction
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Strategy Map: Capture a Cause Effect
Relationship from the Bottom Up

o
S
<) .
= More rapid and
$ Improved Returns accessible services
S on Investments
[77)
2 \ \
] \
8 .
s Ech:"g"l"c Reduce Re-Activities Establish Web
= ode thru ABC/M Based Self Services
c Process R
9 [ A
- \
o £
E % Expand Global Leadership Knowledge
S (3 Facility Reach Development |~ Management
3 o3 y f
i
o
Facilities and
% Fixed Acsets Human Capital IT Infrastructure
[<})
>
[
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Aligning the Scorecards

Once you have completed your strategy map, make sure it aligns with agencies
or divisions you report up to. This overall alignment of scorecards throughout
the entire Organization forms the Strategic Management System within IRPS.

IRPS

: [
Organization . Best Business Expand Global Expand the S
. Practices Reach Skill Base o
Scorecard : .
b °

[
: w w o
: :
GOG . T Improve Asian Develop the .
Scorecard : ean Processes B Workforce :
L]
e [ ]
: [
: L
. Highly .
Agency . Process Efficiency Skilled .
[
Scorecard : Workers :
: [
: 1B 1
: .
Outlet . Streamline Continue to Improve .
Scorecard . Processes Expand Range Employee .
o Competencies o
. [

[ ]
~.........................................................:
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Stakeholder

Extend the Map into Measurements,
Targets and Initiatives

Internal Process

InvLstments L&G

Detailed How
statement of successin Thelevel of Key action
Strategy Map . . .
what is achieving performance programs
Foster Service Access critical to the strategy  or rate of required to
successfully  will be improvement  achieve
achieving  measured needed objectives
Self Service the strategy and tracked
Applications l l l l
Obje(.:t“{e Measure Target Initiative
Lean Processes ___Description
Eliminate waste, | Number of 2 per setup L_ean I Six
reworks, and Reworks per month Sigma
Process and V_alue S oS I each Outlet
Map AnalySIS our processes Offlce
Web Enable
Technologies
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profit ability ratios 4 )l
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Jlia
Customer
Perspective
f Value for Money (e
Standard Products d
Value for Money
0 Mew Products 6.5
& Complaints per
0 Drcle 60%
) I mage 5 5
| Market Share 159 %

o © Q@

o

. O * O

Financial

Perspective
Profit [Quarter] | ¢ 440,000
Revenue |Uuarte| % 11.750.000
Wargin 5tandard
Products 16.11
M aigin New
Products 6,05
Growth
Perspective
Share of Revenue
New Products ELE
Innovation 10,0 %
TOM Skill Level mhE
Inmoyative Skill 15 %

Level

o O O B .

Internal
Perspective

Woikloice

[ comanik ment a4
Stock Level [units] | 17.000
Rale of Improvemenll ¢
On Tme Delvenes
Standard Products 8%
On Tme Delivenes 67 %

New Pioducts
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Responsiveness
Assurance

Empathy
Reliability
Tangibles
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Strategic aim:

AS) eMas £ g9 sl gad

Critical Success factors:

Jaadl Ja1a 380 51, -1
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Measures:
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Action plan:

Action Responsible Deadline Done
1. Simulate shopping round by second
visit in shop Coach
*  Design checklist together with shop March v
personnel March-June
« Introduce way of working March
Use digital camera to convey
examples
2. Establish expectations NN April
 Ring all shop managers
*  Push for the competition in weekly
newsletter
3. Joint VIP activity twice a year
*  Perform evaluation Coach April
e  Test”campaign z” in 5 shops October
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Key Customer Requirements

Features Quality Cost Availability Service Relationship
|_
5
— (%]
Strategy to m £
= k=
. > ©
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Strategy map metrics targets Strategic
initiatives
=g Customer =y p—
approval rating L Each strategic
| initiative plan
contains:
Cycle time
reduction
1 * Sponsor
* Schedule
* Resources
* budget
% strategic ///

0

skills available
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Statement of

How success in

The level of

h - . .
vr\r’muittsatcﬁ:sz achieving the performance or Key action programs
and what is strategy will be _ rate of required to achieve
critical to its measured and improvement objectives
succeﬁ track(? needed [
Objective Measure Target Initiatives
— V)
£ | Net Revenue to Revenue mix XX /(,"/Ccl)°send
s | support growth XX 7o UPel
£ xx % Special
L
2 Quality of Customer XX Y% Material Quality
8 Resources complaints Improvement
3
= Education % Courses with xX% Translation of
;Cg Courseware full resources Fundamentals
£ available
DS
= 2| Marketing Skill coverage XX% o
§ 5 skills Training
1 o3
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Week

1

2

3

4

5

6

7

8

10

12

Step1: Develop a project\
plan

Step 2: Build a strategic

architecture

Step 3:Uncover strategic
linkages and key

th
emes p

Step 4:Determine
Measures and
Targets

—~

Step 5:Select Strategic

Initiatives

Step 6:Plan for
Implementation_
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it Mission
and Strategy

and

Measures

Cascading

The Process of developing the BSC, and
cascading it down the organisation,
ensures that everyone understands
the business unit’s long-term

OBJECTIVES at all
levels should fall into the

four perspectives

¢ Financial

¢ Customer

¢ Internal Business
Processes

¢ | earning and Innovation

objectives, as well as
the strategy for
achieving them.

e Measures
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“Cascading” Scorecards

PERFORMANCE EVALUATION DATA FLOWS

AGENCY LEYEL AGENCY LEYEL
STRATEGIC GOALS, g;g‘g Eﬂc INFORMATION
METRICS, TARGETS = ™1 ANALYSIS AND

MAKING EYALUATION
DIRECTOR bIFIECTDFI IRECTOR
DEPT. DEPT. DEPT.
BRANWHCH BRAHCH BRAHCH
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Strategy Map

Strategic objectives for

Vision

Strategic
Themes

"Customer"
rerspective

Internal
Process
Perspective

Learning &
Growt
Perspective

Financial
Perspective
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KPI's

in concreet perspectief

Perspective Cause & Effect Linkage Objectives Measures Targets | Initiatives
Profitability * Profitable * Operating Income | * 207 Increase
. i Business - :
]1 lnan ':IHI Gl'l:l".'!'th . Sﬂlﬁ va, Last Yr | 2% Increase E Lll':CE
Program
= Quality Product |+ Return Rate » Reduee by 50% | * Quality
, from a * Customer Loyalty each yr management
Customer Igﬁf#tﬂ ESIhDF'F""E Knowledze- _ Ever Active % program
! e able Associate ~ #units " A0 * Customer
Y * 24unts loalty
program
* [mprove » U of Merchandise |+ 70% by * Carporate
, factary qualit from “A” factones ear 3 Facto
Internal Line Plan it ! Dmlfpmtm
1 1 " o
Process Management [temns in-Stock vs, &3 B
Plan
* Tram & equip » % of Strategic * yrl 50% * Strategic Skills
i the warkforce skills Available yr3 75% Plan
Lea rnimg Factory Merchandisa V5 908
& Growth Relationship Ruying / Planning : * Merchants
Sills Skills Desktop




Key Performance Indicators

Balanced Scorecard measures & targets

Pers- A ,
, Strategic Objectives Key Performance Indicators
pectives
Vision
Customer
0pU3209552 sabbahZUUZus(@]yahoo.com jall 1C Ja3a




Strategic Initiatives

Balanced Scorecard Initiatives

Perspectives Strategic Objectives Initiative s Responsibility

Customers

Internal

Process

Learning &

Growth

Financial
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Mapping initiatives < sl i 73 ga

Strategic Objectives
: Internal Process Learning & Growth . . .
Customer Perspective Perspective Perspective Financial Perspective

C1t C2 C3 C4 C5 I 12 13 14 5 L1 L2 L3 L4 L5 F1 F2 F3 F4 F5

Initiative 1
Initiative 2
Initiative 3
Initiative 4
Initiative 5
Initiative 6
Initiative 7
Initiative 8
Initiative 9
Initiative 10
Initiative 11
Initiative 12
Initiative 13
Initiative 14

Initiative 15

Initiative 16
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Scoring initiatives

il palaal) ddad afadiin) o Jli

Score
Criteria Weight | Definition/ Subcategories <« < = > >>
-Competitive edge
. -Value to Customer Very Low Low Moderate High Very High
Strategic . . .

Importance 40% -Window onpportumty | | | | |

-Sustainable 80 points 160 points 240 points 320 points 400 points
-Firstto Market
Very High High Moderate Low Very Low
Initiative Cost 15% Costofimplementing Cost> § | Sto § | Sto § | §to § | Cost< §
30 Points 60 Points 90 Points 120 Points 150 Points
Very Low Low Moderate High Very High
NetPresentValue | 15% Presentvgfj;ec;g)e tbenefs NPV< § | $to § | Sto § | Sto § | NPV> §
30 Points 60 Points 90 Points 120 Points 150 Points
o . Very Long Long Moderate Short Very Short
Elapsed Time 10% (lTopr:(e:?pet::zttlgszrSlz 5:]2%?) > Months | to Mnths| to Mnths | to_ Mnths | < Months
20 Points 40 Points 60 Points 80 Points 100 Points
| Degres {0 which the intatve is Very Relatively Moderately Relatively | Stand-alone
Interdependencies | 10% dependenton other niiatives Interdependent | Interdependent | Interdependent | Stand-alone
20 Points 40 Points 60 Points 80 Points 100 Points
. . -Operatiional Risk Very Large Significant Moderate | NotSignificant | Very Small
Rlsklléislrgrilszlty 0 10% -Terchnology Risk Alpha Beta NotNew NotNew NotNew
20Points 40 Points 60 Points 80 Points 100 Points
Total 100% Range forInitiative Total Score: 200-1000 points
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Balanced Scorecard

PERSPECTIV
E

OBJECTIVES (GOALS WITH
MEASURES AND TARGETS)

STRATEGIC
INITIATIVES

VALUE AND
BENEFIT:
WHAT
PUBLIC
BENEFITS
WE CREATE

Goal: Improve the economic

benefits of public contracting
and procurement for M&WABEs.
(OFM Goal No. 2.)

-Establish
performance
measures and targets
for the key factors
that influence
economic outcomes in
public contracting and
procurement -
percentage of
contracts awarded,
dollars earned, firms
solicited and bidding,
technical assistance
provided, firms
seeking certification
and recertification.

-Develop a compliance
program to identify
program violations

02032509582
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PERSPECTI
VE

OBJECTIVES (GOALS WITH MEASURES
AND TARGETS)

STRATEGIC INITIATIVES

VALUE AND | - Create M&WBE outreach program -Develop specific technical assistance
BENEFIT: that promotes opportunities for for state agencies and educational
WHAT M&WBE firm participation in public institutions in the areas of contract
PUBLIC contracting and procurement. (OFM administration/ management training
BENEFITS Objective 1.) to M&WBEs and other small firms.
WE CREATE | Target: June 30, 2002. (OFM Strategy 2.)
Measure: Percentage of M&WBE firms | ‘Provide tools and training to
doing business with (contracting) agencies and educational institutions.
with Washington State. (OFM (OFM Strategy 1.)
Performance Measure & Performance -Conduct needs assessment and
Agreement) coordinate materials development
Current: 33.0% and training with Office of Financial
Target: 40.0% Management (OFM) contracts
’ ' . management work groups. (OFM
Measure: Number of M&WBE firms Strateggy 3.) 9 ps. (
doing business with (contracting) S . . .
with Washington State. -Establish working relationships and
C £ To be det ined increase partnering with federal
Mlll?,rge'\:v.BE 0 be determined = agency and local jurisdiction
/ MBE/WBE/DBE contracting and
Target: 1,600 procurement programs. (OFM
Measure: Number of agency technical Strategy 4.)
assistance (Performance Agreement) | .Review co-location possibilities with
Current: 378 other State agencies, economic
Target: 473 development entities. (OFM Strategy
Measure: Number of M&WBE plan 5.)
development
Current: 90
Target: 100
0503259582 sabbah2002us@yahoo.com —aall e s




PERSPECTIV
E

OBJECTIVES (GOALS WITH MEASURES AND TARGETS)

STRATEGIC
INITIATIVES

VALUE AND
BENEFIT:
WHAT
PUBLIC
BENEFITS
WE CREATE

Measure: Number of vendor prebids
Current: 33
Target: 50

Measure: Percentage of state agency contracting dollars
awarded to M&WBEs. (Performance Agreement)

Current: 10.6% - MBE; 11.4% - WBE
Target: 16.4% - MBE; 21.5% - WBE

Measure: Percentage of state agency contracting dollars
earned by M&WBEs. (Performance Agreement)

Current: 3.8% - MBE; 3.7% - WBE

Target: 9.6% - MBE; 4.8% - WBE

Measure: Number of agency solicitations distributed to
firms

Current: 5

Target: 15

Measure: Number of agency contract goal-setting
meetings

Current: 6

Target: 15

Measure: Number of vendor searches
Current: 22

Target: 24

0503259582
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Balanced Scorecard

OBJECTIVES (GOALS WITH STRATEGIC
PERSPECTIVE | MEASURES AND TARGETS) INITIATIVES
VALUE AND - Increase firm ability to -Establish post-
BENEFIT: compete for public sector certification training
WHAT procurement and contracting | for M&WBEs. (OFM
PUBLIC opportunities. (OFM budget Strategy 1.)
BENEFITS WE | Objective 2.) -Assign business
CREATE Target: June 30, 2002. representative to
Measure: Number of firm firms. (OFM Strategy
business representative 2.)
assignments -Increase firm
Current: O awareness of
. procurement
Target: 250 opportunities. (OFM
Strategy 3.)
0503259582 sabbah2002us@yahoo.com Gllaall v dese




Balanced Scorecard

PERSPECTIV
E

OBJECTIVES (GOALS WITH MEASURES
AND TARGETS)

STRATEGIC INITIATIVES

CUSTOMERS
AND
CONSTITUEN
TS: HOW
OUR WORDS
AND
ACTIONS
ARE VIEWED

Goal: Enhance strategic partnerships
and collaborative relationships to
maximize contracting and
procurement opportunities outcomes.
(Performance Agreement)

Measure: Partner satisfaction rating
Current: Establish baseline
Target: To be determined

-Create and define criteria for
strategic partnerships and
collaborative relationships
based on support of
contracting and procurement
opportunities for certified
firms.

-Use the criteria to develop
and prioritize a list of key

strategic partnerships and
collaborative relationships.

‘Determine the mutually
important outcomes for each
partnership / collaborative
relationship.

‘Develop and implement
specific plans for addressing
the mutually important
outcomes for each
partnership / collaborative
relationship, including shared
and independent processes
that will be developed,

0503259582
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PERSPECTIVE

OBJECTIVES (GOALS WITH
MEASURES AND TARGETS)

STRATEGIC
INITIATIVES

CUSTOMERS Goal: Utilize customer needs and | -Create appropriate
AND satisfaction data to improve office | survey instruments for
CONSTITUEN | priorities and operations. all customer groups.
TS: HOW OUR | (Performance Agreement) -Establish processes to
WORDS AND | Measure: Customer satisfaction | provide timely feedback
ACTIONS ARE | rating to staff and customers
VIEWED Current: Establish baseline while collecting
Target: To be determined mformaFlon from the
M . Cust d ti appropriate staff and
easure: Customer needs rating partners in a timely,
Current: Establish baseline reliable, and useful
Target: To be determined manner.
-Develop and implement
a process for using the
needs and satisfaction
results to refine the
agency’s operations
and priorities.
0503259582 sabbah2002us@yahoo.com —aall e s




OBJECTIVES (GOALS WITH

STRATEGIC INITIATIVES

PERSPECTI | MEASURES AND TARGETS)
VE
INTERNAL Goal: (Deploy new database ‘Determine the vital
BUSINESS management application to) measures that are required
PROCESSES | Improve the effectiveness of to make effective decisions
: WHAT internal processes. (Performance for each key internal
BUSINESS Agreement) process.
PROCESSES | Measure: Internal user satisfaction | -Evaluate the effectiveness
WE MUST rating of existing tools and
SJ(EEL(;_UTE Current: Establish baseline alternative approaches.
Target: To be determined
Goal: Design and maintain a -Continuously collect
Contract Management and Tracking | comprehensive and
System that facilitates the equitable | accurate statistical data on
distribution of contract and statewide contracting and
procurement opportunities to all procurement activities and
qualified and available firms without | anecdotal evidence on
race/gender based discrimination or | discrimination. (OFM
preferential treatment. (OFM Goal Strategy 1.)
1.) -Electronically monitor
Agency Contracting/
Procurement Activities.
(OFM Strategy 2.)
-Electronically
advertise/disseminate
agency opportunities to
certified firms. (OFM
0503259582 sabbah2002us@yahoo.com Strategy 3.) bl e dena




PERSPECTIVE

OBJECTIVES (GOALS WITH
MEASURES AND TARGETS)

STRATEGIC INITIATIVES

INTERNAL
BUSINESS
PROCESSES:
WHAT BUSINESS
PROCESSES WE
MUST EXECUTE
WELL

- Use advanced technology to

improve and expand service

delivery. (OFM Objective No. 1.)

Target: June 30, 2002

- Implement statewide agency

M&WBE tracking system to
facilitate informal decision
making and increase
accountability

Target: June 30 2002

- Eliminate barriers to

fair and equitable
contracting. (OFM
Objective No. 2.)

Target: June 30, 2005

-Establish utilization goals
based on availability of
certified firms. (OFM
Strategy 1.)

-Establish ad hoc
committees to collect and
analyze data reported
through OMWBE’'s CMATS
regarding problem area,
e.g., discriminatory
business practices, and
propose methods to
address problem areas.

0503259582
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PERSPECTIVE

OBJECTIVES (GOALS WITH
MEASURES AND TARGETS)

STRATEGIC INITIATIVES

INTERNAL
BUSINESS
PROCESSES:
WHAT
BUSINESS
PROCESSES WE
MUST EXECUTE
WELL

Goal: Increase the
effectiveness and
timeliness of internal and
external communications.

Measure: Communication
effectiveness rating

Current: Establish baseline
Target: To be determined

Measure: Communication
timeliness rating

Current: Establish baseline
Target: To be determined

‘Determine the most
effective and efficient
communication
approaches for
employees, customers,
strategic partners, and
other stakeholders.

-Use technology, where
applicable, to increase
efficiency of the
communication process.

-Improve the process for
tracking
communications so that
opportunities for
improvement can be
identified and resolved
quickly.
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PERSPECTIVE OBJECTIVES (GOALS WITH MEASURES AND STRATEGIC
TARGETS) INITIATIVES
;ﬁg‘iﬁ:g\ls- Goal: Increase the effectiveness -Use processt thod
- = improvement methods
PROCESSES: and _efflaencY of programs and and tools to increase
WHAT services. (OFM bUdget G0a| N0-3 internal and external
BUSINESS and Performance Agreement) customer satisfaction,

PROCESSES WE
MUST EXECUTE
WELL

reduce cycle time,
reduce waste, and
improve the process
costs of key programs
and services.

- Reduce overall application processing time.
(OFM Objective No. 1.)

Target: June 30, 2002.

Measure: Processing time on new applications
Current: 54 days

Target: 45 days

Measure: Processing time on recertification
applications

Current: 67 days

Target: 30 days

Measure: Processing time on annual updates
Current: None processed

Target: 30 days

-Establish agreements
with licensing agencies
to obtain verification
and documentation of
firm licensing. (OFM
Strategy 1.)

‘Minimize
documentation
requests of applicants.
(OFM Strategy 2.)

‘Minimize the nhumber
of additional
information letters.
(OFM Strategy 3.)

‘Track applications
completed within 30

0503259582
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OBJECTIVES (GOALS WITH STRATEGIC
PERSPECTIVE | MEASURES AND TARGETS) INITIATIVES
INTERNAL - Ensure the certification -Increase staff
BUSINESS application process encourages all | expertise in industry
PROCESSES: | available M&WBEs to compete for | practices. (OFM
WHAT opportunities to do business with Strategy 1.)
BUSINESS the State. (OFM Objective No. 1.) |.Review co-location
PROCESSES | Target: June 30, 2002. possibilities with
‘é\;(EE::dSTSg Measure: Number of certified other State agencies

firms (OFM Performance Measure) | and economic
WELL ) development entities.

Current: 3,200 (OFM Strategy 2.)

Target: 3,360 (5% increase) 9y <

Goal: Design and implement

procedures for on-going collection

of anecdotal evidence regarding

race/gender-based discrimination.

(Performance Agreement)

Measure: Number of verifiable

reports

Current: NA

Target: 24
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10 STRATEGIC QUESTIONS

Mission. \What business are we 6. Differentiation. What is our basis for
in? market differentiation? Who are our key

Lo : "
Vision. Where do we want to be competitors? Are we really different”

in 5-10 years? 7. Profits. What is our profit model? What
areas of our business are our customers

Values. What principles do we willing to let us make money?

want to guide our behavior?
8. Processes. What are our core

Customers. Which customers do processes? What needs transforming?

we want to serve? Which ones

will drive value growth? How are 9. Scoreboards. \What indicators will we
their priorities changing? use to measure success?

Product and Service Scope. 10. Goals, Objectives and Action Plans.
What products or services do we How will we incrementally move towards
want to offer? What core our vision?

competencies do we need?

Do we have a leadership team capable of making this happen?
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Strategic Themes

- Based on strategic goals, three to five strategic
themes should emerge.

- From these themes, we will develop a strategic
map.
- Four common strategic themes are: Operating

Efficiencies, Customer Relations, Product
Innovation, and Growing the Business.
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Strategic Model

- Strategic Models can emerge from four
principles:
1. Translate strategies into operating terms.

2. Link strategies throughout the entire
organization.

3. Commit everyone to implementing strategy.

4. Make strategizing a continuous process of
learning and adjusting to change.
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Four Perspectives

Before we build strategic maps, we need to define four
perspectives:

Financial: Top layer in the map, represents financial
outcomes (profits, revenues, etc.)

Customer: Next layer down, enables financial results (service,
image, price, quality, etc.)

Internal Processes: The values added to customers, such as
delivery, production, distribution, etc.

Learning & Growth: The people, systems, and organization
that enable processes.
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Strategic Mapping

- Strategic Maps are the foundation of the
Balanced Scorecard.

- You will need one strategic map for each
strategic theme.

- Maps are constructed over four perspectives.

- Strategic objectives are mapped over the four
perspectives, linked together.
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Linking

- Strategic objectives need to be placed in the
Strategic Map according to which perspective fits
with the objective.

- Objectives may cross over more than one
perspective.

- We usually start at the top with outcomes and
work our way down, looking at what enables
(drives) the outcome.
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Approval

- Once you have completed the strategic maps,
you will need to get approval from executive
management. Does this map accurately tell the
“story” of our strategy?

- If management disagrees with the map, go back
and redo the maps. We need to get this step
right since it represents the foundation for the
entire scorecard.
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Measurements

- For each strategic objective, you need one
measurement.

- Measurement provides us with feedback on
meeting the strategic objective.

- Most organizations will use many of their existing
measurements.

- Organizations requiring major change should
include driver type measurements.
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Measurement Criteria

- Measurements should drive change, providing
teeth to our strategy.

- Measurements define objectives in specific terms.
A good measurement should tell you what your
objective is - this is an indicator of good linkage.

- Measurements should be repeatable, quantifiable,
and verifiable.
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Targets

- Once you establish measurements, you need to
set a target for each measurement.

- Targets push the organization to a required level
of performance.

- Targets put focus on the strategy, expressing the
specifics of the strategy.

- When an organization hits its targets, then it has
successfully implemented its strategy.
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Programs

+ In order for things to happen in an
organization, you must initiate major
programs. For example, improving customer
service may require a new customer
management system.

- Once you put programs in place, you should
be able to meet your strateﬂic objectives.
This closes the loop, everything is now
linked and away we go!
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