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Chapter 1: The Balanced Scorecard: a strategic focus on performance
management

Overview
A New Era for Performance Management
The Origins of the Balanced Scorecard
The Role of Strategy Mapping
Five Features of Strategy-focused organizations
Making the Scorecard the Focus of Management Activity
Problems and Failure Factors
Examples of Scorecard Benefits in the Private Sector

Chapter 2: Strategy Maps, Strategic Goals and Performance Perspectives
Overview
Public Sector Scorecard Pioneers
Building and Using the Scorecard: the experience of ten case study organizations
The Flexibility and Adaptability Factors
The Use of Strategy Maps in the Public Sector

Strategy mapping and the scorecard champion
Adjusting the conventional strategy map

Identifying Key Strategic Objectives
Rejecting a Single-activity Focus with a Range of Objectives
Getting the Performance Perspective Balance Right
Determining Which Performance Perspectives to Represent
Setting the Priority Performance Perspective
The Quest for a Standard Public Sector Scorecard
Action Points

Chapter 3: Key Performance Indicators and Measures
Overview
Measures – Risk, Practicality and Value Issues
Selecting the Right Number of Performance Indicators
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Achieving the Right Balance Between the Types of Indicator Used
Narrative Commentaries on Performance
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Keeping the Number of Measures under Control
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Chapter 4: Planning and Implementation – Principles and Practices
Overview
Customizing the Scorecard for Individual Organizational Needs
The Power and Influence of Leadership
Teasing Out the Leadership Issues
Top-down and Consultative Leadership Styles

Effective leadership practices
Distributed Leadership and Local Champions
The Culture Factor
Embedding the Scorecard in the Organization: the cascade principle
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Consultants: when to use them and how to choose them
Approach the Scorecard as a Programme, not a Project
Common Problems and Troubleshooting
The Scorecard Development Team
A Seven-point Action Plan for Developing a Strategic Balanced Scorecard
A Seven-point Action Plan and Workshop Schedules

Overview of the seven-point action plan
1. Define the scope and relevance of the scorecard for your organization
2. Win support from the top and assess readiness for a scorecard
programme
3. Building the capabilities and resources to implement a programme
4. Managing the strategy mapping and scorecard process
5. Communicate the benefits and value of the scorecard
6. Plan the scorecard implementation phase
7. Make the scorecard the main means of managing the organization

Three Workshops to Support the Scorecard Design and Implementation Process
Workshop 1: strategy definition
Workshop 2: Establishing indicators and Measures
Workshop 3: Initiative and resource prioritization

Chapter 5: Scorecard Managers – Roles Responsibilities, Skills and
Competencies

Overview
The Organizational Role and Position
Background and Experience
Gaining Scorecard Knowledge
Skills and Capabilities
Managing the Scorecard Team

Dealing with the big challenges
The Future Role of Scorecard Managers
Critical Success Factors for the Scorecard Manager: advice for continuing success
The Dividends from the Job
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Chapter 6: Public Sector Scorecards in Action
Executive Overview
Lessons Learnt
The Senior Management Buy-in Challenge
The Trouble with Measures
Communication Difficulties
Simplifying the Scorecard
Meeting the Challenges of Scorecard Development
Benefits Achievement
Case Report Examples
Case Study: City of Brisbane, Australia
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Case Study: University of Virginia Library
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Chapter 7: Success Factors and Best Practice Examples
Establishing the Case for Introducing a Balanced Scorecard

Case study examples
Case report examples
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Case study examples
Case report examples

Automating the Balanced Scorecard
Case study examples
Case report examples

Communications Effectiveness
Case study examples
Case report examples

Creating Enterprise Level Strategy Maps and Balanced Scorecards
Case study examples

Delivering Business Benefits from the Scorecard
Case study examples
Case report examples

Devolving the Scorecard to Operational and Functional Levels
Case study examples
Case report examples

Implementation Learning Points
Case study examples
Case report examples

Leadership from the Top
Case study examples
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Linking Budgeting and Strategies
Case report examples

Programme Management
Case study examples
Case report examples

Scorecard Architecture Variations
Case study examples
Case report examples

Strategic Feedback Systems
Case study examples
Case report examples

Strategic Initiatives
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Establishing the Case for Introducing a Balanced Scorecard
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The Case for Introducing a Balanced Scorecard
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