
• Numerics •
3M

communication with employees, 327
innovation, 259
worker’s ideas, 265

6-Hat Thinking methodologies, 57
9/11 attacks, 45

• A •
abilities

assessing, 275–277
defining needs, 274–275
developing, 171
filling gaps, 277–280
inventorying, 273

accountability, 326
accounting laws and regulations, 134
accuracy of financial measures

achieving, 129
common mistakes, 173–174
finding the right people to do the

measuring, 140
importance of, 128
variation in financial measures, 139

acquisition of customers, 85
adapting to changes in markets, 43, 156
adjusting

knowledge, education, and growth
scorecards, 301–302

scorecard balance, 313
administrative support and supplies, 34
advocates, 342
aligning

employees to organization’s goals and
needs, 263–264

organization to strategies, 36

analyzing
customer dashboards, 120–122
customer scorecards, 107–110
financial dashboards, 192–195
financial measures, 168–169, 172–173
internal business process dashboards,

251–254
knowledge, education, and growth

dashboards, 259, 312–316
knowledge, education, and growth

scorecards, 300–303
overanalyzing, 335–336
risk, 171–172
Strengths, Weaknesses, Opportunities,

and Threats, 40, 171, 269–272
anticipating future state of your

business, 20
Apple, 271
Army, 57
assessing

competency of employees, 275, 277
performance, 340
risk, 146

assets, 169
authority, 333
autocratic, directive style of

leadership, 261

• B •
The Balanced Scorecard (Kaplan and

Norton), 85
Balanced Scorecards

adjusting scorecard balance, 313
collaboration, 51
communicating about, 66–67
competitive advantage, 329
creators, 10
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Balanced Scorecards (continued)
defined, 10
developing, 33
displaying, 34
executing, 328
feed-forward loops, 327–328
feedback, 327–328
flexibility, 55–56
foundation, 53–59
framework, 50
implementation, 50, 54–55
key performance indicators (KPIs), 59
launching, 61–66
measures, 50
personalizing, 327
pilot, 61–62
planning, 49–50, 328
priorities, 51
promoting, 63–65
resources, 51–52
roles and responsibilities, 325
self-assessment, 50
strategic planning, 63
strategies, 50
support for, 50, 52–53
sustaining, 62–63
tracking, 50
triggers, 58

bar chart (pareto) diagram, 133
barriers

flexibility, 341
key detractors, 336
overcoming, 339–344

baselining, 316–317
benchmarking, 316–318
best practices, 318–319
Blackberry, 271
budget compliance, 169
budgeting resources, 34
buggy whip manufacturers, 13
business environment changes, 156
business process dashboards

analyzing, 251–254
common mistakes, 251, 254
contingency planning, 253

creating, 248–249
drill-down capability, 245, 247–248
operational dashboards, 249–250
persistence, 253
real-time information, 246–247
strategic dashboards, 249
tactical dashboards, 250
targets, 250–251
updating, 244
what-if scenarios, 253–254

business process scorecards
Cause and Effect Diagram, 233–234
common mistakes, 241–242
Five Whys technique, 234
Input-Process-Output diagram, 232–233
measures, 230–232
operational-level scorecards, 236
strategic-level scorecards, 235–236
tactical-level scorecards, 236–238

business processes
anticipating future state, 20
catchball, 226–227
continuous improvement, 210–217
core processes, 217–218
customers, 200–202
cycle times, 19
decision making, 239–240
defined, 10–12
delay time, 19
empowering employees, 339–340
influences, 46
Input-Process-Output diagram, 232
lead times, 19
leadership, 224–225
measures, 200, 202–203, 211–213
process time, 19
process workers, 200, 203–204
quality assurance, 18–19
recognitions, 207–210
rewards, 207–210
strategic planning, 220–222, 227
systems thinking, 222–223
tactical planning, 227–228
Takt Time, 19
technology, 200, 204–205, 218–219
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tracking, 19–21
transactional processes, 201–202
value streams, 205–207
variation, 210–211, 234–235
waste, 200–202, 233
weakest links, 219–222

• C •
cascading financial measures, 131
case studies, 319–320, 332
catchball, 226–227
Cause and Effect Diagram, 234–235
cause and effect relationships of financial

measures, 170
celebrating successes, 343
champions, 342
chartering steering committees, 325–326
cherry picking, 331–332
Chrysler, 329
clarity from knowledge, education, and

growth, 266–267
coaching, 344
collaboration, 51
commitment, 70
common mistakes

cherry picking, 331–332
communication, 70–71
customer measures, 95–96
delegating responsibility without

authority, 333
exaggerating the returns, 337
financial dashboards, 190–192
financial measures, 141–142
financial scorecards, 173–176
focus groups, 97–98
focusing too much on the tools, 335
following case studies too closely, 332
ignoring customers, 338
ignoring key detractors, 336
ignoring “soft stuff,” 333–334
internal business process dashboards,

251, 254
internal business processes scorecards,

241–242

knowledge, education, and growth
scorecards, 302–304

overanalyzing, 335–336
sending mixed messages, 337

communication
common mistakes, 70–71
customer dashboards, 121–122
customers, 102–103
front lines, 69–70
importance of, 66–67, 344
knowledge sharing, 68
middle managers, 68–69
mixed messages, 337
senior executives, 67–68

communication chains, 260–261
Compaq, 312
competency levels, 275–277
competency needs, 262–263
competition and financial measures, 158
competitive advantage, 329
complacency, 265
compliance, budgetary, 169
conferences, 82
consistency of financial measures, 141
consultants, 83
contingency planning

devil’s advocate role playing, 57
Failure Mode and Effects Analysis

(FMEA), 58
force-field analysis, 57
if-then contingency planning decision

paths, 189–190, 253
methods, 57–58
Military Decision Making Process

(MDMP), 57–58
Negative Objection Analysis, 253
6-Hat Thinking methodologies, 57
triggers, 58

continuous improvement
acceptance of, 213–214
building in, 210–217
implementing, 215–217
ownership of, 213–214
performance measures, 211–213
variation, 211
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Convair Division of General Dynamics, 217
cookbook approaches, 319–320
Corda Technologies, 186
core competencies, 23–24
core financial measures, 141
core processes, 217–218
cost measures

cost of goods sold, 169
internal business processes, 231
managing finances, 156
total cost, 139

creating
customer dashboards, 112–113, 115–119
customer scorecards, 103
financial dashboards, 181–186
financial scorecards, 159
internal business process dashboards,

248–249
knowledge, education, and growth

dashboards, 309–311
knowledge, education, and growth

scorecards, 291–294
creativity, 259
culture and leadership styles, 261–262,

333–334
current state of value streams, 205–206
customer acquisition, 85
customer dashboards

analyzing, 120–122
communication, 121–122
creating, 112–113, 115–119
decision making, 114
drill-down capability, 123–124
measures, 112
Microsoft Excel, 115
ownership of, 113–114
tracking, 120–122
updating, 122–123

customer measures
common mistakes, 95–96
customer satisfaction, 84–87
data charts, 99–100
dependable data, 96
examples, 95
focus groups, 97–98
gathering information about customers, 94

interpreting data, 100–101
loyalty, 77, 92–94, 139
questionnaires, 98–99
selecting, 90–92
surveys, 98–99

customer retention, 85
customer returns, 81
customer satisfaction

gathering information about, 80–82
keeping a high level of, 85
measures, 84–87
problem detection, 259

customer scorecards
analyzing, 107–110
creating, 103
markets, 104
operational-level, 105–106
strategic-level, 103–105
tactical-level, 106–107

customer service, 78–80
customers

actual value created for customers, 155
communication, 102–103
customer plans, 86
defined, 10–14
external customers, 233
focus groups, 82–83
following up with, 87–88
future customers, 13–14
gathering information about, 80–82, 94
ignoring, 338
influences, 43–45
Input-Process-Output diagram, 232
internal business processes, 200–202
internal customers, 14, 233
leading indicators, 120
levels of, 76–77
listening to, 84
lost customers, 77–78
loyalty, 77, 92–94, 139
needs and wants, 82–83, 324
profitability, 85
promise-delivery, 79
pull system, 17
push system, 17
repeat customers, 77
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reputation with, 83
sending personal letters to, 88
strategies, 85
surveying, 82
tactics, 86
tracking losses, 77–78
treatment of, 77

customizing financial measures, 160–162
cycle time, 19, 259

• D •
dashboards

defined, 25–26
developing, 33
displaying, 34
environmental impact, 27
examples, 26–27
IT integration, 34
just-in-time, 119–120
lagging indicators, 119–120
leading indicators, 119–120
manual dashboards, 183–184
market, 27
roles and responsibilities, 325
software-based dashboards, 185–186
spreadsheet-based dashboards, 184–185
technology, 28

dashboards for customers
analyzing, 120–122
communication, 121–122
creating, 112–113, 115–119
decision making, 114
drill-down capability, 123–124
measures, 112
Microsoft Excel, 115
ownership of, 113–114
tracking, 120–122
updating, 122–123

dashboards for financials
analyzing, 192–195
common mistakes, 190–192
contingency planning, 189–190
creating, 181–186
decision making, 180–181, 196

drill-down capability, 190
examples, 186–189
flexibility, 189
performance, 191–192
real-time information, 179–180
short-term versus long-term

performance, 191–192
warning signals, 189

dashboards for internal business
processes

analyzing, 251–254
common mistakes, 251, 254
contingency planning, 253
creating, 248–249
drill-down capability, 245, 247–248
operational dashboards, 249–250
persistence, 253
real-time information, 246–247
strategic dashboards, 249
tactical dashboards, 250
targets, 250–251
updating, 244
what-if scenarios, 253–254

dashboards for knowledge, education,
and growth

adjusting scorecard balance, 313
analyzing, 259, 312–316
creating, 309–311
feedback, 311–312
growth goals, 306–309
potential, 311–312
truth, 315–316

decision making
customer dashboards, 114
delegating, 262
financial dashboards, 180–181, 196
financial measures, 137–139, 145–146, 171
internal business processes, 239–240

defects, 201
Defense Financial Accounting Services

(DFAS), 165–167
defining

needs for knowledge, skills, and abilities,
274–275

roles and responsibilities, 262
delay time, 19
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delegating
decision making, 262
responsibility without authority, 333

Delphi analysis, 40
Deming Cycle, 41–42
Deming, W. Edwards

Out of the Crisis, 214
Shewhart Cycle, 41–42

democratic style of leadership, 261–262
Department of Defense, 165–166
dependability of financial measures, 141
deployment, 156
Design for Six Sigma, 240
detecting problems with customers, 259
detractors, 336
developing

Balanced Scorecards, 33
dashboards, 33
goals, 33
strategies, 33
strategy map, 33, 38–40

devil’s advocate role playing, 57
DFAS (Defense Financial Accounting

Services), 165–167
diagrams

Cause and Effect Diagram, 234–235
Input-Process-Output diagram, 232–233
interrelationship diagrams, 295–296
pareto (bar chart), 133

differences in financial measures, 156–158
direction and focus of goals, 264–265
directive style of leadership, 261
Disney, 259
displaying dashboards and scorecards, 34
drill-down capability

customer dashboards, 123–124
dashboards for internal business

processes, 245, 247–248
financial dashboards, 190

Drucker, Peter (leadership guru), 224

• E •
early warning signals, 47, 189
Earnings Before Interest, Taxes,

Depreciation and Amortization
(EBITDA), 169

Earth Tech (subsidiary of Tyco), 170

Ed deBono’s 6-Hat Thinking
methodologies, 57

education and growth
clarity, 266–267
communication chains, 260–261
competency needs, 262–263
complacency, 265
core competencies, 23
creativity, 259
defined, 10–11
importance of, 21–22
influences, 46
innovation, 259, 265
leadership, 258, 261–262
liabilities, 269–271
linkages, 280–283
measures, 23–24, 272–273, 286–289,

306–308
monitoring, 25
operations, 282
planning, 267–269
problem detection, 259
process understanding, 259
productivity, 258
strategies, 281, 307
tactics, 283

education and growth dashboards
adjusting scorecard balance, 313
analyzing, 259, 312–316
creating, 309–311
feedback, 311–312
growth goals, 306–309
potential, 311–312
truth, 315–316

education and growth scorecards
adjusting, 302
analyzing, 300–303
common mistakes, 302–304
creating, 291–294
examples, 294–300

education (for employees), 34
employee-involvement program, 340
employees

aligning employees to organization’s
goals and needs, 263–264

assessing competency of, 275–277
competency levels, 275–277
customer service, 78–79
education, 34
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empowering, 339–340
force, 342
getting to know, 276–277
messengers, 342–343
motion, 201
motivating, 334, 341
performance improvement, 260
process workers, 69, 200, 203–204
productivity, 258, 260
roles and responsibilities, 262
training, 34

empowering employees, 339
entering new markets, 329
environment changes, 156
environmental impact, 27
ERP (enterprise resource planning)

software, 222
establishing accountability, 326
exaggerating the returns, 337
Excel (Microsoft), 115
executing Balanced Scorecards, 328
expenses, 169
experience, 171
external customers, 233
external influences, 43–45

• F •
failure, 172
Failure Mode Effects Analysis (FMEA)

contingency planning, 58
risk assessment, 146–148, 172, 316

feedback
customers, 79
knowledge, education, and growth

dashboards, 311–312
scorecards, 327–328

feed-forward loops, 327–328
Few, Stephen (Information Dashboard

Design: The Effective Visual
Communication of Data), 118

Fiat, 277
filling knowledge, skills, and abilities gaps,

277–280
financial dashboards

analyzing, 192–195
common mistakes, 190–192
contingency planning, 189–190

creating, 181–186
decision making, 180–181, 196
drill-down capability, 190
examples, 186–189
flexibility, 189
performance, 191–192
real-time information, 179–180
short-term versus long-term

performance, 191–192
warning signals, 189

financial measures
accuracy, 128–129, 139–140, 173–174
actual value created for customers, 155
analyzing, 168–169, 172–173
assets, 169
budget compliance, 169
business environment changes, 156
cascading, 131
cause and effect relationships, 170
common mistakes, 141–142
competition, 158
consistency of, 141
core, 141
cost of goods sold, 169
costs, 156
customizing, 160–162
data, 132–133, 135–138
decision making, 137–139, 145–146, 171
Defense Financial Accounting Services

(DFAS), 165–167
dependability of, 141
deployment, 156
differences, 156–158
Earnings Before Interest, Taxes,

Depreciation and Amortization
(EBITDA), 169

ease of use, 132–134
examples, 162–167
expenses, 169
financing, 156
FMEA (Failure Mode Effects Analysis),

146–148, 172, 316
focusing on the right things, 150–151
gross profit, 169
industry-specific, 170
liabilities, 169
machine up time, 169
market changes, 156
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financial measures (continued)
market share, 155
net profit, 169
NOW Foods, 163
planning, 144
product sales, 169
product value, 169
profit, 169
purchase price variance, 169
real-time information, 151–152
regulatory and tax laws, 134
resourcing, 156
responsibilities for, 140–141
return on investment (ROI), 136–137
selecting, 15–16, 152–156
strategies, 144–145
supporting, 141
tactics, 144
updating, 152
value streams, 129–130
Vinfen, 163–164

financial scorecards
common mistakes, 173–176
creating, 159
operational-level, 159–160
strategic-level, 159
tactical-level, 160–161

financials
accounting laws and regulations, 134
accuracy of financial information, 139–140
data, 135–137
decision making, 137–139
defined, 10–11, 14–16
generally accepted accounting principles

(GAAP), 134
influences, 45
key performance indicators (KPIs),

155, 158
ownership, 178
presenting financial information, 142–144
responsibilities, 178
short-term versus long-term gains, 17
strategies, 15
sub-optimization, 17
total cost, 139

financing, 156
Five Whys technique, 235

flexibility
Balanced Scorecards, 55–56
barriers, 341
financial dashboards, 189

FMEA (Failure Mode Effects Analysis)
contingency planning, 58
risk assessment, 146–148, 172, 316

focus and direction of goals, 264–265
focus groups, 82–83, 97–98
following case studies too closely, 332
following up with customers, 87–88
force, 342
force-field analysis, 57
Ford, 329
foundation for Balanced Scorecards

building blocks, 53–55
contingency planning, 57–58
employee support, 54
final touches, 58–59
flexibility, 55–56
results/analysis systems and

structures, 55
four panel chart, 237–238
framework for Balanced Scorecards, 50
Frank Allen and Associates, 139
front lines, 69–70
future customers, 13–14
future state of value streams, 206–207
futurists, 82

• G •
GAAP (generally accepted accounting

principles), 134
gage repeatability and reproducibility

(gage r & r), 203
gaps in core competencies, 23
gaps in knowledge, skills, and abilities,

277–280
gathering information about customers,

80–82, 94
GE, 340
General Dynamics Convair Division, 217
General Motors, 216–217, 329, 340
generally accepted accounting principles

(GAAP), 134
getting to know employees, 276–277

352 Balanced Scorecard Strategy For Dummies 

29_133972 bindex.qxp  8/6/07  5:46 PM  Page 352



GKN, 340
goals

aligning employees to organization’s
goals and needs, 263–264

developing, 33
direction and focus, 264–265
growth goals, 286, 306–309
linkages, 326–327
matrix of goals and measures, 298
organization goals, 341
personal goals, 341
stretch goals, 9
types of goals to set, 9

gross profit, 169
growth

clarity, 266–267
communication chains, 260–261
competency needs, 262–263
complacency, 265
core competencies, 23
creativity, 259
defined, 10–11
importance of, 21–22
influences, 46
innovation, 259, 265
leadership, 258, 261–262
liabilities, 269–271
linkages, 280–283
measures, 23–24, 272–273, 286–289,

306–308
monitoring, 25
operations, 282
planning, 267–269
problem detection, 259
process understanding, 259
productivity, 258
strategies, 281, 307
tactics, 283

growth dashboards
adjusting scorecard balance, 313
analyzing, 259, 312–316
creating, 309–311
feedback, 311–312
growth goals, 306–309
potential, 311–312
truth, 315–316

growth goals, 286, 306–309

growth scorecards
adjusting, 302
analyzing, 300–303
common mistakes, 302–304
creating, 291–294
examples, 294–300

guiding principles, 32, 324

• H •
Harvard Business School, 10
Hewlett Packard, 171
Hilton, 271

• I •
idle time, 201
if-then contingency planning decision

paths, 189–190
ignoring

customers, 338
key detractors, 336
“soft stuff,” 333–334

imagineering, 259
implementing

Balanced Scorecards, 50, 54–55
continuous improvement, 215–217

improvements
performance, 340
real-time corrective actions, 340

indicators (leading and lagging), 119–120
industry experts, 83
industry-specific financial measures, 170
influences

customers, 43–45
external influences, 43–45
financials, 45
internal business processes, 46
knowledge, education, and growth, 46

information chains, 260–261
Information Dashboard Design: The

Effective Visual Communication of Data
(Few), 118

information management system, 166–168
innovation, 259, 265
Input-Process-Output diagram, 232–233
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internal business process dashboards
analyzing, 251–254
common mistakes, 251, 254
contingency planning, 253
creating, 248–249
drill-down capability, 245, 247–248
operational dashboards, 249–250
persistence, 253
real-time information, 246–247
strategic dashboards, 249
tactical dashboards, 250
targets, 250–251
updating, 244
what-if scenarios, 253–254

internal business process scorecards
Cause and Effect Diagram, 233–234
common mistakes, 241–242
Five Whys technique, 234
Input-Process-Output diagram, 232–233
measures, 230–232
operational-level scorecards, 236
strategic-level scorecards, 235–236
tactical-level scorecards, 236–238

internal business processes
anticipating future state, 20
catchball, 226–227
continuous improvement, 210–217
core processes, 217–218
customers, 200–202
cycle times, 19
decision making, 239–240
defined, 10–12
delay time, 19
empowering employees, 339–340
influences, 46
Input-Process-Output diagram, 232
lead times, 19
leadership, 224–225
measures, 200, 202–203, 211–213
process time, 19
process workers, 200, 203–204
quality assurance, 18–19
recognitions, 207–210
rewards, 207–210
strategic planning, 220–222, 227
systems thinking, 222–223
tactical planning, 227–228
Takt Time, 19

technology, 200, 204–205, 218–219
tracking, 19–21
transactional processes, 201–202
value streams, 205–207
variation, 210–211, 234–235
waste, 200–202, 233
weakest links, 219–222

internal customers, 14, 233
interpreting data, 100–101
interrelationship diagrams, 294–295
inventory, 201
inventorying knowledge, skills, and

abilities, 273
involvement of leadership, 340
iPod, 271
IT integration with scorecards and

dashboards, 34
ITT, 271

• J •
J.C. Penney Company, 311
just-in-time dashboards, 119–120

• K •
Kanban, 17
Kano Model, 44–45
Kaplan, Robert

The Balanced Scorecard, 85
creation of Balanced Scorecard idea, 10, 34

keeping a high level of customer
satisfaction, 85

key detractors, 336
key performance indicators (KPIs)

financials, 155, 158
importance of, 59

knowledge, education, and growth
clarity, 266–267
communication chains, 260–261
competency needs, 262–263
complacency, 265
core competencies, 23
creativity, 259
defined, 10–11
importance of, 21–22
influences, 46
innovation, 259, 265
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leadership, 258, 261–262
liabilities, 269–271
linkages, 280–283
measures, 23–24, 272–273, 286–289,

306–308
monitoring, 25
operations, 282
planning, 267–269
problem detection, 259
process understanding, 259
productivity, 258
strategies, 281, 307
tactics, 283

knowledge, education, and growth
dashboards

adjusting scorecard balance, 313
analyzing, 259, 312–316
creating, 309–311
feedback, 311–312
growth goals, 306–309
potential, 311–312
truth, 315–316

knowledge, education, and growth
scorecards

adjusting, 302
analyzing, 300–303
common mistakes, 302–304
creating, 291–294
examples, 294–300

knowledge sharing, 68
knowledge, skills, and abilities

assessing, 275–277
defining needs, 274–275
developing, 171
filling gaps, 277–280
inventorying, 273

Kohl’s, 311
KPIs (key performance indicators)

financials, 155, 158
importance of, 59

• L •
L.L. Bean, 298, 324
Lafauve, Skip (president of Saturn division

of General Motors), 216–217
lagging indicators, 119–120
Lareau, Dr. E.W. (Office Kaizen), 193

launching scorecards
deciding when to launch, 61, 66
pilot, 61–62
promoting the concept, 63–65
sustaining, 62–63

laws, 134
lead times, 19
leadership

internal business processes, 224–225
involvement, 340
knowledge, education, and growth, 258,

261–262
natural leadership, 258
steering committees, 325–326
strategic leadership team, 29
styles and culture, 261–262, 333–334

leading indicators, 119–120
Lean Daily Management System, 193
lean enterprise theory, 340
Lean Manufacturing, 19, 215, 241
Lean Six Sigma, 215
learning and growth. See knowledge,

education, and growth
learning from mistakes, 66, 344
Learning to See (Rother and Shook), 206
levels of customers, 76–77
liabilities, 169, 269–272
line managers, 157–158
linkages

defined, 28–29
goals, 326–327
importance of, 326
knowledge, education, and growth,

280–283
objectives, 326–327
strategies, 326–327

listening to customers, 84
Lockheed Martin, 271
lost customers, 77–78
lower managers, 157
loyalty of customers, 77, 92–94, 139

• M •
machine up time, 169
maintaining accountability, 326
making strategies everyone’s daily job, 36
managing performance, 340
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manual dashboards, 183–184
mapping

strategies, 297
value streams, 206, 241

Marines, 344
markets

adapting to changes in, 43, 156
customer scorecards, 104
market performance characteristics, 27
market share, 85, 155
market studies, 83
new-market entrance, 329
reframing, 271

material resource planning (MRP)
software, 222

Maturity Models, 241
MDMP (Military Decision Making Process),

57–58
measurement system analysis (MSA), 203
measures

Balanced Scorecards, 50
customer dashboards, 112
internal business processes, 200,

202–203, 211–213, 230–233
key performance indicators (KPIs), 59
matrix of goals and measures, 298
productivity, 260
quality, 18–20
tactical level, 47

measures (customers)
common mistakes, 95–96
customer satisfaction, 84–87
data charts, 99–100
dependable data, 96
examples, 95
focus groups, 97–98
gathering information about customers, 94
interpreting data, 100–101
loyalty, 77, 92–94, 139
questionnaires, 98–99
selecting, 90–92
surveys, 98–99

measures (financial)
accuracy, 128–129, 139–140, 173–174
actual value created for customers, 155
analyzing, 168–169, 172–173
assets, 169

budget compliance, 169
business environment changes, 156
cascading, 131
cause and effect relationships, 170
common mistakes, 141–142
competition, 158
consistency of, 141
core, 141
cost of goods sold, 169
costs, 156
customizing, 160–162
data, 132–133, 135–138
decision making, 137–139, 145–146, 171
Defense Financial Accounting Services

(DFAS), 165–167
dependability of, 141
deployment, 156
differences, 156–158
Earnings Before Interest, Taxes,

Depreciation and Amortization
(EBITDA), 169

ease of use, 132–134
examples, 162–167
expenses, 169
financing, 156
FMEA (Failure Mode Effects Analysis),

146–148
focusing on the right things, 150–151
gross profit, 169
industry-specific, 170
liabilities, 169
machine up time, 169
market changes, 156
market share, 155
net profit, 169
NOW Foods, 163
planning, 144
product sales, 169
product value, 169
profit, 169
purchase price variance, 169
real-time information, 151–152
regulatory and tax laws, 134
resourcing, 156
responsibilities for, 140–141
return on investment (ROI), 136–137
selecting, 15–16, 152–156
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strategies, 144–145
supporting, 141
tactics, 144
updating, 152
value streams, 129–130
Vinfen, 163–164

measures (knowledge, education, and
growth)

action-level indicators, 288–290
core competencies, 23–24
gaps in core competencies, 23
growth goals, 286–287, 306–308
long-term, 307–308
operational goals, 287–288
short-term, 307–308
training, 272–273

mentoring, 344
messengers, 342–343
methods of contingency planning, 57–58
Microsoft, 298–299, 312
Microsoft Excel, 115
middle managers, 68–69, 157–158
Military Decision Making Process (MDMP),

57–58
misinterpreting trends, 303
mission, 32, 324
mistakes

cherry picking, 331–332
communication, 70–71
customer measures, 95–96
delegating responsibility without

authority, 333
exaggerating the returns, 337
financial dashboards, 190–192
financial measures, 141–142
financial scorecards, 173–176
focus groups, 97–98
focusing too much on the tools, 335
following case studies too closely, 332
ignoring customers, 338
ignoring key detractors, 336
ignoring “soft stuff,” 333–334
internal business process dashboards,

251, 254
internal business processes scorecards,

241–242

knowledge, education, and growth
scorecards, 302–304

learning from, 66, 344
overanalyzing, 335–336
sending mixed messages, 337

mixed messages, 337
money, 34. See also financials
monitoring knowledge, education, and

growth, 25
motion (by employees), 201
motivating employees, 334, 341
Motorola, 312
MRP (material resource planning)

software, 222
MSA (measurement system analysis), 203

• N •
NASA, 9
natural leadership, 258
Negative Objection Analysis, 253
net profit, 169
new-market entrance, 329
9/11 attacks, 45
Northrop, 271
Norton, David

The Balanced Scorecard, 85
creation of the Balanced Scorecard idea,

10, 34
NOW Foods, 163

• O •
objectives

analysis and planning, 33
linkages, 326–327

Office Kaizen (Lareau), 193
official communication chains, 260–261
operational plans, 33
operational-level dashboards for internal

business processes, 249–250
operational-level scorecards

for customers, 105–106
for financials, 159–160
for internal business processes, 236

operational-level team, 29
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operations and knowledge, education, and
growth, 282

organization goals, 341
Out of the Crisis (Deming), 214
outsourcing

core processes, 217
transactional processes, 202

overanalyzing, 335–336
overcoming barriers, 339–341, 343–344
over-processing, 201
overproduction, 200
ownership

continuous improvement, 213–214
customer dashboards, 113–114
financials, 178

• P •
pareto (bar chart) diagram, 133
PDCA (Plan, Do, Check, Act) Cycle, 41–42
PDSA (Plan, Do, Study, Act) Cycle, 41–42
performance

assessing, 340
financial dashboards, 191–192
improvements, 340
key performance indicators (KPIs), 59,

155, 158
lagging indicators, 119–120
leading indicators, 119
managing, 340
stage-gate review systems, 343
tracking, 340

performance improvement, 260
Performance Measurement and

Management System (PMMS), 171
persistence, 253
personal goals, 341
personal letters to customers, 88
personalizing Balanced Scorecards, 327
pilot (for scorecards), 61–62
Plan, Do, Check, Act (PDCA) Cycle, 41–42
Plan, Do, Study, Act (PDSA) Cycle, 41–42
planning

Balanced Scorecards, 49–50, 328
contingency planning, 57–58, 253
customer plans, 86
financial measures, 144
knowledge, education, and growth,

267–269

operational planning, 33
strategic planning, 63, 220–222, 227
tactical planning, 33

PMMS (Performance Measurement and
Management System), 171

policies and procedures, 80
potential, 311–312
PowerSteering software, 193
presenting financial information, 142–144
principles, 324
priorities, 51
problem detection, 259
process dashboards

analyzing, 251–254
common mistakes, 251, 254
contingency planning, 253
creating, 248–249
drill-down capability, 245, 247–248
operational dashboards, 249–250
persistence, 253
real-time information, 246–247
strategic dashboards, 249
tactical dashboards, 250
targets, 250–251
updating, 244
what-if scenarios, 253–254

process scorecards
Cause and Effect Diagram, 233–234
common mistakes, 241–242
Five Whys technique, 234
Input-Process-Output diagram, 232–233
measures, 230–232
operational-level scorecards, 236
strategic-level scorecards, 235–236
tactical-level scorecards, 236–238

process time, 19
process understanding, 259
process workers, 69, 200, 203–204
processes

anticipating future state, 20
catchball, 226–227
continuous improvement, 210–217
core processes, 217–218
customers, 200–202
cycle times, 19
decision making, 239–240
defined, 10–12
delay time, 19
empowering employees, 339–340
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influences, 46
Input-Process-Output diagram, 232
lead times, 19
leadership, 224–225
measures, 200, 202–203, 211–213
process time, 19
process workers, 69, 200, 203–204
quality assurance, 18–19
recognitions, 207–210
rewards, 207–210
strategic planning, 220–222, 227
systems thinking, 222–223
tactical planning, 227–228
Takt Time, 19
technology, 200, 204–205, 218–219
tracking, 19–21
transactional processes, 201–202
value streams, 205–207
variation, 210–211, 234–235
waste, 200–202, 233
weakest links, 219–222

product value, 169
productivity, 258, 260
profit, 169
profitability, 85
promise-delivery to customers, 79
promoting scorecards, 63–65
pull system (for customers), 17
purchase price variance, 169
push system (for customers), 17

• Q •
Quality Control For Dummies (Webber and

Wallace), 19
Quality Function Deployment, 240
quality measures, 18–20, 231
questionnaires for customers, 98–99

• R •
real-time corrective actions, 340
real-time information

financial dashboards, 179–180
financial measures, 151–152
internal business process dashboards,

246–247
recognitions, 207–210, 343

reframing the market, 271
regulations, 134
repeat customers, 77
reputation with customers, 83
resources

administrative support and supplies, 34
Balanced Scorecards, 51–52
budgeting, 34
education for employees, 34
money, 34
space, 34
time, 34
training for employees, 34

resourcing, 156
responsibilities

dashboards, 325
delegating without authority, 333
financial measures, 140–141
financials, 178
scorecards, 325

retention of customers, 85
return on investment (ROI), 136–137
reviewing strategy map, 41–42
reviews in stage-gate review systems, 343
rewards, 207–210, 343
risk

analyzing, 171–172
assessing, 146
Failure Mode Effects Analysis (FMEA),

146–148, 172, 316
managing, 57, 146

ROI (return on investment), 136–137
roles and responsibilities, 262, 325
Rother, Mike (Learning to See), 206

• S •
Sara Lee, 340
Sarbanes-Oxley, 134
Saturn division of General Motors, 

216–217, 340
scorecards

adjusting scorecard balance, 313
collaboration, 51
communicating about, 66–67
competitive advantage, 329
creators, 10
defined, 10
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scorecards (continued)
developing, 33
displaying, 34
executing, 328
feedback, 327–328
feed-forward loops, 327–328
flexibility, 55–56
foundation, 53–59
framework, 50
implementation, 50, 54–55
IT integration, 34
key performance indicators (KPIs), 59
launching, 61–66
measures, 50
pilot, 61–62
planning, 49–50, 328
priorities, 51
promoting, 63–65
resources, 51–52
roles and responsibilities, 325
self-assessment, 50
strategic planning, 63
strategies, 50
support for, 50, 52–53
sustaining, 62–63
tracking, 50
triggers, 58

scorecards for customers
analyzing, 107–110
creating, 103
markets, 104
operational-level, 105–106
strategic-level, 103–105
tactical-level, 106–107

scorecards for financials
common mistakes, 173–176
creating, 159
operational-level, 159–160
strategic-level, 159
tactical-level, 160–161

scorecards for internal business processes
Cause and Effect Diagram, 233–234
common mistakes, 241–242
Five Whys technique, 234
Input-Process-Output diagram, 232–233
measures, 230–232

operational level scorecards, 236
strategic level scorecards, 235–236
tactical level scorecards, 236–238

scorecards for knowledge, education, and
growth

adjusting, 301–302
analyzing, 300–303
common mistakes, 302–304
creating, 291–294
examples, 294–300

Sears, 290
selecting

customer measures, 90–92
financial measures, 15–16, 152–156

self-assessment, 50
seminars, 82
sending mixed messages, 337
sending personal letters to customers, 88
senior executives, 67–68, 157
senior managers, 157
setting strategies, 324
Shewhart Cycle, 41–42
Shewhart, Walter, creator of the Shewhart

Cycle, 41
Shook, John (Learning to See), 206
short-term versus long-term financial

gains, 17
Sinter Metals, 271
Six Sigma, 19, 47, 215, 240–241
Six Sigma For Dummies (Wiley Publishing),

240, 252 
6-Hat Thinking methodologies, 57
skills

assessing, 275–277
defining needs, 274–275
developing, 171
filling gaps, 277–280
inventorying, 273

software-based dashboards, 185–186
Sony, 312
Southwest Airlines, 324
space, 34
spreadsheet-based dashboards, 184–185
stage-gate review systems, 343
startups, 127
steering committees, 325–326
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strategic leadership team, 29
strategic planning, 63, 220–222, 227
strategic-level dashboards for internal

business processes, 249
strategic-level scorecards

for customers, 103–105
for financials, 159
for internal business processes, 235–236

strategies
aligning your organization to

strategies, 36
Balanced Scorecards, 50
customers, 85
developing, 33
financial, 15
financial measures, 144–145
knowledge, education, and growth,

281, 307
linkages, 326–327
making strategies everyone’s daily job, 36
mapping, 297
setting, 324
translating strategies into operational

terms, 35
turning strategic deployment into a

continual process, 36–37
strategy map

developing, 33, 38–40
reviewing, 41–42

Strengths, Weaknesses, Opportunities, and
Threats (SWOT) analysis

decision making, 171–172
liabilities, 269–272
strategies, 40

stretch goals, 9
sub-optimization, 17
successes

celebrating, 343
pilot for scorecards, 62

supervisor training, 340
support for Balanced Scorecards, 50, 52–53
supporting financial measures, 141
surveying customers, 82
surveys, 98–99
sustaining scorecards, 62–63

SWOT (Strengths, Weaknesses,
Opportunities, and Threats) analysis

decision making, 171–172
liabilities, 269–272
strategies, 40

systems thinking, 222–223

• T •
tactical planning, 33, 227–228
tactical-level dashboards for internal

business processes, 250
tactical-level measures, 47
tactical-level scorecards

for customers, 106–107
for financials, 160–161
for internal business processes, 236–238

tactical-level team, 29
tactics

customers, 86
financial measures, 144
knowledge, education, and growth, 283

Takt Time, 19
teams

operational-level, 29
strategic leadership, 29
tactical-level, 29

teamwork, 258
technology, 28, 200, 204–205, 218–219
Theory of Constraints, 215, 241
3M

communication with employees, 327
innovation, 259
worker’s ideas, 265

time, 34
total cost, 139
Toyota, 265
Toyota Production System (TPS), 215, 241
TQM (total quality management), 215
tracking

Balanced Scorecards, 50
customer dashboard, 120–122
customer losses, 77–78
internal business processes, 19–21
performance, 340
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training, 34, 171, 340. See also knowledge,
education, and growth

transactional processes, 201–202
translating strategies into operational

terms, 35
transportation, 201
treatment of customers, 77
trends, misinterpreting, 303
triggers, 58
TRIZ, 240–241
truth, 315–316
turning strategic deployment into a

continual process, 36–37
TV industry, 302
Tyco, 170

• U •
unbalanced companies, 31
understanding customers

customer satisfaction, 80–81
customer service, 78–79
difficulty of, 75
doing right by your customers, 79–80
feedback, 79
focus groups, 82–83
levels of customers, 76–77
listening to, 84
losses, 77–78
needs and wants, 82–83, 324
surveys, 82–83

unofficial communication chains, 260–261
updating

customer dashboards, 122–123
financial measures, 152
internal business process dashboards, 244

U.S. Army, 57
U.S. Marines, 344

• V •
value streams

current state, 205–206
defined, 206
financial measures, 129–130
future state, 206–207
internal business processes, 205–207
mapping, 206, 241

Varian, 340
variation, 210–211, 234–235
Vinfen not-for-profit human and health

services organization, 163–164
vision, 32, 324
VitalSmarts, 213

• W •
waiting, 201
Wallace, Michael (Quality Control For

Dummies), 19
Wal-Mart, 139
warning signals, 47, 189
waste, 200–202, 233
weakest links in internal business

processes, 219–222
Webber, Larry (Quality Control For

Dummies), 19
what-if scenarios, 48, 253–254
workers

aligning workers to organization’s goals
and needs, 263–264

assessing competency of, 275–277
competency levels, 275–277
customer service, 78–79
education, 34
empowering, 339–340
force, 342
getting to know, 276–277
messengers, 342–343
motion, 201
motivating, 334, 341
performance improvement, 260
process workers, 69, 200, 203–204
productivity, 258, 260
roles and responsibilities, 262
training, 34
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