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Kaplan, R. S., & Norton, D. P. (1996). The Balanced Scorecard: Translating Strategy into Action. Harvard Business School Press.
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When we miss to measure

18:00 BSC    Balanced Scorecard

55

1.  Lower effectivity (time, money used) 

2.  Too much attention to less relevant issues

6.  Missing feedback information

4.  Motivation of team not steered

5.  Short term planning

3.  Missing optimisation of the processes
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Balanced Scorecard
Goal

Integral, overall evaluation 
of the project process and project results 
from the point of view 
of the contribution to and realisation of
the strategy of the project handling organisation

18:00 BSC    Balanced Scorecard
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BSC Concept

Robert S. Kaplan (Harvard Business School)
David P. Norton (Renaissance Solution Inc.)

It is difficult to manage something, 
that cannot be measured

18:00 BSC    Balanced Scorecard
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Am I contributing to  
the right goals?

Are my achievements 
correctly balanced?

Personal
development
perspective

Financial
perspective

Client
perception
perspective<

Internal
processes
perspective

Strategy
Vision
Culture

BSC Perspectives
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FINANCES

MARKET & CLIENT

PROCESSES

PERSONAL 
DEVELOPMENT

Profitability  

Client 
satisfaction

Fulfilment of     
client expectations

High quality 
level

Process 
optimisation

Personal 
development

Optimal
use of resources

Capital 
engagement

BSC Concept
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BSC Implementation
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Examples of possible goals in Perspective Finances

Rentability
improvement

Sales 
incomes
increase

Costs‘ 
reduction

• Return on investment

• Opeational wins

• Period of break even

• Investments

• Sale‘s incomes

• Total costs

• Liquidity, capital engaged

• Unitary product cost
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BSC Implementation
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Examples of possible goals in Perspective Market & Client

Winning new
clients and 
keeping the
current one

Clients‘ 
satisfaction

Percentage
of the market

Financial 
margin

Sales 
increase
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BSC Implementation
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Examples of possible goals in Perspective Processes

Punctuality

Performance

Discrepancies

Warranty

Claims

Repairs

Customer relationship
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Examples of possible goals in Perspective Personal Development

Employees

- Qualifications improvement

- Satisfaction

- Job change

• Research projects

• Investsments in R&D

• Innovation

Measurements
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Analyse the strategyAnalyse the strategy

Verify the project objectivesVerify the project objectives

Set the 
measurable 
indicators  

Set the procedures of objectives’ fulfilment  Set the procedures of objectives’ fulfilment  

Set appropriate actions upon conclusionsSet appropriate actions upon conclusions

Define the degree of objectives’ fulfilment  Define the degree of objectives’ fulfilment  

Collect the 
measurable 

results   

Analyze the 
results 

achieved

BSC Implementation
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30%

100%

100%

30%

70%

Objective 1
Indicator 1.2 Target value

Indicator 1.1 Target value

Objective 2 Indicator 2.1 Target value

Objective 3 Indicator 3.1 Target value

Financial Perspective

Objectives’ Integration

18:00 BSC    Balanced Scorecard

45%

25%

30%

Minimal value

Minimal value

Minimal value

Minimal value
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Examples of distributions between 
the target and minimal values
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Example
Project Financial Perspective
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Total 
%

Reach
ed %

Real 
da-ta

Distribu-
tion

Zero 
resultsTargetMeasures

of 
100%

Objec-
tives

of 
100%

Kaplan & 
Norton 
BSC Pers.

33,6
0

(15-
8)/(15-

10) x 
80%8%

linear 
unlimit-
ed>15%<10%

Deviation 
from 
budget80%

Budget 
kept

30%Finances 0 x 20%450 000
upward
s unlim.

< 
500'00
0

>      
500  
000

500'000 US 
$ less20%

Cash 
spendings 
reduced
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Example
Project Customer Perspective
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Total 
%

Reached 
%

Rea
l 
da-
ta

Distribu-
tion

Zero 
result
s

Targe
tMeasures

of 
100
%Objec-tives

of 
100%

Kaplan & 
Norton 
BSC Pers.

37,8
0

7/8 x 60%7
linear     
0-10

< 2 
of 10

>8 of 
10

No of 
accept-
ances at 
first tests60%ToR fullfilled

40%Customer

7/5 x 30%7
linear 0-5 
unlimited0

>5 of 
10

No of 
accepted 
changes30%

Changes 
accepted

0 x 10%30%

linear 40-
70 
unlimited

< 
40%> 70%

% of 
positive 
feedbacks10%

Satisfied 
with work
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Example
Project Process Perspective
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Total 
%

Reached 
%

Rea
l 
da-
ta

Distribu-
tion

Zero 
result
s

Targe
tMeasures

of 
100%Objec-tives

of 
100%

Kaplan & 
Norton 
BSC Pers.

6,89

(50%/(90%
-0%)) x 

70%50%
linear 
limited0%> 90%

% of 
implement
ed within 1 
week70%

Changes 
implement
ed

10%Processes
100% x 

30%3
linear 
limited>8<4

No of steps 
needed to 
do things30%

Interactions 
reduced
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Example
Project Personal Development Perspective

18:00 BSC    Balanced Scorecard

Total 
%

Reached 
%

Real 
dataDistribu-tion

Zero 
resultsTargetMeasures

of 
100%Objectives

of 
100%

Kaplan & 
Norton BSC 
Perspective

0,000 x 100%98%Heaviside
<100
%100%

Team 
satisfaction100%

Team 
motivated20%

Personal 
development
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Example
Balanced Scorecard
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Total %

% of 100%
Kaplan & Norton BSC 
Perspective

37.80%40%Customer

33.60%30%Finanses

06.89%10%Proces

00.00%20%Nauka i rozwój

78.29%100%Razem
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BSC:    Balanced Scorecard with Ex 
Bogdan Lent

60 Minutes90 Minutes
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