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The Balanced Scorecard 
is quantitative  

– based on KPIs 

Key Performance Indicators 
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Financial perspective 
e.g. Operational view 
Cost reduction 
Sales growth 
e.g. Shareholder view 
ROCE 
EVA 

Customer perspective 
e.g. Customer satisfaction 
Customer retention 
Customer loyalty 
Acquisition of new customers 

Financial perspective 
e.g. Operational view 
Cost reduction                            % 
Sales growth                               % 
e.g. Shareholder view 
ROCE                                         % 
eps                                       ratio 

Customer perspective 
e.g. Customer satisfaction 
Customer retention                      % 
Customer “churn”                        % 
Customer loyalty                          % 
Acquisition of new customers      000s 
Customer satisfaction                  % 

Internal Perspective 
e.g. Assess quality  
of people & processes 
Training & development             % 
Staff retention                             %   
Product quality                           % 
Stock turnover                           ratio 

Innovation & learning 
e.g. Continuous improvement 
Quality circles – new ideas      000s 
e.g.  Research & Development 
Projects in R&D “pipeline”       10 
Time / speed to market            months 

Based on Kaplan & Norton 1992 
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Financial perspective 
e.g. Operational view 
Cost reduction 
Sales growth 
e.g. Shareholder view 
ROCE 
EVA 

Customer perspective 
e.g. Customer satisfaction 
Customer retention 
Customer loyalty 
Acquisition of new customers 

Financial perspective 
e.g. Operational view 
Cost reduction                            % 
Sales growth                               % 
e.g. Shareholder view 
ROCE                                         % 
eps                                       ratio 

Customer perspective 
e.g. Customer satisfaction 
Customer retention                      % 
Customer “churn”                        % 
Customer loyalty                          % 
Acquisition of new customers      000s 
Customer satisfaction                  % 

Internal Perspective 
e.g. Assess quality  
of people & processes 
Training & development             % 
Job turnover                               %   
Product quality                           % 
Stock turnover                           ratio 

Innovation & learning 
e.g. Continuous improvement 
Quality circles – new ideas      000s 
e.g.  Research & Development 
Projects in R&D “pipeline”       10 
Time / speed to market            months 

Based on Kaplan & Norton 1992 



http://www.passageways.com/dashboards.php 



http://www.ecollections.com/images/Dashboards.gif 



Each industry sector has its own specialist KPIs 

Which KPIs are important in your chosen sector? 
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Financial perspective 
e.g. Operational view 
Cost reduction 
Sales growth 
e.g. Shareholder view 
ROCE 
EVA 

Customer perspective 
e.g. Customer satisfaction 
Customer retention 
Customer loyalty 
Acquisition of new customers 

Financial perspective 

Financial KPI 1                            % 
Financial KPI 2                            % 
Financial KPI 3                            ratio 

Customer perspective 

Customer KPI 4                       % 
Customer KPI 5                       % 
Customer KPI 6                       000s 

Internal Perspective 

Operational KPI 7                       % 
Operational KPI 8                       ratio   
Operational KPI 9                       % 

Innovation & learning 

Innovation KPI 10                   000s 
Innovation KPI 11                   months 
Innovation KPI 12                   %                                       

Based on Kaplan & Norton 1992 





A derivative of the Balanced Scorecard is 

The Strategy Map 

The Strategy Focused Organization –  
How balanced Scorecard Companies Thrive in the New Business Environment 
Kaplan and Norton (2001) 



The Strategy Focused Organization –  
How balanced Scorecard Companies Thrive in the New Business Environment 
Kaplan and Norton (2001) 
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Supermarket plc 
Balanced scorecard 
The “Steering Wheel”, 
With real operational KPIs 



Tesco plc 
Balanced scorecard 
updated “Steering Wheel”, 
with Tesco operational KPIs 



Operating the “Steering Wheel”, 

With “traffic lights” 
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