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Financial

“To succeed
financially, how
should we
appear to our
shareholders?”
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Learning and
Growth

“To achieve our
vision, how will
we sustain our
ability to change
and improve?”
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Customer

“To achieve our
vision, how
should we
appear to our
customers?”
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Internal Business Processes

“To satisfy our
shareholders
and customers,
what business
processes must
we excel at?”
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Vision and
Strategy

FIGURE 2.5: Balanced Scorecard Approach

SOURCE: Adapted from Kaplan, R. S., & Norton, D. P. (1996, January–February). Using the Balanced scorecard as a strategic management system. Harvard Business 
Review, 76.

•• Learning and Growth. Based on the premise that an organization’s employees are its most
critical resource, they should therefore be provided with adequate training, opportunities for
learning and self-growth, and the free flow of information.

•• Business Processes. Internal measurements of business processes should be implemented to
monitor how well the firm is operating and to determine whether its clients are satisfied with
its products.

•• Customer. The firm should develop metrics to help it focus on customer satisfaction and to
improve and monitor customer relations.

•• Financial: Although financial data should not be the only indicator of strategic performance,
for managing a business, timely and accurate financial data are still critical.

Figure 2.5 shows how each area requires a firm to address a pivotal question. For each question, the 
balanced scorecard approach requires that the firm develop objectives, metrics for each objective, 
target levels of performance for each metric, and an action plan for achieving each target. We can 
also see from Figure 2.5 that the balanced scorecard approach is a cyclical process of planning, doing, 
measuring, and providing feedback on performance. From an operations strategy perspective, the 
balanced scorecard helps to:

•• Develop a road map for operational activities and to communicate specific goals and objectives.
•• Develop metrics that indicate the extent to which each objective has been achieved.
•• Prioritize areas for improvement in terms of their relative importance.
•• Ensure that all efforts are aligned with the firm’s corporate-level strategic objectives and

goals.

More on the 
Balanced 
Scorecard


