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FRUSTRATED?

TIRED?

WORN OUT?

GIVE UP?

FRIENDS…
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If the Balanced 

Scorecard is a 

Best Practice

How Do I Get Results?
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Our Agenda
I.  HOW DO I MAKE MY SCORECARD WORK?

Understanding the Major Pitfalls – 5 Case Scenarios that Lead to 
Scorecard Failure -

Reaffirming Scorecard Basics – 10 Things You Can Start Doing Today to 
Get Your Scorecard on Track

Assessing Your Scorecard – Determine if Your Scorecard is Delivering 
Real Value

II.  WHAT’S NEXT?
Expanding the Scorecard through Project and Risk Management –
The all new QPR 8.0

Setting My Course of Action – Turn Good Results into Downright 
Success

III.  QUESTIONS & ANSWERS



© Dr. William Hendricks ■ bill@hendrickstraining.com

HOW DO I MAKE A 
SCORECARD WORK?

SECTION ONE
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Understanding the      Major Pitfalls

Being too operationally focused.

Opt-out leadership.

Resistance to mutual accountability.

Do it yourself mentality.

Creating the numbers not the dialog.
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SCENARIO - Too operationally focused

Business:  Small Manufacturing 
Company

Size:  121 employees

Revenue: $29 million

This small plant realized its need for better focus. They adopted the scorecard as 
part of their planning sessions.  All went well initially, but as measures were 
defined, they had little difficulty identifying operational measures.  Their quality 
ƳŜŀǎǳǊŜǎ ǿŜǊŜ Ŝŀǎƛƭȅ ŀƭƛƎƴŜŘΣ ōǳǘ ŀǎ ǘƘŜȅ ŀǘǘŜƳǇǘŜŘ ǘƻ ŘŜŦƛƴŜ άōŀƭŀƴŎŜŘ 
ƳŜŀǎǳǊŜǎΣέ data was missing.  The need to know more was reflected in plans with 
projects targeted  to άǊŜǎŜŀǊŎƘΣέ άǎǘǳŘȅέ ŀƴŘ άǳƴŘŜǊǎǘŀƴŘΦέ

As day-to-day business issues cropped up,  it was difficult to find time to work on 
balanced measures.  The operational measures were immediately relevant.  The 
hard work of staying strategically focused became a luxury and the leadership 
ōŜŎŀƳŜ ŘƛǊŜŎǘŜŘ ōȅ ǘƘŜ άmeasures that really mattered."
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Scenario - Opt Out Leadership

Business: Medium Size Call Center

Employees: 210

Revenue:  $100 Million

This call center ran its operations very smoothly.  Key performance indicators were 
easy to identify and incentive plans were well crafted to engage team members.  
As the long-term strategy developed it was clear that this company was far better 
at dissecting what it did, than stating clear outcomes.

The strategic leadership team struggled to get commitments from Key Leaders and 
ŀǎƪŜŘ ǘƘŜ LƳǇƭŜƳŜƴǘŀǘƛƻƴ ¢ŜŀƳ ǘƻ ǘŀŎƪƭŜ ǘƘƛǎ ƴŜŜŘΧ  Instead of leading they 
delegated.

Weeks stretched into months with no ability to gain consensus on the big picture 
making it nearly impossible to sustain the scorecard efforts that were launched.
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Scenario - Resist Accountability

Business:  Large National Not for Profit

Employees:  Approx 200/ campus

Revenue:  $300 million

{ƛƭƻǎΧ {ƛƭƻǎΧ {ƛƭƻǎ!

Although serving patients was their mission, the mantra of this not-for-profit agency was 
ŀŎǘǳŀƭƭȅΣ άDo it my wayΦέ  CǊƻƳ ǘƘŜ ƳƻƳŜƴǘ ǎŎƻǊŜŎŀǊŘ ǇŜǊǎǇŜŎǘƛǾŜǎ  ώCƛƴŀƴŎŜΣ /ǳǎǘƻƳŜǊΣ  
Process and People] leaders could not find common measures.  Each department had 
their own ideas, each department had their own targets and each department refused to 
share responsibility for the actions of any department but their own.

The result was five mini-scorecardsthat reflected departmental annual plans that had 
little linkage and only minimally aligned to the organizational vision.  The value they 
espoused, serving the patient with dignity, could not become an organizational reality.
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Scenario - Do it yourself

Business:  Major State University

Size:  Faculty:  +1,000

Students:  65,000

When you have a faculty full of business development specialists ƛǘΩǎ Ŝŀǎȅ ǘƻ ŀǎǎǳƳŜ 
they can  build the scorecard, which is exactly what this University chose to do.

A culture of consensus and an inability to gain commitment on actionable projects 
meant that many good ideas were researched, discussed and documented, BUT not 
one of them made it to execution in more than 1 ½  years.

Meetings (and more meetings) had created a culture of consensus that could not act.

LǘΩǎ ƘŀǊŘ ǘƻ ōŜ ŀ ǇǊƻǇƘŜǘ ƛƴ ȅƻǳǊ ƻǿƴ ƭŀƴŘΗ
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Scenario - Numbers Not Talk

Business: Multi-National Corporation

Size: 46,000 Employees

Revenue: $1.2 Billion

The success of both the strategic planning process and metrics identification went very 
well in this multi-national company.  Software was installed that allowed for exceptional 
ǊŜǇƻǊǘƛƴƎΣ ŀƴŘ άdrill-downέ ŎŀǇŀōƛƭƛǘƛŜǎ ǇǊƻǾŜŘ ǾŜǊȅ ƳŜŀƴƛƴƎŦǳƭΦ

The organization lost its momentum when the scorecard became a reporting system not a 
communication tool.  Red measures were heavily challenged and people criticized.  Grilling  
teams about their numbers became to practice.

People found ways to avoid meeting and scorecard sessions were centered on blame and 
justify, not course correct ion.  The scorecard became a dreaded  report card.
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REAFFIRMING SCORECARD BASICS
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Reaffirming Scorecard Basics

# 1 The Basic:  Think of the Scorecard as a mirror. The key to 
effective performance management is discussion not 
measurement.

The Enabler:  Four Key Questions

What are you going to do between now and the next 
time we meet?

What do you need from us to do it?

What must go right; what could go wrong?

How will we know if you are on target?
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Reaffirming Scorecard Basics

The Basic:  You must direct all attention to results not 
effort.

The Enabler:

You need clearly defined results.

You need consistent communications.

You need a process that is duplicable, replicable 
and scalable.

You need a collaborative approach, 
individual effort is just not enough.

# 2
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# 3The Basic:  The Scorecard is a process not a program.  If it 
is going to happen it must have an on-going place to 
happen.

The Enabler:  Develop a strategic infrastructure

Reaffirming Scorecard Basics

Build a simple structure that is required to deliver the scorecard.

Expect the infrastructure  to distribute responsibility with an 
obligation for developing bench strength.

Respect the existing hierarchy but make the 
parallel structure highly visible.
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# 4The BasicΥ ¸ƻǳ Ŏŀƴƴƻǘ ŘŜƭŜƎŀǘŜ ǎǘǊŀǘŜƎƛŎ ŘƛǊŜŎǘƛƻƴΧ ǳƴƭŜǎǎ 
you are willing to also give away your right to approval

The Enabler: Leaders must lead

Reaffirming Scorecard Basics

Develop a chartering process that cascades across the 
organization.

Senior leaders review all charters to ensure clarity of thought.

Guide and direct without usurping control.
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# 5

Reaffirming Scorecard Basics

The Basic:  Shared responsibility and mutual accountability 
is set by creating joint metrics. 

The Enabler:

Singly focused metrics do not usually provide the desired 
organizational outcomes a scorecard seeks.

aŜǘǊƛŎǎ όƴƻǘ ƳŀǘŜǊ Ƙƻǿ ǾŀƭǳŀōƭŜύ ǘƘŀǘ Ŏŀƴ ƻƴƭȅ ōŜ άǿƻǊƪŜŘ ƻƴέ 
by a small number of people probably do not belong on an 
organizational scorecard.
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# 6

Reaffirming Scorecard Basics

The Basic:  Get beyond catchy statements and build upon 
the vision, mission and values that drive your measures. 

The Enabler:
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# 7

Reaffirming Scorecard Basics

The Basic:  Capture the realities of 21st Century 
engagement. 

The Enabler:
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# 8

Reaffirming Scorecard Basics

The Basic: Identify one of three major strategic themes to 
help align your organization.

The Enabler:

Operational Excellence

Customer Intimacy

Product Development/Differentiation
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# 9

Reaffirming Scorecard Basics

The Basic:  The drive for perfection creates an issue of 
urgency that must be addressed.

The Enabler:

Slow down and let people succeed.  Lock in and complete some 
targets before adjusting.

Speed up and let things unfold.  Define and adjust.  Course 
correction is better than perfection.
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# 10

Reaffirming Scorecard Basics

The Basic: Getting people to pull together is often 
perceived as counter culture. The scorecard takes the 
blame for ineffective team development. 

The Enabler:
Direct attention to team norms and assessment.

Create shared success, not just more work.

Make sure leaders understand their performance is 
scorecard performance.

/ǊŜŀǘŜ ŀ ǎǇŜŎƛŀƭ άǎŜǘ ŀǎƛŘŜέ ǘƛƳŜ ŦƻǊ ƪŜȅ ƭŜŀŘŜǊǎ 
that is recognized as integral to next step scorecard.
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ASSESSING YOUR SCORECARD
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Ask yourself these 10 Questions… Yes No

Have you settled into operational metrics that reflect day-to-day performance 
more than your strategic intent?  
Did you find most of your early effort to get good measures was spent on 
learning what you have, not measuring what you are doing?
IŀǾŜ ƪŜȅ ƭŜŀŘŜǊǎ ǘŀƪŜƴ ŀ άǇŀǎǎέ ƻƴ ǊŜƎǳƭŀǊ ǎŎƻǊŜŎŀǊŘ ŜƴƎŀƎŜƳŜƴǘΣ ŀƭƭƻǿƛƴƎ 
others to define and clarify the metrics?
Is  your reporting filled with blame and justificationrather than course 
correction? 
Agendas are filled with too many activities and do ƴƻǘ άƎŜǘ ŀǊƻǳƴŘέ ǘƻ ŘƛǎŎǳǎǎƛƴƎ 
performance as it relates to the scorecard?  
The following plans are carried out by departments and are not well incorporated 
ƛƴǘƻ ȅƻǳǊ ǎŎƻǊŜŎŀǊŘΧ

Marketing Plans

IT Plans

Budgeting

Employee Compensation

The scorecard has turned into a numbers collection effort and rarely circles back 
to broader strategic issues and expectations?
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Is a Scorecard Worth the Effort?

YES… If your scorecard effort is seen as a journey.  
Action Item:  Capture lessons learned. 

YES… If you know now where the silos are entrenched.
Action Item:  Develop shared accountability and responsibility

YES… If you know the measures that are not working.
Action Item:  Determine desired outcomes in the measure

Yes… If the scorecard is seen as a management tool
Action Item: Build a leadership infrastructure.

No… If you stop too soon, with only a page of 
numbers that have marginal value.
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WHAT’S NEXT? 

SECTION TWO
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EXPANDING YOUR SCORECARD
THROUGH PROJECT & RISK MANAGEMENT
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Dashboard ςThe Big Picture

Easily customize 
dashboards and 

performance views
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Risk Assessment

Risk assessments done decentrally via QPR Portal
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Risk ranking

Risk

Location

Accountability

Score

Impact

Likelihood

Mitigation

Customize the way you rank and what information is shown to who...
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Control activities by deadline

Easy to review  your progress in implementing  risk mitigating control activities
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Risk Dashboards

Quick and flexible to create...
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SETTING MY COURSE OF ACTION

1. Budget

2. Strategic Assessment

3. Project Assessment

4. Process Flow Pressure Points

4 Scorecard Touch Points
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Risk and Budget Misalignment
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Risk and Strategy Misalignment
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Risk and Project Disciplines
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Risk Participation Process Flow
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QUESTIONS & ANSWERS 

SECTION THREE
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Q & A

Dr. William (Bill) Hendricks

(800) 692 -3324

Skype: dr.william.hendricks

Bill@hendrickstraining.com

www.hendricksresources.com

Maija Erkheikki

(510) 455 -4475

maija.erkheikki@qpr.com

www.qpr.com
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