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Balanced scorecard - simple organisation example

Financial measures
* return on capital invested
* profit

Customer measures
* satisfaction survey
* complaints
* marketshare

Internal process
measures

* process conformance
* process efficiency

Learning and innovation measures
* number of new products to market
* process improvements

�
�
*��������
�'
�����	���
������������	���������	$�6 ����� �7�
������	�8������
9#:�
;3����������������4������'�9<:����
����<=�
�

<$�/�������������	�/�������������������� �

�
<
���������>���
����3����2�	����2�

���

��
�����
� 	
�	���;�	

�
	
�3��	
��
�����

�	
�	���;�	��
	
�3����
�
:�	

�
	
�3��2�	������	����
�	����6�
��
�2>����I�6� ��	
�2�	�����
	���
��
	�	�
�
�
	
��>���������
������3����"�����3�����	
�� ��������3����>����
������
�1	2������
�
:�	

�
	
�3��2�	������	������
���
�
���99�!��
����
 �����
	
��	�"����
�2���	
��
�

��
	�����
���"�	
���
�
���2	
��	�
���
�"�;�	��
� �	
��3	����>	��������
�
��
�����
;�	��
���8��2���
�2�	�������
��
��
��
3��
2�

"���� ��
�	
��2�
����1��
���"�

�2>���	
��3	�����������	
����F��
�����2�	����
�2�� �	
��
���
�2>�����������
�
�����������3���	
��
��
�	
��	���
�������
��
������� ��
������
"�>�����	
������3�����
�
:�	��
	
�3��2�	��������
�
����C�	
����������
���	
� ��2�������
�"�
�����3����
�
���	
����������������<
�
���99�!"�
������
�2����� �
����	
�>��	�����������
;�	��
	
�3��2�	�����"�	��	���
��������>	����	
��
�	 
���
��

�����
�
��
�����
;�	��
���#����6��2���
�2�	������
	����	
���	�
��
�	 
�����
�2����	
���	�
��
��
�
<
�����
��
������
��6��
�
��
����
������	
�������
� �
�;�	

�
	
�3���	
����
�	
�
;�	��
	
�3��2�	�����"�	
��6��
�
��
����
��

�	
���
 �2	
��	�
���
��	
��������
�
;�	��
���!	
�6������99�!�
����������
��
C�	>��
�;�	 ��
	
�3��2�	�����"�	
��	>��
�
3	����	
�������>	����;�	��
�7�<�>����3����K�
���99� !����
�2���	
����
	
���
���
�����
����	������
��
��
C�	>��
�3	����	��6����	 ��������
�;�	��
���
�
4
��6	��
��
��
C�	>��
�6�	
����3	��	>���
��
������	 
��	
��
�	
���������
�2�������

����:��I���	��:���
��
���
����I�	����	������������ ������	�����
��2	C����2��



  

 

=���3���
����	��>���
����	�3	

	���3�	��������3�
�� ��
�
�����3�����

 
 

   
 

 ����
�
������
��
������������� �	������������
�
��	�� ��!���
"�����
���	����
�#���"�$�
��
�%!�&�' %%�

���(�)**�+�,����-*�.��/������0	1(�)**�+�,����-����' */.�


�6�C�
���
����
	�
��I��
�
������
����
������>�	��� ���

����
	�
��<�2	�����������
C�
���
��<��	
��������6�	
�2�
����<�
����>��
����:� �	����	��(�

�
G ��	�(�2	C�����
	�
������
���C�
���
����>�	����
G :���
��
(���6�2����2	
���	�����<�
���"�>	�����
�
�� ���S�����
������>�	���

���

7�
G ��
���(�	��	����2	
���	����
��;�	���2�
����

��
���
���	��(�C�
���
����>�	������
	�
�(�

�

�

<
�
����	2��6	�"����6�����C�	
�
�����	������
������ 	
��	
��
"�	
��	�C�������3���
;���
��
��
���	
�6����
��6�������������	����3��
��� ��	��"�6���	
����

����
	�������	
��2�
���������
���99�!�	
����
�������
��
 �
��



  

 

=���3���
����	��>���
����	�3	

	���3�	��������3�
�� ��
�
�����3�����

 
 

   
 

 ����
�
������
��
������������� �	����*�������
�
��	�� ��!���
"�����
���	����
�#���"�$�
��
�%!�&�' %%�

���(�)**�+�,����-*�.��/������0	1(�)**�+�,����-����' */.�

>$���
"��	�
��	�����?���������	�������� �

�
<
�
�	���"��
�A*B"�6�	
�<�������
���6	��
�	
����6�� C
�6�
�����	��	
���
�	
��������

������	
��	
��
�6���	
�>�����	�>	�	
����������	��� ����2�	����
��;�	��
���
�	
�<��
���F��
"�>��>	�	
��
��
���;�	��
��3��6��	�	�
�
��	� ���
�����0�����������6��	
�
�1	2��������;�	��
���
�

Value-based quality
* return on investment actual v. projected
* spend to date actual v. planned (time, money)
* cost-benefit

User-based quality
* Customer perception
* Percent. tasks completed using product

Manufacturing-based quality
* no. of defects in products
* no. of non-conformance to process

Product-based quality
* no. of acceptance criteria passed
* attribute level achieved

Improvements
* suggested

* implemented
* worked
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Financial measures
Value-based Quality

- Total Cost of Quality
- Productivity

Internal measures
Product-based quality

- Acceptability
(based on product attributes)

Internal measure
Manufacturing-based quality
- Effectiveness
- Efficiency
- Process conformance

Customer measures
User-based quality

- Risk
- Acceptability
(based on tasks completion)

Learning and innovation
measures

Continuous Improvement
- TMM measures
-TPI measures
- Predictability
- Defect prevention
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Financial measures
Value-based Quality

- Total Cost of Quality
- Productivity

Internal measures
Product-based quality

- Acceptability
(based on product attributes)

Internal measure
Manufacturing-based quality
- Effectiveness
- Efficiency
- Process conformance

Customer measures
User-based quality

- Risk
- Acceptability
(based on tasks completion)

Learning and innovation
measures

Continuous Improvement
- TMM measures
-TPI measures
- Predictability
- Defect prevention
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Financial  Aims
- increase productivity 10%
- reduce costs by  5%

Learning and innovation
- 2 new products to market every

3 years

Internal measure
- defects in delivered
products 10% down

Customer Aims
- market share 4% up
- repeat business 5% up

total cost of quality
and productivity of
the test group

process
improvements

made to support
fast delivery of
new products

defects in products
found before and after
delivery

satisfaction with
the test group's
work leading to
repeat projects

Organisation/ Business
Strategic Aims

Test Group Measures
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As cost of quality is increased, cost of failure decreases, but
the ROI does not continue for all time
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Effort per FP for testing
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Effort per deleted FP to
regression test 

Effort per delivered FP to
regression test unchanged
FPs 

Effort per delivered FP to
test changed FPs 

Effort per delivered FP to
test new FPs 

As process improvements are made
the effort to test goes up

increasing productivity for regression test means 
automating; but that might increase test effort  
for the short term
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Financial measures
Value-based Quality

- Total Cost of Quality
- Productivity

Internal measures
Product-based quality

- Acceptability
(based on product attributes)

Internal measure
Manufacturing-based quality
- Effectiveness
- Efficiency
- Process conformance

Customer measures
User-based quality

- Risk
- Acceptability
(based on tasks completion)

Learning and innovation
measures

Continuous Improvement
- TMM measures
-TPI measures
- Predictability
- Defect prevention
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