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Wisdom!

If you don’t know where you are going, you could end up 
somewhere else!
“What gets measured gets done” - Tom Peters
Druckers basic assertions about performance:

– few factors are as important to the performance of organisations as 
measurement 

– measurement is the weakest area in management today

“People who fail to plan, have planned to fail”.  Hewell
There are 3 types of companies: those who make things 
happen; those who watch things happen; those who 
wonder what happened.
“Planning ahead is clearly a good idea. It wasn’t raining 
when Noah built the ark”



Balanced Scorecard

Business performance management tool
– Developed in the early 1990’s by Kaplan and Norton

An approach based on a balance between:
• Financial and non-financial KPIs
• Internal v external perspectives
• Results v causes

Presents value beyond traditional cost 
measurement approaches
Cascades from the top to bottom of an 
organization
Is not rocket science!



The Balanced Scorecard

cost 
reduction

continuity
of funding

PerformancePerformance

process 
improvement

customer 
needs

continuous 
improvement

process
optimisation

continuity of 
revenue Customer

PerspectivePerspective
CustomerInternal 

Perspective
Internal 

Perspective

Financial 
Perspective
Financial 

Perspective
value for 
money

Innovation 
& Learning
Perspective

Innovation 
& Learning
Perspective



Example
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SLM aka BSM

Logical progression of NSM
– Aligns IT with the Business
– Presents the business value of IT
– Continuously optimizes IT service

Where systems management meets business 
management
(Is currently prone to much marketing hype!)



Reporting Hierarchy Within IT

bu
si
ne

ss

se
rv

ic
e

co
m

po
ne

nt

Clients/Business Process Owners
Client & Program Executives
Service Delivery Executives

Clients/Users/Customers
Service Delivery Executives
Transition Managers

Technical Managers
Database Admin
System Admin
Technicians

Da
sh

bo
ar

d

Business
Value of IT

I need to know 
the CAUSE

I need to know 
the EFFECT

I need to know 
the IMPACT

Service Level
Management

Event Management



Application Within IT

Aligns IT with the business
Reports the business value of IT
Increasingly significant:
– Business dependency on IT
– Cross-functional - integrated across functional boundaries
– Links to customers and suppliers - integration of supply, production and 

delivery
– Customer segmentation - customised products to diverse customer 

segments
– Global scale - domestic borders are no longer a barrier to competition
– Innovation - anticipating customers future needs in a world of shrinking 

product life-cycles
– Knowledge workers - supporting analysis and problem solving



Scorecard vs Console



Implementation Challenges

Cultural and Management
– Prepare the organization for change (top-down)
– Identify the right metrics (this is where Six Sigma helps!)
– Get buy-in at all levels
– Plan to follow through to completion

Technical – Real Time Analysis and Display
– Data retrieval (disintermediation)
– Data filtering
– Data aggregation
– Data conversion
– Digital dashboard display
– Alert notification



Basically…

What are the metrics and how do I get them?



The SLM Balanced Scorecard
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Approach – eg User/Customer

Critical Success Factor
– Additional customers
– Increased customer confidence
– Increased customer satisfaction
– Conformance with SLAs

Measure
– No. of visits, appointments
– Order rate of established 

opportunities
– Ratio of firm orders to quotes
– Volume Opportunities lost by 

reason
– Growth in “live” customer base
– Renewal rate & volumes
– Customer Satisfaction Index
– No. of referrals
– Length of customer relationship
– Volumes & nature of complaint
– Failure rate to SLA
– Late signing statistics
– Non-conformance exception 

statistics



Candidate Metrics (1)

Service Delivery Process
– Service Level Performance

• Performance to SLAs
– Quality

• Process sigma
• Availability
• Throughput

– Capacity Management
• Capacity/demand
• Accuracy of capacity forecasts

– Project Management
• Tracking of all requests
• Requirements fulfillment

– Incident recovery
– Incident Management

• Tracking of all incidents
• Incident ownership

Finance
– Financial Management

• Billing
• Consumption
• Performance to budget

– $ Savings
– COPQ
– Penalty payments
– Asset management

• Age
• Cost

– ROI
– Profitability by user/customer
– Unit cost measures



Candidate Metrics (2)

User/Customer
– User Perception

• VOC
– Helpdesk activity

• Volume
• MTTR

– User downtime minutes
– End user training

• Technology awareness
• Consumption awareness

– Customer acquisition
• Drop outs
• Complaints

Innovation & Learning
– Rewards & recognition
– Classes taken
– Lateral moves
– Teamwork

• Corporate Citizen
– Upgrade activity
– Technology

• Efficiency
• Effectiveness
• Refresh

– Rate of improvement



Implementation Architecture
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Scorecards and Disintermediation

Disintermediation:
– The process of removing intermediary data collects made 

redundant by native and open data collectors

Scorecard process results in an understanding 
of critical to quality components
Eliminate expensive proprietary management 
products
Scorecard implementation can be justified on 
this cost saving alone!



Summary

Value beyond traditional measures
Conflicting priorities are synchronized
Not Rocket Science
– The Devil is the implementation not understanding the concept

• What are the right metrics?
• Data collection, correlation and display?

Requires top-down support
– Either corporate or IT Management

Requires data collection, analysis and 
dashboard technology
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