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into action… 
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Over the last 20 years, every book written by the 

founders of the Balanced Scorecard, Dr.s’ Kaplan and 

Norton have profiled our clients as world-class examples 

of the Balanced Scorecard. 
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South-West Airlines Case Example 
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…based on public information 
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Customers Internal 

Learning 
& Growth 

Financial 

Balanced Scorecard 
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Fewer Planes 

More Passengers 

Increase 
Profitability 

Focus  on 
Process 

Redesign 

Fast Turnaround 
Time 

On-Time 
Flights 

Lower Ticket 
Price 

Will our people do that? 

–Educate and compensate 

personnel for cycle time 

reduction 

What must the internal focus 

be? 

– Fast turnaround 

What do our customers want? 

–Attract targeted customer 

segments who value price 

and on time arrivals 

What will drive operating 

efficiency? 

–More customers on fewer 

planes 
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Owners make a difference 

Fewer Planes 

More Passengers 

Increase 
Profitability 

Focus  on Process 
Redesign 

Fast Turnaround 
Time 

On-Time 
Flights 

Lower Ticket 
Price 
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Process Strategic Capability Analysis 
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Process Strategic Capability Analysis 
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Process Strategic Capability Analysis 
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The scoring 
What is the IMPACT of this 
process on this Strategic 
Objective? 
1 = minimal 
5 = critical for SO’s success. 
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The scoring 
How are we currently 
PERFORMING in this process 
in supporting this Strategic 
Objective? 
1 = very poorly 
5 = meeting expectations 
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The scoring 
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Process Strategic Capability Analysis 
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Process Strategic Capability Analysis 
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Process Strategic Capability Analysis 

The total length of 

any bar represents 

the total level of 

‘strategic process 

support’ required 

by that Strategic 

Objective in order 

to meet the 

organization’s 

strategic priorities. 
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Process Strategic Capability Analysis 

The total length of 

any bar represents 

the total level of 

‘strategic process 

support’ required 

by that Strategic 

Objective in order 

to meet the 

organization’s 

strategic priorities. 

The blue length 

represents the 

current process 

strategic 

performance level. 

The gold length 

represents the gap 

between the current 

performance and what 

is required for 

strategic success 
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Process Strategic Capability Analysis 

5/2/2016 18 



Process Strategic Capability Analysis 
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Process Strategic Capability Analysis 
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Projects will impact 

multiple Strategic 

Objectives – some 

ware intended and 

other impacts are 

‘accidental’ – both 

types should be 

captured.  Try to not 

over-commit to what 

impact projects might 

have. 

Process Strategic Capability Analysis 
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Project “Gap Closing” Potential 
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Project Strategic Gap Closing Potential 
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Project Strategic Gap Closing Potential 
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Strategic Return On Investment 
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Daily 

Activity 

Development 

Values 

Feedback 

HR Department 

Process 

External 
Feedback 

Internal 
Feedback 

Projects 

Corporate 
Values 

Develop 
Self 

Develop 
Others 

An Example HR Department 
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An Example HR Department 
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Managing the Performance 
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PROGRESS 

  Planned Started Progress Partial Bordering Success 

PRIORITY 0% 5% 25% 50% 75% 100% 

Critical 0 7 32 63 94 125 

Essential 0 5 25 50 75 100 

Expected 0 4 19 38 57 75 

Stretch 0 1 3 5 8 10 

Un-planned 0 0 0 0 0 0 

The Default Points Table 

My Objectives sets points for Priority and 
Progress as follows: 
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The Scorecard 

Based on the Ontology, you select what are you area’s key initiatives and objectives and build your scorecard.   
 

You will then assess how you are performing and provide a simple analysis.   
 

Based on this you’ll be able to see overall performance, scores and awards for what has been accomplished 

etc. 
 

…and you can conduct performance meetings based on what is most important and update your priorities and 

targets for everyone to see. 
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Forecast Points 
As the game unfolds, issues occur that  reduce the forecast 
level or progress.  To ensure Leadership is not surprised, the 
team updates the forecast performance level… and therefore 
possible points. 

Week  1      2      3      4      5      6      7      8       9      10     11     12 

By the end of this 

game, the team 

forecasted that 

they could 

achieve 800 

points. 
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Earned Points 
As the game unfolds, the team also reports actual 
performance against the original forecast. 

Week  1      2      3      4      5      6      7      8       9      10     11     12 
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Clearly communicating expected and 
actual performance 

As the game unfolds, the team also reports actual 
performance against the original forecast. 

Week  1      2      3      4      5      6      7      8       9      10     11     12 

As the game 

progresses there is 

clear communication 

about expected and 

actual performance. 

Expected 

Actual 
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Reporting in MyObjectives 

800 800 
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