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Translating Strategy into Action

Overview of the Balanced Scorecard (BSC) and
how it drives performance by translating strategy
into action...
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South-West Airlines Case Example
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Increase
Profitability

[More Passengers]

What will drive operating
efficiency?
—More customers on fewer

A
planes
[ Fewer Planes ]
'y
[ Lower Ticket ] —
x Price What do our customers want?
3 —Attract targeted customer
2 > [ On-Time J segments who value price
r Flights and on time arrivals

Fast Turnaround
Time

ﬁ

What must the internal focus
be?
— Fast turnaround

ENABLERS

| Process I

Will our people do that?
—Educate and compensate
personnel for cycle time
reduction
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Owners make a difference

Increase
Profitability
Yr
( |2
More Passengers
)
A
] 15%
[ )
A 5%
owerTrcket——A
o L Price J
= 15%
%
o == { on-Time -
lr— [ Flights |
20%
[Fast Turnaround]
Time
30%
% Focus on Process
20' Redesign 15%
=2
L
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Process Strategic Capability Analysis

Increase
Profitability :T:L 1
A

#_[Hure PassengersJ 15%
)
[ Fewer Planes JJ 5%

.
Lower Ticket PriceJ—J 15%

On-Time
/"—__’[ Flights J 20%

CUSTOMER

Fast Turnaround
Time 30%
m Focus on Process
% Redesign 15%
i
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Process Strategic Capability Analysis

Increase
Profitability il
I More Passengers | | 15%

Fewer Planes 5%

On-Time
I~ : Flights 20%

Fast Turnaround
Time 30%

Focus on Process
Redesign 15%

&
i
=
g

1 2 3 4 =) 6 7
SOUthWESt Airlines Capability Air Operations Customer Ground Logistics Maintenance Ticket Sales Training
Analysis Service Operations
wgt " P 1 P 1 P 1 P [ P [ P [ P

. F1: Increase Profitability 5 | | | | [ | |
s
E F2: More Passengers 10 | | | | | | |
- | | | | | | |

F3: Fewer Planes 5
| C1: Low Ticket price 15 | | | | | | |
“|Cc2: On-Time Flights 20 | | | | I I |
=|11: Reduce Turnaround Time 30 | | | | [ | |

El: Focus on Redesign 15 | | | | | | |
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Process Strategic Capability Analysis

1 2 3 4 5 6 7

Customer Ground
Service Operations

SouthWest Airlines Capability
Analysis

Air Operations

Logistics Maintenance Ticket Sales Training

Wagt
F1: Increase Profitability 5

1AL

F2: More Passengers 10

FIMANE

F3: Fewer Planes 5

o
w

C1: Low Ticket price 15

T

C2: On-Time Flights 20

INT

I1: Reduce Turnaround Time 30

E1l: Focus on Redesign 15

EBL
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The scoring

SouthWest Airlines Capability
Analysis
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Wgt

1

Air Operations

I

P

C2: On-Time Flights

20
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The scoring

SouthWest Airlines Capability
Analysis
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Wgt

Air Operations

I P

C2: On-Time Flights

20
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The scoring

SouthWest Airlines Capability
Analysis
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Wgt

1

Air Operations

I

C2: On-Time Flights

20

5

P
5

13



Process Strategic Capability Analysis

1 2 3 4 5 6 7

Customer Ground
Service Operations

SouthWest Airlines Capability
Analysis

Air Operations

Logistics Maintenance Ticket Sales Training

Wagt
F1: Increase Profitability 5

1AL

F2: More Passengers 10

FIMANE

F3: Fewer Planes 5

o
w

C1: Low Ticket price 15

T

C2: On-Time Flights 20

INT

I1: Reduce Turnaround Time 30

E1l: Focus on Redesign 15

EBL
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Process Strategic Capability Analysis

F1: Increase Profitability

M Current Performance
[ Strategic Gap

F2: More Passengers

F3: Fewer Planes

C1: Low Ticket price

C2: On-Time Flights

I1: Reduce Turnaround
Time

E1l: Focus on Redesign
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Process Strategic Capability Analysis

F1: Increase Profitability

B Current Performance

[ 5trategic Gap
F2: More Passengers

F3: Fewer Planes

C1: Low Ticket price

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.




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.

|Strategic success

e —

| The gold length

represents the gap
between the current

performance and what

IS required for
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Process Strategic Capability Analysis

F1: Increase Profitability

m Current Performance

[ Strategic Gap

F2: More Passengers

F3: Fewer Planes

C1: Low Ticket price

C2: On-Time Flights

I1: Reduce Turnaround
Time

El: Focus on Redesign
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Process Strategic Capability Analysis

mCurrent Performance

Process Gap Analysis (by strategic importance) mStrategic Gap

Training

Back

Customer Service

Maintenance

Ticket Sales

Air Qperations

Ground Operations

Logistics

0 S0 100 150 200 2350

300
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Process Strategic Capability Analysis

o 1 2 3 4 5 6
I?’?:jteh::if]talAyI;Iilsnes Demo Strategic Comp Imglziéitggon PP Management e-Learning Hl‘;_'ealr']:?fige Web Sales
Resources 2 5 4 3 1 2
Wgt
F1: Increase Profitability 5 _ _
F2: More Passengers 10
F3: Fewer Planes 5
C1: Low Ticket price 15 _
C2: On-Time Flights 20
I1: Reduce Turnaround Time 30
El: Focus on Redesign 15
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Process Strategic Capability Analysis

Projects will impact
multiple Strategic
Objectives —some
ware intended and

1 2 3
SouthWest Airlines Demo HR System

- - Strategic Comp .
Project Analysis Implementation
5

PP Management

w

Resources 2 4

— Wt other impacts are
F1: Increase Profitability 5 _ =

‘accidental’ — both
F2: More Passengers 10
F3: Fewer Planes 5 typeS ShOU|d be
C1: Low Ticket price 15 Captured Tl’y tO I’]O'[
C2: On-Time Flights 20 over-commit to what
I1: Reduce Turnaround Time 30 |mpaCt prOJeCtS mlght
E1: Focus on Redesign 15 have
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Back
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Project “Gap Closing” Potential

Potential Process Performance Gap Closu

F1: Increase Profitability

F2: More Passengers,

: Fewer Planes

C1: Low Ticket price

600 C2: On-Time Flights
I1: Reduce Turnaround
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Project Strategic Gap Closing Potential

Potential Process Performance Gap Closure (sorted by strategic gap)
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Project Strategic Gap Closing Potential

Back

5/2/2016

600

=00 4

400

300

200 +

100

Potential Process Performance Gap Closure (sorted by strategic gap)

o Performance Gap

® Project Impact
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An Example HR Department

Daily
“ Activity

External
Feedback

Feedback

l Internal I,‘,,,_,,,.,,ﬂ-»r-.‘.
 Feedback

\ ’\-( Develop
| Self

7 ‘ .
Development

J L[ Develop

Others




An Example HR Department

&) MyObjectives ﬂ @ B Diana Prince

Q Warning Objectives are still in Setup phase.

h Dashboard

@ Objectives Team Scorecard Scorecard Comparison

¥ Badges ~

413 815 e I I I I |

8

@ Time Elapsed Time Remaining Progress

- O

B cowsl [ rorecast

Waiting

Scorecard Leaderboard

Smooth Operators

Human Resaurces

E‘Eagﬂe Up Scottie B Isulglygur Huckleberry Goal Alignment

GSD The Sultan of Swat
Business Development and M T
Team Badges e

32% 36% 18%

Goal 1 Goal 2

s.l*\lll About that Action
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Managing the Performance

41 3 8] 5 Success ‘
Actual Forecast
_ Bordering o

Partial ‘
Measureable o
Started o
Planned ‘




The Default Points Table

PROGRESS
Planned Started Progress Partial Bordering Success
@ | o o | |
PRIORITY 0% 5% 25% 50% 75% l)
critical ) 125
Essential 0 5 25 50 75 100
Expected 0 4 19 38 57 75
Stretch o 1 3 5 8 10
Un-planned 0 0 0 0 0 0
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The Default Points Table

PROGRESS

Planned Started Progress Partial Bordering Success

O o) [ O

PRIORITY 0% 5% 25% 50% ) 100%
Critical 0 7 32 63 N 125
Essential — 75 100

Expected 0 4 19 38 57 75

Stretch o 1 3 5 8 10

Un-planned 0 0 0 0 0 0
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The Scorecard

f [* Discuss Scorecard  x §__§

€ - C | [} betamyobjectives.com/Do/DiscussScorecard.aspx . =
i Apps (O Blog (O Game Pieces (J Gamification (J Collaboration () Imported From IE (CJ Beer () Wordpress () BalancedScorec... (J Home related () Photoshop () Business Travel (J Fitness » [ Other bookmarks
Q MyObjectives H Do Review Tooks AR d 306 394 B
Discuss Scorecard P Research Support Services 2015-04 ~ | Research Support Services -

Clear Discuss Flags  Desk Top | Refresh B Export I POF

[ ] | .. . |
v v h Type  Key Resuits Discuss Actual  Forecast — Status Responsible

Al ~ All

w  Category: 2. Customer
Objective: Process: Website Landing Page Updates
Updated landing pages

. . l-._

New page standards
~  Objective: Project: Changing Leamning Environment

:::ljcadlloer:;‘::::t;rbcgh:mf:‘ssxi::::rE‘thms @ WHAT: We continue to have resource problems from outside RSG SO WHAT: If this continues we will begin to fall behind target NOW Karen McCardle
e —_— nana g WHAT: We'd like this initistive added onto their Game

v  Category: 3. Internal Business Process
w  Objective: Process: Maintain Publication Schedule

g i 3‘1 Publicstion Sehedule -_

w»  Objective: Process: Monthly Thought Leadership

PR Nenseer Upsies -“

v  Objective: Process: Website Landing Page Updates

WHAT: We have discovered that the big banner is an issue, SO WHAT: If we cannot reduce the banner size, we cannot solve this issue.
NOW WHAT: We need meet with IT and Marketing to resolve this.

W Eair |22

N Edit |23

W it |32

New web page standards

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.

1000
900
800
700
600
500
400
300

/By the end of this
game, the team

forecasted that
they could

200
100
0

‘achieve 800
points.

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

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

1000
900
800
700
600
500
400
300
200
100

Borderi
i Ao
Partia ~
| Succes
| 1 \ 1 \ \7\
Succe
Progress SS

Started

g '

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.

1000
900
800
700
600
500
400
300
200
100

0

@s the game
progresses there is
clear communication
about expected and
actual performance.

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

Q MyObjectives Setup Do Review

Review Objectives

Meeting View | ¥

D Type  Key Results

¥ Goal: M1: Leverage Our Strategic Relationships
w  Objective: M1.2 Develop Passives into Promoters

} l Build Passive to Promoter Proce,

1000

Expected
9200
800

¥

700
600 = b
o0 Actual ;
400 e — As the game

-t . ) 1 .
7" ‘ ‘ ‘ progresses there is
clear communication
about expected and

actual performance.

300

200

100

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