Balanced Scorecard

Balance Score Card is an administrative tool used for strategic planning in an organization. This tool is employed by a number of organizations to achieve their strategic objective. Balance Score Card helps the organization in bettering the communication process both internally as well as externally. It helps to keep a track of the company’s performance in a time period (Ryall& Craig, 2003).

This tool helps to align the Mapua Water’s mission, vision and objectives to the company’s strategy. Balance Score Card provides a measurement framework for the managers to evaluate the organization’s performance. The Balance Score Card has four basis components customers, financial prospective, internal business process and learning and growth.

	Balanced Scorecard Category
	Main Objective(s)
	Key Measure(s)
	Target(s)
	Overall

Initiative(s)

	Shareholder’s perspective

Market share 

Competitive position

Revenue and Costs


	To gain a strategic market share

The company would strive to become a market leader by effectively dealing with the competition.

The strategic objective is to become a market leader by offering competitively low cost.

The company would try to keep its costs low and increase its revenue significantly.


	The key measures for this would be revenue growth and growth in market share (Ryall& Craig, 2003).

The key measures to this objective would be competitive position of Mapua Water, market share, growth rate and revenue of the organization in comparison with other organization.

The key measures for this objective would be operating costs and revenue growth and increase.


	Mapua Water would strive for a 15% increase in the market share for the coming two years.

Mapua Water would try to increase its market share, growth rate and revenue. The difference of various measures like growth rate, revenue, and profitability of Mapua Water from its nearest rival should range from 2 to 7% percent.

Mapua Water would try to bring down its operating costs by at least 5% and increase its revenue by $5 annual in the coming two years.


	The organization would go in for improved services, competitive pricing, promotional events and market penetration.

Mapua Water would try to beat the competition by competitive strategy low cost strategy and better deals or packages for its customers.  

Mapua Water would to introduce various costs reducing measures like reducing wastage and effective management and capturing market share.  

	Customer Value Perspective

Customer retention or turnover 

Customer value 

Customer Satisfaction
	The company would try to retain its customers as they provide much better revenue than new customers.

Focusing on maximizing the customer value.

Focus on improving customer satisfaction.
	The measure Mapua Water’s retention and turnover would be Lifetime Customer Value (LCV) per segment. Analysis of internal records such as sales logs, pricing records and customer feedback would also help.

The measures would be customer complaints and customer feedback results.  

The key measures would be customer feedback and improved customer retention. 
	Maintaining and improving healthy Lifetime Customer Value (LCV).

Mapua Water would try to lower down the customer results and have more positive feedback.

Mapua Water would try to get positive feedbacks and improving customer loyalty. 
	Initiation customer retention program by offering lucrative deals to loyal customer.

The feedback would provide important clues about customer dissatisfaction. Based on this, Mapua Water would try to improve customer satisfaction.

Working on reasons behind customer dissatisfaction and providing superior value to customers.

 

	Processes or Internal operations perspective

Productivity or productivity improvement

Measure of process performance

Operations Metrics 


	Focusing on providing quality based services.

Improve process performance.

Improving efficiency and effectiveness of the services.
	The Single resource productivity and total resource. Productivity is the key measure. 

Calculation of actual and targeted performance.

Customer feedback, operating costs and increased revenues would be the key measures. 


	Mapua Water would try to improve the quality of the services. 

Maintaining very less difference between actual and targeted performance.

Reduction of operating costs and improving service quality. 

 
	Mapua Water would bring technological advance equipment to improve service quality.

Taking strategic initiatives to improve process performances. 

Technological innovations and lowering operating costs by adopting better methods.



	Learning and growth perspective 

Employee Satisfaction

Employee Turnover or Retention

Technological innovation
	Focus on improving employee satisfaction

Retaining the best employee so that they can help the company to progress.

Mapua Water would try to improve its services by use of advanced technology (Balanced Scorecard Basics, 2009).
	The key measures for this objective are employee feedback, number of grievances, turnover and absenteeism. 

The key measure is employee turnover ratio. 

The key measure is comparison with the competitors.


	The target would be to reduce negative employee feedback, number of grievances, turnover and absenteeism. 

Significant reduction in employee turnover ratio. 

Mapua Water should try to be technologically more advanced than the rivals.
	Proper job evaluation and performance appraisal, proper handling of grievances would help in achieving this objective.

Improving customer satisfaction by providing them with good facilities as well as listening to their complaints.

Mapua Water should adopt latest technology in its operations. 




Summary

 
The balance score card helps Mapua Water in aligning its mission, vision and objectives with the company’s strategy. The mission and vision of the company helps in formulating strategic objective. After formulation of an objective, key measures and targets are defined.  This helps to define the overall initiative to be taken for achieving the objectives. The SWOTT analysis has a major role in formulation of objectives. It identifies various strength, weakness, opportunities and threats which are affecting the company’s external and internal environment. This helps in proper formulation, implementation and achievement of strategic objective (Wilson & Gilligan, 2005).

The Balance Scorecard developed for Mapua Water has been derived from the mission, vision and SWOTT analysis of the company. The mission and vision helped in formulating various objectives for four dimensions. The SWOTT analysis helped to formulate targets and the implementation strategies for achieving those objectives. The various dimensions are discussed below:

· Shareholder’s perspective:

As far as the shareholder’s perspective is concerned, the company’s strategic objectives for market share and revenue and competitive position has been derived from its mission to achieve high market growth and be a market leader. The company wants to gain market share, revenue and become a market leader. The company would achieve these targets by improving services, competitive pricing, promotional events and market penetration.

· Customer Value Perspective

The Company wants to improve its Customer Retention or turnover ratio, Customer Value and Customer Satisfaction. These strategic objectives are derived from the organization mission to provide its customer with value services. The strategic initiative taken in this direction is to provide the customer with value services and lucrative deals.

· Processes or Internal operations perspective

The Company wants to provide quality based services, improve process performance and efficiency and effectiveness of the services. This would be achieved by adoption of better methods and technology.

· Learning and growth perspective 

The objectives for this perspective have been derived from company mission to satisfy all its stakeholders as they hold the key to company’s growth. The company wants to improve Employee Satisfaction, Turnover or Retention and adopt Technological innovation in its processes. 

The four components i.e. customers, employees, internal structure and competitors play an important role in the formulation of vision and mission and in SWOTT analysis. These four factors are also critical in the accomplishment on the strategic objectives of the company which are based on the vision and mission and in SWOTT analysis
