the balanced scorecard framework draws
from which of the following

The balanced scorecard framework is a strategic management tool that is widely utilized in
organizations to translate vision and strategy into actionable objectives. Developed in the early 1990s
by Robert S. Kaplan and David P. Norton, the balanced scorecard provides a comprehensive view of
an organization’s performance by incorporating financial and non-financial indicators. This
multifaceted approach allows businesses to not only measure historical performance but also to
manage their future strategy and performance effectively.

The Origins of the Balanced Scorecard Framework

The balanced scorecard framework emerged as a response to the limitations of traditional financial
metrics, which often do not reflect the whole picture of an organization’s performance. Kaplan and
Norton recognized that relying solely on financial indicators could lead to short-term thinking and
neglect of other crucial areas that drive long-term success.

Key Influences on the Development of the Balanced Scorecard
The balanced scorecard framework draws from several key influences:

1. Strategic Management Theories: The balanced scorecard is grounded in various strategic
management theories that emphasize the importance of aligning organizational objectives with
overall strategy. The framework integrates concepts from management by objectives (MBO), the
resource-based view, and stakeholder theory to create a more holistic approach to performance
measurement.

2. Systems Theory: Systems theory posits that organizations function as complex, interrelated
systems. The balanced scorecard acknowledges this complexity by incorporating multiple
perspectives, thereby providing a more comprehensive assessment of performance. It recognizes that
changes in one area can impact others, emphasizing the need for a balanced approach.

3. Performance Measurement Frameworks: Previous performance measurement frameworks also
contributed to the development of the balanced scorecard. For instance, concepts from Total Quality
Management (TQM) and the Malcolm Baldrige National Quality Award encouraged organizations to
focus on continuous improvement and customer satisfaction. The balanced scorecard builds upon
these principles by integrating them into a broader strategic framework.

4. Learning Organizations: The notion of a learning organization, popularized by Peter Senge,
underlines the importance of knowledge sharing and continuous learning. The balanced scorecard
framework encourages organizations to foster a culture of learning by incorporating feedback loops
and performance reviews that inform strategic adjustments.

The Four Perspectives of the Balanced Scorecard

The balanced scorecard framework is distinguished by its four perspectives, which provide a balanced
view of organizational performance:

1. Financial Perspective



The financial perspective focuses on traditional financial metrics that indicate the overall financial
health of the organization. Key performance indicators (KPIs) in this category may include:

- Revenue growth

- Profit margins

- Return on investment (ROI)
- Cost management

This perspective ensures that the organization remains financially viable and can sustain its
operations while pursuing strategic objectives.

2. Customer Perspective

The customer perspective emphasizes understanding and meeting customer needs. Organizations
must assess how well they are delivering value to their customers to ensure loyalty and satisfaction.
Key metrics may include:

- Customer satisfaction scores
- Customer retention rates

- Market share

- Net Promoter Score (NPS)

This perspective is crucial for organizations aiming to build long-term relationships with their
customers, as customer satisfaction directly impacts financial performance.

3. Internal Business Processes Perspective

The internal business processes perspective evaluates the efficiency and effectiveness of an
organization’s internal processes. Organizations need to identify key processes that drive value and
innovation. Metrics may include:

- Process efficiency ratios

- Cycle time for key processes
- Quality control measures

- Innovation rates

By focusing on internal processes, organizations can optimize operations to enhance customer value
and support financial objectives.

4. Learning and Growth Perspective

The learning and growth perspective highlights the importance of employee development and
organizational culture. It focuses on how well an organization is preparing for the future by investing
in its workforce and fostering a culture of innovation. Key metrics may include:

- Employee satisfaction scores

- Training and development hours

- Employee turnover rates

- Knowledge management initiatives

This perspective ensures that the organization has the necessary human capital and culture to



achieve its strategic goals.
Implementing the Balanced Scorecard Framework

To successfully implement the balanced scorecard framework, organizations must follow several key
steps:

Step 1: Define Vision and Strategy

Organizations need to articulate their vision and strategic objectives clearly. This foundational step
ensures that all subsequent actions align with the overarching goals of the organization.

Step 2: Develop Objectives and Metrics

Once the vision is defined, organizations can develop specific objectives and corresponding metrics
for each of the four perspectives of the balanced scorecard. This process will help ensure that the
organization has measurable targets to assess progress.

Step 3: Communicate and Cascade

Effective communication is essential for the successful implementation of the balanced scorecard.
Organizations should cascade the objectives and metrics throughout all levels of the organization,
ensuring that every employee understands how their work contributes to the overall strategy.

Step 4: Monitor and Review

Continuous monitoring and review are vital to the success of the balanced scorecard framework.
Organizations should regularly assess performance against the established metrics and adjust
strategies as needed. This iterative process allows organizations to remain agile and responsive to
changes in the market.

Step 5: Foster a Culture of Learning

Encouraging a culture of learning and adaptability is crucial for the long-term success of the balanced
scorecard framework. Organizations should promote knowledge sharing, innovation, and employee
engagement, ensuring that they are well-equipped to respond to evolving challenges.

Benefits of the Balanced Scorecard Framework

The balanced scorecard framework offers several benefits to organizations that adopt it, including:

- Comprehensive Performance Measurement: By integrating financial and non-financial metrics,
organizations can gain a holistic view of their performance, supporting better decision-making.

- Alignment of Strategy and Operations: The balanced scorecard helps align day-to-day operations
with strategic objectives, ensuring that all employees are working towards common goals.

- Enhanced Communication: The framework fosters improved communication within the organization,
as employees understand how their roles contribute to overall success.

- Focus on Continuous Improvement: By incorporating feedback loops and performance reviews, the



balanced scorecard encourages a culture of continuous improvement and adaptability.

- Informed Decision-Making: With a comprehensive set of metrics, organizations can make more
informed decisions that are aligned with their strategic objectives.

Conclusion

In summary, the balanced scorecard framework is a powerful strategic management tool that draws
from various theoretical influences and integrates multiple perspectives to provide a comprehensive
view of organizational performance. By focusing on financial results, customer satisfaction, internal
processes, and learning and growth, organizations can effectively translate their vision into actionable
strategies. The successful implementation of the balanced scorecard fosters a culture of alignment,
communication, and continuous improvement, ultimately driving long-term success in a competitive
business environment.

Frequently Asked Questions

What is the primary purpose of the balanced scorecard
framework?

The balanced scorecard framework is primarily used to translate an organization's strategic objectives
into a set of performance measures that provide a comprehensive view of its performance.

Which perspectives are included in the balanced scorecard
framework?

The balanced scorecard framework includes four perspectives: Financial, Customer, Internal Business
Processes, and Learning & Growth.

How does the balanced scorecard enhance strategic
management?

The balanced scorecard enhances strategic management by aligning business activities to the vision
and strategy of the organization, improving communication, and monitoring organizational
performance against strategic goals.

What type of organizations can benefit from using the
balanced scorecard?

Organizations of all sizes and sectors, including for-profit, nonprofit, and governmental organizations,
can benefit from using the balanced scorecard framework to improve their strategic alignment and
performance measurement.

How does the balanced scorecard integrate financial and non-



financial measures?

The balanced scorecard integrates financial and non-financial measures by using a balanced
approach that considers both quantitative financial outcomes and qualitative aspects like customer
satisfaction and internal processes.

What are the key components of the balanced scorecard
framework?

The key components of the balanced scorecard framework include strategic objectives, measures,
targets, and initiatives for each of the four perspectives.

Who developed the balanced scorecard framework?

The balanced scorecard framework was developed by Robert S. Kaplan and David P. Norton in the
early 1990s.

The Balanced Scorecard Framework Draws From Which Of
The Following

the balanced scorecard framework draws from which of the following: Enterprise
Governance of Information Technology Steven De Haes, Wim Van Grembergen, Anant Joshi, Tim
Huygh, 2019-09-03 This book integrates theoretical advances and empirical data on Enterprise
Governance in Information Technology (EGIT) with practical applications based on numerous case
examples. The third revised edition of Enterprise Governance of Information Technology provides
professionals and students with the most recent research advancements as well as an in-depth
discussion of the recently-introduced Control Objectives for Information and Related Technologies
(COBIT) 2019 framework which can be used to facilitate a tailored implementation of effective EGIT.
Furthermore, the book features a new chapter which provides readers with hands-on examples from
practice and clear insights on how these relate to theory. At the forefront of the field, the authors of
this volume draw from years of research and advising corporate clients to present a comprehensive
resource on EGIT. Featuring a variety of elements, including executive summaries and sidebars,
extensive references, questions and activities and additional online materials, this book is a valuable
updated resource for professionals, students and researchers alike.

the balanced scorecard framework draws from which of the following: Corporate Social
Performance: A Stakeholder Approach Stuart Cooper, 2017-07-05 Corporate social performance has
come of age. In a business environment characterized by its perpetual state of flux, the ability to
recognize and react to global forces becomes paramount. The fallout of such rapid change - the
fast-paced developments in communications and technology, the continual change to global markets,
shifting demographics, the homogenization of personal values - have all contributed to the
widespread new interest in issues such as ecology and environment, human rights and diversity,
health and well-being, and communities. All of these issues are now potential liabilities for
companies, and are very much back on the agenda for business. Once regarded as peripheral
management concerns, they are now recognized as hard to predict and hard for business to deal
with when they go wrong. This book offers an insight into how corporate social performance can be
measured and why this is an important aspect of corporate social responsibility. Using detailed case
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studies, it provides readers with the foundations for understanding and applying corporate social
performance, providing a stakeholder framework by which corporate social performance can be
measured, alongside a detailed consideration of the value of different stakeholder measures. The
book also applies this framework to new social accounting standards, enabling the reader to
consider the validity and appropriateness of these standards. The increasingly important role of the
internet for corporate social reporting is also considered.

the balanced scorecard framework draws from which of the following: Technologies &
Methodologies for Evaluating Information Technology in Business Davis, Charles K., 2003-01-31
From the macro management level to the micro business detail, information technology (IT) is
essential to modern business success and necessitates a new kind of knowledge application: IT
evaluation. This academic analysis covers IT evaluation strategies for measuring its impact on
individuals, organizations, and small, mid-size, and large businesses. Covered are the Technology
Acceptance Model (TAM), software measurement frameworks, the balanced scorecard, and project
management.

the balanced scorecard framework draws from which of the following: Open Innovation
Labs Giovanni Schiuma, Francesco Santarsiero, 2024-12-02 This book allows readers to discover the
great potential of Open Innovation Labs (OILs). The book offers a practical and in-depth exploration
of OILs, guiding readers through their establishment and management. Uniting academic research
and actionable insights, this book equips professionals and researchers with the tools to unlock their
organization's innovation potential. The book looks into the evolution of innovation spaces, from
historic inventors' workshops to modern OILs, and uncovers their impact on organizational
transformation. It explores the crucial role of OILs in fostering a culture of continuous innovation
and driving collaboration with diverse stakeholders. Readers will benefit from a roadmap to help
create, nurture, and optimize OILs to suit their unique organizational context. With its focus on
practicality and applicability, this book is a key resource for helping readers build, manage, and
succeed with OILs. From business leaders to educators and policymakers, it empowers readers to
shape a thriving ecosystem of innovation, leading organizations toward a future of sustainable
growth and positive change.

the balanced scorecard framework draws from which of the following: Coordinating
Internet Sales with Other Channels Andreas Pinterits, 2009-02-24 Andreas Pinterits develops a
performance measurement system to cope with the different requirements of offline and online sales
channels. The author discusses different methods for measuring customer channel switching
behaviour during the purchasing process and demonstrates the practical use of the model by a
showcase implementation.

the balanced scorecard framework draws from which of the following: The Routledge
Companion to Performance Management and Control Elaine Harris, 2017-08-15 Performance
management is key to the ongoing success of any organisation, allowing it to meet its strategic
objectives by designing and implementing management control systems. This book goes beyond the
usual discussion of performance management in accounting and finance, to consider strategic
management, human behaviour and performance management in different countries and contexts.
With a global mix of world-renowned researchers, this book systematically covers the what, the who,
the where and the why of performance management and control (PMC) systems. A comprehensive,
state-of-the-art collection edited by a leading expert in the field, this book is a vital resource for all
scholars, students and researchers with an interest in business, management and accounting.

the balanced scorecard framework draws from which of the following: Marketing And
Management Sciences - Proceedings Of The International Conference On Icmms 2008 Damianos P
Sakas, Nikolaos Konstantopoulos, 2010-01-20 This book is a collection of selected papers presented
at the International Conference of Marketing and Management Sciences held from 23 to 25 May
2008 in Athens, Greece. The papers focus on how globalization has had significant impact on
companies, societies and individuals alike. They discuss the need for new strategies and practices
that can help cope with changes that arise due to globalization. Written in a simple manner, this



book will be of interest to academics studying and teaching marketing and management courses and
to managers dealing with strategies to cope with changes due to globalization./a

the balanced scorecard framework draws from which of the following: Management of
Technological Innovation in Developing and Developed Countries HongYi Sun, 2012-03-21 It is
widely accepted that technology is one of the forces driving economic growth. Although more and
more new technologies have emerged, various evidence shows that their performances were not as
high as expected. In both academia and practice, there are still many questions about what
technologies to adopt and how to manage these technologies. The 15 articles in this book aim to look
into these questions. There are quite many features in this book. Firstly, the articles are from both
developed countries and developing countries in Asia, Africa and South and Middle America.
Secondly, the articles cover a wide range of industries including telecommunication, sanitation,
healthcare, entertainment, education, manufacturing, and financial. Thirdly, the analytical
approaches are multi-disciplinary, ranging from mathematical, economic, analytical, empirical and
strategic. Finally, the articles study both public and private organizations, including the service
industry, manufacturing industry, and governmental organizations. Given its wide coverage and
multi-disciplines, the book may be useful for both academic research and practical management.

the balanced scorecard framework draws from which of the following: Social
Accounting and Public Management Stephen P. Osborne, Amanda Ball, 2010-10-18 Social
accounting as a discipline has challenged the methodology and focus of the larger field of
accounting over the last 50 years. More recently it has taken on greater significance for other
subjects as well, addressing issues for public policy and management more broadly. These include
the issues of the nature of accountability in the contemporary plural state, environmental and
societal sustainability, the ethical management and governance of public services and resources,
and the creation and sustenance of social capital as an essential element of the modern plural state.
Social Accounting and Public Management brings together for the first time researchers from a
range of disciplines including accounting, political science, management, sociology and policy
studies to discuss and develop our knowledge and theory of the nature of ‘accountability’ in
contemporary global society and the challenges it may pose for public policy and management. This
book addresses this nexus of all of these issues and disciplines, and through this, makes a
contribution to the development of the disciplines of both social accounting and public policy and
management.

the balanced scorecard framework draws from which of the following: Balanced
Scorecard Success: The Kaplan-Norton Collection (4 Books) Robert S. Kaplan, David P. Norton,
2015-12-22 This collection highlights the most important ideas and concepts from Robert S. Kaplan
and David P. Norton, authors of The Balanced Scorecard, a revolutionary performance measurement
system that allows organizations to quantify intangible assets such as people, information, and
customer relationships. Also included are Strategy Maps, which enables companies to describe the
links between intangible assets and value creation with a clarity and precision never before possible;
The Execution Premium, which describes a multistage system to help companies to gain measurable
benefits from carefully formulated business strategy; and The Strategy-Focused Organization, which
introduces a new approach to make strategy a continuous process owned not just by top
management, but by everyone.

the balanced scorecard framework draws from which of the following: EBOOK:
Managing Organizational Change: A Multiple Perspectives Approach (ISE) Ian Palmer,
Richard Dunford, David Buchanan, 2016-03-16 Providing the Skills to Successfully Manage Change
Managing Organizational Change: A Multiple Perspectives Approach, 3e, by Palmer, Dunford, and
Buchanan, offers managers a multiple perspectives approach to managing change, which recognizes
the variety of ways to facilitate change and reinforces the need for a tailored and creative approach
to fit different contexts. The third edition offers timely updates to previous content, while
introducing new and emerging trends, developments, themes, debates, and practices.

the balanced scorecard framework draws from which of the following: Business




Networks and Strategic Alliances in China Stewart Clegg, Dr. Karen Wang, Mike Berrell,
2007-01-01 'Business Networks and Strategic Alliances in China' addresses how knowledge transfer
and innovation are interwoven within complex networks and how social capital contributes to the
acquisition of crucial resources and business success in multi-type enterprises in China.

the balanced scorecard framework draws from which of the following: Creativity and
Strategic Innovation Management Malcolm Goodman, 2013-05-07 Many organizations in both
the private and public sector are confronted with stiff challenges as they face rapid changes in the
business environment. Understanding the causes of these changes is essential if organizations are to
fashion suitable management responses. In a highly competitive and globalized scenario, business
creativity provides the spark that fosters the development and implementation of innovation and
organizational change. Increased understanding of the concepts of business creativity and strategic
innovation management provides valuable insights into how organizations can change to meet new
challenges. The book aims to: explain the nature of the acceleration in discontinuous change that is
affecting the Western business environment emphasise the importance of taking a strategic
approach to management responses to encourage creative and innovative skills indicate how a
detailed strategic plan can be developed to support organizations intent on profitable survival in the
twenty-first century. This textbook will be the perfect accompaniment to postgraduate courses on
innovation management and creativity management. The wide-ranging approach means that the
book will also be useful supplementary reading on a range of courses from management of
technology to strategic management.

the balanced scorecard framework draws from which of the following: Applications of
Management Science Kenneth D. Lawrence, Gary Kleinman, 2012-03-23 Applications of
Management Science presents state-of-the-art studies in the application of management science to
solve significant managerial decision-making problems. Volume 15 examines management science
application to data envelopment analysis, efficiency and supply chain, quality multi-criteria and
financial applications.

the balanced scorecard framework draws from which of the following: Risk-Based
Performance Management A. Smart, J. Creelman, 2013-10-31 Pulling together into a single
framework the two separate disciplines of strategy management and risk management, this book
provides a practical guide for organizations to shape and execute sustainable strategies with full
understanding of how much risk they are willing to accept in pursuit of strategic goals.

the balanced scorecard framework draws from which of the following: Delivering
Effective Services Through Contact Centres Great Britain: National Audit Office, 2006-03-15 This
NAO report examines the role and cost effectiveness of contact services for customers from the
Department for Work and Pensions. During the 2004-05 period the Department spent £190 million
on running contact centres. The centres themselves answered more than 33 million incoming calls,
and made 7 million outgoing calls, as well as handling 300,000 e-mails, 30,000 faxes and 4 million
incoming letters and application forms. The Department serves a wide range of customers, including
28 million pensioners and benefit recipients, paying out £112 billion a year in benefits and pensions.
This report sets out a number of recommendations: that the Department should develop its
understanding of customer demand and improve its forecasting processes; that the Department
should aim to offer a seamless service, by reducing the number of telephone contact points, as well
as sharing good practice techniques across such areas as forecasting and training; that contractual
arrangements for staff should match the demand needs of customers, and that contact centre
targets should therefore focus on customer need; that the Department should advance initiatives to
improve its information on costs.

the balanced scorecard framework draws from which of the following: Government
Performance and Results Act United States. Congress. House. Committee on Banking and Financial
Services, 1997

the balanced scorecard framework draws from which of the following: Cost &
Management Accounting: Tools for Planning and Control Prof. (Dr.) Savita Mohan, Prof. Moumita




Mishra , Prof. Saumya Srivastava, 2025-04-17

the balanced scorecard framework draws from which of the following: Global
Perspectives on Small and Medium Enterprises and Strategic Information Systems:
International Approaches Bharati, Pratyush, Lee, In, Chaudhury, Abhijit, 2010-04-30 Small and
medium-sized enterprises (SMEs) play a critical role in rejuvenating and sustaining the modern
economy, generating substantial employment and serving as important innovation engines for the
global economy. Global Perspectives on Small and Medium Enterprises and Strategic Information
Systems: International Approaches aims to spread research conducted on SMEs internationally and
place it at the disposal of academics, practitioners, consultants, the vendor community, and
policymakers. The goal of this book is to highlight the challenges faced by SMEs and how they are
coping with the adverse environment through skillful use of IT and technologies such as Web 2.0,
Enterprise Resource Planning (ERP), e-commerce, open source software, Business Process
Digitization (BPD), and other emerging technologies.

the balanced scorecard framework draws from which of the following: Sustainable
Business: Concepts, Methodologies, Tools, and Applications Management Association, Information
Resources, 2019-08-02 In the increasingly competitive corporate sector, businesses must examine
their current practices to ensure business success. By examining their social, financial, and
environmental risks, obligations, and opportunities, businesses can re-design their operations more
effectively to ensure prosperity. Sustainable Business: Concepts, Methodologies, Tools, and
Applications is a vital reference source that explores the best practices that promote business
sustainability, including examining how economic, social, and environmental aspects are related to
each other in the company’s management and performance. Highlighting a range of topics such as
lean manufacturing, sustainable business model innovation, and ethical consumerism, this
multi-volume book is ideally designed for entrepreneurs, business executives, business professionals,
managers, and academics seeking current research on sustainable business practices.
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