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The balanced scorecard has its origin in Robert Kaplan and David Norton’s 1992 Harvard Business Review paper: 
“The Balanced Scorecard – Measures that Drive Performance”. It looks at the organisation’s performance from four 
different perspectives, by asking four questions: 

• How do customers see us? (customer perspective) 
• What must we excel at? (internal perspective) 
• Can we continue to improve and create value? (innovation and learning perspective) 
• How do we look to shareholders? (financial perspective) 

One of the perspectives that has evolved since its original conceptualisation is ‘innovation and learning’. This has 
tended to focus more explicitly to staff. This becomes more of a ‘how do our staff see us?’ 

The scorecard part of the balanced scorecard approach refers to the measures that are used to monitor and 
evaluate the dimensions 

• Job satisfaction
• Employee turnover
• Specialist 
knowledge/skills

• Training Opportunities

• Unit cost
• Energy efficiency
• Time to delivery
• Schedule vs. plan
• Activites per function

• ROI
• Cash flow
• Financial results
• Market share

• Customer satisfaction
• Customer retention
• Quality performance
• New product sales
• On time delivery
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