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WELCOME BACK!



What we will cover today

1) Quick recap of BSC basics

2) BSC as a framework for strategic planning

3) Identifying measures/metrics for the BSC

4) Ongoing strategy management with the BSC

5) BSC Example from Higher Education

6) Small group work to brainstorm KPIs



BSC basics
Quick recap



A “balanced” approach to strategic planning that is 
intentional in including an inward focus



Financial Stewardship or
Stakeholder

• Financial performance
• Effective resource use

Customer
• Customer-identified value
• Satisfaction

Internal Processes
• Efficiency
• Quality 

Learning and Growth
• Staff Engagement
• Infrastructure & Technology
• Culture

What are Balanced Scorecard Perspectives (or "views")



• Communicate what they are trying to accomplish
• Align the day-to-day work that everyone is doing with strategy
• Stay focused and prioritize projects, products, and services
• Make data-informed decisions by measuring and monitoring 

progress towards strategic targets
• Provide line of sight and visible connections between projects, 

programs, strategic objectives, mission, vision, and strategy of the 
organization

Organizations use the Balanced Scorecard to:



What is one of the most 
powerful concepts of 

the Balanced Scorecard?
HINT: It makes the strategy real for every individual



Cascading: Making the Strategy Real
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Performance 
Measures (KPIs)

• For each objective on the 
strategy map, at least one 
measure or Key 
Performance Indicator (KPI) 
is identified and tracked 
over time

• KPIs ensure accountability 
by indicating progress 
toward desired outcomes

"If you cant measure it, you cant improve it"

- Peter Drucker

ObjectivesBSC Perspective



Identifying 
Measures for 
your BSC

Learning and Growth (your staff)

Internal Processes (efficiency and quality)
Customer (faculty, staff, students)



How to Use Surveys for Your Balanced Scorecard
Note: This is not a paid promotion :)



Well-designed Surveys Can Provide Key Metrics for 
Three BSC Areas



Step #1: 
Embrace the 

Survey



Look for trends 
and statistically 
significant 
changes

Descriptive statistics
Correlational 
analysis to 
identify 
drivers of 
satisfaction. 
What do we 
need to focus 
on this year?

Employee “Net Promoter Score” to 
understand your workforce profile of 
detractors and promoters

Staff@Survey -staff satisfaction and engagement LEARNING & GROWTH



Trend analysis: “When” over time

Heat maps to identify 
“Where” should we dig 
deeper

“What” are the basic descriptive statistics

Correlational analysis 
to identify drivers of satisfaction 
and start the conversation of 
“Why” the scores varying

Drill downs to know 
which departments to 
focus your outreach or 
study best practices: 
“Who” needs attention

Customer Satisfaction Survey - faculty, staff, student satisfaction CUSTOMER



What is your 
NPS score?

When given the opportunity, how will your stakeholders speak of you?

CUSTOMER



Identify your 
Strengths and 
Opportunities

LSS/Continuous Improvement Opportunities INTERNAL PROCESSES



Use the Verbatim 
Comments to 

Understand Your 
Opportunities

“Please tell us what we need 
to improve”

Verbatim Comments = “VOICE OF THE CUSTOMER"

INTERNAL PROCESSES

Number of 
Respondents

Number of 
Comments

Percentage

385 91 24%

Comment Theme
Number of 
comments 

containing theme
Percentage

Processing/turnaround time is too long 18 19.8%
Staff not responsive to phone/emails, etc. 16 17.6%
Problem Resolution (e.g., relations with vendors, managing invoices) 14 15.4%
Errors/attention to detail 12 13.2%
Other 12 13.2%
Website interface/online access to services 11 12.1%
Updates/visibility in process 10 11.0%
Communication about problems/delays 9 9.9%
Training/knowledge/consistency 9 9.9%
Streamline processes/too many steps 8 8.8%

“Other” themes include:
•More support for new users
•Expand direct deposit for vendors
•PO and invoice should not have to match exactly



Take Action!

   

Provide greater variety of healthy options (esp. vegan/vegetarian , gluten-free) 

Advertise and offer staff discounts more consistently 

Increase summer hours and locations (esp. Club Med) 

Be more available and responsive to customers by email and phone 

Reduce errors, especially when employee status changes 

Improve quality and selection of clothing, gift and stationery items 

Provide a more interesting, better curated selection of books 

Make sure all inventory is available online 

Train staff better, especially in electronics 

Staff needs more training in communication and customer relations 

Trim plants and clear plant litter and trash more often (especially large "big belly" bins) 

Find alternatives to gas-powered blowers 

Make online request process easier 

Improve accurate placement and timeliness of signage 

Improve customer service (students should not be chatting or texting too much) 

Stock and maintain fresh items more consistently (e.g., soup runs out to fast, expired items) 

Make information on website/STAR system easier to access 

Improve turnaround time 

Be more responsive to questions 

Train staff better on procedures and how to answer customer questions 

CAMS interface is difficult to use 

Improve response to email questions.   Do not just link to Blink pages. 

Train staff better on procedures and how to answer customer questions 

Improve responsiveness and turnaround time 

Staff needs better training on how to work with departments under new model 

Better communication about requests for service (timeline, follow-up, closing out tickets, etc.) 

Improve response times (minor repairs like changing lights can take months) 

Be proactive about cleaning and repair, fix things before they become a problem 

Provide more guidance and training on laboratory safety requirements and documentation 

Website should be simplified, consolidated 

More attention to traffic and bicycle safety 

More visibility of police on campus, especially at night 

Better lighting 

Better communication between PM, contractors, and clients (costs, timelines, followup, etc.) 

Improve staff accessibility 

Online registration needs to be improved (e.g., refunds, discounts, peak times, searching) 

Add classes and access times for staff (lunch, early evening, early morning) 

Improve maintenance and repair of facilities and equipment 
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Lean
Six Sigma
Hoshin Kanri
Projects
Programs

INTERNAL PROCESSES



Accountability Loop: Continuous Improvement and Annual Goals

Step I
Deploy survey and obtain 

feedback (ratings and comments)

(Sept-Oct)

Step II 
Identify themes and 

opportunities
(Dec)

Step III
Opportunities to Action: 

Develop and implement action 
plans and set goals (share with 

team and Sr. Leadership)
(Jan – Feb)

Step IV
Follow up and assess 

performance and impact of 
action plans
(Feb-May)

Step V
Did changes result in goal 

attainment?
Communicate impact and share 
results with Senior Leadership

(June)

Step VI
Realign with strategic goals 

and/or course correct
(Jul – Sept) 

IDENTIFICATION OF 
NEEDS AND PROGRAM 

PRIORITIES

RESPONSE PLANNING, 
GOAL SETTING

PROJECT AND PROGRAM 
IMPLEMENTATION

EVALUATION AND 
RECOGNITION FOR 

ACTIONS TAKEN

REDEFINE SURVEY  
QUESTIONS



Benchmark 
with Other 
Institutions

And, bonus .....



• Faculty satisfaction with dept or service

• Student satisfaction with dept or service

• Staff satisfaction with dept or service

• Reduce # of X account correction by 20%
• # of days to process PO to 3 days
• Increase usage of electronic payments by 

5% year over year
• New ServiceNow ticket turnaround time 

average of 16 hours

• Staff@Work score
• Staff@Work score on “Work-life Balance”
• Training hours per staff
• Retention
• (other survey-identified priorities)

• Program funding

• Expected savings and cost avoidance

• Revenue generated

• …..



Don’t Forget to 
Celebrate and 
Recognize Your 
Teams Whenever 
You Can



768 people mentioned in the survey for exceptional customer service

119 were mentioned three or more times 

2018 CSS SPECIAL RECOGNITION“Every individual that I named above is 
a person that makes UC San Diego 
proud. They work hard, they are good 
at their job, they encourage others, they 
make doing my job easier, and I am very 
grateful that they work at UC San 
Diego.”

“All these people are responsive, knowledgeable, effective 
and efficient in delivering stellar customer services.  They 
demonstrated cost effective and efficient methods to 
address and resolve concerns that impact many members 
of the UCSD community.  They manage and follow up 
cases in a positive, helpful and friendly manner.”

“These individuals have been a pillar 
for me to lean on whenever I need 
assistance, clarification, policy 
interpretation, procedural guidelines, 
and they provide it with great 
attitude, sincerity, and complete 
knowledge.”

“They always perform above and 
beyond our expectations. Our faculty 
recognizes their exceptional efforts as 
well.”



1442 people mentioned in the survey for having made a positive impact on work climate

33 were mentioned five or more times 

2018 S@W SPECIAL RECOGNITION“I have worked at UC San Diego 
for many years and still look 

forward to coming to work. I try 
not to take for granted all that 
UC San Diego has given me via 

my job.”

“….is a phenomenal Director and leader. She 
gives us the freedom to be innovative and 

manage our workload on an individual basis. 
[she] absolutely promotes a work-life balance 
and I feel extremely supported in that way. I 

am honored to be under her leadership.”

“She is always seeking win-win 
solutions and is willing to go a step 
beyond to accomplish things. “

“He acts with integrity, serves as a terrific 
mentor, and has done an exemplary job at 
creating an environment that values our 

most important resource, people.”

“…  is in touch with the people in his area that 
he is responsible for. This is evidenced by the 

extraordinary amount of time he devotes in an 
effort to know and understand them and the 

work they do.”



Scorecard 
Example:
CSU System



The Path from Strategic 
Planning to Strategy 
Execution
(And a note about Hoshin Kanri)



BSC and Hoshin Kanri 
commonalities in strategic planning

Start with Mission and Vision as “True North”
Includes process and outcome indicators
Objectives  Initiatives Measures 

Targets
Involves all staff or “Kaizens” where problem 

solving happens at multiple levels of the 
organization
Visual maps to monitor progress
Cascading goals to units and individuals
Annual goals
Annual review of the plan



Strategic Planning

Path from Strategic Planning to Strategy Execution
Implementation Planning Strategy Execution

▪ Action plans with owners

▪ Objectives

▪ Initiatives

▪ Annual objectives

▪ Regular progress review

▪ Annual Review of the Plan

▪ Initiative design

– Potential actions

– Key questions

▪ Initiative and owners

– Roles

– Milestones

– Metrics

▪ Culture and change 
management 
considerations

▪ Cascading goals to unit 
and individual level

▪ Operational and 
Strategic initiatives

▪ Metrics/Targets

▪ Stakeholder engagement

▪ Assessment

– Fact base

– Trends in higher 
education

▪ Vision definition

– Core Values

– Mission

– Common Goal

▪ Strategy setting

– Define Focus Areas 
(perspectives 
or "views")

– Identify Strategic 
Themes

BSC includes a 
balanced
perspective in 
developing the 
Plan

BSC (and Hoshin Kanri) methods focus on strategy management and execution



Small Group Brainstorming (15 mins)

1) Go to the Lucidspark workspace in chat and await instructions on how 
to navigate this page

2) In your breakout room, brainstorm one potential KPI for the Learning 
& Growth, Internal Processes, Customer, and/or Financial perspective

3) If you have any Ah-Ha's along the way, share those as well for the 
benefit of the whole group!





Thank you!

Questions, or if you would like to join the 
Tritonlytics Community, see below

Angela Y. Song, Ph.D.
Sr Director, Organizational Assessments and Strategy
Office of Operational Strategic Initiatives
UC San Diego
aysong@ucsd.edu | http://osi.ucsd.edu | https://tritonlytics.ucsd.edu

mailto:aysong@ucsd.edu
http://osi.ucsd.edu/
https://tritonlytics.ucsd.edu/
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