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What we will cover today

1) Quick recap of BSC basics

2) BSC as a framework for strategic planning

4) Ongoing strategy management with the BSC

5) BSC Example from Higher Education

)
)
3) Identifying measures/metrics for the BSC
)
)
)

6) Small group work to brainstorm KPls



BSC basics

Quick recap




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

...And build strong relationships both internally and
externally so that we can achieve our mission and

vision Community Impact Perspective

... We focus our efforts on the value-add activities
identified by our stakeholders, Customer Perspective
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...That enables us to operate efficiently and productively,

Internal Process Perspective

“Equitable hiring and onboarding, Building strong team skills,

Fostering a positive work climate, providing professional .
development...” mm” People and Culture Perspective

Strategic Theme
Strategic Theme
Strategic Theme

Inward Focus

Core Values




What are Balanced Scorecard Perspectives (or "views")

* Financial performance

Financial Stewardship or )
P » Effective resource use

Stakeholder
* Customer-identified value [ [
Customer * Satisfaction ()
* Efficiency
Internal Processes e Quality

e Staff Engagement
Learning and Growth * Infrastructure & Technology
e Culture




Organizations use the Balanced Scorecard to:

« 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



:'h,
} e
5 )

. 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

University Objectives

CUSTOMER FINANCIAL/STAKEHOLDER INTERNAL PROCESS INNOVATION & GROWTH
BA Customer Perspective BA Financial /Stakeholder Perspective BA Internal Perspective BA Innovation & Growth Perspective
€1 - Provide our customers with intuitive & flexible F1-Enhance UCSD's system of control so we maintain 11 - Simplify procedures & reduce workload for academic L:l—CrEatan_‘Drk Enuirnnmentfnrnurstaffthét
v the public trust of our stewardship of campus and & clinical d promotes their development, encourages their
o tools so they can be successful clinical departments tivity & sdes th ith the skills to b
N -_— donor resources 12 - Within limited resources, maintain the most critical T BRI eskillsto be
Vlce Chance”or E support services that will sustain the excellence of SUEEE_SSM X . i )
. . E UCSD's academic and clinical programs L2.— Dllssemlna.tE, prnrrfute & put into action UCSD's
Objectlves w 12 - Enhance methods of communicating with our key Principles of Community
m stakeholders
= |4- Reduce cycle time & improve the perfformance of our
" essential support services to student, faculty & staff
=2 |5 - In the area of technology, provide advanced tools &
o applications that will provide outstanding serivces for
students, faculty & staff 16 - Provide our customers with
| intuitive & flexible tools so they can be successful
)
,ED BFS Customer Perspective BFS Financial/Stakeholder Perspective BFS Internal Perspective BFS Innovation & Growth Perspective
De pa rt m e nt m L1 - Capture and share employee knowledge that
O bjectives Y C1 - Enhance the way we communicate with BFS F1-Maximize existing resources while identifying 11 - Analyze and deliver technology solutions that enhances employee growth and learning to facilitate
o w1 customers opportunities to sercure additional revenue promote efficiency and mitigate risk successtion planning
E C2 - Develop a comprehensive system that provides F2 - Safeguard business resources, data and processes 12 - Simplify processes/procedures and reduce workload L2 - Sustain and enhance employee training to
q) information and guidance to BFS customer while providing visibility and access for internal and campus departments encourage and faciliatate individual growth and
C C3 - Establish relationships and promote partnerships F3 - Reduce costs, optimize return on investment and 13 - Develop business process metrics that illustrate how benefit operational efficinecy
® — with customers report results to stakeholders we are doing and drive improvements. L3 - Raize awareness of the benefits of working at
— UCSD/BFS
Cashier Customer Perspective Cashier Financial /Stakeholder Perspective Cashier Internal Perspective Cashier Innovation & Growth Perspective
Division {C.:” Establish relationships and promote partnerships . o . o {I!l”\nalyzear!d dEIi\rErFE:hnnlnlgysolutionsthat L2) Sustain and enhance employes training to
= with customers {F2) Establish and periodically review organizational promote efficiency and improve internal controls encourage and facilitate individual gr nand benefit
O b H ectives (=] strategies/objectives to ensure deadlines and targets {12} Simplify payment processes/procedures to reduce mg R 5
J R - . . operational efficiency
-y {C3) Enhance how we communicate and reach out to are met workload as well as improve efficiency and internal
S our customers controls 13) Rai oftha benafits of Ki t
E {F2}Complete the Continuity Emergency Plan for {12} Review and evaluate current internal contrals {UC;D‘F::S“MFEHESS & benet L
(€2} Explore & collaborate on the opportunity to be Cashiers using the UC Ready tool processes/procedures to highlight opportunities for
pal.'tufthe BF5-wide CRM tool to better serve campus :treamliningwhile.ensu ri_ng :?mplianl:ewith BUS-45 and {L3) lmgwave quality of work ke
units as well as students properly safeguarding University assets
Enter CUSTOMER goal here Enter FINANCIAL/STAKEHOLDER goal here Enter INTERMAL PROCESS goal here Enter INNOVATION & GROWTH goal here
|
Individual 5
. . [=]
Objectives =
o
EnteredHere [ | Z




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

BSC Perspective

Financial Stewardship or
Stakeholder

Objectives

* Financial performance
+ Effective resource use

MEASURES/METRICS

Customer

* Customer-identified value
» Satisfaction

Internal Processes

+ Efficiency
e Quality

Learning and Growth

« Staff Engagement
¢ Infrastructure & Technology
¢ Culture

"If you cant measure i1t, you cant improve it"

- Peter Drucker




dentifying
Measures for
vour BSC

Learning and Growth (your staff)
Internal Processes (efficiency and quality)

Customer (faculty, staff, students)




UCSan Diego CAL POLy

The California UC SANTA BARBARA SACRAMENTO
State University STATE
: doing versity o SanDiego
WA ' T [ ] I [ ] UNIVERSITY OF CALIFORNIA Uc gahfcrng Irime Humane@
. . . t ™ Agriculture and Natural Resources SOCIETY
elp you. Yyour opinion counts iy, r I O Cs RIVERSIDE |Rerinsesiveseries o
. TSRS CAL POLY POMONA
. )\ | LO
Academic and Student Satisfaction C S Assess - Analyze -Act w&s San Diego
Staff Customer Survey : " Blood Bank
Satisfaction Survey Staff@Work Survey pips o CAL STATE LA
UCDAVIS

V Yade

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

MEASURES/METRICS

* Financial performance

Financial Stewardship or .
P » Effective resource use

Stakeholder
* Customer-identified value
Customer » Satisfaction
* Efficiency
Internal Processes * Quality J

* Staff Engagement
Infrastructure & Technology
* Culture

Learning and Growth

A\




Faculty and Staff
Customer Satisfaction Survey

Tell us how we’re doing.

Help us help you.

Step #1: STUDENT
Embrace the SATISFACTION

Survey SURVEY =8

£ R
staff @work

now let’s see the results!




Staff@Survey - staff satisfaction and engagement LEARNING & GROWTH

e Sl T S ———
Strengths & Opportunities Scatterplot by Question DEP 26. Better Ways Recognized 415 044 [ PO
n/N = 81/89, Correlation Coefficient Average = 0.42, Mean Average = 4.34 SUP 36. Work Assigned Equitably 421 0.50 PO
& T E— o SAT 2. Valued Member of UC San Diego 422 0.78 | PO
D ioti tatisti rengins [ S DIV 32. Feel Valued by Department 426 0.63 [ PO
escriptrive sraristics SAT 4. Staff Value Contributions 427 049 |po
. [ ] EMP 48. Good Use Of Skills 427 0.50 | PO
Corre|q1-|onq| 45 "eT 'g SUP  40. Performance Evaluation 429 057 [P0
e 2015 - Resource Mgmt. & Planning Staff At Work Survey 2 DEP 23. Participate In Decisions 430 062 [ PO
ENVIRONMENT, HEALTH & SAFETY - 813 qnqusis to MIS 13. Measures Customer Satisfaction 430 044 [PO
EMP 51. Valuable Training 433 0.46 | PO
16 19
81 respondents 4.34 average Overall, | am a satisfied UC San Diego employee. identif EMP 46. Salary & Benefits 3.19 0.24 o)
91% of 89 invited 52 questions (Scale 1-5) % Y c 4.0 DEP 15. Adequate Staffing 3.74 0.16 | SO
Strongly Agree _ 38 < SAT 3. Faculty Value Contributions 3.96 0.14 | SO
. . « . s 3 . Y . -
Of 52 questions, 35 are in the excellent range (4.3 or greater) Agree_:‘?% d rlve rs of EMP 45. Appropriate Stress 3.99 0.36 50
Influential Strengths Primary Opportunities 4 N 15 DEP 25. Resolves Staff Issues 4.08 0.38 | SO
53 Recommend UC San Diego 2 Valued Member of UC San Diego Neutral 5 SaﬁSfGCfion DEP 16. Have Tools 4.25 0.17 SO
31 Practices Principles Of Community 32 Feel Valued by Department . 1% ° 35 DEP 19. Spirit of Cooperation 4.25 0.24 50
43 Treats With Respect 23 Participate In Decisions Disagree | | .
30 Supports Diverse Emvironment 8 Carcer Atvancement 1% :";as:ﬂé; th.'. do we SUP 41. Advancement Opportunities 429 0.38 | SO
39 Evaluated Fairly 40 Performance Evalustion Strongly Disagree IL N=81 DEP 22. Most Perform Responsibilities 431 0.36 | SO
d 1_ f EMP 47. Get Information 433 036 | SO
46
ST
Dimension Mean Scores and Frequency Breakdown Below 3.0- Low | | | 4.3 & above - Excellent nee o OCUS EMP_50. Manage \_Norkload - 4.35 0.37
Department - Mission  Department Effectiveness Department - Diversity & Supervisor Effectiveness | Employee Effectiveness | Satisfaction with UC San . 0.00  0.10 0.20 0.30 0.40 0.50 0.60 0.70 0.80  SUP 35. Communicates Essential Info 436 042 [ST
G Chmate ego on this yed re S TS Correlation Primary Opportunities | DEP 17. Physical Work Environment 443 036 st
427 421 4.19
58% 57% 57%
6% 44% 44% 46%
38% 35% 5%, 335, =
2% 7% 7% 7% 7% 55, 7%
1 2% 0% 1 3% o 1 o 2% o 2015 - Resource Mgmt. & Planning Staff At Work Survey
[ swongty Disagree Disagree Neutral Wl peree Il strongiy Agree ENVIRONMENT, HEALTH & SAFETY - 813
Below 3.0 - Low * Change from 2014 to 2015 is statistically  eyyiRONMENT, HEALTH & SAFETY - 813 ACADEMIC AFFAIRS
significant 89Invited (N) 2,083 Invited (N)
Mean score greater than that of ACADEMIC 81 Responded (n) .
Employee Net Promoter Score (eNPS) 4.3 & above - Excellent AFFAIRS 91%Response Rate gfjﬁRE "°”"§§t[”]
"Overall, | am a satisfied employee...." by "How likely is it that you would recommend..." feResponse Rate
e r— Dimension # Question 2013 2014 2015 Chg from 2014 to 2015 2015 LOO k fO r fre 1] d S
1 Satisfied Employes 392 412 433 388
51 NPS* ° k 2 3 4 s i 2 Valued Member of UC San Diego 398 404 422 369 Clnd stqﬁsﬁca”
e i | . X
: ! 3 Faculty Value Contributions 398 392 3.96 3s7 y
58.0%- 7.4% 4 1 1 5 6 N . . —
Satishied Satisfaction with UC 4 Staff Value Contributions 425 4.24 427 3.96 . .f.
e |3 3 3 San Diego S Understand UCSD's Mission 452 418 signirica nt
Below 40 - Low 2 1 4 6 Contribution to UCSD's Mission 454 423
4010 59 - Marginal 7 Have Voice on Campus 395 3.40
£0to 79 - Good L ’ 8 Career Advancement 334 347 385 314 Changes
80 & above - Excellent Total 3 2 8 10 10 20 7 16 81 £ £ 2
9 Understand Dept's Mission as5 | 453 | 467 428
satisfied Promoters score 4-5 on the “Satisfied” item and 7-10 on the “R d” item. Di ied N = score 1-2 on the “Satisfied” item 10 Contribution to Dept's Mission 458 I 454 I 462 435
*How eNPS Works »  and Q—a on the Rscomr:\enfi lnts:nl. Subtract the perce‘r:tage of Dlssaﬂsﬁed Non-Promoters from the percentage of Satisfied Promoters to calculate eNPS. Department - Mission 11 Annual Dept Goals 432 I 450 I 456 373
Passives score 3 on the "Satisfied" item and 5-6 on the "Recommend” item.
and Goals 12 Measures Dept Goals 412 432 I 447 3.57
13 Measures Customer Satisfaction 4.06 421 430 3.56
Em Io ee “Net P romote r Sco re" TO 14 Improves Services/Products 411 424 443 3.72
p y 15 Adeguate Staffing 285 I 334 374 294
o 16 Have Tools 402 382 425 % 391
understand your workforce profile of 17 _Physial Work Environment a2z as | s ac3
18 Physically Safe Environment 432 I 4.37 I 453 4327
detrdcfors qnd promoi‘ers 19 Spirit Of Cooperation 3.80 402 435 3.86




CUSTOMER

Customer Satisfaction Survey - faculty, staff, student satisfaction

Overall Satisfaction
Thinking of your OVERALL experience with this

Overall Satisfaction
Understands My Needs
and Requirements
Accessible to Customers
Respands to Requests
Within an Acceptable
Time
Provides Effective
Advice, Guidance
Resolves Problems
Effectively
Knowledgeable Staff
Helpful Staff
Moving in a Positive
Direction

department, how would you rate your satisfaction with
B ; . : ALUMNI & COMM ENG CSC Staff 3.00
it during the past 12 months in meeting your or your
. ?
department’s needs? ALUMNI & COMMUNITY ENGAGEMENT | Staff 3.00
4 3 0 Std Dev=0.71 ANTHROPOLOGY Staff
. mean N =167
AQUARIUM-MUSEUM Staff
Stron ree
gly Ag BIOCIRCUITS INSTITUTE Staff
Neutral - BUSINESS AND FINANCIAL SERV. Staff
- 2%
Disagree I : CA INSTIT TELECOM/INFO TECH Staff
~ CACSE Staff
Strongly Disagree
CAMPUS PLANNING Staff
CANCER CENTER Staff
Mean Scores Below 3.00 - Low | 3.00 to 3.59 - Marginal | 3.60 to 4.29 - Good | 4.30 & above - Excellent Mean Score Chg frgagoﬁw Strengths & Opportunities Scatterplat by Question
# Question

B PR

Thinking of your OVERALL experience with Commute Solutions, how would you rate your satisfaction
with it during the past 12 months in meeting your needs?

* . 3.8 ®

* ' Knowledgeable
—f Hesful

' 37 Ame:ihle

* _'

* —'
—' 3.6

* _f Understands

2 my needs and req

3 Accessible to customers (via phone, voicemail, email, office, etc.)

4 Vanpool program

5 Pedal Club

Mean

6  Carpool program

Facilitates
7 MTS pass sales

8  Responsive to requests or problems within an acceptable time (Goal - 2 business days)

9 Knowledgeable staff

35

* — ' @ resporshe
S m— 0.84 0.86 0.88 0.90 0.92

Secondary Opportunities Correlation

10 Helpful staff

11 Effectively uses the Commute Solutions website to communicate information and service

12 Moving in a positive direction to better meet my needs




CUSTOMER

50.8%-10.3% =41

2018 Breakdown:

Promoter

‘ 21% ‘ 30% ‘

Detractor Passive

What is your O 0 0 06 0 0 O

NPS score?

1 8 10 21 55 41 58

1%‘1%‘ ‘ ‘ ‘4%‘5%‘11%‘28%
1

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

| [
By !

::\3]' ' }i“[\\ki [ \{’\
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| SS/Continuous Improvement Opportunities INTERNAL PROCESSES

Strengths & Opportunities Scatterplot by Question

Strengths Influential Strengths
4.1
®

Courteous

4.0
o

Knowledgeable

ldentity your
Strengths and B

. . 29 ProposalTimeliness @ AwardNeg
Opportunities

Mean

Understands

Accessible Moving

3.8

Responsive

0.70 0.72 0.74 0.76 0.78 0.80 0.82 0.84 0.86
Secondary Opportunities Correlation Primary Opportunities



INTERNAL PROCESSES

“Please tell us what we need

Numberof | Number of

. IT) Percentage
to Improve Respondents | Comments
385 91 24%
Number of
Comment Theme comments Percentage

containing theme

U Se th e Ve rbatl I I I 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%

CO m m e ntS tO Errors/attention to detail 12 13.2%
Other 12 13.2%

U n d e rsta n d YO u r Website interface/online access to services 11 12.1%
Updates/visibility in process 10 11.0%

Communication about problems/delays 9 9.9%

O r-t 't. Training/k ledge/ ist 9 9.9%
ppo u nl Ies raining/knowledge/consistency : 2%

Streamline processes/too many steps

“Other” themes include:

eMore support for new users

eExpand direct deposit for vendors

*PO and invoice should not have to match exactly

Verbatim Comments = “VOICE OF THE CUSTOMER"



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 howto 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

INTERNAL PROCESSES

55

Lean

SIX Sigma
Hoshin Kanri
rojects
Programs




Accountability Loop: Continuous Improvement and Annual Goals

Step |
REDEFINE SURVEY P . IDENTIFICATION OF
QUESTIONS Deploy survey and obtain NEEDS AND PROGRAM
feedback (ratings and comments) PRIORITIES
(Sept-Oct)
)\
Step VI Step Il
Realign with strategic goals Identify the“j"?s and
and/or course correct opportunities
EVALUATION AND (Jul — Sept) (Dec)
RECOGNITION FOR
ACTIONS TAKEN
Step 1l
/ s \ Opportunities to Action:
tep V Develop and implement action
Did changes result in goal plans and set goals (share with
attainment? team and Sr. Leadership)
Communicate impact and share (Jan — Feb)
results with Senior Leadership /

\ (June)
Step IV
Follow up and assess
PROJECT AND PROGRAM performance and impact of RESPONSE PLANNING,
IMPLEMENTATION action plans GOAL SETTING
(Feb-May)




And, bonus .....

Benchmark
with Other
Institutions

Service Area
Admissions

Advisory
Services

Service Category
Financial Aid

Registrar
Relations
Community Center

Activities

Architecture & Design & Construction
Engineering

Auxiliary Catering

Services

Childcare

Facilities Management

Parking & Transportation

Prints

Tritonlytics

Assess - Analyze - Act

Customer Satisfaction Mean Score Benchmarking - Academic/Faculty, Staff, and Students

Survey Area
Financial Aid Office

Registrar's Office
Admissions & Relations with Schools
Black Resource Center

Cross Cultural Center 418
Lesbian Gay Bisexual Transgender Resource..
Raza Resource Centro 4.40

Women's Center
Student Veteran's Resource Center 4.16
Undocumented Student Services
Architects & Engineers
Architecture & Engineering

I
I 21
Conference, Events & Catering R

UC San Diego Catering 3.74

Early Childhood Education Center 3.96
Early Childhood Services ]
Building Maintenance & Repair Services

Chancellor's Office (CO) Facilities Operations ||| NG
Construction Management (CM) N /19

Custodial Services
. 348

Fleet Services
Landscaping Services

Physical Plant I 2 51
Project Management, FM 3.50
Commute Solutions 3.28
Parking 2.35

Shuttle Services 3.77

Special Events Parking

TAPS I 2.6

Imprints
Imprints - Campus Copier Services

Means
Cohort:




MEASURES/METRICS

Financial Stewardship or

Financial performance
Effective resource use

* Program funding

* Expected savings and cost avoidance

Stakeholder * Revenue generated
o o * Faculty satisfaction with dept or service
* Customer-identified value SRR B
customer o SatiSfaCtiO n * Student satisfaction with dept or service

» Staff satisfaction with dept or service

Internal Processes

Efficiency
Quality

* 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

Learning and Growth

Staff Engagement
Infrastructure & Technology
Culture

e Staff@Work score

* Staff@Work score on “Work-life Balance”
* Training hours per staff

* Retention

¢ (other survey-identified priorities)




Don’t Forget to
Celebrate and
Recognize Your
Teams Whenever

You Can




CSS SPECIAL RECOGNITION

“Every individual that | 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 | am very
grateful that they work at UC San
Diego.”

“They always perform above and
beyond our expectations. Our faculty

recognizes their exceptional efforts as
well.”

768 people mentioned in the survey for exceptional customer service

119 were mentioned three or more times

“These individuals have been a pillar
for me to lean on whenever | need
assistance, clarification, policy
interpretation, procedural guidelines,

“All these people are responsive, knowledgeable, effective
and efficient in delivering stellar customer services. They
demonstrated cost effective and efficient methods to

and they provide it with great
attitude, sincerity, and complete
knowledge.”

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.”
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S@W SPECIAL RECOGNITION

“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.”

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

33 were mentioned five or more times

“....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 | feel extremely supported in that way. |
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. “

14

. 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

CPDC Balanced Scorecard 2020-21

ission

M

Goals

Key Objectives

To provide stewardship and carry out the authority of the Board of Trustees in the physical development, sustainable construction, and
operation of CSU campuses and any buildings, facilities, and improvements connected with the CSU.

CPDC provides campuses the tools, programs and platforms that enable them to achieve continuous improvement in campus development.

E

Staff
eeee

spousing values of fairness,

cooperation, professionalism

L L]
Being recognized across

systemwide PDC & O for

development of people
L1

Empowering and recognizing
employees for implementing
continuous improvement

- —— =

3 E's — Education, Exposure,
Experience in career
development and succession
planning

Staff empowerment,
recognition, and engagement in
process improvement
Leadership development
Chancellors Office rejuvenation

Customer

"

Being trusted strategic
partners to campuses
L X ]

Expertly navigating financial
and legislative challenges on
behalf of campuses
L 1 ]

Making campuses’
jobs easier

-

* Capital planning database (PM
Web)

* CPDC web site

* Energy Information System

* High touch communication
(huddles, affinity group
meetings, conference)

*  Key frameworks

Proiss
Championing process

improvement and
facilitating implementation

Maintaining process
integrity and adherence

* Fire Safety program
implementation

*  Simplify project review
process

*  Community Choice Energy

*  Simplify permitting process

* Contract management &
procurement simplification
(MEA’s, 10C's)

Financial
&
Effectively obtaining
capital funding to support

campuses
L L

Being transparent and
trusted financial stewards

- -

* Advocate for budget and
legislation

* Support Public Private
Partnerships

* Energy & utility cost stewardship

* Insurance program (OCIP, BRIP)
refinement

* Tracking completed project cost

Staff at Work Mean Score

Customar Service Survey

Capital Program Funding

a {52 questions) Average of all CPDE Units 1 $2 000 [millians)

= :

= |4z T 405 i 432 . 51.000

s 4 42 406 4.07 I g
R = NI R N SE " e ;
L 38 b0 . 3 B O D
¥ |38 : ; o '\‘?_P @w P &

A - - e .
2017 2018 2019 2017 2018 2013 W Academic Project ® Self-Support




OO
The Path from Strategic

Planning to Strategy
Execution

(And a note about Hoshin Kanri)



BSC and Hoshin Kanri
commonalities in strategic planning

v'Start with Mission and Vision as “True North”
v'Includes process and outcome indicators

v'Objectives = Initiatives 2> Measures 2>
Targets

v'Involves all staff or “Kaizens” where problem
solving happens at multiple levels of the
organization

v'Visual maps to monitor progress
v'Cascading goals to units and individuals

v'Annual goals

v Annual review of the plan



Path from Strategic Planning to Strategy Execution

BSC includes a
balanced
perspective in
developing the
Plan

Strategic Planning

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

Implementation Planning

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

Strategy Execution

* Action plans with owners
* Objectives

* [nitiatives

* Annual objectives

* Regular progress review

= Annual Review of the Plan




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!




MISSION:
Creating an agile, sustainable, and supportive infrastructure by ensuring
a dedication to service; people; and financial stewardship

Financial
What are the most important metrics you need

) Budget to
e Liquidity B Actual &
iz Cash flow
Balance
Useage of - : i
Services = of customer
Provided
Payment
(collections)
of

Customer (Students, Faculty, Staff)
What metrics would let you know you are meeting your customers' needs?

Any AH-HAs? "

Exami k
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Internal process : - _ : Learning and growth
What are the most important activities you should be working on and monitoring to know you How will you support your staff to bring their best, and know you are meeting their needs to
are operating effectively? thrive?
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Trltonlyticsm

ssess- Analyze - Act

Thank youl!

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
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