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Seminar Outline
• Introduction to Balanced 

Scorecard
• Unique to IT Scorecards
• IT Scorecard Drivers 
• Benefits
• IT Scorecard Challenges
• Successful IT Scorecards
• High level Roadmap & 

Timeline
• Metrics Example
• Next Steps
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Speaker Introduction

• Managing Partner, Lewis & 
Fowler

• 20 Years IT leadership and 
consulting experience

• IT Scorecard & Metrics 
implementation consultant

• Performancesoft Solutions 
Partner

• B.S Computer Science Illinois 
State University
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Business and IT Challenges
Top Challenges of Today’s Organizations

1. Improving operating efficiency 
2. Reducing costs
3. Improving customer service and 

relationships 
4. Creating competitive advantage with 

technology
5. Applying technology to increase 

productivity
6. Driving accountability 
7. Aligning information technology (IT) with 

the business strategies
8. Gain visibility into current IT 

performance
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Learning and Growth

To achieve our
vision, how
will we
sustain our
ability to
change and
improve?
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Client

To achieve our
vision, how
should we
appear to 
our clients?
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Financial

To succeed
financially,
how should
we appear
to our
shareholders?
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Internal Business Process

To satisfy our
stakeholders,
what business
processes must
we excel at?
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tSuccess is 
Measured from 

Four 
Perspectives

“Classic” Balanced Scorecard
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What’s Unique About an IT Scorecard?

� Balances corporate and 
IT strategies

� Demonstrates enabling 
value

� Cuts across the entire 
business

� Different types of data
� Has unique business 

issues to solve
� Captive customers
� More technology lever 

than business process
� Very capital intensive
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Aligns Visible Targets to
IT Strategy

Answer Business Unit
Questions about IT

� Create tangible achievable goals
� Closes the gap between vision and execution
� Drives actionable outcomes

� “What are we getting for our money?”
� “What is IT working on? What are the priorities and 
where do I fit in?”

� “Help me understand what all your resources are 
doing.”

� “How do IT projects help my bottom line?”

Why IT Scorecard?

IT Executive Leadership 
Tool to Drive:

� Accountability
� Collaboration
� Communication
� Exposure of Competencies and Areas for 
Improvement

� Discipline
� Expectation Setting
� Raising the Bar for Performance 
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Strategic

•Translates strategy into 
manageable set of measures 
and metrics
•Ties CEO/Business view of IT 
message
•Provides Senior Leaders with 
the instrumentation they need 
to navigate to future success
•Drives organizational change 
and high performance 
•Increases the perception of IT 
value – Marketing of IT

•Ability to make trade offs
•Consistent visibility across 
organization on important 
measurements 
•Gives visibility to cross 
section of audiences - the 
“cover  page” of what IT is 
focused on improving
•Provides a framework for 
developing scorecards for 
individual work groups
•Highlights areas for 
improvement

Tactical

Benefits Of An IT Scorecard

Note:  Need both tactical & strategic to be success ful!
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Inertia

Compelling 
Case for Action

Powerful
Future Vision

Typical Forces 
Resisting
Change

• Risk aversion
• Organizational culture
• Vested interests
• Operational habit force

Current
State

Why Don’t More Companies Have 
IT Scorecards?
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IT Scorecard Implementation 
Challenges – need content changes

• Undersell value of PfM to the organization
• Analysis paralysis
• Start out too complex
• Underestimate the cultural change in 

governance side of portfolio management
• Create performance metrics to be achieved by 

implementation of Portfolio Management
• Expect quick, short-term gains; unwilling to 

mature over 2-3 years

• Spend time up front defining goals, measures, 
and metrics that bring value to your 
organization

• Be willing to start with what may not be the 
perfect end solution to get running 

• Chunk up your implementation into  three-
month bites

• Have a comprehensive communication plan 
and the highest executive sponsorship

• Create a three-year plan
• Show small and incremental successes along 

the way

ChallengesChallenges SolutionsSolutions
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Process

Filter
Value
Filter

• Visibility into 
organizational 
challenges

• Ability to 
influence IT 
asset ROI

• Creating metric-
impacting 
programs

• Viewing scorecard 
as a change agent

• S.M.A.R.T. Goals

• Understanding of 
Scorecard target 
audience

Successful IT Scorecards

• Constant feedback 
loop mechanisms

• Long-term 
commitment
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IT Scorecard Roadmap

Topical 
Implementation

Identifying
Tactical 

Implementation
Monitoring

Confirm  Alignment 
with business 

strategy

Survey the 
business 

Survey IT 
ownership  

IT value profile

Apply industry best 
practices

Define top level 
measures

Connect to bigger 
corporate 

performance 
measurement 

strategy

Business 
goals/metrics  

Identified

Data Sources 
identified

Delivery Tool 
mechanism 

identified and 
implemented

Define Intangible 
Measurements

Major 
Communication 

Begins

Individual 
performance 

metrics tied to 
overall IT 

measurements

Behavior of IT 
SLT supports 

goals

Process Program 
Changes

Begin

Intangible 
Measurement 
Observations 

Analysis of 
results vs. 

targets 

Apply experience

Adjust according 
to changes in 

business

Compare 
performance 

measures 
against goals

Analyze metric 
trends and ID 
root causes of 
performance

Evaluating/

Modifying

Fine tune targets

Apply experience

Benchmarking 
with Industry

Adjust according 
to changes in 

business

Compare 
performance 

measures 
against goals

Connect to 
Annual Strategy 
Planning Efforts
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Sample High Level Implementation

Q1 Q2 Q6+

Identifying 

Scorecard Roll Out

Monitoring 

• Confirm alignment with business strategy
• Survey the business
• Survey IT
• IT value profile
• Apply Industry best practices
• Define goals, measures, metrics

Phases

• Analysis of results vs. targets
• Adjust accordingly to changes in 

business
• Compare performance against goals
• Analyze metric trends and ID root 

cause of directionally poor 
performance

• Sources for metrics identified
• Intranet Site Implemented
• Process changes begin
• Communication

Identifying

Monitoring

Evaluating/Modifying

Q3

Evaluating/Modifying
• Continuous Improvement
• Calibration of Subject Areas
• Identification  of new 

goal/measure/metrics

Q4 Q5

Scorecard Roll Out
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Learning Growth

Percentage of high level skill 
categories such as mainframe, .net, 
project management, oracle resources 
have vs. targets and industry 
expectations

Measure Skill 
Mix in 
relationship with 
Architecture 
Strategy

Percentage of development capacity 
engaged in strategic projects
Relationship between new 
development, infrastructure 
development, and maintenance and 
operations

Financial evaluation 
Business evaluation based on 
information economics

Percent compliance with budget
Percent allocation of budget
IT expenses per staff 

Measures

Internal Business Process

Client

Financial

Classic Scorecard 
Category Alignment

Goals

Measurable 
value of IT 
functions

Measurable 
business value 
of projects

Control IT 
expenses

IT Metrics Example
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Performancesoft Tool Example
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What is the 
outcome of 
whatever dial I 
do change?

Costs
Operating Efficiency
Visibility of performance

Measures
Classic Scorecard 
Category Alignment

Goals

Which changes 
are more difficult 
to make and 
measure? 

What kinds of 
changes can be 
measured 
immediately?

What are “dials” I 
can actually 
change?

Summary – need to finalize
Answers 6,7,8 by having IT 
scorecard, metrics defined 
within support/answer 1-5
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Next Steps

� Assessment of the need for IT 
Scorecard

� Self

� Engage Partner

� Assess endorsement and support

� Self assess implementation 
capability

� Do Gap Analysis and Next Steps 
Recommendation

� Begin IT Scorecard Program
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Questions and Answers

• Submit text questions using the 
“Ask” button. 

• Don’t forget to fill out the survey.
• For upcoming and previously live 

webcasts: 
www.performancesoft.com
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For More Information

• IT Scorecard 
– Contact Lewis & Fowler

• Call Kendra Anderson at 720.849.3458
• Visit www.lewisandfowler.com

– Contact Performancesoft
• Call performance soft ??
• Visit www.performancesoft.com

• Lewis & Fowler Solutions:
– Contact Kendra Anderson at 720.849.3458 
– Visit www.lewisandfowler.com
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Lewis & Fowler


