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The scorecard typically covers several categories, for example: Delivery Create Ratings

customer, financial, productivity, and competitive metrics. By Lesding Adtion Plans Lagging

linking these categories in a single view, managers may see

linkages between these areas and make more holistic, better informed decisions. Of course, the selection of
these metrics is quite important, to ensure a truly holistic view with meaningful linkages and subsequent high-
quality decision-making.
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Since all of these metrics are measurable only at the end of

the work process, and are already visible at that point to
stakeholders, we define these metrics as lagging indicators. Lagging indicators are extremely important as big-
picture views. But because of the timing of their visibility to managers, they are not actionable metrics.

Leading indicators are lower-level metrics that are actionable by work teams. They include process inputs and in-

process control points that provide early warning signals of potential waste, re-work, inefficiency, and
ineffectiveness.
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Inputs: The old adage ‘garbage-in, garbage-out’ describes why it’s essential to monitor process inputs. These are
the materials, information, and other items that go into a process.

In-Process: Process control points refer to the most critical steps and decision points within the process; these
points determine whether the output will be acceptable, and whether the process will have re-work, scrap,
delays, and associated wasted time and costs.
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process inputs and process control points.
® Resources include budget, materials, information, space and tools.
e  Skills include education, expertise and experience.
e Stakeholders include anyone affected by the process: workers, management, other functional areas,
suppliers, customers, investors, regulators, lawmakers, community, media and so on.
e Culture represents attitudes, values, politics, habits and ways of thinking and doing things.

Self-reporting team recognition and balanced bonus components are also instrumental in catalyzing employee
engagement in initiatives. Managers should also place great emphasis on the power of intrinsic motivation
factors and building a customer-centric culture in the quest for maximum employee contribution to the
organization’s goals.

Note: this article contains excerpts from the ehandbooks Metrics You Can Manage For Success and Customer Experience
Improvement Momentum.

Note: ClearAction has proven templates and business process procedures to help you launch or upgrade your balanced
scorecard, employee engagement, and customer experience management.

Find out how to customize these tips to your situation; contact the author lynn.hunsaker@clearaction.biz.
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