
Balanced Scorecard
What’s it all about?



The name …
• Balance

• Scorecard



I’m an employee; tell me 
more ...

• Do the right work at the right time
• Keep our eyes on the dashboard
• Watch out for trouble on the road
• Keep on learning



I’m an employee; tell me 
more ...

• We’ll be doing the right thing
• We’ll understand how our work is 

making a difference
• We’ll see the results in the satisfied 

faces of our customers



The strategy map



Manage our Assets and 
Natural Resources

Enhance Trust through 
Openness & Accountability

Control Costs

Manage Financial Risks

Maintain Adequate 
Revenue

Protect Resources with 
Stakeholders

Deliver Quality Services

Listen and Respond to 
Customers

To be a premier Public Utility

V3

Make this a 
Great Place to 

Work

Ensure  
Knowledge 

Transfer

Leverage Best 
Practices & 
Innovation

Encourage 
Community 

Involvement
Put Safety First



Control Costs Maintain Adequate 
Revenue

8 4

Manage Financial Risks

8

Deliver Quality Services

Protect Resources with 
Stakeholders

Listen and Respond to 
Customers

To be a premier Public Utility

7

8 10

V3

Enhance Trust through 
Openness & Accountability

Manage our Assets and 
Natural Resources

10 10

Make this a 
Great Place to 

Work

Ensure  
Knowledge 

Transfer

Leverage Best 
Practices & 
Innovation

Encourage 
Community 

Involvement
10 5 5

Put Safety First

10 5



Departments will have 
their own maps



I’m a customer; tell me 
more ...

• You see where we put our focus
• You can watch for regular reports 

on our progress
• You can have a say in setting new 

priorities



Once again, what is it?

• Not for showing how good we are
• Not for punishment or blame
• For LEARNING to prompt ACTION



Next steps
• Customer feedback
• Employee feedback
• Continue to develop indicators
• Share, listen and learn

– Quarterly results to board



Questions?
Comments?



Deliver Quality Services

Stakeholder
7

• What is the Strategic Objective?
– Quality Services means: safe, reliable utility services at the best price
– Balancing competing demands for our resources among Stakeholders & 

Customers (not necessarily at lowest cost)
• Stakeholders means: Public; Employees; Suppliers; Bond Holders; Regulatory 

Agencies; Elected Officials; Resource Agencies; Power Purchasers
• Customers means: Ratepayers of Chelan County: Service Providers

• Why is it important?
– Stakeholders needs should be served 
– Keep the customer satisfied!

• Indicator:
– # Customer Complaints

• Drill-Down:
– Complaint detail (by service)
– Positive customer feedback



Cascading the Strategy Map
Business Units and Shared 

Services Scorecards

Fiber Shared 
Services

Electric 
Distribution

Water 
ResourcesGeneration
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T a s k  ID B u s in e s s  A re a D e p t B u d g eP ro je c t  T it le
1 2 3 4 1 A p p l D e v e lo p  H yd ro  D a ta  P h a s e  I 3 2 5 0 .4 0 .3 0 .1 0 .2
2 2 3 5 1 A p p l D e v e lo p  H yd ro  D a ta  P h a s e  2 3 1 4 0 .4 0 .4 0 .2
3 2 3 2 1 A p p l D e v e lo p  C a b le  B r id g e  S o f tw a re  fo r  N e tw o rk s 3 2 5 0 .4 0 .4 0 .1 0 .1
4 1 0 3 1 A p p l D e v e lo p  D ig  /  L o c a te  S o lu t io n 2 2 4 0 .2 0 .2 0 .2 0 .2 0 .2
5 9 5 1 A p p l D e v e lo p  W e b  C o n te n t S o lu t io n 3 1 4 0 .2 0 .2 0 .2 0 .2 0 .2
6 2 3 8 1 A p p l D e v e lo p  P o w e r  M a rk e tin g  D a ta  E x c h a n g e 3 2 5 0 .4 0 .3 0 .3
7 1 3 1 1 O p e ra tio n s  / S ys te m s  Im p re v a d a  S in g le  S ig n  O n 3 3 6 0 .4 0 .2 0 .4
8 1 0 6 1 O p e ra tio n s  / S ys te m s  T e le p h o n e  V o ic e  M a il S e rv e rs 2 2 4 0 .2 0 .2 0 .2 0 .4
9 1 0 5 1 O p e ra tio n s  / S ys te m s  H P  T a p e  L ib ra ry  &  S A N  D ire c t B a c k u 2 2 4 0 .1 0 .2 0 .4 0 .3

1 0 8 4 1 O p e ra tio n s  / S ys te m s N e tw o rk  P ro to c o l &  W ire le s s  P ro to typ 1 2 3 0 .3 0 .3 0 .4
1 1 1 0 4 1 O p e ra tio n s  / S ys te m s  P e r im ite r  S e c u r ity  H a rd w a re 2 3 5 0 .2 0 .3 0 .5
1 2 7 2 1 O p e ra tio n s  / S ys te m s  D is a s te r  R e c o v e ry 3 1 4 0 .2 0 .2 0 .2 0 .2 0 .2
1 3 2 3 9 1 O p e ra tio n s  / S ys te m s  A s s e t M a n a g e m e n t T o ta l C o s t  o f  O w n 2 1 3 0 .5 0 .5
1 4 5 9 1 O p e ra tio n s  / S ys te m s  C R M  C o m p le tio n 2 2 4 0 .3 0 .2 0 .5
1 5 2 2 2 1 A s s e t M a n a g e m e n t  M a x im o  5 .x  U p g ra d e 2 1 3 0 .1 0 .1 0 .4 0 .1 0 .3
1 6 2 2 1 1 A s s e t M a n a g e m e n t  S u p p ly  C h a in  S u p p o r t 3 2 5 0 .4 0 .2 0 .1 0 .3
1 7 1 1 9 1 A s s e t M a n a g e m e n t  F le e t S e rv ic e  to  M a x im o 3 3 6 0 .3 0 .4 0 .3
1 8 8 0 1 A s s e t M a n a g e m e n t  C A D  M a n a g e m e n t S o f tw a re  R e p la c e 2 2 4 0 .4 0 .2 0 .2 0 .2
1 9 2 2 0 1 A s s e t M a n a g e m e n t  S yc lo  M o b ile  M a x im o  E x p a n s io n 1 3 4 0 .4 0 .1 0 .1 0 .4
2 0 2 3 7 1 P e o p le S o f t S u p p o r t  H R M S  S u p p o r t 3 2 5 0 .1 0 .3 0 .2 0 .1 0 .3
2 1 2 2 3 1 P e o p le S o f t S u p p o r t  M a x im o  / T im e  &  L a b o r  In te g ra t io n  (T 2 2 4 0 .4 0 .2 0 .2 0 .2
2 2 2 7 1 P e o p le S o f t S u p p o r t  H R M S  C o re  F u n c tio n a lity  /  e  A p p lic a t 2 2 4 0 .2 0 .3 0 .4 0 .1
2 3 5 2 1 P e o p le S o f t S u p p o r t  T im e  E n try  /  A p p ro v a l E n h a n c e m e n ts 2 2 4 0 .4 0 .4 0 .2
2 4 1 9 6 1 P e o p le S o f t S u p p o r t  A p p lic a t io n  U p g ra d e  S tu d y 2 3 5 0 .3 0 .3 0 .4
2 5 2 0 1 P e o p le S o f t S u p p o r t  C a s h  M a n a g e m e n t 2 2 4 0 .1 0 .2 0 .2 0 .2 0 .3
2 6 2 3 1 P e o p le S o f t S u p p o r t  A s s e t  M a n a g e m e n t 2 2 4 0 .2 0 .2 0 .6
2 7 1 5 4 1 P e o p le S o f t S u p p o r t  R e p o r t in g  (P ro je c t) 3 2 5 0 .1 0 .1 0 .2 0 .3 0 .1 0 .2
2 8 1 5 9 1 P e o p le S o f t S u p p o r t P o r ta l 2 2 4 0 .2 0 .4 0 .4
2 9 9 9 1 P e o p le S o f t S u p p o r t E P M  E n te rp r is e  W a re h o u s e 2 2 4 0 .1 0 .1 0 .2 0 .3 0 .1 0 .2
3 0 2 3 6 1 P e o p le S o f t S u p p o r t F in a n c e  S u p p o r t 3 2 5 0 .3 0 .3 0 .1 0 .3
3 1 1 9 1 P e o p le S o f t S u p p o r t G o v e rn a n c e  / P o lic ie s  &  P ro c e e d u re s 2 2 4 0 .2 0 .2 0 .2 0 .4
3 2 6 4 1 P e o p le S o f t S u p p o r t C IS  S u p p o r t 3 2 5 0 .1 0 .3 0 .2 0 .1 0 .3
3 3 2 4 5 1 P e o p le S o f t S u p p o r t L a te  P a ym e n t C h a rg e  S o lu t io n 3 2 5 0 .1 0 .3 0 .2 0 .2 0 .2
3 4 2 4 6 1 P e o p le S o f t S u p p o r t IT R O N  H a n d h e ld  In te r fa c e  Im p ro v e m e 1 2 3 0 .2 0 .2 0 .2 0 .4
3 5 2 4 7 1 P e o p le S o f t S u p p o r t R e v is e  B ill F o rm a t 3 2 5 0 .4 0 .3 0 .1 0 .1 0 .1
3 6 2 4 8 1 P e o p le S o f t S u p p o r t A n a lyz e  R a te  In c re a s e  S c e n a r io 2 2 4 0 .3 0 .3 0 .1 0 .3
3 7 2 4 9 1 P e o p le S o f t S u p p o r t M o n th ly  R e a d in g  Im p le m e n ta tio n 3 2 5 0 .4 0 .3 0 .1 0 .1 0 .1

#  o f  p ro je c ts 2 .7 1 .2 1 .0 2 .5 1 .7 5 .0 2 .4 5 .2 1 .2 2 .1 0 .7 0 .4 1 0 .9
P e rc e n ta g e 7 .3 % 3 .2 % 2 .7 % 6 .8 % 4 .6 % 1 3 .5 % 6 .5 % 1 4 .1 % 3 .2 % 5 .7 % 1 .9 % 1 .1 % 2 9 .5 %
#  o f  P ro je c ts  (g re e n ) 0 .4 0 0 0 .8 0 .4 0 .1 0 0 .7 0 .1 0 0 0 0 .5
%  g re e n 0 .0 1 0 8 0 0 3 0 .8 % 0 .0 1 0 8 3 .8 % 0 .0 % 2 6 .9 % 3 .8 % 0 0 0 .0 % 1 9 .2 %

1 .1 % 3 5 .7 % 2 6 .9 % 2 3 .1 %

 In te r n a l E n a b le rs

       W e ig h t in g  -- ->

S ta k e h o ld e r F in a n c ia l

I T  P ro je c ts  A n a ly s is



Linking Scorecard to 
Accountabilities

The Balanced Scorecard enables 
the development of strategically 

aligned roles and personal 
accountabilities and an 

organization structure that enables 
strategic success



Strategy to Action

Tactical Actions  & Resourcing
(processes and projects, budgets and plans)

Strategic Intent
(strategy, mission, vision, values)

Strategic Direction
(Strategy map, emphasis, indicators of success)



The Strategy Map is the most visual of the documents you’ll be seeing in this Balanced 
Scorecard process.  We’ll go through it step by step.

The map has four bands.  Inside each band are bubbles that contain things the District 
wants to focus on.

The first band is the Enabler band.  This band include things that define the district’s 
values, competencies, skills, technologies and organizational culture.  Things in this 
band help employees to be ready to focus on what is important to the District.  They 
include…

The next band is the “Internal” band.  Things in this band are how we will do  business 
every day while keeping our focus on what is important.  They are…

The next band is the Financial band.  Things in this band focus the PUD on being prudent 
and responsible with the public’s money.  Including…

The top band is the Stakeholder band.  Our stakeholders are our customers, employees, 
local governmental agencies and others with an interest in the PUD.  This band is 
where our stakeholders get what they value most from the PUD.  These are…

At the very top of the map we have included a vision of what we want to be.  Actually this 
was developed by our customer Mission/vision focus group recently.
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