
   

Balanced Scorecard - Lesson  

The Balanced Scorecard is an approach that can be used by strategic marketing managers 

to control, and keep track of, key performance indicators. In fact the scorecard itself is 

designed to be wholly strategic since it contains long-term outcomes and drivers of 

success. There are four zones in a balanced scorecard namely financial, customers, 

business processes (or simply processes), and learning and growth. Each measure is part 

of a longer chain of cause and effect, and all of the measures eventually lead to outcomes 

(read on and this will become clearer). So the scorecard is 'balanced' in that outcomes are 

in balance with each other.  

The benefit of the scorecard is that is overcomes short-term quick fixes, and gives the 

strategic marketing manager a straightforward overview of the organization. In fact, a 

scorecard should ideally fit onto a single sheet of paper. In fact Kaplan and Norton 

(1992), the originators of Balanced Scorecard, describe it as the dials in an airplane 

cockpit.  

 

 

 



Learning and Growth  

Learning and Growth deals with measures of corporate success in relation to how it 

learns as it develops over time. So if the company makes mistakes in any way, then it 

must learn from them and there must be mechanisms in place to make sure that happens. 

Growth also includes the way in which it generates leaders for the future and equips 

employees with the necessary skills that will ultimately sustain its business. Examples 

include skills sets, employee relations and satisfaction, and staff competences.  

Internal Business Processes  

Internal business processes include all operations within the organisation. The measures 

would cover whether or not value is being delivered to target segments, and the value 

chain is tracked. Innovation and new product development would also be measured. 

Examples of internal business processes include Information Technology, manufacturing, 

marketing operations such as customer service, procurement and quality processes.  

Customer  

As marketers we are very concerned with our customers. We need to make sure that they 

are satisfied with every aspect of their experience with our organisation. We need to 

make sure that we not only recruit more new customers, but that we also retain them and 

extend new products and services to them. We also need to make sure that we are 

meeting the needs of our target segments. So here, examples of customer measures 

include customer retention and recruitment, their satisfaction and so on.  

Financial  

Financial measures are vitally important for any business. A note of caution here, since 

traditional measures of financial success such as Return On Investment (ROI), and made 

secondary to 'shareholder value.' Shareholder value is the natural measure of success, and 

so it is prioritised. Information on customers, markets and technology is far more widely 

available today, so don't bogged down with old fashioned financial measures.  

Resources, individuals and teams within a business are then aligned with the scorecard 

objectives, measures, targets and initiatives for each of the four areas of measurement, 
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