
Aligning IT with Business Goals: A 
Balanced Scorecard Approach

Moving from "Support Function" to "Strategic Partner"



The Core Problem: The Strategic Gap

• Traditional management focuses only on financial results (the 
"Lagging Indicators").

• IT often operates in a vacuum, focusing on technical metrics 
(uptime, tickets) while the business focuses on growth.

• The Balanced Scorecard translates vision and strategy into 
action, ensuring IT projects support business objectives.



What is the 
Balanced Scorecard?



Perspective 1: 
The Financial 
Perspective

• "To succeed financially, how 
should we appear to our 
shareholders?”

• Cost Efficiency: Reducing IT 
"Run" costs to fund 
"Innovation."

• ROI: Ensuring high 
returns on digital 
transformation projects.

• IT Budget vs. Revenue, Total 
Cost of Ownership (TCO), 
ROI on Software 
Implementation.



Perspective 2: 
The Customer 
Perspective

• "To achieve our vision, how 
should we appear to our 
customers?”

• Customer Experience (CX):
Creating seamless digital 
interfaces.

• Service Reliability:
Ensuring platforms are 
available when customers 
need them.

• App/Website Uptime, Net 
Promoter Score (NPS) for 
digital services, Average 
Response Time.



Perspective 3: 
Internal Business 
Processes

• "To satisfy 
shareholders/customers, what 
processes must we excel at?”

• Agility: Speeding up the 
software development 
lifecycle (SDLC).

• Security: Protecting data 
and ensuring compliance.

• Cycle Time for new features, 
Number of security breaches, 
Automation percentage of 
manual tasks.



Perspective 4: 
Learning and 
Growth

• "To achieve our vision, how 
will we sustain our ability to 
change and improve?”

• Talent Development: Training 
the team in Cloud, AI, and 
Cybersecurity.

• Culture: Transitioning 
from "Service Desk" to 
"Product Mindset.”

• Staff Certification rates, 
Employee Engagement 
scores, R&D spend as % of IT 
budget.



Balanced Scorecard Measurements

Perspective Generic Measurements

Financial Return of Capital Employed, Economic value added, Sales growth, Cash 

flow

Customer Customer satisfaction, retention, acquisition, profitability, market share

Internal business process Includes measurements along the internal value chain for:

Innovation - measures of how well the company identifies the customers' 

future needs.

Operations - measures of quality, cycle time, and costs.

Post sales service - measures for warranty, repair and treatment of defects 

and returns.

Learning and growth Includes measurements for:

People - employee retention, training, skills, morale.

Systems - measure of availability of critical real time

information needed for front line employees



Key Implementation Success 
Factors

• Obtaining executive sponsorship and commitment

• Involving a broad base of leaders, managers and employees in scorecard 
development 

• Choose the right Scorecard Champion

• Beginning interactive (two-way) communication first

• Viewing the scorecard as a long-term journey rather than a short-term project

• Getting outside help if needed



Balanced 
Scorecard 
Example



The Strategy Map
• A visual representation of how value is created.

• The Logic Chain:

1. Better Skills (Learning) lead to...

2. Better Automated Processes (Internal) which lead to...

3. A Better User Experience (Customer) which leads to...

4. Increased Revenue/Reduced Costs (Financial).



Balance 
Scorecard 
Strategy 
Map 
Example



Balance 
Scorecard 
KPI Example



Scorecard 
Potential 
Pitfalls & 

Criticisms

• The balanced scorecard relies on a well-defined strategy 
and understanding of linkages between strategic objections 

and metrics. Without this foundation the implementation 
could fail.

Lack of a well-Defined Strategy

• Focusing on only the lagging measures may cause a lack of 
priority or opportunity for the leading measures.

Too much focus on the lagging measures

• Don't just copy metrics from another firm. Identify the 
measures that apply to your strategy and competitive 

position.

Use of Generic Metrics

• Managers whose goal is to achieve a desired result in order 
to obtain a bonus or other self reward.

Self-serving managers



Conclusion

• Successfully aligning IT with business goals is a long-term strategic journey, not a 
short-term project.

• True success requires balancing four perspectives: Financial, Customer, Internal 
Processes, and Learning & Growth.

• Use Strategy Maps to visualize how investing in people and systems (Learning) 
leads to better processes, happier customers, and ultimately, financial success

• Move from monitoring "technical uptime" to tracking business-centric KPIs like ROI 
on digital transformation and Customer Satisfaction

• Implementation success relies on executive sponsorship, broad leadership 
involvement, and transparent, two-way communication



Conclusion

"The Balanced Scorecard translates vision and 
strategy into action, ensuring IT projects support 
business objectives."
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