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MIKE DESJARDINS
Building a better company using  
the balanced scorecard approach

Founded by David Nor-
ton and Robert Kaplan, 

the balanced scorecard man-
agement system has been her-
alded as a transformational 
business tool for the past !" 
years. 

#e short version? 
The balanced scorecard 

management system essen-
tially ties day-to-day activities 
or short-term actions to long-
term strategic objectives. #e 
approach includes two main 
components: a strategy map, 
which is a one-page diagram 
depicting the strategy as a 
hypothesis (if we do these 
things, we will accomplish 
these results), and four per-

spectives on managing strat-
egy – $nancial, customer, in-
ternal process and learning 
and growth.

Used as a communica-
tion and management tool, 
the balanced scorecard sys-
tem forms the basis for fo-
cusing an entire organization 
on strategy by integrating it-
self into critical management 
processes like business plan-
ning, resource allocation and 
performance management.

Here are the top $ve bene-
fits of using the balanced 
scorecard management sys-
tem.

It clearly articulates strat-
egy in a standardized way 

so you can understand and 
communicate your com-
pany’s strategy to anyone in 
less than %" minutes.

It covers critical business 
management considera-
tions from four perspec-
tives. Building strategy and 
measures within four score-
card perspectives – $nancial, 
customer, internal process-
es and learning and technol-
ogy – ensures integration and 
alignment of business man-
agement functions. An add-
ed bonus of the four perspec-
tives approach? Employees 
learn to consistently consider 
all four, and how they come 
together, at all times.

It opens up conversations. 
First, because it provides 
a forward-looking man-
agement tool that includes 
speci$c measures of success 
and targets that can be eas-
ily understood and cascaded 
down through the organiz-
ation; and second, because 
people at all levels of the or-
ganization can have con-
versations where they’re in-
formed about the changes in 
strategic direction, making 
the possibilities for creative 
new solutions endless.

It fosters engaged, excited 
and productive employees. 
Employees are more engaged 
and excited when they under-
stand how their job supports 
the bigger goal – how what 
they do every day contrib-
utes to the company’s vision 
and mission. The balanced 
scorecard system ensures 
that high-level objectives and 

measures are linked to the 
targets and measurements 
for individual departments 
and are translated into per-
sonal scorecards for individ-
ual employees, building pro-
ductivity and engagement at 
every level. 

It is flexible. The strategy 
map and scorecard are useful 
for all sizes and types of or-
ganizations. It can be used by 

commercial and non-profit 
organizations, for individuals 
(personal scorecards) and can 

be adapted for triple-bottom-
line management require-
ments where the social and 
environmental perspectives 
are managed along with the 
$nancial.

If you want to learn more 
about the balanced score-
card approach, check out !e 
Strategy Focused Organiza-
tion and Strategy Maps, both 
of which are written by Ka-
plan and Norton. 

Mike Desjardins is the CEO 
at ViRTUS (www.virtusinc.
com), an organizational de-
velopment-consulting firm 
with expertise in strategic 
planning and implementa-
tion, leadership development, 
change management and suc-
cession planning for medium 
to large organizations. This 
column was co-written with 
Tana Heminsley, a ViRTUS 
mentor and executive coach.
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LEADERSHIP LESSONS

ROSIE STEEVES
Furlong’s Games stint taught us  
much about leadership at the top 

As we bid farewell to the 
Olympic and Paralym-

pic Games, I’d like to bring 
something to your attention. 

Not only has John Fur-
long led us from beginning 
to end of this huge undertak-
ing, he has done so with the 
unequivocal support of vir-
tually everyone. 

Consider this. 
Despite whatever bumps 

in the road that were encoun-
tered, con$dence in Furlong’s 
leadership has grown. Not 
even the media have called for 
his head. It’s an outstanding 
accomplishment and one that 
many senior leaders would be 
wise to re&ect on.

I often get asked who I 
think best epitomizes e'ect-
ive executive leadership. It’s a 

difficult question to answer 
because I know of no one 
who has the whole package. 
As many of you who regularly 
read this column know, I be-
lieve the quality of leadership 
at the top of organizations is, 
in more cases than not, fall-
ing short of what is required. 
So much so that I have recent-
ly formed my own company 
(Executive Works) speci$cally 
to work with those at the top.

But today I feel compelled 
to write about the man who 
has led us through the Olym-
pics. I have nothing but re-
spect for the way that Furlong 
has led VANOC and before 
that the !"(" Winter Olym-
pic Bid Committee. 

I first interviewed Fur-
long in !""%, when the focus 

was on the bid. Even then his 
focus on leadership was clear, 
and since that time, he has 
stayed the course. 

Perhaps more than any-
thing, I am struck by his 

powerful combination of hu-
mility and resolve. Furlong 
is one of the least egocentric 
leaders I know. He clearly is 
ambitious – not for himself 
but for a successful Games. 
He is not larger than life but 
just a decent hard-working 
guy. 

Perhaps it was this real ele-
ment, this willingness to be 

vulnerable while still $ercely 
holding the vision that made 
others want to follow him. In-
spiration came from a pas-
sionate and genuine articula-
tion of the dream, not stage-
managed pep talks. I was not 
on the inside, so I’m not privy 
to VANOC’s inner workings. 
However, what I saw was a 
united and loyal team at the 
top. While Furlong was the 
leader, he let other members 
of the team step up when the 
time was right. 

#ings did not go perfect-
ly; they never do. But Fur-
long built a team around him 
that was willing to adapt and 
change. As we know, the true 
test of a leader is when things 
go wrong. Furlong’s integrity, 
humility and commitment 
to the vision proved to be es-
sential traits when the team 
encountered those bumps in 
the road. 

Many senior executives 
find themselves torn be-
tween external and internal 

demands, and in this regard 
Furlong was no di'erent. Yet, 
he managed to $nd a balance 
between these sometime 
competing interests. He was 
clearly the leader of VANOC 
employees while at the same 
time the external face of the 
organization. It was not one 
or the other, but a carefully 
adjusted integration.

I can only imagine what 
he learned along the way. And 
it was his willingness to learn 
that assured e'ective leader-
ship. 

Ironically, the fact he did 
not have the requisite experi-
ence prior to taking on this 
mammoth task was a real 
asset. He knew he could not 
do it alone and so had to listen 
closely to those around him. 
By all accounts he did. Pay 
attention fellow executives.

Was he perfect? No, of 
course not. In particular, 
there is one area that senior 
executives must not emulate: 
the hours of work. Furlong 

worked himself almost to ex-
haustion. Fortunately, there 
was a $nite time to this pro-
ject. 

Putting the organization 
above everything else (includ-
ing one’s health) is not a sus-
tainable strategy.

Whatever one thought of 
the Games, few (including the 
media) questioned Furlong’s 
leadership capacity. My hope 
is that this is one of the last-
ing impacts of the Games: a 
legacy of excellence in execu-
tive leadership.

In the meantime, Mr. Fur-
long, I have two things to say 
to you. #ank you, and now 
please go home and hug your 
grandkids. 

Rosie Steeves (rosie@executive-
works.org) is the founder and 
president of Executive Works, 
an organization focused on 
helping executives create prof-
itable organizations through 
great leadership and e"ective 
executive teamwork.
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