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Academic institutions, reluctance to 
measure performance, 29, 30

Accountability
and benefits of using Balanced 

Scorecard, 39, 40, 287, 299, 341
Government Performance and 

Results Act, 26, 27
and meetings, 310
and performance measurement, 

19, 29, 77, 211, 212, 215, 
237, 261

and targets, 241
Activity-Based Costing (ABC), 6, 280
Adaptec, 309
Adler, John, 309
Alignment

budget and Balanced Scorecard 
measures, 277–279

culture and strategy, 186
with mission, values, and vision, 

105, 113, 114, 117, 118, 122, 
123, 163, 188

and Office of Strategy 
Management, 336

people with strategy, 180–184, 
188, 226

and performance, 68

performance measures, 210, 211, 
226, 246

and strategy, 188. See also 
Cascading the Scorecard

American Association of Colleges 
and Universities, 29

American Association of Retired 
Persons (AARP), 113

American Customer Satisfaction 
Index, 217

American Dental Association 
(ADA), 177

American Heart Association, 32, 33
American Institute of Certified Public 

Accountants (AICPA), 113
American Red Cross, Southeastern 

Pennsylvania chapter, 146
Amiel, Henri, 116
Appreciative Inquiry approach, 139
Archer, Raymond A., 284
Audits

corporate value audit instru-
ment, 117

objectives and measures on 
lower-level Scorecards, 118

Scorecard auditing team, 273
strategy, 304, 305
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Balanced Scorecard
adapting for public and nonprofit 

sectors, 31–36
benefits of using, 38–43
budgeting for implementation of, 

71–73
cause and effect, importance of, 

36–38. See also Cause and effect
Champion. See Balanced 

Scorecard Champion 
(Team Leader)

and change, 341
as communication tool, 14–16. 

See also Strategy Map
coordination, role of Office of 

Strategy Management, 335
Customer Perspective. 

See Customer Perspective
described, 13
development phase, 75–79
Employee Learning and Growth 

Perspective. See Employee 
Learning and Growth 
Perspective

Financial Perspective. 
See Financial Perspective

Internal Process Perspective. 
See Internal Process Perspective

as measurement system, 19, 
20, 209

need for, assessing, 66–68
origins of, 11–13
personal Scorecards, 21, 261, 

264, 268–272, 325, 326
perspectives described, 13, 14
pilot location for implementation, 

63, 65
planning for. See Planning
reason for implementing, 47–50
as strategic management system, 

20–23
Strategy Maps. See Strategy Map
success of, 3
support for. See Management
team. See Balanced Scorecard team

updating, 330–332
use of by U.S. corporations, 38

Balanced Scorecard Champion 
(Team Leader)

and communications, 102
role of, 61–63, 165
and software selection, 289
strategy-centered management 

meeting, leading, 306, 307
Balanced Scorecard Hall of Fame, 

91, 169, 259, 312, 337
Balanced Scorecard team

charter, 62
roles and responsibilities, 60–63
size of, 58–60
use of Team Strategy Map, use 

of for implementing Balanced 
Scorecard, 62–64

Barrett, Richard, 117
Barriers to strategy execution, 

9–11, 21–23
Benchmarking, 159, 245, 293
Beth Israel Deaconess Medical 

Center, 102, 103
Big Hairy Audacious Goal (BHAG), 

241–243
Blair, Margaret, 4, 5
Blue Ocean Strategy, 135
Bon Secours Health System, 107
Boston Lyric Opera (BLO), 248
Boston YWCA, 175
Bovee, Christian, 46
Bradach, Jeffrey, 31
Brainstorming

performance measures, 213, 228
and strategic planning, 144, 145
and strategy mapping, 194, 195

Branding, 175, 176, 203, 216, 220
Bridgeport Hospital and 

Healthcare Services, 52, 97
Briggs, Roger, 183, 186
Broad Foundation, 41
Bronson, Matt, 312
Budgets. See Resource allocation
Bureau of the Census, 184
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“Burning platform,” 48, 55, 66, 89, 
150, 335

Bush, George W., 23, 27, 39, 277
Business planning

City of Charlotte, 318, 319
Michigan Department of 

Transportation, 97, 98
New Brunswick Power, 338

California State University San 
Marcos, 89, 99, 100

Canon, 132
Capers, Tiffany, 312, 319
Carnegie, Andrew, 56
Carnegie, Dale, 187
Cascading the Scorecard

alignment, checking, 273, 274
and benefits of training, 93
business unit influence on 

 highest-level Strategy Map 
objectives, 263, 265–267

described, 257–259
implementation, 260–262
importance of, 273, 274
linking to highest-level Strategy 

Map and Scorecards, 263, 265, 
267, 269, 272, 274

and location for initial Balanced 
Scorecard implementation, 65

need for understanding  
highest-level Strategy Map and 
Scorecard, 262, 263

and overcoming the people 
 barrier, 21

personal Balanced Scorecards, 21, 
261, 264, 268–272, 325, 326

process, 260–274
and resource allocation, 279, 280
and search for meaning in the 

workplace, 259, 260
support groups, 267, 268
and values of organization, 

118, 119
Case studies, use of in training, 

90, 91

Cause and effect
and Balanced Scorecard, 26, 

36–38, 55, 83, 114, 307
employee survey on, 332, 333
importance of, 36–38
linkages, 36–38, 82, 203, 307, 332
and performance measures, 

229, 242
and software capabilities, 291, 299
and strategy map, 151, 179, 198, 

203, 307
Center for Nonprofit Manage-

ment, 30
Champion (Team Leader)

communications, 102
role of, 61–63, 165
software selection, 289
strategy-centered management 

meeting, leading, 306, 307
Change

Balance Scorecard as driver of, 43
communication, importance of, 

95, 96, 102, 103
and information capital 

 measurement, 224
management, 335
resistance to, 341

Charlotte, North Carolina, City of
awards, 312
benefits of using Balanced 

Scorecard, 322, 323
focus areas and objectives 

(2003), 316
focus areas and objectives 

(2007), 326
mission statement, 113
reporting system, 299, 300
Scorecard measures, sample 

(2003), 318
strategy pyramid, 320
2003 interview, 313–324
2007 interview, 324–329
use of Balanced Scorecard, 

28, 312
Chief Financial Officers Act, 277
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Cleveland Symphony Orchestra, 
119, 213

Clinton, Bill, 26
Collins, Jim, 49, 56, 116, 117, 182, 

189, 213, 241
Commitment

to Balanced Scorecard, need for, 
50–52

employees, 77, 225, 269
executives, 57, 58, 137
key stakeholders, 97
and mission statement, 

 importance of, 112
strategic planning, 137

Communication
Balanced Scorecard as 

 communication tool, 14–16. 
See also Strategy Map

Beth Israel Deaconess Medical 
Center example, 102, 103

and change management, 95, 96
elements of communication plan, 

97–101
evaluation of effectiveness, 101
face-to-face, 98, 99
frequency of, 98
importance of, 82, 95, 226, 227, 

279, 324
measurement, 227
message providers, 98
objectives for communication 

plan, 96, 97
Office of Strategy Management, 

role of, 336
reason for implementing 

Balanced Scorecard, 47, 48, 
49, 50

sample plan, 102
target audiences, 98
vehicles, 98, 99

Competitive advantage
and core values, 116
and corporate culture, 185, 186
and strategy, 131

Connor, Robert, 30

Consultants, 71–73, 91
Cooperrider, David, 139
Core competencies

continuous learning as, 257
and strategy, 135, 330, 337

Core outcome, 237
Corporater, 289, 290
Cortez, Hernando, 140
Culture, 19, 36, 110, 115–117, 122, 

185–187
Customer Perspective

and adapting Balanced Scorecard 
for public and nonprofit 
 sectors, 33, 34

Balanced Scorecard, 14
and cascading the Scorecard, 261
customer feedback, 245
customer satisfaction, 217, 218
customer value propositions, 

216, 217
performance measurement, 

215–218
strategic story and use of  

cause-and-effect linkages, 36, 37
Strategy Map objectives, 

 developing, 17, 18, 167–173
understanding customers, 173
value proposition, 17, 18, 52, 

170–173, 216–218

Daniels, Mitch, 42
Darwin, Charles, 43
Dashboards, 300
Data

data entry and methods of 
reporting results, 302

ease of obtaining and 
 selection of group for initial 
 implementation, 69, 70

gathering, 77
information versus data, 42

Data dictionary, 235–240
Davis, Gray, 40, 41
Davis, Stan, 185
Dear, Joseph, 40
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Dell, Michael, 262
Dell Inc., 262, 308, 309
Detroit Public School District, 41
Development phase, steps, 75–79
Diamond, Mike, 170
Dow, Herbert H., 84
Drucker, Peter, 23, 38, 95, 107, 

133, 257

Eagle, Kim, 313
Economic Value Added (EVA), 6, 135
Einstein, Albert, 58, 195, 199, 

200, 309
Elliot, Nancy, 317
Employee Learning and Growth 

Perspective. See also Training 
and education

and adapting Balanced Scorecard 
for public and nonprofit 
 sectors, 35, 36

Balanced Scorecard, 14
and cascading the Scorecard, 261
human capital, measuring, 219, 

222–224
information capital, measur-

ing, 224
organizational capital, measuring, 

224–227
performance measurement, 219, 

222–227
strategic story and use of 

cause-and-effect linkages, 37
Strategy Map objectives, 

 developing, 18, 19, 179–188
Employee satisfaction, 213–215, 

224–227, 238, 257
Employees. See also Employee 

Learning and Growth 
Perspective

alignment with goals and strategy, 
180–184, 188, 226

feedback, 76, 77, 233–235, 
332, 333

recognition and rewards, 187, 
188, 225, 226

recruitment and retention, 
222, 223

and target setting, 244
training, 222

Encyclopedia Britannica, 186
Environmental Protection Agency 

(EPA), 241, 242
Environmental scan, 139, 140
Eskew, Mike, 115
Evaluation

communication effectiveness, 101
mission statement, 112–114
training and education, 91–93

Executive sponsor, 60, 61

Fairfax County, Virginia, 93, 94
Financial measurement

limitations of, 5–8
need for, 8

Financial Perspective
and adapting Balanced Scorecard 

for public and nonprofit 
 sectors, 34

Balanced Scorecard, 14
and cascading the Scorecard, 261
performance measurement, 227
strategic story and use of 

cause-and-effect linkages, 37
Strategy Map objectives, 

 developing, 18, 188, 189
“5 Whys” concept, 109
Food for the Hungry (FHUS), 

200–205
Frankl, Victor, 259

Gardner, John, 154
Gast, Walter, 110
Gast’s Laws, 110, 111
General Accounting Office 

(GAO), 277
Gerstner, Lou, 187, 304
Girl Scouts of America, 56, 

57, 168
Giuliani, Rudy, 39, 53
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Goals. See also Targets
long-term targets (Big Hairy 

Audacious Goals), 241–243
short-term, 242, 243
stretch, 242

Goldratt, Eli, 231
Gore, Al, 26, 277
Governance, 336
Government, performance 

 measurement in, 26–28
Government Accounting Standards 

Board (GASB), 28, 244
Government Performance and 

Results Act (GPRA), 26, 27, 277
Government Printing Office 

(GPO), 42
Government Reform Act of 1994, 27

Halberstam, David, 259
Hay, David, 338
Hershey, Milton, 182
Hesselbein, Frances, 56, 57
Homan, Ben, 200
Honda, Soichiro, 260
Human capital

as driver of knowledge 
economy, 336

and Employee Learning and 
Growth Perspective, 35, 36, 
179–184

management, 5, 27
measuring, 219, 222–224

IBM, 174, 187, 222–224, 304
Implementation plan, development 

phase, 78
Information capital measure-

ment, 224
Information Technology 

Management Reform Act of 
1996, 27

Initiatives
and aligning Scorecard measures 

and budget, 277, 279
creating new initiatives, 248–251

data dictionary, 240
defined, 245, 246
development phase, 77
mapping to strategy, 246–248
Office of Strategy Management, 

role of, 336
prioritizing, 248, 251–253
quantifying for resource allocation, 

279–282
updating, 332

Innovation
and customer value proposi-

tions, 216
and Employee Learning and 

Growth Perspective, 219
and Internal Process Perspective, 

172–175, 220, 268
and performance targets, 241

Input measures, 211–213
Intangible assets and value crea-

tion, 3–5
Internal Process Perspective

and adapting Balanced Scorecard 
for public and nonprofit 
 sectors, 35

Balanced Scorecard, 14
and cascading the Scorecard, 261
performance measurement, 

218–221
strategic story and use of 

cause-and-effect linkages, 37
Strategy Map objectives, 

creating, 18
Strategy Map objectives, 

 developing, 173–179
International City/County 

Management Association 
(ICMA), 244

Internet, 99
Interviews

during development phase, 76
use of in developing vision 

 statement, 125
and target setting, 245

Intranet, 99

bindex.indd   358bindex.indd   358 3/4/08   10:48:07 AM3/4/08   10:48:07 AM

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



Index    359

Jenkins, Mark, 150
Johnson & Johnson, 116

Kaiser, Michael, 126
Kaplan, Robert S., 11, 12, 14, 20, 

52, 65, 82, 132, 133, 147, 151, 
156, 180, 209, 210, 222, 259, 
280, 308, 334

Kelleher, Herb, 116
Kelvin, Lord, 2
Kennedy, John F., 26, 121–123, 

126, 185, 241
Kennedy Center for the Performing 

Arts, 126
Kerr, Deborah, 214
Key performance indicators 

(KPIs), 29
King, Martin Luther, Jr., 120, 121, 

123, 126, 127
KISS (Keep It Simple Stupid) 

 principle
and selecting performance 

 measures, 228
Strategy Maps, 199, 200

Knowledge management, 22, 23
Knowledge workers, 22, 23
Kotter, John, 98
Kurzweil, Ray, 224

Lag indicators, 213–215, 237
Larsen, Ralph, 116
Lead indicators, 213–215, 237
Leadership skills, 56, 57
Learning Effectiveness 

Measurement (LEM), 222
Learning styles, 85, 86, 88, 91, 99
Lencioni, Patrick, 115, 303, 304
Levy, Paul, 102, 103
Lexus, 217
Lifton, James, 42
Little Hairless Mediocre Goals, 243

MacKenzie, Gordon, 194
Madsen, Dennis, 99

Malcolm Baldrige National Quality 
Award, 26, 291

Management
executive interviews, 76, 125, 245
executive support, 50–58, 66, 

68, 69
meetings, problems with, 302–305

Management barrier to strategy 
execution, 10, 11, 22, 23

Management by Objectives 
(MBO), 26

Markley, Geri, 41
McCrory, Pat, 54
McNamara, Robert, 26
Measure, defined, 15
Meetings

development phase, 78
planning, 73, 74
problems with, 302–305
strategy-centered, 305–310

Metzenbaum, Shelley, 43
Michigan Department of 

Transportation (MDOT), 49, 
97, 98, 172

Microsoft Excel, 287, 288, 321, 328
Minnesota Department of 

Transportation (Mn/DOT), 300
Mintzberg, Henry, 132, 133
Mission. See also Mission statement

and adapting Balanced Scorecard 
for nonprofit sector, 31–33

assessment of prior to 
 development phase, 76

as part of Strategy Map, 157, 158
and performance improvement, 

benefits of using Balanced 
Scorecard, 40, 41

role of in strategic planning, 134
and selecting group for initial 

implementation, 66
as starting point for  aligning 

budget with Scorecard 
 measures, 277, 279

Mission statement
defined, 106
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Mission statement (continued)
developing, 108–111
effective statements, attributes of, 

107, 108
evaluating, 112–114
importance of, 106, 107
purpose of, 105, 106
samples, 113
and strategy map develop-

ment, 158
writing, 111, 112

Mitarai, Hajime, 132
Morris, Tom, 119, 120, 213

National Association of Counties, 174
National Association of Statute 

Universities and Land-Grant 
Colleges, 29

Needs assessment, training, 86, 87
New Brunswick (NB) Power

Balanced Scorecard, 337, 338
Office of Strategy Management, 

338–341
Nonprofit organizations

adapting Balanced Scorecard for, 
31–36

growth of, 28, 39
importance of, 28
performance measurement, 

 background, 29–31
North Bay, Ontario, City of, 49
Norton, David P., 11, 12, 14, 20, 

52, 61, 65, 82, 147, 151, 156, 
179, 180, 209, 210, 222, 259, 
280, 334

Objectives
communication plan, 96, 97
defined, 15
number of, 197, 198, 261
objective statements, 189–191, 

196, 197
training, developing objectives 

for, 87
updating, 332

Occupational Safety and Health 
Administration (OSHA), 40, 53

Office of Management and Budget 
(OMB), 42

Office of Strategy Management 
(OSM)

budgeting for establishment of, 72
functions of, 335–337
New Brunswick Power case study, 

337–341
overview, 334

Organizational capacity, 30, 31
Organizational capital 

 measurement, 224–227
Organizational culture. See Culture
Outcome measures, 211–213
Output measures, 211–213
Outsourcing, 42

Pagsibigan, Rick, 33, 39, 99–101
Partnering, 18, 177, 178, 217, 221
People barrier to strategy  execution, 

10, 21
Performance measurement

Balanced Scorecard as 
 measurement system, 19, 
20, 209

and budgets. See Resource 
 allocation

Customer Perspective, 215–218
data dictionary, 235–240
and deadlines, 230
development of measures, 77
employee feedback, 233–235
Employee Learning and Growth 

Perspective, 219, 222–227
financial measurement, 5–8
Financial Perspective, 227
importance of measurement, 2
initiatives. See Initiatives
input measures, 211–213
Internal Process Perspective, 

218–221
lag indicators, 213–215, 237
lead indicators, 213–215, 237
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nonprofit organizations, 
 background, 28–31

number of measures, 231, 233
outcome measures, 211–213
output measures, 211–213
performance measures 

defined, 210
and perspectives generally, 

214, 215
public sector, background, 

26–28
and role of intangible assets in 

value creation, 5
selecting measures, 228–232
strategy linkage, 228, 229
targets. See Targets
updating measures, 229, 331, 332

Performance reviews, 336, 337
Personal Balanced Scorecards, 21, 

261, 264, 268–272, 325, 326
Personal development plan (PDP), 

269, 271, 272, 324, 325, 336
Peters, Tom, 84, 203
Pherigo, Rhonda, 30
Planning

Balanced Scorecard team. 
See Balanced Scorecard team

communication. 
See Communication

development plan, 73, 74
executive support, need for, 

50–52, 74
importance of, 46
leadership skills, 56, 57
location for first Balanced 

Scorecard implementation, 
63, 65, 74

meetings, 73, 74
reason for implementing 

Balanced Scorecard, 47–50, 
66–68, 74

resources needed, 69–74
selection criteria for first 

Balanced Scorecard 
 implementation, 65–71

sponsorship for Balanced 
Scorecard, obtaining, 52–55, 74

task summary, 74, 75
training. See Training and 

 education
Planning, Programming, and 

Budgeting System (PPBS), 26
Police Bureau of Portland, 

Oregon, 113
Porras, Jerry, 109, 116, 241
Porter, Michael E., 17, 136, 245
Portland, Oregon

customer satisfaction surveys, 217
Police Bureau of, sample mission 

statement, 113
President’s Management Agenda 

(PMA), 5, 27
Public Radio International, 113, 114

Reagan, Ronald, 123, 124
Recognition and rewards, 187, 188, 

225, 226
Reporting results. See Results; 

Software
Reputation, 178
Resource allocation

benefits of linking budget to 
Scorecard, 283, 284

budgeting for human and 
 financial resources, 71–73

budgets, problems with, 276
capital budget, 279, 281, 282
federal agencies, budgeting, 277
for implementing Balanced 

Scorecard, 71–73
linking budget with Balanced 

Scorecard, 277–282
operating budget, 279, 281, 282
and selection of group for initial 

implementation, 69, 70
strategic planning, 137
templates for budget information, 

use of, 279, 280
Resource barrier to strategy 

 execution, 10, 21, 22
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Results
and benefits of using Balanced 

Scorecard, 39, 40, 43
reporting, 299, 300, 302. See also 

Software
Richard, Christian, 338–341
Risk management, 178, 179
Rollins, Kevin, 308, 309
Ryan, Bill, 41, 50, 131, 132

Safer Foundation, 41
San Diego, County of, 233–235, 273
Schumacher, Lisa, 312, 313, 317
Self-preservation, 42, 43
Senge, Peter, 19, 121, 344
Shovell, Clowdisley, 2
Siebel Systems, 115
Siemens, 116
Society for Human Resource 

Management (SHRM), 113, 218
Software

benefits of, 288
Corporater, 289, 290
demonstrations of, 289
Excel spreadsheets, 287, 288, 

321, 328
maintenance and security issues, 

296, 297
proliferation of, 287
reporting and analysis tools, 

294, 295
reporting systems, budgeting 

for, 72
request for proposal, 289
selection of, 288–299
setup and design elements, 

291–293
team, 288, 289
technical considerations, 295, 296
vendors, evaluating, 297, 298

Southwest Airlines, 116, 117
Spitzer, Dean, 222
SPOTS (strategic plan on the shelf ), 

286, 287

Stakeholder analysis and strategy 
development, 140–142

State and local government 
 performance measurement 
efforts, 27, 28

Stewart, Martha, 178
Strategic job families, 180, 219, 222
Strategy. See also Strategy Map

and adapting Balanced Scorecard 
for public and nonprofit 
 sectors, 33

approaches to formulating, 
135, 136

assessment of prior to 
 development phase, 76

and Balanced Scorecard, 21, 130, 
146–148

barriers to execution, 9–11, 
21–23

and benefits of using Balanced 
Scorecard, 41, 42

changes in, 331
creation versus execution, 8, 9
current strategy process, 

 evaluating, 138
defining, 131–134
developing strategies, 145, 146
execution, 286, 287
management meetings, 

strategy-centered, 305–310
mandates, formal and infor-

mal, 138
need for, 134, 135
Office of Strategy Management. 

See Office of Strategy 
Management (OSM)

and selecting group for initial 
implementation, 66

stakeholder expectations, 138
as starting point for align-

ing budget with Scorecard 
 measures, 277, 279

steps in strategy development, 
137–146
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strategic issues, identifying, 
143–145

strategic planning, 334, 335
Strategy Map

background information, 
 gathering, 158–162

cascading, 261. See also Cascading 
the Scorecard

cause and effect, importance of, 
36–38

Customer Perspective objectives, 
developing, 167–173

described, 151
developing, generally, 156
development phase, 76
Employee Learning and 

Growth Perspective objectives, 
 developing, 179–188

example, 155
Financial Perspective objectives, 

developing, 188, 189
Food for the Hungry example, 

200–205
graphical representation, use of, 

15, 16
if-then statements, 38
Internal Process Perspective 

objectives, developing, 
173–179

interviews, use of, 162–166
KISS principle, 199, 200
mission as fifth perspective, 

157, 158
need for, 153, 154
objective statements, 189–191, 

196, 197
objectives, 15, 151, 153, 154, 

197, 198
objectives, creating, 17–19
performance objectives, 151, 153
perspectives, selecting, 156, 157
purpose of, 14, 15
reviewing, 198, 199
size of, 15

story telling and cause-and-effect 
linkages, 36–38

Strategy Mapping workshop. 
See Strategy Mapping workshop

Team Strategy Map, 62–64
updating, 331
workshop. See Strategy Mapping 

Workshop
Strategy Mapping Workshop

beginning, 194
concluding, 195, 196
distractions, dealing with, 195
facilitating the session, 194, 195
objective statements, drafting, 

196, 197. See also Objectives
preparing for, 191–193

Strengths, weaknesses, opportunities, 
and threats (SWOT) analysis. 
See SWOT analysis

Success, factors for, 3
Success stories, use of in training, 89
Succession planning, 183, 223, 224
Suer, Oral, 39
Summers, Lawrence, 30
SWOT analysis, 136, 137, 142–145, 

245
Syfert, Pam, 312–315, 323
System administrators

changes to measures, 297
software access, 296

Targets
data dictionary, 239, 240
defined, 240, 241
development phase, 77
need for different types of, 243
setting, 243–245
types of, 241–243
updating, 332

Team leader. See Champion 
(Team Leader)

Technology. See also Software
aligning information with 

 strategy, 183, 184
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Technology (continued)
role of, 286
and role of Balanced Scorecard in 

producing information versus 
data, 42

Terminology
exercise, 345–347
glossary, 348–351
importance of, 343–345

3M, 17
Total Quality Management (TQM), 

176, 291
Training and education. See also 

Employee Learning and 
Growth Perspective

adult learners, characteristics of, 
85, 86

agenda for training session, 
88–91

benefits, 84
budgeting for educational 

 materials, 72
City of Charlotte, 324
consultant, use of, 91
continuous, 93
effective, efficient, and engag-

ing, 84
evaluation of, 91–93
Fairfax County example, 94
learning materials, 91, 92
learning styles, 85, 86, 88, 91
measuring, 222
need for, 82, 83
needs assessment, 86, 87
objectives for, 87
prior to development phase, 

75, 76
team members, 93

Treacy, Michael, 17, 170
Trump, Donald, 174, 175
Trust, 43

United Kingdom, Ministry of 
Defence (MoD), 284

United Parcel Service (UPS), 
114, 115

United Way of the National Capital 
Area, 39

Universities, reluctance to measure 
performance, 29, 30

Value creation, 3–5
Value proposition, 17, 18, 52, 

170–173, 216–218
Values

assessment of prior to 
 development phase, 76

and Balanced Scorecard, 118, 119
described, 114
establishing, 117, 118
power of, 119, 120, 126
as representative of organization, 

115–117
role of in strategic planning, 134
as starting point for align-

ing budget with Scorecard 
 measures, 277, 279

Vision. See also Vision statement
assessment of prior to 

 development phase, 76
changes in, 331
role of, 120, 121
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development phase, 76, 77
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( YVC), 175

Zero-Based Budgeting, 26
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