
Stakeholder Satisfaction

• Client satisfaction
• Staff satisfaction
• Board of trustees

satisfaction
• Community

perception
• Repeat use of services

by clients
• Staff turnover

data regularly on a single chart so that staff can see at a glance how
they are doing and where they need to target their continuous
improvement efforts.

The balanced scorecard makes performance measures explicit and
understandable for everyone. It makes performance transparent and
gives all employees clear targets toward which they can work.

The balanced scorecard is about systemic change, helping staff
make the shift from a focus on projects and programs to continuously
looking at the organization as a whole. By taking a balanced
approach that tracks indicators of total organizational functioning,
the scorecard facilitates learning for sustained success over the long
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Financial Health

• Balanced budget
• Cashflow
• Administrative

costs/program costs
• Revenue

diversification
• Donations
• Endowment
• Long-term funding
• Value of assets

Infrastructure Capacity

• Knowledge/skills of
staff

• Staff-to-client ratio
• Strategic plan
• Policies aligned with

mission
• Information

technology aligned
with mission

• Physical resources
aligned with mission

Process Efficiency

• Staff response time
• Time client served

by agency
• Cost of service
• Cost of service per

client
• Quality of response

to client
• Office appearance
• Task completed

when promised

Mission

Outputs

• Number of people served
• Number served from target

populations
• Programs offered

Outcomes

• Community safety
• Access to education
• Healthy people
• Healthy environment
• Efficient/safe transportation
• Affordable housing
• Community involvement
• Growing/sustainable

economy
• Diverse cultural opportunities
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