

The Balanced Scorecard (BSC) was developed in the early 1990's by Robert Kaplan and David Norton. The system arose from a concern that most indicators of performance used by business were financially oriented and imbalanced. 
The balanced scorecard is a management system (not only a measurement system) that complements financial measures with operational ones which are the drivers of successful performance. The balanced scorecard offers a focussed approach to business planning and communication of plans through organisations. 
The system suggests that we view the organisation from four perspectives, and develop metrics, collect data and analyse them relative to each of these perspectives: 
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1. The Learning and Growth Perspective

This perspective includes employee training and corporate cultural attitudes related to both individual and corporate self-improvement. 

2. The Business Process Perspective refers to internal business processes. Metrics based on this perspective allow managers to know how well their business is running, and whether its products and services conform to customer requirements and aligned to government policy and strategy.

3. The Customer Perspective includes indicators of customer focus and customer satisfaction. Poor performance from this perspective is a leading indicator of future decline, even though the current financial picture may look good. 

4. The Financial Perspective

Traditional timely and accurate financial data continues to be important part of the model and will also incorporate risk assessment and cost-benefit data.

Max Moullin, Director, Quality Management and Performance Measurement Research Unit at Sheffield Hallam University developed the Public Sector Scorecard from the principles of the balanced scorecard specifically for the public and voluntary sectors.

It measures an organisation's performance on five rather than four perspectives: it introduces the addition of a strategic perspective, examining the organisation’s progress against its main objectives and key performance targets. The positioning of this in the centre of the scorecard is intended to emphasise the importance of this perspective. Another change is the replacement of the term ‘customer’ which can be problematic in the public sector with the term ‘service user / stakeholder’. 
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