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Section 2.1: The Integrated Enterprise Excellence System
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Figure 2.5: The Integrated Enterprise Excellence System
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Figure 2.6: The Integrated Enterprise Excellence System
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Executive Dashboard -
Customer Satisfaction 
Example

•Why is it a problem?
•Does this lead to good  
behaviors?
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Figure 2.7: The Integrated 
Enterprise Excellence System
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Executive Dashboard 
- Profit Example

•Why is this a problem?
•Could this lead to the 
wrong behavior?
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Figure 2.8: The Integrated 
Enterprise Excellence System
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EFFECTIVE METRICS
• View the enterprise as a system of 

processes 
• View metrics as the result of these 

processes
• Acknowledge the effect of variability 

within these processes
• Support long-lasting change as the 

result of systematic improvement to 
these processes 

�������	����&���	���	�����������	
�������

TYPICAL METRICS
• Fiscal year
• Unrelated to improvement 

system
• Point to point comparisons

Xs Xs Xs

Figure 3.7: The 
Integrated Enterprise 
Excellence System
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• IEE 30,000-FOOT-LEVEL 
metric: A project or 
operation metric variable 
like defective rate, lead 
time, or days sales 
outstanding (DSO) with 
infrequent 
subgrouping/sampling.  

Figure 3.4: The Integrated 
Enterprise Excellence System
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Figure 7.3: The Integrated 
Enterprise Excellence System
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Green if equal to or higher than 3.1 3.1 3.1 3.1 3.1 3.1
Finance Metric B 2.09819 2.254758 2.345674 2.207099 2.316309
Yellow if equal to or higher than 2.2 2.2 2.2 2.2 2.2 2.2
Green if equal to or higher than 2.25 2.25 2.25 2.25 2.25 2.25
Finance Metric C 0.762611 0.958071 1.051227 0.867969 1.1583513.1 3.1 3.1 3.1 3.1 3.1 3.1

2.214396 2.156223 2.493305 2.509988 2.163489 2.168469 2.288786
2.2 2.2 2.2 2.2 2.2 2.2 2.2

2.25 2.25 2.25 2.25 2.25 2.25 2.25
0.82278 0.800541 0.989747 0.980718 0.611179 0.789868 1.035084

Monthly SCORECARD
Business Unit Name

Measurement Targets Aug'04 Sep'04 Oct'04 Nov'04 Dec'04 Jan'05 Feb'05 Mar'05 Apr'05 May'05 Jun'05 Jul'05
CUSTOMER
Customer Metric A 0.63574 0.653576 0.660404 0.732996 0.62521 0.708566 0.641873 0.727115 0.687201 0.6123 0.670894 0.6341
Yellow if equal to or higher than 0.720 0.720 0.720 0.720 0.720 0.720 0.720 0.720 0.720 0.720 0.720 0.720 0.720
Green if equal to or higher than 0.750 0.750 0.750 0.750 0.750 0.750 0.750 0.750 0.750 0.750 0.750 0.750 0.750
Customer Metric B 1.866044 1.804823 1.777056 1.87373 1.791988 1.826504 1.824634 1.799849 1.822007 1.838969 1.87088 1.893155
Yellow if equal to or higher than 1.830 1.830 1.830 1.830 1.830 1.830 1.830 1.830 1.830 1.830 1.830 1.830 1.830
Green if equal to or higher than 1.860 1.860 1.860 1.860 1.860 1.860 1.860 1.860 1.860 1.860 1.860 1.860 1.860
Customer Metric C 0.82475 0.730724 0.627179 0.728212 0.751174 0.801946 0.780248 0.761874 0.68133 0.790902 0.728168 0.790485
Yellow if equal to or higher than 0.750 0.750 0.750 0.750 0.750 0.750 0.750 0.750 0.750 0.750 0.750 0.750 0.750
Green if equal to or higher than 0.780 0.780 0.780 0.780 0.780 0.780 0.780 0.780 0.780 0.780 0.780 0.780 0.780

FINANCE
Finance Metric A 3.387525 2.965966 3.042505 2.891057 3.485847 2.867981 2.764183 3.297147 3.301612 2.892969 2.737161 3.0936
Yellow if equal to or higher than 3.05 3.05 3.05 3.05 3.05 3.05 3.05 3.05 3.05 3.05 3.05 3.05 3.05
Green if equal to or higher than 3.1 3.1 3.1 3.1 3.1 3.1 3.1 3.1 3.1 3.1 3.1 3.1 3.1
Finance Metric B 2.09819 2.254758 2.345674 2.207099 2.316309 2.214396 2.156223 2.493305 2.509988 2.163489 2.168469 2.288786
Yellow if equal to or higher than 2.2 2.2 2.2 2.2 2.2 2.2 2.2 2.2 2.2 2.2 2.2 2.2 2.2
Green if equal to or higher than 2.25 2.25 2.25 2.25 2.25 2.25 2.25 2.25 2.25 2.25 2.25 2.25 2.25
Finance Metric C 0.762611 0.958071 1.051227 0.867969 1.158351 0.82278 0.800541 0.989747 0.980718 0.611179 0.789868 1.035084
Yellow if equal to or higher than 0.9 0.9 0.9 0.9 0.9 0.9 0.9 0.9 0.9 0.9 0.9 0.9 0.9
Green if equal to or higher than 0.95 0.95 0.95 0.95 0.95 0.95 0.95 0.95 0.95 0.95 0.95 0.95 0.95
Finance Metric H 0.222716 0.480099 0.296397 0.203 0.3541 0.2326 0.1693 0.4552 0.2278 0.194 0.288 0.321
Yellow if equal to or higher than 0.21 0.21 0.21 0.21 0.21 0.21 0.21 0.21 0.21 0.21 0.21 0.21 0.21
Green if equal to or higher than 0.25 0.25 0.25 0.25 0.25 0.25 0.25 0.25 0.25 0.25 0.25 0.25 0.25
Finance Metric I 0.490024 0.27568 0.190908 0.357 0.5284 0.4058 0.3391 0.3347 0.3247 0.327 0.286 0.383
Yellow if equal to or higher than 0.3 0.3 0.3 0.3 0.3 0.3 0.3 0.3 0.3 0.3 0.3 0.3 0.3
Green if equal to or higher than 0.35 0.35 0.35 0.35 0.35 0.35 0.35 0.35 0.35 0.35 0.35 0.35 0.35

INTERNAL BUSINESS OPERATIONS
IBO Metric A 1.7693 1.73499 1.80064 1.76888 1.76068 1.79877 1.863956 1.862206 1.829389 1.875557 1.741041 1.69758
Yellow if equal to or higher than 1.70 1.70 1.70 1.70 1.70 1.70 1.70 1.70 1.70 1.70 1.70 1.70 1.70
Green if equal to or higher than 1.73 1.73 1.73 1.73 1.73 1.73 1.73 1.73 1.73 1.73 1.73 1.73 1.73
IBO Metric B 0.20531 0.18053 0.184817 0.16204 0.18 0.178 0.202 0.205 0.176 0.226 0.201 0.197
Yellow if equal to or less than 0.25 0.25 0.25 0.25 0.25 0.25 0.25 0.25 0.25 0.25 0.25 0.25 0.25
Green if equal to or less than 0.22 0.22 0.22 0.22 0.22 0.22 0.22 0.22 0.22 0.22 0.22 0.22 0.22
IBO Metric C 0.427692 0.505666 0.504354 0.568529 0.44906 0.464186 0.446241 0.422419 0.445758 0.475769 0.340339 0.366324
Yellow if equal to or less than 0.26 0.26 0.26 0.26 0.26 0.26 0.26 0.26 0.26 0.26 0.26 0.26 0.26
Green if equal to or less than 0.21 0.21 0.21 0.21 0.21 0.21 0.21 0.21 0.21 0.21 0.21 0.21 0.21
IBO Metric D 2.66634 2.64814 2.69324 2.67166 2.68 2.66 2.67 2.68 2.65 2.67 2.67 2.69
Yellow if equal to or less than 2.60 2.60 2.60 2.60 2.60 2.60 2.60 2.60 2.60 2.60 2.60 2.60 2.60
Green if equal to or less than 2.58 2.58 2.58 2.58 2.58 2.58 2.58 2.58 2.58 2.58 2.58 2.58 2.58
IBO Metric F 0.113318 0.157456 0.163175 0.146534 0.113 0.143 0.143 0.173 0.143 0.163 0.133 0.143
Yellow if equal to or less than 0.086 0.086 0.086 0.086 0.086 0.086 0.086 0.086 0.086 0.086 0.086 0.086 0.086
Green if equal to or less than 0.068 0.068 0.068 0.068 0.068 0.068 0.068 0.068 0.068 0.068 0.068 0.068 0.068
IBO Metric G 0.043949 0.078984 0.051823 0.055083 0.110424 0.068515 0.080985 0.076333 0.07306 0.077379 0.103885 0.069867
Yellow if equal to or less than 0.06 0.06 0.06 0.06 0.06 0.06 0.06 0.06 0.06 0.06 0.06 0.06 0.06
Green if equal to or less than 0.05 0.05 0.05 0.05 0.05 0.05 0.05 0.05 0.05 0.05 0.05 0.05 0.05
IBO Metric H 1.222222 1.222222 1.166667 1 1 1 1 1.166667 1.333333 1.25 1.230769 1.266667
Yellow if equal to or higher than 1.33 1.33 1.33 1.33 1.33 1.33 1.33 1.33 1.33 1.33 1.33 1.33 1.33
Green if equal to or higher than 1.45 1.45 1.45 1.45 1.45 1.45 1.45 1.45 1.45 1.45 1.45 1.45 1.45

LEARNING AND GROWTH
L&G Metric A 4.47048 5.23666 4.17365 4.57158 4.54306 4.31449 4.67242 3.67574 4.94651 3.57205 4.92629 4.55868
Yellow if equal to or less than 5 5 5 5 5 5 5 5 5 5 5 5 5
Green if equal to or less than 4.5 4.5 4.5 4.5 4.5 4.5 4.5 4.5 4.5 4.5 4.5 4.5 4.5
L&G Metric B 68.1916 69.643 57.0598 62.4947 59.6528 74.1863 77.7315 54.8459 57.6235 83.5998 66.4914 54.2673
Yellow if equal to or higher than 65 65 65 65 65 65 65 65 65 65 65 65 65
Green if equal to or higher than 75 75 75 75 75 75 75 75 75 75 75 75 75
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Targets Aug'04 Sep'04 Oct'04 Nov'04 Dec'04 Jan'05 Feb'05 Mar'05 Apr'05 May'05 Jun'05 Jul'05 Aug'05
Finance Metric B 2.10 2.25 2.35 2.21 2.32 2.21 2.16 2.49 2.51 2.16 2.17 2.29 2.14
Yellow if equal to or higher than 2.20 2.20 2.20 2.20 2.20 2.20 2.20 2.20 2.20 2.20 2.20 2.20 2.20 2.20
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Given no occurrences beyond the upper and lower con trol limits and no statistically-
determined trends, the process is said to be in control.  Then we can infer that the up-

and-down monthly variability is the result of common-cause variability. In that case, the 
process is predictable.  

TRADITIONAL PERFORMANCE REPORTING SCORECARD

IMPROVED IEE DASHBOARD

Targets Aug'04 Sep'04 Oct'04 Nov'04 Dec'04 Jan'05 Feb'05 Mar'05 Apr'05 May'05 Jun'05 Jul'05 Aug'05
Finance Metric B 2.10 2.25 2.35 2.21 2.32 2.21 2.16 2.49 2.51 2.16 2.17 2.29 2.14

Yellow if equal to or higher than 2.20 2.20 2.20 2.20 2.20 2.20 2.20 2.20 2.20 2.20 2.20 2.20 2.20 2.20
Green if equal to or higher than 2.25 2.25 2.25 2.25 2.25 2.25 2.25 2.25 2.25 2.25 2.25 2.25 2.25 2.25
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TRADITIONAL PERFORMANCE REPORTING SCORECARD
Targets Aug'04 Sep'04 Oct'04 Nov'04 Dec'04 Jan'05 Feb'05 Mar'05 Apr'05 May'05 Jun'05 Jul'05 Aug'05

Finance Metric B 2.10 2.25 2.35 2.21 2.32 2.21 2.16 2.49 2.51 2.16 2.17 2.29 2.14
Yellow if equal to or higher than 2.20 2.20 2.20 2.20 2.20 2.20 2.20 2.20 2.20 2.20 2.20 2.20 2.20 2.20
Green if equal to or higher than 2.25 2.25 2.25 2.25 2.25 2.25 2.25 2.25 2.25 2.25 2.25 2.25 2.25 2.25

�

IMPROVED IEE DASHBOARD

0��3

'�6�

�����	����������� ��� �!

!!

!	
!�

%�
��
��
	�
��
��
��

 �
	

 

/�,���,�

32.657

2.2

���0��-1�����+�+��-1���

� ��
�� 	


 �
���

	


�
�� �

	


 � ��
� 	

� �
� ��

	


 � ��
� 	

� ��
�� 	


�
� �
� 	

� � �
�� �

����
� �

� � ��
� �

� �
�� �

�

��
� �

� �

���
���

��	

���

���

���

�� 

���

 �!

����

"
#$���	%�

&'($��� !�

('($ �%!��

)�*+�+*���,-'������-'.���

/�,
���

,�

1�
���

��

�

Since the process is predictable, we can consider past data from the 

region of stability to be a random sample of the future. �
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Targets Aug'04 Sep'04 Oct'04 Nov'04 Dec'04 Jan'05 Feb'05 Mar'05 Apr'05 May'05 Jun'05 Jul'05 Aug'05
Finance Metric B 2.10 2.25 2.35 2.21 2.32 2.21 2.16 2.49 2.51 2.16 2.17 2.29 2.14
Yellow if equal to or higher than 2.20 2.20 2.20 2.20 2.20 2.20 2.20 2.20 2.20 2.20 2.20 2.20 2.20 2.20
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Business Goal Strategies High Potential Areas Projects

Increase 
monthly profit 

margins by 2% 
in 10 months.

Reduce 
Reduce costs from 

defect type 4 by 1.5 %.

Increase 
monthly gross 
revenue by 8% 
in 10 months.

Reduce DSO 
mean by 3 

days in 7 mo.

Reduce DSO of 
product group D and 
leverage benefits to 

other business groups.

Improve 
marketing 

effectiveness 
by 15% in 10 

mo.

Improve product group 
C search engine 
ranking by 25%.

Improve RFQ 
acceptance 

rate by 
improving 

quote response 
time so that 
quotes are 

completed in 
14 days. To be 
completed in 5 

mo.

Increase TOC 
throughput by 
2% in 7 mo.

Developed in 
Example 12.1

Developed in 
Example 12.2

Develop 
Product

Market Product Sell Product
Produce & 

Deliver Product

Invoice and 
Collect 

Payment

Report 
Financials

Information 
Technology 

(IT)

Human 
Relations (HR)

Enterprise 
Process 

Management 
(EPM)

Days Sales 
Outstanding 

(DSO)

Percent 
Annualized 

Gain in Gross 
Revenue

Gross 
Revenue

Defective Rate

Lead Time

Developed 
Product Design 

Quality

Product 
Development 

Lead Time

Work in 
Process (WIP)

On-time 
Delivery

Voice of the 
Customer 

(VOC)

Labor 
Relations

Safety and 
Environment

LegalFinance

Quote Quality

RFQ Response 
Acceptance 

Rate

Internal 
Process 
Reworks

Product 
Margins

Quote 
Response 

Time

TOC 
Throughput

Net Profit 
Margins

Existing 
Customer 
Additions

New Customer 
Additions

Timely Inputs

Effective Inputs

From: The Integrated Enterprise Excellence System: An Enhanced, Unified Approach 
to Balanced Scorecards, Strategic Planning, and Process Improvement
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Figure 3.1: The Integrated Enterprise Excellence System
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Figure 3.8: The Integrated Enterprise Excellence System
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