
 

As President and CEO of Carlson Hotels Worldwide, my Executive Team and I successfully implemented the Balanced 
Scorecard methodology in 2003, utilizing software services from Insightformation.   
 

This daunting exercise required the support, discipline and focus of our entire Team but the results were dramatic, 
yielding in a 100% increase in bottom-line profits over the following three year period.   
 

I would absolutely utilize this methodology today for any business that is attempting to change or refocus their 
strategy, or needs to manage a business merger, or if they need to reprioritize the use of scarce resources to maximize 
profits.   

Organizationally, our entire enterprise realized many benefits from this business management methodology: 

We clarified our strategy – Our strategy became expressed visually, with simple terms and specific measurable 
goals that everyone could understand. This exercise also allowed us to illustrate the cause & effect 
interdependencies in our strategy. Now, everyone could understand the essential linkages between 
employees, processes, customers and financial results.  Getting everyone on the same page was a tedious 
process but essential to the alignment of the entire organization.   

We reconfirmed all our goals and measures – Every goal was expressed with clearly defined measures.  Monthly 
progress towards our goals was reported via one official Scorecard.  By using one Scorecard everyone was 
forced to measure results the same way.  We also learned how to expose leading indicators that would predict 
our performance in essential areas rather than just using conventional accounting data that only provides a 
rear-view mirror look at historical results. Each of our executives was held accountable to own specific 
measure(s) in the Scorecard and they all learned to work as a Team to achieve the desired results. 

We reprioritized all initiatives – As a company, we were always very good at launching new initiatives, but we 
were not very good at shutting them down.  This new methodology helped us terminate dozens of initiatives 
that did not have direct and immediate ability to achieve of our strategic objectives.  As new initiatives were 
proposed, we tested them against our strategy map.  Then, we only launched projects where the sponsors 
were willing to sign-up for moving the needle on a specific measure in our Scorecard. This forced sound 
business justification and accountability into every confirmed initiative. 

Achieving our strategy became everyone’s “Day Job” – In every one of our weekly Executive Committee 
meetings, the agenda of the meeting included a detailed review of the traffic lights and trend indicators on 
our Scorecard. If an indicator was negative, the owner of the measure needed to be ready with a solid plan for 
remediation.  The same became true for all key initiatives that were associated with a strategic measure.  
Accountability to deliver initiatives on time, on scope and on budget was demanded by the naked 
transparency of the process.  I also used the Strategy Map as the core of my agenda with our Board of 
Directors.  The discipline of this process helped keep all our conversations focused and all resources optimally 
utilized. 

Employee engagement increased dramatically – It was remarkable to see the response from our employees.            
They valued the ability to clearly see the results of their efforts.  Green lights were good.  Red lights were bad.   
The ability to communicate our performance and then celebrate their great work was greatly enhanced.  
When every employee was able to see how their efforts mattered and how they could move the needle, 
employee engagement scores and job satisfaction scores increased dramatically.   

There is no doubt in my mind that the Balanced Scorecard methodology and the enabling software platform helped us 
to achieve a highly effective business discipline that dramatically accelerated the performance of our entire 
organization. 
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