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HP Executive Scorecard software:  

Demonstrating Control through effective IT Performance Management  
 

Problem introduction and background 

                                                             
1
 Craig Symons, Trends In IT Performance Management, Forrester, December 2005 

2 Managing with Dual Strategies, Derek Abell, The Free Press, 1993 



2 
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Balanced Scorecard 

Balanced Scorecard Applied to IT 

                                                             
4   eBusiness Intelligence, Bernard Liautaud, McGraw Hill, 2001 
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 IT Portfolio Management, Robert Handler, John Wiley & Sons, 2005 

6 ITIL Version 3 Draft, Service Strategy Book 
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 R. Kaplan and D. Norton, The Execution Premium: Linking Strategy to Operations for Competitive Advantage, 

Boston, Massachusetts: Harvard Business Press, 2008 
8 ITIL Version 3 Draft, Continuous Service Improvement Book 
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IT Performance Management Systems: the art of the possible  
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HP Executive Scorecard: a new state of the art 
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Business Intelligence and HP Data Model Foundation 

Change is the law of life. 

And those who look only 

to the past or present are 

certain to miss the future. 

John F. Kennedy   -- U.S. 

President, b1917-d1963 
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Executive Scorecard architecture, Data Model and Scope of Data Warehouse 

Successful strategies flow like water; 

they are shaped by the 

circumstances of the conflict. When 

water flows, it avoids the high 

ground and seeks the low ground. 

Successful strategies likewise avoid 

difficult methods and find easy ones.  

—Donald G. Krause, The Art of War 

for Executives (New York: Penguin 

Putnum, Inc, 1995) 
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KPI Library 
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Out of the box KPIs
CIO Edition Standard
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Improve service 
delivery performance

% Service 
performance 

met
MTTR MTBF 

Improve customer 
satisfaction 

% of met 
SLOs for IT 

process 
activities 

Average 
incident 
outage 

duration

% of 
satisfied 

customers 

Improve project 
execution

% of 
Service 

Availability

% of met 
SLAs 

% of project 
tasks on 

time 

% of 
projects on 

time 

% of 
healthy 
projects

% projects with 
unresolved 

urgent issues

% of 
deviation of 

planned 
hours 
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Improve 
responsiveness 

Achieve process 
excellence   

% reopened 
incidents 

% escalated 
incidents 

%  emergency 
changes 

% changes 
resulted in 

outage 

% SLA 
expirations 

% unauthorized 
implemented 

changes 

% assets in 
maintenance 

Avg. age of 
hard-ware 

assets 

Time-to-market:
new products / 

services

Avg. project 
initiation time 

% interactions 
in backlog 

%  incident 
aging 

Avg. time to 
procure 

% of FCR 
Number of 

Opened Incident

Incident 
backlog 

size
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Improve staff 
effectiveness

% project 
effort by 
external 
resources 
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Reduce cost
% Business 
service cost 
reduction

% projects 
cost reduction 

Stewardship of IT 
investment

% unhealthy 
projects budget 

risk 

%  variance 
actual vs. 
planned 

costs 

Avg. cost of IT 
delivery per  

customer 

% IT POR 
vs. total 
revenue

Alignment with 
business strategy    

% projects 
associated with 

business 
objectives 

CAPEX vs. 
OPEX

Innovation 
delivery 

% software 
licenses 
in use 

% change in 
asset costs

Change Success 
Rate

% of unplanned 
changes

Change Backlog 
Size

Number of 
Completed 
Changes

Average Time to 
Procure 

Hardware

% of Assets 
Returned to 

Supplier

% Incident 
Response 

Conforms to SLA

Downtime % of 
SLAs

% IT Cost 
vs. Total 
Revenue

Number of 
Closed 

Incidents

Incident 
Resolution 

Time

Average 
Interaction 

Closure Duration

% Actual 
vs. Planned 

Project 
Costs

% Time 
Invested in 
Strategic 
Projects

Average 
Delivery of 

New 
Products
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Out of the box Scorecards 

CIO Scorecard 
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VP Operations Scorecard 

                                                             
9 What Are The Components Of An IT Operations Scorecard?, Craig Symons, Forrester Research, June 2005 
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Scorecard Cascading 
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Geographical Distribution 
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Functional Distribution of IT 

 

Organizational Distribution of IT 
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Decentralized Distribution of IT 

 

KPI Explorer 
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Key Benefits for Executive Scorecard 
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Why buy from HP? 
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