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What will determine future performance success 
in business? We now have tools and research 

highlighting essential and critical issues that must be 
considered to achieve sustainable high performance.  

Now widely accepted, the Balanced Scorecard (BSC) 
has gone from fad to practice. The Balanced Scorecard 
is a matrix of corporate performance measurements that 
view the organization through four perspectives—critical 
issues in four systems:  financial, internal, external, and 
developmental (innovation, learning, and growth). 

Research states that brand loyalty, growing loyal 
customers and employee engagement are also leading 
indicators of future performance potential. (Coffman & 
Harder, 1998)

Historically, investors have used trailing indicators as a 
method of determining future value. Measures such as 
profitability, revenues, return on capital, cash flow and 
economic value added (EVA) are among many other 
strategies for determining the capacity to perform, or what 
some refer to as Value Creation.  

However, in the real time economics of the future, one 
thing and one thing only will provide the key to future 
performance—capability.  Companies who build 
capability will survive and prosper in the coming years 
as turbulence and accelerating change rapidly erode 
traditional business models.

Building capability starts with the individual and is 
compounded or increased exponentially as it spreads to 
work groups, teams and finally throughout organizations 
in a network effect. 

Mike R. Jay 
is a business 
and executive 
coach, 
happeneur and 
speaker on 
personal and 
organizational 
development.  

He is 
the author of COACH2 The Bottom 
Line: An Executive Guide to Coaching 
Performance, Change and Transformation 
in Organizations and the founder of 
B\Coach Systems, a business and 
executive coach training system. If you 
would like more information on creating 
coaching programs for managers, leaders 
or executives, we welcome your inquiry 
for your coaching and development 
requirements. 

Mike Jay can be contacted at 
1.877.901.COACH (2622) 

or by email at 
coach@Leadwise.com.
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Key Performance 
Indicators in the 

Capable Organization 
  
•  A developmental culture that can   
   execute teachable points of view

 •  Innovation speed

 •  Real time connectivity

 •  Adaptive systems

 •  Employee leverage
 

A Developmental CULTURE - Coaching Systems

Teaching, coaching and learning in every layer—led by senior 
leadership is the first measure. GE, Allied Signal, Intel, PepsiCo 

and Coca-cola are all examples of teaching companies. (Tichy & 
Cohen, 1998) 

The real performance indicator for this strategic objective is 
ubiquitous information and the feeling that people can get what 
they need in real time without hassling with a bureaucratic chain of 
command. Feelings can be measured, just ask people! 

In other words, if we continue to rely on trailing indicators, the horse 
will have left the barn before we shut the gate! If we don’t devise a 
system of leading indicators, then we will be one step behind the 
music in regards to attracting, retaining and utilizing employees 
effectively in a rapid-change environment.

INNOVATION SPEED - increasing the number of iterations

Innovation speed is difficult to measure. Yet the key is the nature of 
a company’s revenues and profits in new products, services and 

relationships (3M mandates this ratio), and includes the number of old customers buying new products 
and services.  How much of what we do today is reflective of what we have done yesterday? How much of 
tomorrow’s business is based on today’s innovations?  

Failing to innovate fast enough can be a real problem in today’s market-space. In most cases, we can’t depend 
on tomorrow looking like more of today in a lot of industries.  Sure we have those cash cows, but if you intend 
to attract capital, customers and relationships, you had best build in the capability to innovate quickly, and 
concurrently create permission to fail faster. Innovation is most often directly proportional to iteration potential. 
Anything within reason that increases the speed of iteration (by allowing successful failures) lowers the speed 
of innovation and cycle time, and increases organizational agility—the critical ability of the organization to 
realign itself in the face or environmental demands. 

Real Time CONNECTIVITY - creating conversations,  improving learning

People are confused about what this means. Can you pick up the phone and talk to the end user of your 
product or service? Do you even know who they are? Does your web site measure statistics on the 5 

W’s (who, what, why, when, where)? Are your teams connected? For example, is marketing connected to 
manufacturing (and I don’t mean at the hip) at the thinking and feeling levels as well—through a network of 
strategic conversations? 

Do you know what the effects of your work are having on the results of someone else?  Can and do you build 
capability around response-ability…to customers, people who were your customers, people who aren’t your 
customers and people who could be your customers—internal and external? Improving the quantity and quality 
of conversations promotes response-ability. Can you execute your core competence in real time?

The edge of an organization is going to be determined by its conversations—internal and external—their 
quantity and quality. If we can speed up learning, increase the volume or improve the quality or our 
conversations, capability will be leveraged as learning and execution accelerate. Connecting communities of 
interest, practice and commitment into constellations of shared learning will precipitate real time connectedness.

The other key issue is network effects. The power and leverage of networks increases with the number of 
people in the network. Take this analogy. A single fax machine is useless, but to the extent that fax machines 
are ubiquitous, the network effect of using a fax machine is exponential.  



Hot Cuts — 2

ADAPTIVE SYSTEMS - learning + action

Capability here describes systems that become self-correcting and generative—leading to a state of 
heightened awareness that accompanies conscious competence.  Conscious competence is a development 

term depicting an order of consciousness that exists when people have a view of their own systems and those 
same people can hold multiple perspectives in a system. It allows us to be self-correcting and generative by 
taking appropriate action, when no right action is clear—we execute the core competence flawlessly.

We create the ability to self-generate a solution at the touch point rather than having or needing a mandate to 
do so. This kind of internal shift is much more potent and efficient compared to external (hierarchical) mandates 
which are slow! By creating learning from knowledge management at every level in the organization, we enable 
people to act adaptively, yet remain effective at execution of the core competence.  

Thus, we enter the age of generati—a generative environment creating generative activity by virtue of its nature 
and the ability to execute without eroding the potential.

EMPLOYEE LEVERAGE + employee satisfaction = customer satisfaction

What is it?  How do you get it? The now-old Sears turnaround exists as proof that employee satisfaction 
matters. If your employees can answer the following twelve questions in a manner that is satisfying to 

them—you’ve got it!

The following list of questions is distilled from a meta-survey conducted by The Gallup Organization as a result 
of studying and interviewing over 1 million employees. The following 12 questions have been demonstrated by 
research to relate to Business Unit Productivity, Profitability and Customer Loyalty. The essential components 
of the 12 areas have been reframed as “audit questions” which are listed by Gallup as the Q12 and are the 
following:

                
              The Gallup Q12 Questions for Employee Engagement

1.  I know what is expected of me at work.

2.  I have the materials and equipment I need to do my work right.

3.  At work, I have the opportunity to do what I do best every day.

4.  In the last seven days, I have received recognition or praise for good work.

5.  My supervisor or the person I report seems to care about me as a person.

6.  There is someone at work who encourages my development.

7.  In the last six months, someone at work has talked with me about my progress.

8.  At work, my opinions seem to count.

9.  The mission/purpose of my company makes me feel my job is important.

10. My associates (fellow employees) are committed to doing quality work.

11. I have a best friend at work.

12. The last year, I have had opportunities at work to learn and grow.

(Source: ©Copyrighted by The Gallup Organization http://www.gallupjournal.com/interactive/)

SUMMARY- Capability, the Fifth Element

In conclusion, the fifth element—capability--will become the defining element.  It will connect the other four 
elements of the agile organization in a matrix of organizational effectiveness.  
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...A Methodology for Awareness, Purpose,     
   Competence, Well-Being and RESULTS!
    
     www.b-coach.com

                                             
                                              What Do Business Coaches Do?
Business coaching creates efficient, strategic interactions that connect and clarify what really matters…
promoting stronger commitment to develop right action for the individual and organization... leading to right 
results.

Right action = The right people, doing the right things, in the right way, at the right time, for the right 
reasons.

Right results occur when personal and organizational agendas serve customers and align to 
enhance awareness, purpose, competence and well-being in personal, business and network 
domains.  

• Integrates personal freedom and business reality to get results in real time

• Distinguished from consultants: they build capability—individual and in business systems leading to results while 
discouraging the formation of co-dependencies

• Creates developmental opportunities within the person, team or staff being coached to see things differently in 
terms of performance, change and transformation

• Works through openings that lead to long-term developmental opportunities—rather than providing only an 
immediate fix to shore up gaps—leading to intrinsic motivation

• Develops increased leadership and emotional competence to generate possibilities, create actionable plans, with 
commitment to right action aligned with business goals

• Creates effective coaching interactions by listening, observing, discerning, and modeling and delivery through 
dynamic inquiry that works at the level of action

• Delivers effective coaching through feedback, questions, statements, challenges and ideas surfaced through 
efficient strategy focused developmental approaches

• Guides a business system to evolve its culture by clarifying critical personal and business issues while aligning 
personal and organizational agendas 

• Lowers resistance and increases energy for adaptability, vitality, passion and willingness to go the extra mile by 
aligning personal and organizational values

• Provides and models interactive communication styles that enhance internal problem-solving skills leading 
effective systemized approaches to efficient solutions

• Blends training, management and leadership development at every level in an organization through a systematic 
approach, outlined through a step by step process 

To get results and to learn more about how to enhance your personal and organizational capability, please 
call for a no-obligation consultation. 1.877.901.COACH (2622)


