
BALANCED 
PERFORMANCE 
MEASUREMENTS

Session 1: Input Measures

Dwight Mihalicz, FCMC

February 15 2022

Avoiding
the Wheels 
Coming Off



Meet our Speaker

Dwight Mihalicz 
• International Speaker, Author, and Management 

Consultant

• President and Founder Effective Manager Inc.  

• Dwight provides management consulting to 
organizations that want to both increase the 
productivity and effectiveness

FCMC



Session 1: 
Input Measures

What are Input Measures and Why do they Matter? 
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Most Organizations
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Organizational Churn

▪ Most organization have a 
strategic plan. 

▪ 70% fail to achieve their strategic 
goals.  Why?
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Engaged employees have:

▪ 66% HIGHER well-being

▪ 81% LESS absenteeism

▪ 41% LESS quality incidents

▪ 18% LOWER turnover

▪ 10% HIGHER customer loyalty

▪ 18% HIGHER productivity

▪ 23% HIGHER profitability

Employee Engagement is Good!

Compiled from Gallup 2020 Meta-Analysis 

Top 
Quartile

Bottom 
Quartile
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Gallup Tells Us

Copyright © 2021 Gallup, Inc. All rights reserved
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The Iceberg of Ignorance

▪ Sidney Yoshida, in his 
acclaimed study “The 
Iceberg of Ignorance”, 
concluded that only 4% 
of an organization's 
front-line problems are 
known by top 
management.
(Published 1989)
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The Iceberg of Ignorance

▪ 4% of an organization's front-
line problems are known by 
top management

▪ 9% are known by middle 
management

▪ 74% by supervisors

▪ 100% by employees
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Service Profit Chain

▪ A variety of Internal Processes drive Employee Satisfaction

▪ Employee Satisfaction drives Customer Satisfaction 

▪ Customer Satisfaction drives Customer Results

▪ Leadership practices underpin the entire Service Profit Chain

Customer 
Results

Customer
Satisfaction

Employee 
Satisfaction

Putting the Profit Chain to work, James L. Heskett et al, 
Harvard Business Review, 1994

Managerial 
Leadership

Managerial Leadership
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CULTURE

PERFORMANCE

PROFIT

STRATEGY

BUSINESS MODEL

ORGANIZATION DESIGN

Managerial Capability

Managerial Leadership

Accountability and 
Authority Model
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Post Work

dwight@effectivemanagers.com
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Discussion
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Subscribe to our YouTube Channel

bit.ly/EffMgr-YouTube
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For more information on these approaches

and to

Register for my monthly eNews

effectivemanagers.com

Connect:

dwightmihalicz

Facebook:

dwight.mihalicz

Check out the Resources tab

http://ca.linkedin.com/in/dwightmihalicz
https://www.facebook.com/settings?tab=account&section=username
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