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Editorial

An eternal question in organizations is how to acquire 

all the relevant information required for manageria l 

decision making? And how to motivate all experts to 

provide their input when designing the best processes 

and practices for the organization? Not even the most 

effective systems and clever assignments can get the job 

done, if the management doesn!t rely on organization-

wide collaboration. We at QPR are Þ rm believers in 

collaborative management and have always emphasized 

this in developing our QPR ProcessGuide and

QPR ScoreCard software products.

The power of collaboration can be realized only through 

building systems that are focused on the right cont ent 

and challenges in the organization and are widely 

used in various roles in the organization. Some users 

are the designers of the system, some participate in 

a commenting or content adding role • and often the 

largest group comprises of the viewers that receive 

and use vital information about processes, targets and 

performance. 

QPR 8.1 offers many excellent new features that 

enhance the collaborative nature of our systems.

For a long time we have taken pride in our role as the 

forerunner vendor of collaborative software systems, 

and QPR 8.1 now really offers an excellent platform 

for organizations to take an even more collaborative 

approach to process and performance management. We 

at QPR wish to support this trend by providing lucr ative 

and ß exible pricing for large systems. The price levels for 

the systems are affordable, and customers can choose 

whether to buy the license and own the software or just 

acquire the right to use it as a subscription witho ut any 

upfront investments.

QPR is also developing concepts for the most important 

and common needs that our customers have. Through 

these services, our aim is to help customers take their 

systems into collaborative use with minimum time an d 

effort. We trust that this approach yields an excel lent 

return on the investment in QPR software.

Jari Jaakkola

CEO, QPR Software Plc
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QPR Innovations:
a quest for global 
software products
QPR!s innovation resources were increased in February 

2009 when Business Development Manager Antti 

Miettinen (AM) joined the Company. Since then, QPR 

Software has already collected hundreds of ideas for 

new products. The best of them have been selected for 

further development. QPR is now continuously looking 

for ideas for new global software products both ins ide 

and outside of the Company. Antti and Vice President 

Teemu Lehto (TL), responsible for QPR Business 

Development, elaborate on QPR!s innovation activities as 

follows: 

Why is QPR investing resources and money in 

looking for innovations?

(TL:)  As QPR is in software business, we have always 

invested a substantial share of our revenue in product 

development. Thanks to that, we have excellent 

products today. By utilizing our already existing 

recourses we now want to Þ nd entirely new software 

products to be sold through our own organization an d 

global reseller network to beneÞ t our current and future 

customers

What does QPR innovation add to QPR product 

development activities?

(TL:)  We want to focus on those customer needs that 

are not resolved with our existing software. For th is 

purpose we search for product ideas or seeds of ideas, 

the maturity of which may vary. If they are mere id eas, 

a great amount of them are needed in order to Þ nd 

the best for further development. The next step the n 

is to create a software prototype. When it is built , the 

idea starts to materialize as a software product. And 

after initial piloting with actual users the develo pment 

ownership shifts to QPR product development.

Is QPR looking for innovations inside or outside 

of the Company?

(TL:)  Both. Inside QPR we search for technology-

focused innovations: we know our customers, partner s 

and technology. Based on them we identify points of 

discontinuation in our existing technology offering . 

To these points we then provide new QPR technology. 

Outside QPR we look more openly and broadly for ideas 

for new business-to-business software.

Why has QPR started to look for innovations also 

outside of the Company?

(TL:) In order to achieve results fast. QPR has a strong 

co-operation network and small software vendors 

contact us often already today. QPR is seen as a 

good channel for their products or then they hope w e 

could start to represent them. We have often realiz ed 

afterwards that it would have made much more sense to 

have started the co-operation earlier. If we, for e xample, 

had participated in the product development at an e arlier 

stage, the time to the international market would h ave 

been shorter.
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What kind of ideas is QPR looking for?

(AM:) We look for product ideas that have already 

materialized as software prototypes. Software must be 

directed to business-to-business markets and it must run 

on the PC environment. Possibly this type of activity is 

already yielding minor revenues.

Co-operation and acquisition are equally valuable 

alternatives to us. In the best case the co-operati on 

leads to an acquisition, which would also maximize the 

synergy. Our possible partner may be a domestic one or 

come from aboard.

What can QPR offer to someone with an idea for a 

software product?

(AM:) QPR supports its partners in marketing and sales 

with its international sales network creation capab ilities 

and readymade contacts with medium- and large-scale 

companies in Finland.

QPR has also capabilities to provide support both in 

software creation and software product management 

processes. We know how to successfully create a 

standardized software product and launch it successfully 

into the global market. QPR is a certiÞ ed Microsoft Gold 

partner. And Þ nally, we have resources, ß exibly available, 

to make us an interesting option as a partner.

How can somebody with an idea get introduced 

to QPR?

(AM:) Please contact me directly at antti.miettinen@qpr.

com, maybe already today.

Teemu Lehto (right) and Antti Miettinen are ready to offer QPR's knowhow, resources and international experience to the use of 
partners with product ideas materialized as software prototypes.
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The new version 8.1 of QPR Integrated Management 

System software provides organizations with 

performance and process management tools for 

improving the way they manage strategy, operations, 

quality and risk. The new release delivers a host of 

improvements in usability and rewards users with a 

rich mix of process-related content, hosted on mult iple 

portals in multiple formats including Microsoft Of Þ ce 

SharePoint Server.

•We are seeing a growing number of organizational 

roles becoming actively involved in the management 

of strategy, risk, compliance, quality and operatio nal 

efÞ ciency. This calls for a more comprehensive collection 

of content, metrics and of ways to collaborate arou nd 

cross-organizational processes, which is what we 

now deliver with version 8.1•, said Jari Jaakkola, Chief 

Executive OfÞ cer of QPR Software Plc. •Collaboration 

and clear metrics also help organizations to cut costs in 

a smart and transparent way. QPR products are a key 

enabler for achieving this•, he continues.

QPR 8.1 is focused at business users and consists of 

performance management software QPR ScoreCard 

and process management and analysis software

QPR ProcessGuide. New in version 8.1 is the ability 

to run the QPR Portal front-end completely inside 

Microsoft®  OfÞ ce SharePoint Server and take advantage 

of its impressive arsenal of document management and 

collaboration features. 

Metrics in QPR ScoreCard now support date, text and 

milestone-based values, which improve its support for 

managing projects around performance or process-

related content. Free linking between metrics, process 

maps, analysis views and external content now help 

organizations better tailor the user interface beha vior of 

the system, and export to Microsoft ®  Excel provide users 

with more powerful analysis capabilities.

On the designer client side, QPR ScoreCard and 

QPR ProcessGuide now feature a range of usability 

improvements that enable faster and more convenient 

creation and maintenance of performance and process 

models. Examples include the ability to prevent 

changes to past data by locking periods, highlighting 

of consolidation formulas, a new, pop-up-based quick 

modeling approach and the ability to select a reusable 

modeling element faster by using auto-complete element 

selection.

QPR 8.1
process documentation 
and performance
monitoring for everyone
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•With QPR 8.1 our customers capitalize on all the 

work done for the development of the QPR Web 

Services Foundation. The QPR Solution Package for 

Microsoft Office SharePoint Server provides more 

powerful collaboration and document management, 

the QPR Add-In for Microsoft®  integrates reporting with 

Microsoft®  Word and the export to Microsoft ®  Excel adds 

many analysis capabilities• Tony Virtanen, Vice President 

Products and Technology, comments and he continues: 

•The improvements in the Designer clients enable 

customers to achieve fast implementations • this a key 

strength of our products that is now further enhanc ed.•

QPR 8.1 is available through QPR partners globally 

(please see www.qpr.com). QPR Software includes and 

combines QPR ScoreCard performance management 

software and QPR ProcessGuide process modeling 

and analysis software. QPR provides easy to use tools 

for existing QPR customers to upgrade to the latest 

version. QPR tools are used for Process Management, 

Performance management, CPM, Business Activity 

Monitoring, Quality Systems, Enterprise Architecture 

Modeling, Balanced Scorecard, EFQM, Six Sigma, Project 

Portfolio Monitoring and Project Risk Management. 

Some main new features in QPR ProcessGuide 

 QPR ProcessGuide is QPR's software for process management.

·  Quick modeling

·  Alignment guides

·  Tool palette drag and drop

·  Navigator drag and drop

·  Intellisense auto® ll

·  Direct access to the target elements of

  ºrelation-type attributesº

·  Relationship modeling

·  De® ning modeling element web behavior

·  Designer presentation mode

·  Improved zoom of process maps in QPR Portal

·  Shadow settings of process map elements 



8

The new QPR 8.1 has more than 150 new features 

compared to the previous version. Service Manager 

Jani Härkki from QPR Service and Solutions unit has 

experience from integrating and implementing QPR 

software at more than 50 customer sites and in more 

than 20 countries. He also participates in pre-sales, 

training and coding. Vision Magazine asked him to pick 

his favorite new 8.1 features.

QPR ProcessGuide:

Quick modeling

•This is maybe the coolest new feature. It can real ly 

change the way people perform modeling as the users 

are provided with a new and easy way to build proce ss 

models in a controlled way. You get things right th e Þ rst 

time"•

Alignment guides

•This feature aligns elements precisely beside each other 

and e.g. within exactly the same distance from each 

other. Very often people with a passion for precisi on and 

order participate in modeling work • and they get e asily 

distracted even by the slightest impreciseness. This can 

prohibit them from reading the ß owchart as they are no 

longer able to see the forest for the trees.•

Relationship modeling

•This new feature is extremely useful. Custom attri butes 

can now be used for showing controlled and centrally 

managed information. For example, it was earlier 

possible to draw a relation between a custom attrib ute 

and an element or create a custom attribute and add 

text to it. But this text was only visible in that single 

custom attribute. Now, as you can create hierarchies 

with relations, it is possible to make all the text s created 

by the same author visible and use them in a way ve ry 

similar to information items.•

QPR ScoreCard:

•The Þ rst two new features, project milestone modeling 

and dashboard jumps, may really change the way people 

measure and model things.•

The new QPR 8.1 features
under expert evaluation

QPR ScoreCard's Project milestone modeling feature provides 
better support for project management, e.g. by executing 
benchmark comparisons of projects.

QPR ProcessGuide's Quick modeling feature models  ̄owcharts 
faster, better aligned and always correct as the modeling 
options de® ne the default element connector and the position 
offset of the element.
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Project milestone modeling 

•This feature is a direct answer to the needs of a 

project worker. For the Þ rst time, it is possible to create 

periods with a certain date as a target. Thanks to it, 

we can measure and draw curves on how the project i s 

proceeding and compare the progress against the target. 

This feature works superbly.•

ªThe new quick modeling, project milestone modeling and 
dashboard jumps features of QPR 8.1 may really change the 
way people measure and model thingsº, enthuses Service 
Manager Jani H!rkki from QPR Service and Solutions.

QPR ScoreCard's Formula error highlighting feature finds 
incorrect formulas and places them immediately in the 
spotlight.

Dashboard jumps 

•Earlier it was possible to access one single detail issue 

inside of an element through an element on a strate gy 

map or a dashboard. Now you can place several 

locations on one single element and jump from them 

directly to different targets. This is an extremely  useful 

new feature and, I trust, also an answer to the wis hes of 

many of our customers as it makes possible to build one 

single geniously interactive dashboard.•

Series type ”Text” and measurement unit ”Date”

•The •Text• as a series type together with the •Dat e• as 

a measurement unit makes it possible to follow a to tally 

new set of issues as you may use words or dates as 

measures. 

Date as a measurement unit makes it possible to 

monitor projects and actually everything else. With 

•Date• you can calculate the differences between the 

target and actualization dates. And if a project ha s many 

subprojects, their dates can be combined, and get a 

total Þ gure to monitor whether the project is completed 

late or prior to target and how much. Accordingly, in 

quality control you can feed words directly or even 

upload them automatically without the need to Þ rst 

convert them into numbers.•

NEW Speedo!

•It is a must" It has been drastically improved. It  allows 

making dashboards with several speedometers, and 

jumping directly from them to the targeted destinat ions 

or to entirely new kind of destinations, such as li sts of 

items, etc.•

Some main new features in QPR ScoreCard 

 QPR ScoreCard is QPR's software for performance 

management.

·  Project milestone modeling

·  Dashboard jumps

·  Period locking

·  Formula error highlighting

·  Series type: ºTextº

·  Measurement unit: ºDateº

·  New ªSpeedoº 
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News in brief

QPR ProcessGuide Xpress 
compatible with windows 7
QPR ProcessGuide Xpress is among the Þ rst desktop 

process modeling tools in the world certified for 

Windows 7, Microsoft!s next generation operating 

system. Process modeling software 

QPR ProcessGuide Xpress provides 

business professionals a powerful 

process modeling and analysis 

solution. QPR ProcessGuide is 

focused at business users and is 

an ideal tool for organizations that 

want to ensure their entry into process modeling is 

immediately rewarding and becomes a basis for wider 

adoption. 

•We are very proud to be among the Þ rst to have passed 

the #Compatible with Windows 7! logo certiÞ cation and 

excited about the possibilities our process 

management software can offer on this 

impressive platform,• commented Tony 

Virtanen, Vice President of Products & 

Technology and continues: •As a result of 

the extensive and demanding compatibility 

certiÞ cation process our customers can rest 

assured knowing that QPR products have 

been tested to meet all of the technical 

requirements to be compatible with 

Windows®  7.•

•QPR Software is a valued partner and 

we commend them on being among 

our Þ rst partners in the desktop process 

modeling space to be certified for 

Windows 7,• said Klaus Holse Andersen, 

Microsoft  Vice President,  Western 

Europe Region. •It!s an exciting time for 

Microsoft and for our partners and customers, and 

certification means not only smooth transition to

an outstanding new Windows platform but also great 

breadth and depth in terms of applications that hel p 

businesses run more efÞ ciently.•

The effectiveness of
Integrated Management System
lies with the implementation and
the following procedures 
Integrated Management System is a major source of 

organizational satisfaction. This outcome is conÞ rmed in 

the joint survey of QPR Software and Excellence Finland 

on Finnish companies! Integrated Management Systems. 
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The leading Russian Mobile 
Operator MTS trusts in QPR in 
personal motivation

Mobile TeleSystems OJSC 

(MTS) is the largest mobile 

phone operator in Russia and 

the CIS. MTS services over 

91 million subscribers (as end of December, 2008), 

providing mobile communications in Russia, Ukraine, 

Uzbekistan, Turkmenistan, Armenia and Belarus, totaling 

more than 230 million in population. MTS is listed on the 

New York Stock Exchange.

In 2006 MTS decided to build a Balanced Scorecard 

to increase its internal efÞ ciency. The implementation 

project of the automation system started in autumn 

2008. The outcome is a system combining the 

corporate balanced scorecard, personal scorecards and 

incentives. The MTS system contains parameters both 

from the MTS Group level and from business units and 

afÞ liated companies. The total number of automation 

system users is 550. MTS selected QPR!s performance 

management software, QPR ScoreCard, for monitoring 

corporate-level strategy maps of balanced scorecard and 

personal measures and achievements. 

From the very beginning many people were involved in 

the project, starting with 550 users at the managem ent 

level. The target of the project was to increase MT S 

employee efficiency. To obtain this, MTS wanted to 

create a uniform and relevant source of information  on 

strategic targets and KPIs simultaneously accessible to 

all employees. It was important to maintain the vis ual 

interrelations between targets and KPIs. The Operator 

also wanted to decrease the amount of manual input 

and duration of KPI measuring and the probability o f 

technical mistakes when processing the information 

related to the KPIs. 

The MTS system allows covering full cycle of tasks on 

creation and revision of system, development of strategic 

scorecards and KPIs including target values at all levels, 

gathering and analysing actual KPI values, analyzing 

problem places, when achieving strategic purposes 

and the creation of various KPI reports. System will be 

extended to all countries MTS is operating • Ukraine, 

Uzbekistan, Turkmenistan, Armenia and Belarus in 2009.

•The most important element is the actual 

implementation of the Integrated Management System. 

This can be achieved when the management values 

the Integrated Management System and also manages 

the organization in alignment with it: operations 

are organized according to processes and they are 

developed according to key performance indexes derived 

from the strategy. Also the procedures described in 

documents are applied comprehensively•, says Maija 

Erkheikki, Vice President for Service and Solutions at 

QPR Software, and continues:

•Organizations seem to be very rational when building 

their Integrated Management Systems: the systems 

contain sub-areas which are considered to have real 

meaning to organizational operations. Most often th e 

work starts from quality management and expands via 

environmental issues to occupational health and safety. 

Most of the Integrated Management Systems studied 

included at least two sub-areas.• 

Regardless of the vertical or size of the organization, 

the respondents stated the following tasks to be th e 

most important functions of an Integrated Managemen t 

System: description of organizational procedures, 

brieÞ ng on operational matters, and induction of new 

employees. Meeting various certiÞ cation requirements 

was seen as only one of the basic tasks of the Integrated 

Management System, which does not yet alone 

guarantee satisfaction with Integrated Management 

Systems.

•The experience gathered from our customers showed 

that meeting the certi Þ cation requirements and obtaining 

the certiÞ cate is clearly less expensive in an organization 

with a well-functioning Integrated Management Syste m•, 

concludes Maija Erkheikki.

QPR Software offers solutions for building Integrated 

Management Systems. QPR!s solutions include process 

modeling, performance measurement and effective 

communication with the entire organization.

QPR's website ranked as the 22nd 
best among 1,000 Finnish companies
The web sites of more than 1,000 Finnish companies 

were analyzed by their average appeal and ability to 

convert visitors into customers. The average score of 

Finnish companies was 42 (global average was 50).

With the score of 91.0, QPR ranked as the 22nd best. 

The winner was Nokia Corporation with the score of 

99.8. Compared to 2008, QPR improved by 5.0 scores.
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In Turkey the Bosch Group is one of the biggest 

multinational industrial employers with a total wor k 

force of more than 8,000. Bosch Sanayi ve Ticaret A.S. 

(RBTR) was the Þ rst of the seven companies of Robert 

Bosch GmbH operating in Turkey. Today one third 

of all passenger cars running on Diesel Systems are 

using Common Rail Injectors produced in Bursa. While 

following their overall quality targets by means of  QPR, 

Bosch Bursa now runs its Quality Management with a 

dynamic Performance Measurement System.

Founded in 1886 and headquartered in Stuttgart in 

Germany, the Bosch Group is a leading international 

technology and service company with more than 

300 subsidiaries in over 150 countries. With 282,000 

employees worldwide and a turnover of 45 billion 

Euros in 2008, it is one of the world!s most successful 

manufacturers of automotive, industrial, and consum er 

goods as well as building technology. Bosch!s Automotive 

Technology forms its biggest business sector with 59% 

of total sales in 2008. 

For more than a century the brand •Bosch• has been 

associated with advanced technology and trailblazing 

inventions. Since its foundation, Bosch has aimed to 

•sell the best of the best•. With the commitment of  all 

associates in the Bosch Bursa Plant and on all levels, the 

Company applies this philosophy throughout the entire 

plant and to all Þ elds of operation.

In alignment with this philosophy, Bosch Bursa 

recognized the opportunities of an interactive Quality 

Management System. In search for a tool enabling this, 

Bosch Bursa commenced their work with the Integrate d 

Management System software provided by QPR. While 

following their overall quality targets by means of  QPR, 

Bosch Bursa now runs its Quality Management with a 

dynamic Performance Measurement System. 

Supported by QPR, Bosch Bursa!s EFQM framework 

today combines Business Excellence and Continuous 

Improvement Initiatives. The Plant received an EFQM 

Excellence Award for the second time in 2008, and was 

also awarded with the •Management by process and 

facts• special prize.

The basic idea of the European Foundation for Quality 

Management (EFQM) Model is to provide transparency 

Winner of the EFQM Excellence
Award receivesªManagement 
by Processes and Factsº 
special prize with QPR
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not only for the Management, but for every hierarch ical 

level. Bosch Bursa has thereby gained broad 

commitment among its workforce to the corporate goa ls. 

Strategic plans are realized by deÞ ned processes and 

measured not only via economic targets, but also via 

impacts on society as well as employee and customer 

satisfaction. In setting strategic planning and tar get 

deployment in the EFQM framework, Bosch Bursa 

Diesel Plant has implemented a comprehensive Quality 

Management System that was rewarded with the EFQM 

Excellence Award in 2003.

Linking strategies with processes has come true 

Along with the implementation of QPR ScoreCard in 

2008, Bosch Bursa succeeded to further improve an 

already award-winning system. 

The idea behind EFQM • to define quality criteria 

and measure fulfillment in regular assessments •

is now expanded to Continuous Measurement and 

Improvement. The vision of linking strategies with 

processes has materialized through the implementation 

of QPR in Bosch Bursa. QPR communicates this in a 

simple and visual way.

Fast and easy access and a holistic overview to 

company-wide performance set the stage for monthly 

assessments and permanent controlling. The web-based 

QPR Portal is designed to provide information on 

demand. Customized Cockpit Charts display corporate, 

process and functional targets. KPIs are managed and 

aggregated according to individual user demands and 

provide transparency on target fulfillment for ever y 

corporate unit and every level of hierarchy. Today QPR is 

Bosch!s cockpit on every desktop. 

Proactive management of all functions

Bosch Bursa has implemented the EFQM Model 

in accordance with the Company vision. Strategic 

decisions as well as planned and actual results are 

being controlled on the basis of predefined EFQM 

criteria. Parameters covering hard and soft factors 

have been established for each criterion. QPR enables 

Bosch Bursa to proactively manage the parameters of 

Production, Maintenance, Logistics, R&D, HR as well 

as Health and Safety and Environmental Management. 

Furthermore, it ensures maturity measurement and Six 

Sigma assessment. Visualized and managed via these 

parameters, the company strategy is the Þ rst dimension 

drawn within QPR.

The members of the awarded Project 259 team: "aglar Yaman, Mehlika Sara#, Nagihan Kutlu, Ersin $zt%rk (Customer Order 
Planning Manager), Zafer Kara (Manufacturing Department Manager) and Hakan Karabu-lut (left to right), absent: Barõs D&nmez, 
Dogan Vardar and Nesem $n#ag.
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Also defined in QPR, the processes, as the second 

dimension embracing quality and organization, ensure 

the realization of strategic decisions. 

Bursa processes in QPR set the frame for the 

management and measurement of parameters. This 

process structure allows easy navigation within the 

performance measurement system. 

QPR enables faster corrective actions

The promise to stay •cost competitive in our market s 

and continue to remain attractive with innovative 

products and services• is supported in QPR by an 

automatic reporting system with alerts and Plan-Do-

Check-Act (PDCA) functionality. Visualizing the current 

performance status with traf Þ c lights, it allows easy 

identiÞ cation of weaknesses and improvement areas on 

every organizational and process level. 

The comment functionality given for every parameter 

enables the user to give content-based feedback and 

attach background information. Permanent analyses in 

QPR immediately show the success of the respective 

improvement activity in the third dimension. Compar ed 

to the former communication lines at Bosch Bursa, the 

reduction of time and workload enables faster corrective 

actions and a permanent adjustment on the way to 

Business Excellence. 

Efforts for data collection, presentation, 

formatting and distribution reduced by 60%

Bosch Bursa stands for effective processes and an 

efÞ cient organization producing •diesel and gasoline 

products in the best quality for the world market•,  as 

stated in the company mission. Prior to the introdu ction 

of QPR, managing a controlling system that combines 

process and functional perspectives meant an immense 

duplicate workload for entering the data. 

With the implementation of QPR ScoreCard at the 

beginning of 2008, an integrated system was created 

to allow for immediate performance monitoring and 

control by linking parameters from process to funct ional 

controlling. It hereby replaced the previously used 

environment of non-linked parameters, which was based 

on Microsoft PowerPoint and Excel. Hence, efforts for 

data collection, presentation, formatting and distr ibution 

were reduced by 60%. 

The EFQM Excellence Award 

The EFQM Excellence Award is Europe's most prestigious 

award for organizations: the highest form of recognition an 

organization could receive, discerned from among its own 

peers.

The Award recognizes industry leaders with an indisputable 

track record of success in turning strategy into action and 

continuously improving their organizational performance.

Top executives from leading businesses and public service 

organizations study and visit the candidates, and after 

extensive examination select the few outstanding achievers. 

Previous Award winners include e.g. BMW, Bosch, Grundfos, 

Nokia, TNT Express and Volvo.

Exceptional performance in a specific area or subject is 

rewarded with a prize. If a true role model is identi® ed, if 

an organization clearly stands out from all the others as 

an example to learn from and to aspire to, they receive the 

ultimate recognition, the Excellence Award (more at www.

efqm.com). 

The Bosch Bursa Plant has received the EFQM Excellence 

Award twice, in 2003 and 2008.

In addition, QPR helped to increase the efÞ ciency of the 

company-wide management of parameters by making 

a large number of different documents obsolete. At 

the same time, various isolated parameter tracking 

environments running parallel in the company were 

integrated. 

With the introduction of QPR, Bosch Bursa has linked 

its strategies, processes and results to achieve the 

highest standards of production. Nevertheless, Bosch 

Bursa seeks to exploit more benefits. As a further 

step, the application of QPR is expanded by integrating 

review media parameters and ISE (Individual Success 

Evaluation) parameters to the system.

Winner of the EFQM Excellence Award receives ªManagement by Processes and Factsº special prize with QPR
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Achieving both ethical
and charitable goals
as well as economic ones
with QPR ScoreCard

The Evangelische Heimstiftung GmbH (the •Evangelical 

Home Foundation•) in Stuttgart, Germany is the

leading provider of elderly care services in Baden-

W rttemberg. Founded in 1952 as a member of the 

Diaconal work Württemberg, it now employs 6,000 

specialists in stationary and ambulatory care. As a

non-proÞ t organization, the Foundation is faced with

the task of organizing its charitable work in a bus iness-

oriented manner. Determining, measuring and 

presenting the non-financial aspects of a non-profi t 

organization became the task of QPR ScoreCard.

It allowed the organization to establish a manageme nt 

system that, instead of ignoring the traditional Þ nancial 

perspective, turned it into a useful supplement.

With a portfolio totaling more than 6,000 nursing h omes, 

the foundation is the church!s largest providing in stitute. 

In addition to 65 residential and nursing homes, it 

currently manages a psychiatric nursing home, two 

rehabilitation hospitals, a workshop and a home for  the 

disabled, in addition to a daycare center. In 2008,  the 

Foundation was able to achieve revenues of more than 

200 million Euros.
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•Having only financial figures in mind will have it s 

effect on your actions. A one-sided control system, as 

we had practiced it, will lead to a biased understa nding 

and therefore poor decision making•, says Wolfgang 

W. Wanning, the General Manager at Evangelische 

Heimstiftung, Stuttgart.

•Our control system must reß ect our values,• continues 

Michael Conzelmann, attorney in the Evangelical Home 

Foundation, when describing the main considerations for 

the introduction of the Balanced Scorecard • the co ntrol 

system thus represents the undertaking as a whole.

QPR ScoreCard as “Values Compass”

With the introduction of the control system, employ ee 

acceptance was an important success factor. Value-

driven principles must be implemented in everyday 

activity. For this reason, the QPR ScoreCard provided a 

•values compass• for the Home foundation. 

In ful Þ lling its diaconal mission, the Home Foundation 

guarantees the balance between customer satisfaction, 

employee satisfaction, and economic efÞ ciency.

Based on these main objectives, the perspectives of the 

Balanced Scorecard were developed and added to the 

Achieving both ethical and charitable goals as well as economic ones with QPR ScoreCard

process perspective. The four perspectives of the values 

compass allow the home foundation to monitor and 

report on the progress in achieving its objectives.

In four steps toward success

The •values compass• of the Evangelical Home 

Foundation could be established in just four steps.

Particularly important was the Þ rst step of developing 

the strategy along with the formulation of specific 

business objectives. In the second step, all the 

objectives of each perspective were assigned and given 

appropriate metrics. This formed the basis of the t hird 

step: continuous action planning. In the fourth ste p, the 

management of performance measurement was started, 

measuring the progress towards the achievement of 

goals and covering the entire range of values.

The results provided by the values compass can be 

accessed at any time by the executives. In addition, the

values compass is regularly presented to all employees, 

explained and discussed. With the help of QPR 

ScoreCard, the complex relationships of the different 

perspectives are clearly displayed. It enables a goal-

oriented discussion, which is focused on the needs for 

action and improvement.
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Time savings with QPR ScoreCard

The idea of collecting additional data to complement the 

regular Þ nancial information is not new in the Evangelical 

Home Foundation. QPR now, however, creates the 

possibility of retrieving control data in the QPR Portal 

bundle and link. Thus, the key Þ gures and achievement 

of financial targets can be directly interpreted an d 

communicated across the organization, in a fully scalable 

manner, both at the company and on the Regional OfÞ ce 

level.

Prior to the introduction of QPR ScoreCard, reporting 

was managed using Excel spreadsheets. Although this 

was a cost-effective and easy-to-learn method, the 

communication process was long and time consuming 

due to many individual activities ( Þ lling, distribution, 

commenting, treatment and re-distribution) and 

therefore much more complex. With QPR ScoreCard, 

the Evangelical Home Foundation is more successful 

in making accurate statements faster, while reducing 

workload up to 50 percent.

Successful Quality Management with

QPR ScoreCard

Transparency and continuous performance in all business 

areas, as well as the clear deÞ nition and continuing 

review of the processes by means of QPR Scorecard is 

not an aim of the Þ nancial management only, but also 

serves quality system purposes.

The implementation of QPR ScoreCard also meets the 

same requirements as the date of the German Corporate 

Governance Code, KonTraG, and the ISO 9001:2000 

Quality Assurance Standard.

The goals of the Evangelical Home Foundation • 

customer loyalty, customer acquisition, qualiÞ cation and 

employee satisfaction, sustainable process improvement 

and sustained business success • can be monitored over 

four perspectives within the QPR ScoreCard in parallel. 

A continuous improvement process and the adjustment 

of the respective targets using QPR ScoreCard allow the 

Evangelical Home Foundation to honor their values and 

simultaneously provide for a higher satisfaction level of 

all parties interested.

The visualization and performance monitoring provided 

by the Balanced Scorecard helps the Evangelical Home 

Foundation maintain and further develop its positio n as 

market leader.

With the help of QPR ScoreCard, the Evangelical Home 

Foundation has succeeded in establishing a balance 

between a non-proÞ t image and the necessity of doing 

business across all levels of the enterprise boundaries. 

The visualization and success of the Balanced Scorecard 

helps the Evangelical Home Foundation maintain its 

position by securing quality and development. 

Performance Management in a Non-Pro® t 
Organization

Applied methods:

·  Performance Management (Balanced Scorecard)

·  Quality Management (KonTraG, QQS-Norm DIN EN

 ISO 9001:2000)

· Compliance with Ethical Standards

·  QPR Products used: QPR ScoreCard
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Commercial Bank of Dubai is a mid-sized bank based 
in Dubai, United Arab Emirates (UAE). Established in 
1969 with a staff of 10 and one branch, it has evol ved 
into 24 branches, all within UAE, employing 1,200 
staff members and offering a full range of services  to 
corporate, commercial and consumer banking. To 
enhance its strategic planning system, the Bank built an 
automated Integrated Performance Management system 
based on QPR!s performance management software. 
It also obtained the ISO certi Þ cate in a paperless and 
cost-efficient manner by relying on QPR!s process 
management software.

In its quest to evolve and improve in all the aspec ts of 
management, the driver for deploying an Integrated 
Performance Management System stemmed from the 
need to enhance the strategic planning system withi n 
the Commercial Bank of Dubai. These aspects ranged 
from quantifying non- Þ nancial objectives, delays in the 
manually intensive review process, lack of alignment 
between strategy, plans and initiatives, and linkin g of 
reward to actual performance or output.

Performance management process automated
in two months

In order to address the above, the Balanced Scorecard 
was implemented within Commercial Bank of Dubai. 
The strategy map encapsulated the spirit of strateg y 
accurately and precisely, and the balanced scorecard 
served as an effective communication and management 
tool. A three-tier planning system addressing the 
Organizational, Department, and Individual dimensions 
was envisaged and planned for. 

It was also recognized that a system would be needed 
to effectively automate the manual processes in the 

performance management. QPR!s Partner in United Arab 

Emirates, IYCON, and QPR were chosen to partner with 

Commercial Bank of Dubai and work closely to bring this 

framework into reality. 

The initial implementation of QPR within Commercial 

Bank of Dubai was carried out in August 2004 to 

automate the Balanced Scorecard. The project duration 

was two months, during which the corporate scorecar d 

and scorecards of 19 departments were automated and 

tracked on QPR. 

In addition, scorecards of the 24 branches were 

deployed on a single branch template. Most measures 

on these scorecards were tracked either on a monthly 

or quarterly basis. The system enabled the bank to 

have measures that were lead as well lag, objectives 

that were Þ nancial and non-Þ nancial, short term as 

well as long term. Based on a set of predeÞ ned criteria, 

the non-Þ nancial objectives were also measured in a 

quantiÞ able manner.

ªThe benefits realized 
through the use of QPR 
ScoreCard include provision 
of timely, precise and 
relevant information to 
the CEO for managing the 
managers. As a result, the 
managers strive harder to 
improve their performance 
thanks to transparency in 
performance reportingº, 

assesses Masood Azhar, the Head of strategic planning at 
Commercial Bank of Dubai.

Commercial Bank of Dubai
achieves `best practice' in Integrated
Performance Management System
using QPR software



19

Swift implementation of the ISO 9001-2000

During the subsequent phase of deploying the 
Integrated Performance Management System, 
Commercial Bank of Dubai implemented the ISO
9001-2000 in the year 2005, using QPR ProcessGuide 
as the vehicle for documenting its processes and quality 
system. The bank received its ISO certification in 
January 2006, using paperless technology.

Corporate and individual scorecards linked easily

Building on its successes, Commercial Bank of Dubai 
extended its performance management framework 
during 2007, using QPR Scorecard, to the individual 
level. This phase saw the deployment of over 1,200 
individual scorecards, based on the roles of the 
employees as reß ected in their job descriptions, which 
tracked the performance and also ranked employee 
competencies. Thus, the individual scorecard was 
clearly linked to the departmental/branch score-
cards, ultimately #rolling up! into the corporate [bank] 
scorecard.

The critical success factors in achieving an effective 
integrated performance management system ranged 
from senior management support and buy in, allocati ng 
the right resources for the project, clarity of thi nking and 
creativity, availability of data, as well as having  the right 
partner in IYCON. 

More motivated employees, better management 
focus and lower costs

The beneÞ ts realized by the Commercial Bank of Dubai 
through the use of QPR ScoreCard include provision 
of timely, precise and relevant information to the CEO 
for managing the managers. As a result, the managers 
strive harder to improve their performance, thanks to 
transparency in performance reporting. In addition, 
quantiÞ able and objective reviews reß ect an accurate 
state of affairs, which enables on-line tracking by  senior 
managers though simple, effective reporting. 

Action plans, brieÞ ng booklets, and automated data 
collection enable managers to focus more on managing, 
rather than utilizing their resources in preparing reports.

The use of QPR ProcessGuide has also led to quantiÞ able 
beneÞ ts such as creating a single Process repository 
for the bank, which has in turn enabled certi Þ cation for 
ISO 9001-2000 as a paperless and highly cost-efÞ cient 
system compared to deploying a paper-based ISO 
system. Some of the key beneÞ ts of the on-line system 
are: consistency and standardization in workflows 
across all the branches, quick and cost-effective change 
management, online publishing of approved processes, 
low maintenance costs, enabling business impact 
analysis, facilitating the internal audit and compli ance-
related work, and much more.
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CNOOC SES Ltd is an oil and gas company operating 

in the offshore of Southeast Sumatra, in the north 

of Thousands Island, in Indonesia. To optimize oil 

exploration processes, to promote occupational and 

environmental safety, and • last but not least - to 

maintain good relations with host nations, CNOOC 

SES Ltd. needed a tool enabling it to communicate its 

strategic intents to all stakeholders. To this they  have 

chosen QPR ScoreCard.

CNOOC SES Ltd is a subsidiary of China National 

Offshore Oil Corporation, CNOOC, one of the largest 

state-owned oil giants in China. It is one of the l argest 

offshore producers of crude oil in Indonesia. The 

operation of the Company covers an area of around 

8,200 square kilometers in which it has production 

capacity (average January-April 2009) of 56,090 Barrels 

of Oil Equivalent Per Day (or BOEPD), including gas. 

The CNOOC SES!s main objective is to produce oil 

and gas in the most cost-effective way, whilst at t he 

same time ensuring that the safety of the working 

environment is maintained at the highest level. As the 

area has been exploited for a long period, the company 

is faced with the challenge of optimizing their thr oughput 

by bolstering the exploration process and of ensuring 

cost-efÞ cient production by securing the integrity of its 

production plant. 

Developing the Company Level

Strategy Map and Scorecard

CNOOC SES began its journey toward a strategy-

focused organization by developing a strategy map and 

scorecards at company level. 

The Executive Team attended a one-day session to 

discuss how the CNOOC SES!s strategic direction would 

effectively be communicated to all employees. They also 

spent the time reaching consensus on how to measure 

the success of its strategic journey. At this point , a lot 

of candidates for the key performance indicators arose; 

yet, the Executive Team realized that, for company-

level scorecard, they must focus only on those Key 

Performance Indicators (KPIs) that are strategic in 

nature, leaving the more operational ones to the lo wer-

level organizational units. 

CNOOC SES turned
into a strategy-focused
organization with the 
help of QPR ScoreCard

Mr. Duan Chenggang, the President 
of CNOOC SES Ltd is one of the two 
top-level of® cer BSC champions in 
CNOOC SES Ltd. 
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The strategic objectives and the corresponding KPIs 

were eventually grouped around two strategic themes : 

Asset Utilization and Operational Excellence. The 

objectives that relate to quality, safety, health a nd 

environment issues were embedded into both themes, 

emphasizing that in either theme, they must attain zero-

accident standard.

The next phase in the development of Balanced 

Scorecard was to cascade down the company-level 

Strategy Map and Scorecards to Departmental level. This 

alignment process covered all departments, both core 

departments and supporting departments alike. 

It was during this process that the senior team in each 

department could appreciate the value of crafting 

organizational alignment. They were able to formula te 

their own departmental objectives critical to the s uccess 

of company-level objectives. On the other hand, the 

team must also settle to which company-level object ives 

their department would give significant and critica l 

contribution.

The involvement of the senior team served two 

purposes. First, it facilitated the process of socializing 

the strategic direction, and the senior team, which 

acted as the change agent, was expected to be able to 

communicate the message further down to people in 

their own Department. Therefore, they were directly  in 

charge of creating awareness. Secondly, it would create 

ownership for the Balanced Scorecard implementation, a 

critical factor for its long-term sustainability. T he process 

would alleviate the •not-invented here• syndrome, a 

typical resistance that results from not involving people 

in developing their own scorecard.

Sustaining the Strategic Governance Process 

The sustainability of the Balanced Scorecard 

implementation depends heavily on the commitment of 

the Senior Management Team. The Senior Management 

Team became fully aware that they would need 

assistance from a permanent unit called the Strategic 

Management OfÞ ce (SMO), to ensure that the cycle is up 

and running. 

CNOOC SES Ltd is one of the largest offshore producers of crude oil in Indonesia. Its operation covers an area of around
8,200 square kilometers in the Java Sea where it has production capacity of almost 60,000 barrels of oil equivalent per a day, 
including gas.
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During the development phase of the scorecard, 

there was a BSC Project Team whose main role was 

to manage and supervise the process of building and 

cascading the strategy map and BSC. It is this Project 

Team that will subsequently transform into the Stra tegic 

Management OfÞ ce. CNOOC SES Ltd labels its SMO as 

the •BSC Team•. The team is in charge of supervising the 

governance cycle on a day-to-day basis.

As with all deployment of management systems to 

improve organizational performance, it is imperative to 

have high-level support to ensure that the system k eeps 

running. 

Gauging Internal Customer Satisfaction On-line

When developing the scorecard for the supporting 

departments, the Project Team and the Department 

Representative (KPI OfÞ cer) realized that they needed 

a measure that reß ects the satisfaction of their internal 

customers. 

For this purpose they built the corresponding 

measurement, called Customer Satisfaction Index. Its 

content and the scope of satisfaction criteria will  depend 

on the Supporting Department who owns the KPI. The 

team ran a special session to learn how to build the right 

questionnaire, including how to design the content and 

to set the right number of questions. 

Subsequently they also learnt that they must seek t o Þ nd 

the best way to distribute the survey and to captur e the 

responses. They decided that this can be accomplished 

by conducting a web-based survey, utilizing the existing 

company intranet infrastructure. This web-based survey 

is designed so that no respondent will receive more than 

two surveys to respond to, to ensure more objective 

responses.  

The CNOOS SES Cascading Framework from Company Level 
Scorecard to Departmental and Individual Level Scorecards. 

Strategy implementation in Energy and Utilities 
industry (oil and gas drilling)

Methodology frameworks used:

·  Balanced Scorecard

QPR products used: 

·  QPR ScoreCard

Integration to other systems: 

·  Corporate Intranet

Sharing Balanced Scorecard Results through QPR 

ScoreCard

Another critical success factor in sustaining the 

Balanced Scorecard initiative is to have the right tool to 

communicate the strategy map and scorecards as well 

as to enable people to collaborate on the results. To 

this point, CNOOC SES selected QPR ScoreCard as the 

performance management dashboard. 

The QPR software!s easy-to-use feature is the main 

reason behind its deployment. The web-based 

dashboard enables the management team to re-view, 

monitor and analyze the critical gaps in performance.

Using the software, it is easy to consolidate the d ata 

from lower level to higher level. This allows the u ser 

to focus more on data analysis and not so much on 

data collection. Also, because QPR Software is an open 

application, in the future it will be possible to i ntegrate 

the software with existing applications that are ab le to 

supply the required actual data to some KPIs. 

Lessons Learned

CNOOC SES Ltd has enjoyed the benefits resulting 

from the process of articulating company-wide strat egy 

through the strategy map and scorecarding. These 

benefits include clarity of strategy, transparency 

of performance management, and development of 

individual performance measures that are tied to re ward 

and recognition systems. 

The development process also allows the individuals to 

see how their day-to-day operations could contribut e to 

the achievement of company objectives as well as the 

Department objectives. They can now understand how 

to create synergy amongst the Departments to produc e 

optimal results at the company level. 

CNOOC SES turned into a strategy-focused organization with the help of QPR ScoreCard
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We help people and
organizations to take control
of their business processes
and achieve their goals.


