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Goal

To show how the IT Measurement Group of a large 

Brazilian bank used the Balanced Scorecard and PSM to 

develop a strategy, communicate it to their organization, 

and create indicators to manage their own performance.
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Foundation

BSC – Balanced Scorecard Perspectives

Strategy Map

PSM – Practical Software & Systems Measurement

PSM Integrated Analysis Model
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BSC Perspectives

Vision
and

Strategy
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Financial
“To succeed 
financially, how 
should we appear to 
our shareholders?”

Internal Business Process

“To satisfy our 
shareholders and 
customers, what 
business processes 
must we excel at?”

Customer

“To achieve our vision, 
how should we appear 
to our customers?”

Learning and Growth

“To achieve our vision, 
how will we sustain our 
ability to change and 
improve?”
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Manage Measurement Process

Strategy Map

CUSTOMER

INTERNAL 
PROCESSES

LEARNING

AND

GROWTH

FINANCIAL

Provide Estimates 
for Effort, Schedule, Cost, 

and Resources

Provide Estimates 
for Effort, Schedule, Cost, 

and Resources

Manage CostsManage Costs

Support Measurement
Process Execution

Support Measurement
Process Execution

Evaluate 
Measurement

Process

Evaluate 
Measurement

Process
Calibrate ModelsCalibrate Models

Maintain Measurement
Training Program

Maintain Measurement
Training Program

Foster and
Promote Internal

Measurement Culture

Foster and
Promote Internal

Measurement Culture

Manage ToolsManage Tools
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Practical Software & Systems Measurement - PSM

Plan 
Measurement

Technical and 
Management 

Processes

Evaluate 
Measurement

Establish and 
Sustain 

Commitment

Perform 
Measurement

Improvement 
Actions

Analysis Results and 
Performance

Measures

New
Issues

Core Measurement Activities

Measurement
Plan

Scope of PSM

Objectives
and Issues

User Feedback

Analysis Results

Practical Software & Systems Measurement - PSM

www.metricas.com.br < 8>

PSM Integrated Analysis Model

Technology 
Effectiveness

Process 
Performance

Product Size
and Stability

Resources
and Cost

Schedule and
Progress

Product
Quality

Customer
Satisfaction
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Support

• Verification

• Indicators

• Model 
Calibration

• Productivity 
Analysis

• Process 
Compliance

• Technical 
Information 
Publishing

• Measurement 
Training

• E-Learning

• Estimation

• Measurement

Processes

Measurement Group

Software Quality R & D

• Operations 
Support
• Technical 
Guidance

• New Measures

• Measurement 
Process Assessment

Measurement Group Activities

Training

• Technical Events

• Software 
Applications
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Effort Estimation

Size Effort
Multiplier EstimateProject or

Proposal

Estimated
Effort
(Project 

Approved / Not 
Approved)

• Performed for 3 cycles: Target, Functional Spec, Logical Design

Measurement Group Development 
Team (with Supplier)

Development 
Team (with Supplier)
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Manage Measurement Process

Strategy Map

CUSTOMER

INTERNAL 
PROCESSES

LEARNING

AND

GROWTH

FINANCIAL

Provide Estimates 
for Effort, Schedule, Cost, 

and Resources

Provide Estimates 
for Effort, Schedule, Cost, 

and Resources

Manage CostsManage Costs

Support Measurement
Process Execution

Support Measurement
Process Execution

Evaluate 
Measurement

Process

Evaluate 
Measurement

Process
Calibrate ModelsCalibrate Models

Maintain Measurement
Training Program

Maintain Measurement
Training Program

Foster and
Promote Internal

Measurement Culture

Foster and
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Measurement Culture

Manage ToolsManage Tools
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Initiatives

Phase 2
Information Needs

Phase 5
Deployment

Phase 3
Measures

Phase 4
Data Collection,

Processing, Storage, and
Analysis

Objectives

Method

Phase 1
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16 projects and 14 initiatives identified

Identification based on interviews and existing 
documentation

Four BSC perspectives

Performance objectives identified from each project and 
initiative

Deliverable: Objectives and Initiatives Map

Phase 1 - Identifying Objectives and Initiatives
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Phase 2 – Identifying Information Needs

85 Information needs obtained from Objectives and 

Initiatives Map

Information needs classified according to BSC 

perspectives and PSM information categories

Deliverable: Updated Objectives and Initiatives Map (with 

information needs)
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Phase 3 – Defining & Specifying Measurement Constructs

Elicit strategy 
Create strategy map 
Map objectives & initiatives to strategy map
Prioritize information needs

33 priority classes defined
Specify base measures, derived measures and indicators

43 indicatores defined
Specify measurement database
Deliverables: Strategy Map, Measure and Indicator 
Specifications, Draft Measurement Plan
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Phase 4 – Data Collection, Processing, Storage & Analysis

Define data collection, processing, storage, and analysis 
procedures

Deliverable: Measurement Plan



9

www.metricas.com.br < 17>

Phase 5 - Deployment

Oversee first measurement execution cycle

Guarantee correct execution

Help in interpretation of initial results

Deliverable: Recommendations
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Phase 5 - Deployment

Application 3

Application 1

Application 2
Measurement

Database

Analyses and 
Recommendations

Analyses and 
Recommendations

Data Collection, Storage 
and Processing

Plan Measurement Analysis
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Measurement
Plan

Measurement
Plan
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Measurement Process Assessment – Indicators

Manage & Verify Function Point Counting

Projects Verified by Month

Function Points Verified by Staff by Month

Function Points Verified by Month

Projects Verified with (Counting) Errors by Month

(Counting) Errors by FP Knowledge Level by Month

Projects Not Approved by Cycle by Verification Level

Projects Verified – Year to Date 

Projects Verified by Contract Status – Year to Date

Projects Verified with Errors – Year to Date
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Verification – Monthly

Note: Not actual data

Projects Verified by Month 
Status as of April 2007
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Note: Not actual data

Verification – Monthly

Projects Not Approved by Cycle by Verification Level 
April 2007
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Status as of April 2007
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Verification – Year to Date 

Note: Not actual data

Projects Verified - Year to Date 
Status as of April 2007

18 53
83

105

127
99

62

22
0

50

100

150

Jan-07 Feb-07 Mar-07 Apr-07

Month

Q
ty

Projects Verified Target

Projects Verified by Contract Status - YTD
Status as of April 2007
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Status as of April 2007
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Operations Support

Requests for Support by Month – Open vs Closed

Average Support Time by Month

Customer Satisfaction by Month - Support Team

Support Staff by Month

Operations Support – Indicators 
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Note: Not actual data

Operations Support – Indicators 

Requests for Support by Month - Open vs Closed 
As of December 2006
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Note: Not real data

Operations Support – Indicators 

Customer Satisfaction by Month
Status as of August 2006
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Support Staff by Month
Status as of December 2006
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Productivity Analysis

Effort by Size by Project Type

Effort by Size by Project Type by Platform

Productivity Reports by Month (not shown)

Productivity Analysis
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Note: Not real data

Productivity - Mainframe - Enhancements
Year to Date as of December 2007
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Productivity - Web - Enhancements
Year to Date as of December 2007
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New Developments - Year to Date
As of December 2007
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As of December 2007
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Productivity Analysis
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Current Practices

Continuous productivity measurement & assessment

FP counting management & verification

Measurement support
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Next Steps

Develop software tool for automatic indicator generation

Create indicators for remaining objectives/initiatives on the 

strategy map
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Questions

Questions?
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Thank You

Mauricio Aguiar, TI Metricas
Diana Baklizky, TI Metricas

mauricio@metricas.com.br
diana@metricas.com.br


