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STEP BY STEP GUIDE TO INTEGRATING THE 
BALANCED SCORECARD WITH OKRs 

Case Of FinGrowth 
 

 

A. FINGROWTH – THE STORY OF A NON-BANKING FINANCE COMPANY 

Introduction to FinGrowth: An Overview of the Dynamic NBFC 

FinGrowth, a dynamic Non-Banking Finance Company (NBFC), represents a pivotal force in the 

diversified world of financial intermediation, distinguished from the conventional banking sector. With 

its inception rooted in the aspiration to empower various market segments through financial services, 

FinGrowth has rapidly emerged as a prominent player in the financial landscape.  

 

Mission and Market Empowerment: Financial Solutions for Diverse Needs 

The company's mission is anchored in pioneering financial empowerment for diverse markets, 

resonating through its innovative and accessible financial solutions. At its core, FinGrowth specializes in 

a range of financial products, including commercial loans, personal finance solutions, asset 

management, and microfinancing, tailored to meet the evolving needs of its clientele. 

 

Operational Ethos: Commitment to the Under-Served 

The essence of FinGrowth's operations lies in its commitment to serving the under-served segments of 

the market, filling the gaps left by traditional banking institutions. This operational ethos is underpinned 

by a blend of agility and responsiveness, ensuring that services are not only efficient and accessible but 

also customized to suit the unique requirements of its customers.  

 

Financial Product Portfolio: A Range of Tailored Solutions 

FinGrowth's diverse portfolio caters to a wide array of financial needs, ranging from individual 

aspirations like education and housing to business-oriented goals such as working capital finance and 

structured finance products for corporate clients. With a steadfast focus on building long-term 

customer relationships based on trust and tailored solutions, FinGrowth has established itself as a 

reliable and innovative financial partner, fostering growth and prosperity in the communities it serves. 
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Core Operations 

At the heart of FinGrowth's operations is the provision of credit and other financial services to 

segments of the market that are generally under-served by conventional banks. The operational model 

is anchored in agility and responsiveness to the needs of these customers. Services are tailored to 

ensure quick disbursals and flexible repayment structures, often leveraging technology to improve 

access and efficiency. Core operations encompass individual and business loans, investment advisory 

services, and wealth management. 

 

Financial Products 

The breadth of FinGrowth’s product offerings can be categorized into several streams. The retail loan 

segment includes personal loans, educational loans, and vehicle financing, addressing individual 

financial needs with an emphasis on convenience and accessibility. For corporate clients, FinGrowth 

offers a suite of services that includes working capital finance, equipment leasing, and structured 

finance products, structured to cater to business growth and capital expenditure needs. The investment 

arm of FinGrowth caters to wealth creation and management, offering a mix of traditional and 

contemporary investment vehicles. 

 

Customer Base 

FinGrowth's clientele represents cross demographics and needs. Retail customers often represent the 

middle-income strata, seeking personal finance solutions for education, housing, and other aspirations. 

The SME sector forms a significant portion of the corporate clientele, seeking capital to fuel expansion 

and operational efficiencies. An emerging segment within FinGrowth’s portfolio is the start-up 

ecosystem, where bespoke financial products are designed to support innovation and growth for new-

age entrepreneurs. In each segment, the focus is on building long-term relationships through trust and 

tailored solutions. 

 

Competitive Landscape 

The competitive landscape in which FinGrowth operates is marked by a multiplicity of players, including 

traditional banks, other NBFCs, and a burgeoning fintech sector. Competition is intense, with 

differentiation often hinging on faster service delivery, personalized customer experiences, and 

innovative financial products. Despite the stiff competition, FinGrowth has managed to carve out a 

niche for itself, owing to its robust understanding of its customer segments and its ability to adapt 

swiftly to market demands. 

The company's market position is bolstered by its commitment to digital transformation, which has 

enabled a more seamless customer journey and operational efficiency. However, in an ever-evolving 

financial environment, constant strategic realignment is imperative. This is where integrating tools like 

the Balanced Scorecard (BSC) and Objectives and Key Results (OKRs) can potentiate FinGrowth’s 

strategic initiatives to sustain and enhance competitive advantage. 
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B. FINGROWTH: VISION-MISSION-VALUES-PURPOSE 

 

Vision Statement 

Empowering financial innovation and accessibility, FinGrowth envisions a world where every individual 

and business has the tools and opportunities to thrive financially, bridging gaps in the traditional 

banking system and fostering inclusive economic growth. 

 

Mission Statement 

To deliver exceptional financial solutions with agility and precision, FinGrowth commits to being the 

catalyst for growth and prosperity. We strive to serve the under-served, offering tailored financial 

products and services that meet diverse needs, from personal aspirations to business ambitions, 

ensuring customer satisfaction and long-term relationships. 

 

Purpose Statement 

FinGrowth is dedicated to revolutionizing financial services beyond conventional boundaries. Our 

purpose is to make financial empowerment accessible to all, driving innovation in the financial sector to 

create opportunities for personal and business growth in communities we serve. 

 

Values 

1. Inclusivity: At FinGrowth, inclusivity means breaking down financial barriers and providing equal 

opportunities for all market segments. We believe in creating financial solutions that cater to the 

diverse needs of our community, ensuring no one is left behind in the pursuit of financial stability 

and growth. 

2. Innovation: Innovation at FinGrowth is about continuously challenging the status quo. We strive to 

lead the way in developing creative financial products and leveraging technology to enhance 

accessibility and efficiency, ensuring we always stay ahead in meeting our customers' evolving 

needs. 

3. Integrity: Integrity is the cornerstone of our operations. We uphold the highest standards of ethics 

and transparency in all our dealings. At FinGrowth, we foster trust by being accountable and 

consistent in our actions, ensuring that our clients and stakeholders can rely on us for honest and 

fair financial services. 

4. Customer-Centricity: Customer-centricity is ingrained in our DNA. We are committed to 

understanding and responding to our customers' unique financial needs. By offering personalized 

service and building long-term relationships, we ensure that our clients' financial goals are at the 

heart of our business strategies. 
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C. FINGROWTH: STRATEGY (3 YEAR HORIZON) 

FinGrowth, as a progressive Non-Banking Finance Company, is poised to enter a transformative phase 

over the next three years. This strategy map outlines their vision to empower financial innovation and 

accessibility, with a focus on inclusivity, innovation, integrity, and customer-centricity. The strategic 

roadmap is designed to consolidate their position in the market, expand reach, and enhance service 

offerings. 

This strategic plan sets the direction for FinGrowth's growth and expansion over the next three years. 

By adhering to core values of inclusivity, innovation, integrity, and customer-centricity, and focusing on 

strategic objectives, FinGrowth plans to strengthen its position as a leader in the financial services 

sector, delivering unparalleled value to customers and stakeholders. 

 

STRATEGIC THEMES 

A. Expand Market Reach: Penetrate new geographical areas and diversify clientele, focusing on under-

served communities and SMEs. 

 

B. Innovate Financial Products: Develop and launch innovative financial products that meet evolving 

customer needs, leveraging technology for greater accessibility. 

 

C. Enhance Digital Transformation: Invest in technology to streamline operations, improve customer 

experience, and offer cutting-edge digital services. 

 

D. Cultivate Organizational Excellence: Foster a culture of continuous learning, innovation, and 

employee development to drive organizational efficiency and effectiveness. 

 

STRATEGIC GOALS 

1. Technology Infrastructure Upgrade: Begin phased implementation of advanced technological 

systems for improved operational efficiency. 

2. Pilot Innovative Financial Products: Test and refine new financial products in select markets. 

3. Market Expansion: Launch operations in new regions identified in the market analysis. 

4. Digital Platform Development: Roll out enhanced digital platforms for customer interaction and 

service delivery. 

5. Employee Development Programs: Initiate advanced training and development programs for 

employees. 

6. Consolidation and Growth: Strengthen presence in new markets and evaluate performance for 

further expansion. 

7. Enhance Customer Experience: Leverage data analytics to personalize and enhance customer 

service. 
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8. Sustainability Initiatives: Integrate environmental, social, and governance (ESG) criteria into 

business operations. 

Investment Strategy 

• Allocate budget for technology upgrades, market research, product development, and employee 

training. 

• Pursue strategic partnerships for technology and product innovation. 

• Secure funding through a mix of internal accruals, strategic investments, and financial instruments. 

 

Risk Management 

• Conduct regular risk assessments focusing on market, operational, credit, and compliance risks. 

• Implement robust risk mitigation strategies and ensure regulatory compliance across all operations. 
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D. FINGROWTH’S BALANCED SCORECARD - OVERVIEW 

The Balanced Scorecard (BSC), a strategic planning and organisational performance management 

system, aids organizations in translating their vision and strategy into actionable objectives. This 

powerful framework was developed by Robert Kaplan and David Norton in the early 1990s. Since its 

inception, it has been instrumental in driving performance improvements by aligning business activities 

with the organization’s vision and strategic goals, enhancing internal and external communications, and 

monitoring organizational performance against strategic targets. The balanced scorecard approach 

examines performance from four perspectives. 

 

Financial Perspective 

The financial perspective of the Balanced Scorecard serves as the ultimate lagging indicator, reflecting 

the economic consequences of actions already taken. For an NBFC like FinGrowth, financial metrics are 

paramount. They are the traditional performance measures that stakeholders commonly use to gauge 

the health of the organization. Profitability ratios, return on investment, economic value added, and 

revenue growth are typical examples.  

FinGrowth can utilize these metrics to track financial sustainability and the effective use of capital. 

Performance in the financial perspective indicates whether the company's strategy, implementation, 

and execution are contributing to bottom-line improvement. The inclusion of financial objectives is 

imperative for FinGrowth's BSC framework to ensure that its strategic initiatives are indeed enhancing 

shareholders' value.  

 

Customer Perspective 

The customer perspective records how well the company is doing from the viewpoint of those who 

purchase its products or services. For FinGrowth, a firm grasp of customer satisfaction and market share 

metrics can illuminate its performance in the areas that matter most to its consumer base. Customer 

loyalty, retention rates, acquisition, and satisfaction indices are critical indicators. 

This perspective can help FinGrowth understand how customers see the company. Are the products 

meeting the customers’ needs? How does the company rate in terms of customer satisfaction 

compared to competitors? Objectives here may focus on enhancing customer experience, developing 

innovative financial products that cater to untapped market segments, or delivering superior service 

quality that would create a competitive advantage. 
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Internal Process Perspective 

While the financial and customer perspectives offer external views of the organization, the internal 

process perspective provides a look at what the company must excel at internally. For FinGrowth, this 

perspective helps to pinpoint the critical operational goals necessary for meeting customer expectations 

and achieving financial objectives. Processes like loan processing times, risk management, and 

operational efficiency are pivotal. This perspective allows for the identification and improvement of the 

processes that can add value for the customer and, by extension, contribute to meeting the financial 

objectives. 

Given the competitive and regulatory environment of an NBFC, it is crucial for FinGrowth to streamline 

processes to minimize costs and maximize service quality. Strategic objectives may involve automating 

credit appraisals to reduce turnaround time, optimizing collections and recovery through effective 

strategies, or ensuring compliance with regulatory standards to mitigate risks. 

 

Learning and Growth Perspective 

The fourth pillar of the Balanced Scorecard is the learning and growth perspective, which serves as the 

foundation for achieving success in the other three areas. It focuses on the intangible drivers of future 

success—employee capabilities, information systems, company culture, and alignment of individual and 

corporate goals. 

For FinGrowth, this perspective stresses the importance of investing in training, technology, and 

corporate culture as enablers of continuous improvement and innovation. Metrics in this area could 

include employee satisfaction and retention, skillsets, the performance of the information system, and 

the alignment of individual performance with strategic goals. Strategic objectives might revolve around 

cultivating leadership, enhancing information systems for better decision-making, or fostering a culture 

of continuous improvement that encourages innovation and aligns with FinGrowth’s growth ambitions. 
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Fig. 1: The Balanced Scorecard – DNA 

 

 

E. FINGROWTH’S BALANCED SCORECARD  

For FinGrowth, applying the Balanced Scorecard involves tailoring these four perspectives to their 

unique context to provide a comprehensive framework for executing their strategy. It is about finding 

the right balance between short-term financial demands and the long-term value creation through 

customer relationships, efficient internal processes, and the organization’s ability to innovate and grow. 

 

By integrating these perspectives into a cohesive management system, FinGrowth can ensure that its 

strategic objectives are not only well-defined but also balanced across different areas of organizational 

importance. This is a prerequisite for a successful execution of its strategy and the achievement of 

sustainable growth and competitiveness. 

 

This strategy map serves as a guide for FinGrowth to align their activities with their vision and strategy 

and measure their progress towards their goals. The strategy map provided for FinGrowth is a visual 

representation that outlines the company's strategic approach, structured around the Balanced 

Scorecard (BSC) framework. It serves as a roadmap that aligns the company's long-term vision and 

mission with its operational strategies and measurable objectives.  
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STRATEGIC THEMES 

E. Expand Market Reach: Penetrate new geographical areas and diversify clientele, focusing on under-

served communities and SMEs. 

F. Innovate Financial Products: Develop and launch innovative financial products that meet evolving 

customer needs, leveraging technology for greater accessibility. 

G. Enhance Digital Transformation: Invest in technology to streamline operations, improve customer 

experience, and offer cutting-edge digital services. 

H. Cultivate Organizational Excellence: Foster a culture of continuous learning, innovation, and 

employee development to drive organizational efficiency and effectiveness. 

 

BUSINESS OBJECTIVES & STRATEGIC PRIORITIES 

The strategy map divides the objectives into four BSC perspectives: Financial, Customer, Internal 

Processes, and Organizational Capacity. 

FINANCIAL OBJECTIVES 

• Increase Revenue Growth 

• Increase Profitability 

• Decrease Operational Costs 
 

Measures 

• Annual Revenue Growth Rate 

• ARPU (Average Revenue Per User) 

• Revenue from New Products/Geographical 
areas 

• NPA (Non-Performing Assets) 

• Efficiency Ratio 

CUSTOMER OBJECTIVES 

• Improve Customer Access 

• Enhance Customer Experience 

• Enhanced CRM (Customer Relationship 
Management) 

 
Measures: 

• NPS (Net Promoter Score) 

• Customer Retention Rate 

• Customer Satisfaction 

• Customer Lifecycle Value 
 

 

INTERNAL PROCESSES OBJECTIVES 

• Optimize Loan Processes 

• Advance Digital Transactions 

• Strengthen Risk Management 
 
Measures 

• Loan Application Processing Time 

• Rate of Adoption for New System 

• Risk Assessment Accuracy 

• Percentage of Processes Automated 

• Frequency of Process Upgrades 

ORGANIZATIONAL CAPACITY OBJECTIVES 

• Cultivate Talent & Leadership 

• Foster Innovation Culture 

• Enhance Tech Capabilities 
 
Measures 

• eNPS (Employee Net Promoter Score) 

• Employee Engagement Score 

• Technology Upgrade Cycle Time 

• Leadership Pipeline Ratio 
 

 

This strategy map serves as a detailed guide for FinGrowth, aligning its fundamental vision and mission 

with actionable objectives and measures across key business dimensions. It is a holistic framework that 

ensures all initiatives and metrics are in sync with the company's core values and strategic priorities, 

paving the way for sustainable growth and value creation. 
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Fig. 2: FinGrowth Strategy Map (BSC) 
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F. FOREST FOR THE TREES: SO WHY INTEGRATE BALANCED SCORECARDS WITH 

OKRs? 

Balanced Scorecards (BSC) and Objectives and Key Results (OKRs) are both strategic management tools, 

but they come with different challenges and strengths. Some of the commonly associated challenges 

with using Balanced Scorecards are listed below. Complementing these challenges with OKRs can 

address these issues and that’s what FinGrowth did. 

 

1. Overemphasis on Financial Metrics 

The BSC can sometimes lead companies to focus too much on financial indicators while neglecting 

other non-financial aspects crucial for long-term success. If FinGrowth focuses primarily on financial 

KPIs like revenue growth and profitability, it might overlook other vital areas such as customer 

satisfaction or innovation. OKRs encourage a balanced approach by setting specific objectives beyond 

financials. For example, an OKR at FinGrowth could aim to "Increase digital service adoption by 15% 

annually," focusing on the customer and internal process perspective rather than just financial 

outcomes. 

 

2. Lack of Agility 

BSCs are often criticized for being too static, as they typically set for a longer term and are not reviewed 

frequently enough to allow for rapid response to change. FinGrowth might set a long-term goal for 

market expansion, but a shift in regulatory policies requires a quick strategic pivot, which a rigid BSC 

may not accommodate. OKRs are designed for shorter cycles (usually quarterly), promoting agility. They 

will enable FinGrowth to adjust its strategies quickly. For instance, if regulatory changes affect 

FinGrowth's market expansion, the company can adapt its OKRs in the next quarter to align with the 

new environment. 

 

3. Difficulty in Alignment and Cascading Goals 

Properly aligning the BSC across different levels of an organization can be challenging, leading to 

misaligned priorities and efforts. FinGrowth's branch managers may have different interpretations of 

the BSC, leading to varied local strategies that don't align with the central vision. Integrating the 

FinGrowth BSC with OKRs will facilitate alignment through their clear structure. Objectives define the 

goal, and key results clearly state how to achieve it. For instance, if FinGrowth sets an Objective to 

"Enhance Customer Experience," each branch's OKRs can include Key Results that directly contribute to 

this, such as "Implement customer feedback tools and achieve a 90% positive response rate." 
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4. Insufficient Communication and Feedback Loops 

BSC can become a one-way communication tool where top management sets goals without sufficient 

input or feedback from other levels. The leadership might set a strategic priority to improve profitability 

without understanding the challenges faced by the customer service department that could be 

impacting customer retention. OKRs promote two-way communication and continuous feedback. 

FinGrowth's customer service team could have an OKR to "Identify and implement three key service 

improvements to enhance customer retention by 5%," which invites regular feedback and discussion 

about the progress and barriers to achieving this Key Result. 

 

5. Complexity and Poor Implementation 

Implementing a BSC can be complex and time-consuming, often requiring extensive training and change 

management efforts. The introduction of a new efficiency ratio metric might not be well understood by 

all employees, leading to inconsistent application and confusion. OKRs are typically easier to 

understand and implement. They focus on a few clear, actionable goals at a time. For instance, an OKR 

to "Reduce loan processing time by 25% by automating credit checks" provides a straightforward action 

point that every relevant employee can understand and work towards. 

 

In essence, while the BSC provides a broad, multi-dimensional framework for strategic management, 

OKRs add specificity, agility, and engagement, addressing some of the common pitfalls of the BSC 

approach. For FinGrowth, the integration of OKRs with the BSC framework ensures that strategic 

planning remains dynamic, focused, and inclusive, fostering a culture of continuous improvement and 

responsive strategy execution. 
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I. ENTER, OKRs 

 

What are OKRs, really? 

Building upon the strategic vision of FinGrowth, the implementation of Objectives and Key Results 

(OKRs) can serve as a vital catalyst in translating high-level strategic priorities into actionable, 

measurable goals. OKRs are a goal-setting framework that enables organizations to define specific and 

challenging objectives, accompanied by key results that benchmark and monitor the achievement of 

these objectives. This approach ensures that the company's ambitions are clearly outlined, and 

progress can be tracked with precision. 

 

DNA of OKRs 

The OKR framework consists of three components: an Objective, which is a clearly defined goal aimed 

at driving significant impact within the organization. Key Results, which are measurable outcomes that 

track the achievement of the Objective. Initiatives, which are projects, tasks or activities one best on, to 

achieve the desired Key Results. Objectives are qualitative and inspirational, designed to motivate and 

challenge the team, while Key Results are quantitative and time-bound, providing clarity on how 

success looks like and when it is achieved. Initiatives too can/should be quantified – except they offer 

outputs not outcome. A series of outputs (initiatives) can help you achieve an outcome (KR). 

 

The Role of OKRs in Strategy Execution: How FinGrowth Translates Long-Term Strategy to Short-Term 

Results 

For FinGrowth, OKRs serve as a powerful conduit to converting their longer-term strategy to shorter 

term results. They promote a high-performance culture by establishing clear metrics for success and 

ensuring that every team member understands their role in achieving the company’s strategic goals. 

OKRs encourage focus, transparency, and alignment within the organization, with everyone pulling in 

the same direction towards shared objectives. 

 

Integrating OKRs with the Balanced Scorecard: Aligning Day-to-Day Operations with Strategic Vision 

When integrating OKRs with the Balanced Scorecard (BSC) framework, FinGrowth can align its day-to-

day operations with the broader strategic vision. The BSC focuses on four primary perspectives: 

Financial, Customer, Internal Processes, and Organizational Capacity. Each perspective can be 

underpinned by a series of OKRs that translate the strategic priorities into short-term goals. 
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Synergy of BSC and OKRs: Measurable Outcomes and Strategic Alignment for Organizational 

Performance 

The synergy between BSC and OKRs lies in their shared emphasis on measurable outcomes and 

strategic alignment. While the BSC provides a holistic view of organizational performance, OKRs add 

specificity, allowing for a granular approach to target setting and progress tracking. OKRs can be seen as 

the stepping stones that lead to the achievement of the broader goals outlined in the BSC. This dual 

framework ensures that long-term strategic objectives are distilled into periodic goals that are realistic, 

relevant, and actionable. 

FinGrowth's commitment to its mission of providing exceptional financial solutions is further 

strengthened by this integration. OKRs facilitate the organization's responsiveness to change, enabling 

rapid recalibration of strategies in accordance with market dynamics and internal developments. 

Through the iterative process of setting and reviewing OKRs, FinGrowth ensures that its strategies are 

not static but evolve as learning and growth take place within the company. 

 

Enhancing Accountability and Performance 

OKRs instil a high-performance culture by linking goals directly to measurable outcomes, making every 

team member's contribution visible. This level of transparency is essential in an NBFC, where financial 

services and products must adhere to strict compliance standards and market expectations. Clear and 

measurable OKRs ensure that employees understand how their individual work ties into the company's 

strategic goals, thereby promoting accountability at all levels. 

 

Aligning Efforts with Strategic Priorities 

Within the complex landscape that NBFCs operate, aligning the efforts of various departments and 

individuals with the company’s strategic priorities is paramount. OKRs facilitate this alignment by 

converting strategic themes into actionable plans that provide clear direction across the organization. 

 

Driving Growth and Innovation 

For FinGrowth, growth is dependent on innovation, both in product offerings and service delivery. OKRs 

are particularly useful for encouraging innovative thinking by pushing teams to set goals that stretch 

their capabilities. By framing Objectives that are ambitious, OKRs propel teams to look beyond the 

status quo and explore creative solutions that drive growth. 

 

Fostering a Results-Oriented Culture 

OKRs require regular check-ins and reviews to monitor progress, making them an inherently results-

oriented system. At FinGrowth, where results are closely tied to customer satisfaction, financial 

performance, and regulatory compliance, fostering a results-oriented culture is vital. OKRs compel 

teams to focus on outcomes rather than activities, ensuring that the efforts of all departments are 

concentrated on achieving tangible results. 
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G. OKRs FOR FINGROWTH 

The successful integration of the Balanced Scorecard (BSC) and Objectives and Key Results (OKRs) frameworks presents an opportunity for a FinGrowth to 

align its long-term strategic vision with actionable short-term goals. By harmonizing these methodologies, FinGrowth can create a cohesive strategic 

management system that ensures every individual effort contributes towards the company's overarching vision. 

Given below is the annual OKRs for FinGrowth. These are direct manifestations of the strategic themes and the four perspectives from its strategy map. This 

annual OKR serves as ‘Strategic OKRs’ for FinGrowth. It will give direction (top-down) to the rest of the organization, and communicate the strategic goals 

and results expected for the year. These OKRs also serve as a guidepost for the organization to encourage bottom-up alignment from various teams who will 

contribute to these priorities. 

 

Fig. 3: FinGrowth Annual OKRs 

 

KR 4.2

Prepare 10 employees for future management roles

KR 4.3

15% increase in decision-making efficiency through 

Data Analytics

OBJECTIVE 4

Foster a Culture of Innovation and Employee Development

FinGrowth’s focus on cultivating a culture of innovation and 

investing in employee development aims to drive organizational 

agility, leadership readiness, and technological advancement.

KR 4.1

Increase employee engagement score by 20%

OBJECTIVE 1

Enhance Financial Sustainability and Growth

KR 1.1

Achieve a 10% increase in annual revenue growth 

rate

KR 1.2

By focusing on increasing revenue, reducing operational costs, 

and diversifying product offerings, FinGrowth aims to solidify its 

financial health and ensure sustainable growth in a competitive 

market.

Elevate Customer Engagement and Satisfaction

KR 2.1

Achieve a Net Promoter Score (NPS) of 80

KR 2.2

Increase customer retention rate by 15%

KR 2.3

Achieve 25% adoption rate for new products

KR 1.3

Increase profitability margin by 8%

OBJECTIVE 3

Optimize Operational Efficiency and Risk Management

KR 3.1

Reduce loan processing time by 50%

KR 3.2

KR 3.3

Reduce Process Errors by 100%

FinGrowth is committed to deepening customer relationships and 

loyalty by enhancing customer satisfaction through innovative 

financial products and ensuring a high Net Promoter Score.

FinGrowth prioritizes streamlining operations and strengthening 

risk management to deliver faster, more reliable services while 

maintaining financial stability and compliance.

Reduce non-performing assets (NPAs) by 10%Reduce operational costs by 5% 

OBJECTIVE 2
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The OKR sheet below depicts FinGrowth’s Q1 OKRs for the same year. This brings the company’s focus on to a shorter term set of priorities helping it to 

mobilise its resources in the right direction – in principle, putting their money where their mouth is. The Q1 OKRs have also called out contributing 

departments for every Key Result. This helps teams below the line to focus on key results where the leadership team has suggested. This practice 

encourages bottom-up alignment in a structured manner. 

 

Fog. 4: FinGrowth Q1 OKRs 

Sales Marketing Product Finance Operations
Customer 

Success

Customer 

Operations
Sales Product Quality IT/Tech Operations Credit Risk Compliance All Functions

Operations Finance Procurement IT/Tech HR
Customer 

Success
Sales Marketing

Business 

Intelligence

Customer 

Operations
Credit Risk Compliance Collections Sales All Functions

Sales Marketing Operations Finance
Customer 

Success
Sales Marketing Product

Customer 

Success
IT/Tech Credit Risk Compliance Collections Operations IT/Tech

Business 

Intelligence

Strategy & 

PMO

Initiate the upgrade of the data analytics system to 

track improvements in decision-making efficiency, 

aiming for a 5% increase.

Identify and implement 3 cost-saving measures 

projected to reduce operational costs by at least 

1.25%.

Implement customer relationship enhancements to 

improve retention rate by 4%.

Identify and mitigate top 3 contributing factors to 

non-performing assets to move towards a 2.5% 

reduction in NPAs.

Identify and enroll 3 employees in leadership 

training programs as part of the preparation for 

future management roles.

KR 4.3

Achieve a 2.5% increase in annual revenue growth 

rate.

Improve the Net Promoter Score (NPS) by 5 points 

towards the annual goal of 80.
Reduce loan processing time by 15%

Conduct an employee engagement survey and 

develop a plan to increase score, aiming for a 5% 

improvement by the end of Q1.

KR 4.2

FinGrowth’s focus on cultivating a culture of innovation and 

investing in employee development aims to drive organizational 

agility, leadership readiness, and technological advancement.

KR 1.1 KR 2.1 KR 3.1 KR 4.1

OBJECTIVE 4

Enhance Financial Sustainability and Growth Elevate Customer Engagement and Satisfaction Optimize Operational Efficiency and Risk Management Foster a Culture of Innovation and Employee Development

OBJECTIVE 1 OBJECTIVE 2 OBJECTIVE 3

By focusing on increasing revenue, reducing operational costs, 

and diversifying product offerings, FinGrowth aims to solidify its 

financial health and ensure sustainable growth in a competitive 

market.

FinGrowth is committed to deepening customer relationships and 

loyalty by enhancing customer satisfaction through innovative 

financial products and ensuring a high Net Promoter Score.

FinGrowth prioritizes streamlining operations and strengthening 

risk management to deliver faster, more reliable services while 

maintaining financial stability and compliance.

KR 1.2 KR 2.2 KR 3.2

KR 1.3 KR 2.3 KR 3.3
Develop and initiate a profitability improvement 

plan to achieve a 2% increase in profitability margin 

by the end of Q1.

Launch the first phase of one new financial product 

and achieve a 10% adoption rate by quarter's end.

Implement a process review to identify errors and 

deploy targeted improvements aimed at reducing 

process errors by 25%.
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H. OKRs FOR FINGROWTH’s TEAMS 

Once the Q1 OKRs are clear and well communicated, each team can think of creating OKRs in order to 

contribute to the Q1 OKRs called out by the organisation. Here are some OKRs from various teams that 

can help achieve the Q1 OKRs crafted above. 

 

Sales Team 

Objective: Drive Revenue Growth and Market Expansion 

KR: Increase the number of qualified leads by 20% through targeted marketing campaigns. 

KR: Grow the average deal size by 10% with up-selling and cross-selling training programs. 

KR: Achieve a 5% increase in sales conversion rates by refining the sales process. 

 

Marketing Team 

Objective: Enhance Brand Awareness and Lead Generation 

KR: Improve organic website traffic by 15% through SEO and content marketing strategies. 

KR: Increase engagement on social media platforms by 30% to build a stronger online presence. 

KR: Generate 200 new marketing-qualified leads via digital marketing campaigns. 

 

Finance Team 

Objective: Improve Financial Health and Cost Efficiency 

KR: Identify potential cost-saving opportunities in vendor contracts and renegotiate terms. 

KR: Reduce budget variance by 10% through more accurate forecasting and budget management. 

KR: Implement a new expense tracking system to reduce unaccounted costs by 5%. 

 

Operations Team 

Objective: Streamline Processes and Enhance Efficiency 

KR: Reduce the average time of loan processing by 10% through process re-engineering. 

KR: Implement a pilot for a new loan management system to decrease manual data entry by 20%. 

KR: Increase the utilization of automation tools in loan processing by 15%. 
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IT/Tech Team 

Objective: Support Business Operations with Robust Technology Solutions 

KR: Deploy two new software enhancements to improve system performance and user satisfaction. 

KR: Reduce system downtime by 30% with proactive maintenance and upgrades. 

KR: Begin the development of a new customer portal aimed at improving self-service options. 

 

Risk Management Team  

Objective: Enhance Risk Assessment and Mitigation 

KR: Conduct a risk factor analysis to identify new mitigation strategies for top 3 NPAs contributors. 

KR: Improve risk detection by implementing a new risk analytics tool, aiming for a 10% increase in early 

detection. 

KR: Revise loan approval criteria to reduce potential future NPAs by 5%. 

 

Customer Success Team 

Objective: Deliver Exceptional Customer Service and Support 

KR: Improve first-call resolution rates by 10% through enhanced training and support tools. 

KR: Increase customer satisfaction scores by 5 points through a new feedback and follow-up system. 

KR: Develop a customer loyalty program intended to improve retention rates. 

 

Human Resources Team 

Objective: Cultivate Employee Engagement and Development 

KR: Complete the employee engagement survey with a participation rate of 90%. 

KR: Design and implement a new employee recognition program to improve morale and engagement. 

KR: Launch a leadership development track with identified candidates enrolled by the end of Q1. 

 

Data Analysis Team 

Objective: Drive Decision-Making Through Actionable Insights 

KR: Deliver weekly reports on sales and operational efficiency with actionable recommendations. 

KR: Increase the number of data points captured to enrich analysis by 20%. 

KR: Complete phase one of the data analytics system upgrade to enhance reporting capabilities. 
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I. OKR IMPLEMENATION CHALLENGES & MITIGATION STRATEGIES 

To effectively integrate the BSC and OKR frameworks within FinGrowth, a meticulous and structured 

implementation plan is essential. This plan is a blueprint for the organization to follow, helping to assure 

not only the successful adoption of the new strategy management tools but also their continued 

usefulness through regular evaluation and refinement. The following outlines the key stages in the 

implementation process, the assignment of responsibilities, the establishment of timelines, and the 

mechanisms for continuous feedback and adjustments. 

Stage 1: Preliminary Alignment and Communication 

Before rolling out the integrated framework, the NBFC must secure buy-in from all stakeholders, which 

includes clear communication about the benefits and changes that the BSC and OKR systems will bring. 

During this initial stage, senior management must: 

Educate and train leaders across departments on BSC and OKR principles. 

Define the overall organizational strategy that will guide the development of OKRs in line with the BSC 

perspectives. 

Establish a communication plan that addresses all hierarchical levels, ensuring clarity on the upcoming 

changes, and setting expectations for the process. 

Appoint an implementation team tasked with overseeing the rollout process. 

Responsibilities: Senior Management, Department Heads, HR, and Training Departments. 

 

Stage 2: Integration Workshop and Framework Development 

In this stage, the implementation team will organize workshops involving heads of departments to 

collaboratively: 

Develop specific OKRs for each department that align with the BSC perspectives. 

Ensure that OKRs are S.M.A.R.T (Specific, Measurable, Achievable, Relevant, and Time-bound) and that 

they reflect the strategic priorities of the NBFC. 

Integrate OKRs into the BSC framework by mapping key results to financial, customer, internal process, 

and learning and growth metrics. 

Design templates and tools to be used for OKR tracking and BSC reporting. 

Responsibilities: Implementation Team, Department Heads, and OKR Champions. 
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Stage 3: Pilot Testing 

Once the integrated framework is developed, a small-scale pilot test should be conducted to: 

Validate the effectiveness of the OKRs and the BSC framework in a controlled environment. 

Identify any issues or challenges before organization-wide rollout. 

Collect feedback from participants to refine the objectives and key results. 

Responsibilities: Selected Department Teams, OKR Champions, and Implementation Team. 

 

Stage 4: Organization-wide Deployment 

After successful pilot testing, the framework is ready for broader implementation, which involves: 

Communicating the finalized BSC and OKR frameworks to the entire organization. 

Training all employees on how to use the framework effectively and how their roles contribute to 

achieving the OKRs. 

Setting up a digital infrastructure or tool for tracking and managing OKRs and BSC metrics. 

Responsibilities: HR, Training Department, IT Department, and Department Heads. 

 

 

Stage 5: Ongoing Management and Adjustment 

This stage is about creating a cycle of continuous performance management with: 

Regular check-ins (weekly or monthly) for teams to report on OKR progress. 

Quarterly reviews to evaluate the achievement of key results and how they feed into the BSC 

perspectives. 

Annual strategic reviews to adjust the long-term BSC and OKRs based on the organization's evolving 

goals and market conditions. 

Responsibilities: Department Heads, OKR Champions, and Senior Management. 
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Mechanisms for Continuous Feedback and Adjustments 

Incorporating mechanisms for constant feedback and adjustment is integral to the successful 

functioning of the integrated BSC and OKR framework: 

Real-Time Dashboards: Implement digital dashboards that provide real-time data on key result 

progress, enabling immediate adjustments and informed decision-making. 

Feedback Loops: Establish feedback loops that allow employees at all levels to contribute insights on 

the OKR process, helping to refine objectives and increase engagement. 

Performance Conversations: Encourage regular performance conversations between managers and 

their teams to discuss progress, challenges, and resources needed. 

Adjustment Meetings: Schedule quarterly adjustment meetings to review and recalibrate OKRs in light 

of performance data and strategic shifts. 

Annual BSC Review: Organize an annual strategy session to revisit the BSC, considering the 

organization’s strategic achievements and failures, to reshape future objectives. 

 

The implementation plan provides a roadmap for FinGrowth to transition to an integrated BSC and OKR 

framework systematically. This strategic management transformation requires not only meticulous 

planning but also adaptability, commitment from leadership, and a culture that embraces continual 

learning and improvement. The ongoing processes established will keep the NBFC agile, responsive to 

change, and aligned with its strategic vision. 
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J. FINGROWTH – CHALLENGES AHEAD 

The successful integration of the Balanced Scorecard (BSC) and Objectives and Key Results (OKRs) 

within a FinGrowth can be hampered by various challenges, which need to be identified and addressed 

proactively. Here, we explore these potential challenges in the context of the NBFC's readiness for 

change and propose practical mitigation strategies to facilitate a smooth transition to the integrated 

BSC and OKR framework. 

Challenge 1: Resistance to Change 

Employees across the NBFC may exhibit resistance to change due to fear of the unknown, potential 

increase in workload, or uncertainty about the impact on their roles. Such resistance can lead to a lack 

of engagement with the BSC and OKR frameworks, hindering their effective implementation. 

Mitigation Strategy: To combat resistance to change, it is vital to engage in comprehensive 

communication and education campaigns. Involve employees in the transition process early and 

communicate the benefits that the new frameworks will bring to their work and the organization 

overall. Conducting interactive workshops and training sessions can enhance understanding and buy-in. 

Providing continuous support and recognizing achievements that contribute to the BSC and OKR goals 

can also maintain motivation and reduce resistance. 

 

Challenge 2: Misalignment of Goals 

There is a risk that the NBFC's strategic goals and the OKRs at different departmental levels may 

become misaligned, leading to conflicting priorities and ineffective allocation of resources. 

Mitigation Strategy: Regular alignment sessions should be implemented to ensure that all departmental 

OKRs support the overarching strategic goals as articulated in the BSC. The senior management must 

play an active role in overseeing the alignment process. Additionally, establishing a clear hierarchy of 

OKRs from the top down can prevent misalignment and ensure every team member is working towards 

the same objectives. 

 

Challenge 3: Complexity in Integration 

Integrating the BSC and OKR frameworks can introduce complexity, as it requires a nuanced 

understanding of both methodologies and how they interact with each other. This complexity can 

become overwhelming, especially for those unfamiliar with performance management frameworks. 

Mitigation Strategy: Simplicity should be a core principle in the integration process. Start by defining 

clear, simple rules for developing OKRs within the BSC's four perspectives. Ensure that the integration 

team provides support and guidelines to prevent overcomplication. Breaking down the integration 

process into manageable steps and using case studies or pilot programs can help ease the transition. 
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Challenge 4: Data Management Issues 

A successful integration relies on the accurate collection, management, and analysis of data. The NBFC 

might face challenges with the quality and accessibility of data, which are crucial for setting and 

tracking OKRs and BSC metrics. 

Mitigation Strategy: Invest in robust data management systems that can handle the complexities of the 

integrated framework. Ensure data is standardized, accurate, and easily accessible. Employee training 

on data management best practices is also critical to ensure that data-related decisions are well-

informed. 

 

Challenge 5: Insufficient Technology Support 

The NBFC's existing technology infrastructure may be insufficient to support the BSC and OKR 

frameworks, especially when it comes to data visualization and real-time tracking of metrics. 

Mitigation Strategy: Assess the current technological capabilities and determine the necessary 

upgrades or investments in new software tools that facilitate the integration and ongoing management 

of BSC and OKRs. Selecting user-friendly platforms that allow for easy updates and modifications will be 

instrumental in supporting the transition. 

 

Challenge 6: Overemphasis on Metrics 

With the introduction of any performance management framework, there's a risk that the focus might 

shift excessively towards measuring and tracking performance metrics, sometimes to the detriment of 

innovation, creativity, and employee well-being. 

Mitigation Strategy: It is important to establish a culture that values metrics as a means to an end, not 

an end in itself. Encourage innovation, acknowledge effort, and facilitate a balanced approach where 

metrics guide but do not dominate the conversation. Leadership should emphasize that while metrics 

are important, they are just one part of a broader strategic vision. 

 

Challenge 7: Accountability and Ownership 

The clarity and success of the OKRs can be compromised if there is ambiguity in accountability and 

ownership. Employees may not feel responsible for the outcomes if they do not have a clear 

understanding of their roles. 

Mitigation Strategy: Clearly define and communicate the roles and responsibilities associated with the 

BSC and OKRs. Establish a framework where each key result has an owner and ensure that all team 

members understand how their work contributes to the larger goals. Regular check-ins and a culture of 

accountability can help reinforce this sense of ownership. 
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K. AND, FINALLY 

The BSC framework aligns with the company’s long-term strategic vision, while OKRs bring agility and 

specificity to short-term goals. Together, they promote a high-performance culture, ensuring that 

strategic objectives are well-defined and balanced across different organizational areas, thus paving the 

way for sustainable growth and value creation. 

The integration of BSC with OKRs is expected to have a transformative impact on FinGrowth. It will likely 

result in improved alignment of company-wide efforts with strategic priorities, drive innovation, and 

foster a results-oriented culture. In the long term, this integration is anticipated to support FinGrowth in 

responding dynamically to market changes, maintaining competitive advantage, and achieving 

continuous improvement and organizational growth. 
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