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ABSTRACT

The purpose of this study was to assess the balanced scorecard implementation on the selected
sectors of Kirkos sub city. The study is of great importance to public sectors, government and
other stakeholder. The study used descriptive and explanatory research method and 133 sample
respondents from the 147 sample populations were participated. Data collection was done
through questionnaire and interview from primary sources and some from secondary sources.
For the selection of sample of population the stratified sampling technique of probability
sampling was used. Data analysis was done using SPSS version 24 and interpretation and
findings were presented by descriptive analysis and inferential statistics. Findings from
qualitative analysis were presented by narration briefly. The study found that the customer
perspective had slight negative influence on the performance measurement of the organization,
but the other three perspectives had significant positive impact on the performance measurement
of the organization. The study recommends sectors of under study to give adequate and practical
training for all stakeholders both on knowledge attitude towards BSC implementation to increase
efficiency, measure performance according to the activities weighed and cascaded to the
workers, link performance measurement to strategy to increase efficiency, make uniformity in
planning and in cascading, link high performance with rewarding system through accurate

performance measurement, give attention to improve customer perspective

Keywords: Balanced Scorecard, Strategy, Performance Measurement,

Performance Management
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CHAPTER ONE

Introduction

1.1 Background of the Study

The balanced scorecard (BSC) was first introduced by two men, Robert Kaplan, an accounting
professor at Harvard University, and David Norton, a consultant from a Boston area posted in the
Harvard Business Review Article in 1992.Thus BSC was created as new approach to strategic
management during this time. According to Niven (2006), the impetus for the study of the new
strategic management tool by Kaplan & Norton was the infectiveness and ambiguity of the
previous financial measures for performance management approaches to the modern business
enterprise. They have demonstrated that balanced scorecard enables organizations to translate
their visions and strategies into comprehensive objectives and substantial set of performance
measures. Thus the balanced scorecard provides an enterprise view of organization’s overall
performance by integrating financial measures with the other three BSC perspectives measures
namely: customer perspectives, internal business processes, and employee learning and growth
(Kaplan and Norton, 1996).Since the concept was introduced in the early 1990s by Kaplan and
Norton as a performance measurement system, the Balanced Scorecard (BSC) has attracted
considerable interest among different organizations, practitioners and researchers. According to
Ittner and Larcker (1998), in order to fill the gap in traditional performance measures,
organizations have developed new performance measurement systems. These are significant for
modern organizations, even though the initial focus was more on for-profit organizations.
According to survey on”Management Tools and Trends™ made by Blain and company (2013),
BSC was ranked the fifth most widely applied management tool in organizations.

According to survey on”Management Tools and Trends* made by Blain and company (2013, as
cited by Abagissa 2018), BSC was ranked the fifth most widely applied management tool in
organizations. Due to its strategic approach, BSC was taken as the most important tool to be
applied in almost all government institutions throughout Ethiopia since its introduction in

2002.The rationale for adopting the tool was the need to plan, control and report on the



performance of public sector organizations in Ethiopia. According to Marr, 2010 cited by
(Hailemariam2016), in spite of the benefits that are promised by the balanced scorecard,
practical studies show that there are challenges of implementation and from this the major
problems with Balanced Scorecards arises when senior managers use the performance indicators
identified to apply a command-and-control approach in which they use the indicators to punish
or reward people that creates fear, resistance and cheating. Another problem that organizations
frequently make is jumping into a measurement program too fast and making the program too
complicated. Deriving meaningful measurements, gathering reliable data, developing useful
analytical techniques, and educating managers about how to use the data are all difficult steps.
According to the strategic manual (2010, cited by Menwuyelet 2014)), issued by Addis Ababa
City Administration, it was justified that the launching of balanced scorecard as a tool to build
result based measurement system and develop new attitude of employees to be measured only
through their results. BSC design and implementation involves a complex set of steps,
perspectives and key performance indicators. Thus, it requires an understanding of its methods
and applications both theoretically and practically. Therefore, the major rationale for undertaking
this study is the curiosity to check the effectiveness and challenges of BSC implementation in

public sector of the construction pool of Kirkos sub city administration.

1.2. Background of the Organization

Kirkos sub city administration is one of the 10 sub city of Addis Ababa city administration
located at St. Estifanos, south to the road from Meskel square to St. Urael church on the area of
14.62 Sq.Km. It comprises sectors categorized into four pool namely, The Chief executive Pool,
The public service Pool, The Construction Pool, The Land Management Pool. This study was
conducted on the construction pool under which six offices (Administration and Finance,
Education, Health, Construction, Sport and Youth and Voluntary Coordination) are categorized.
As the Ethiopian Government has launched a massive civil service reform program throughout
the country by 2002, Kirkos sub city administration started to use BSC. But the researcher, as the
member of staff of the city administration, observed that the sectors in the sub city could not
make significant use out of this vital strategic management tool because of inappropriate manner
of implementing the BSC. Thus, by considering this gab, the researcher has attempted to assess

Balanced Scorecard implementation Practice and challenges on the selected sectors of Kirkos
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sub city administration, and would give constructive feedback for the effective implementation
of the tool.

1.3 Statement of Problem

According to the review of balanced scorecard, literature issued by Jamal Abagissa in 2018,
many studies conducted on BSC were focus on the motivation for adopting BSC, nature of
performance indicators and perceive benefits, but studies on the implementation of BSC in the

public sectors are not consistent or not as such satisfactory.

Robert Kaplan and David Norton (1992), state that BSC translates an organization’s strategy into
performance objectives, measures, targets, and initiatives in four balanced perspectives which are
Financial, Customer, Internal Process, and Employee Learning and Growth. Kaplan & Norton
(1992; 1996; 2001), emphasize that the inclusion of non-financial measures of customer
measure, internal process measure, and employee learning and growth measure is just one aspect
of the balanced scorecard, that make it different from the other performance measures indicators
or frameworks like key performance indicator (KPI) cards and stakeholder cards.
Robert Kaplan and David Norton (1996, 2001) also suggested that BSC’s uniqueness allows it be
employed as a strategic tool to direct organizations towards sustainable long-term profitability.
But they argued that simply including non financial metrics in their performance measurement
system is not enough for organizations to learn improve and grow. Besides, Axelsson (2002)
stated that naturally, the most obvious financial measures are related to the profitability of the
business unit and identified the financial perspective as the measures, related to the costs of
running the operations and the results. According to Otley (1999), the performance measurement
systems were based on the management of accounting system, which were primarily based on
the financial performance results of the organization. However, Wubamlak (2016), clarified that
the importance of the more sophisticated and newly emerged approaches taking into
consideration the other dimensions was clear. The balanced scorecard framework which was
invented by Robert Kaplan and David Norton in 1992 was an attempt to integrate all dimensions,
for it is highly important for the management of performance and one of the best available
approaches providing the overview of the strategy of an organization or a business unit. Having

the consideration of the paramount significance of the BSC, organizations around the globe have



embraced the Balanced Scorecard and reaped swift benefits from its commonsense principles.
Such benefits for those organizations who implement it properly include increased financial
returns, greater employee alignment with overall goals, improved collaboration, and an
unrelenting focus on strategy, to name just a few. To collect the benefits or rewards gained from
BSC, however, an organization must possess that too land implement it in a way to bring them
competitive advantages. In such regards however, the researcher has a question whether or not
the Kirkos sub city implement BSC management tool that are necessary to boost its

performance measurement as well as its employee and organizational performance.

In doing so, the researcher questions whether the BSC implementation in the sub city integrates

all the dimensions having high importance for management of performance or not.

All sectors in the sub city (Kirkos) are using the BSC as a management technique to implement
corporate strategy & to measure performance of their employees out of 70 percent and 360
degree performance appraisal system complement the rest 30 percent, even though a number of
them have encountered different problems ineffective implementation of BSC in their offices.
They implemented the BSC but without any significant improvement in performance. Many
researches were conducted study on the BSC implementation practice and its challenges;
however no improvement has been registered in organizations like Kirkos sub city because of
insufficient outcomes from the studies.(Abayneh, 2016)stated the same case of Gulale sub city
recommended that the offices should conduct training as if enough trainings were not given on
the issue, organize experience sharing program and workshop, but the researcher as the member
of the employees in the sub city in a question, observed that so many trainings were given, but
yet there is no improvement in implementing BSC. Accordingly, the researcher asks what makes
the implementation of the BSC so difficult there by tries to analyze and get answers in different
scenarios. By taking this as a foundation, the researcher intends to assess if there is any relation
between the many reasons discovered by researchers and the reasons identified as causing the

BSC implementation practice challenging in the selected sectors of Kirkos sub city.

Moreover there is lack of inclusive literature reviews and studies aligned to the BSC
implementation in Addis Ababa sub city level so that the researcher tried to make assessment of
balanced scorecard implementation practice and its challenges in case of selected sectors of

Kirkos sub city administration there by tries to analyze and describe the very issues.
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1.4 Research Question
The study shall address the following research questions to achieve the intended research

objectives:
1. What makes the implementation of the Balanced Scorecard Card (BSC) difficult?

2. To what extent was the BSC measurement implemented and stakeholders’ trained and

understood?

3. To what extent the BSC implementation in the Kirkos sub city integrates all the dimensions

having high importance for management of performance?

1.5 Objectives of the Study

1.5.1 General Objective
To assess balanced scorecard implementation in selected sectors of Kirkos sub city

administration.

1.5.2 Specific Objectives
% To identify the challenges that makes the implementation of Balanced Scorecard Card
(BSC) difficult in the sub- city.

% To find out the extent of the BSC measurement implemented and stakeholders’ trained
and understood.

% To find out the extent that the BSC implementation in the Kirkos sub city integrates all

the dimensions having high importance for management of performance.

1.6 Significance of the Study

This study is mainly significant for the public sectors in Kirkos sub city administration and its
stakeholder by providing them with some added value on the existing knowledge regarding BSC
implementation challenges, ways to overcome such problem so that they could manage their
performance measurement appropriately. The study will be important to managers who will
strategically manage their employees using the balanced scorecard tool. It provides an in depth

understanding of how to effectively manage their performance to gain strategic advantage over
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their competitors using the balanced scorecard. It will also serve as a stepping-stone for other

researchers who need to make in depth study about the issue under study.

1.7 Limitation of the Study

The questionnaire data that had been gathered from 147 respondents is 133 which is 90.47% of
the total questionnaires distributed to employees in the study sample, however, because of
Covid19 pandemic and workload of respondents, the whole representative of the team leaders of
selected sectors couldn’t be interviewed as intended (The intention at the beginning (proposal
phase) was to interview six team leaders but this could not be materialized. Moreover the
research’s incapability to enrich the review literature part with more scientific study was also

taken as a limitation due to Covid 19 pandemic.

1.8 Organization of the Study

This study is organized into five chapters, in which first chapter the introductory part is
discussed, the second chapter covers the review literature ,the third chapter discus the research
design, the fourth chapter the data presentation and analysis, the last fifth chapter covers the

findings, conclusion and recommendation.



CHAPTER TWO

Review of Literature

As the study was intended to be conducted on assessing the BSC implementation , which is part
of the Public sector reform as to the strategic Planning and Performance measurement, review of
literature would focus on the theoretical foundation for Public sector reform, balanced scorecard

in relation to performance measurement and empirical works of the others in similar contexts.

2.1 Theoretical Literature Review

Definition and uses of the Balanced Scorecard

Robert Kaplan and David Norton (1992) described balanced scorecard as a tool that translates an
organization’s mission and strategy into a comprehensive set of performance measures that
provides the framework for a strategic measurement and management system. Niven (2006),
indicated in his book that there is no simple definition that describe balanced scorecard and saw
it as three things: communication tool, measurement system, and strategic management system.
The BSC Institute (2015), defined it as strategic planning and management system that is used
mostly in a business and industry, government, and nonprofit organizations worldwide to align
business activities to the vision and strategy of the organization, improve internal and external
communications, and monitor organization performance against strategic goals. According to

Niven (2006), the balanced scorecard assists the organizations in overcoming three key issues:

++ Effective organizational performance measurement,
% The rise of intangible assets,
% The challenge of implementing the strategy.

As cited in the study by Menwuyelet (2014), Robert Kaplan and David Norton (2001:1996)
listed the following benefits of BSC:

+» For clarification and gaining of consensus about strategy,



¢ For communication of organization’s vision and strategy,

«+ For linkage of strategic objectives to long term targets and annual budgets,

+«+ For the improvement of organizational performance by measuring what matters,

¢+ For the alignment of organizational strategy to the work people do on day to day
basis,

¢+ For the encouragement of organization to perform periodic and systematic
strategic review,

+ For prioritization of projects/initiatives, and

¢+ For obtaining feedback to learn about and improve strategy.

According to Niven 2006, (cited by Hailemariam 2016) the measurement focus of the scorecard

is to accomplish Critical management process;-

1. Clarify and translate vision and strategy,

2. Communicate and link strategic objectives and measures,
3. Plan, set targets, and align strategic initiatives

4. Enhance strategic feedback and learning.

Kaplan and Norton (1992, 1996, 2001 as cited by Marvin Soderberg 2006) propose the use of
four perspectives in a balanced scorecard: Learning and Growth Perspective, Internal Business
Perspective, Customer Perspective and Financial Perspective in which each perspective contains
multiple measures linked together in a series of cause(also called leading)effect(also called
lagging)relationships. According to Niven(2006), Balanced Scorecard should contain a mix of
leading and lagging indicators and this indicators work together to achieve organizational goals
for one indicator lonely cannot show the improvements in the other. Niven (2006),also make a
distinction between lag and lead Performance measures as follows based on their focus areas: lag
(effect) performance measures indictors focuses on the results at the end (normally it
characterizes historical performance. Example: Employee satisfaction.) And lead (cause)
performance measures indicator drive or lead the performance measures of the lag measures
indictors (normally it measures intermediate processes and activities. Examples: Hours spent

with customers, absenteeism).



Niven(2006), forwarded the following some criteria for selecting performance measures:

1. Linked to strategy: Choosing performance measures that don’t have an impact on your
strategy can lead to confusion and lack of clarity as employees devote precious resources to
performance measures which has no impact in achieving goals of the organizations.

2. Quantitative: Scorecard practitioners often are tempted to include measures that rely on
subjective evaluations of performance, such as rating suppliers’ performances as “good,”

“fair,” or “average.” Of course, the principal issue with this approach is that 10 people rating
the same supplier may come up with completely different approaches and responses.

3. Accessibility: Kaplan and Norton often discuss the merits of missing measures, the
performance measures you didn’t capture in the past that came to light only as a result of the

Balanced Scorecard development process.

4. Easily understood: Your ultimate goal should be to create a Scorecard that motivates action.
It’s difficult to do so when your audience doesn’t grasp the significance of the measures you’ve
selected. At a glance, Scorecard readers should be able to explain both the operational and
strategic significance of every measure. The desired direction of movement of the measure
should also be obvious. If your employees don’t know whether a high value for the measure is

good or bad, then you probably need to rethink the measure.

5. Relevant: The measures appearing on your Scorecard should accurately depict the process or
objective you’re attempting to evaluate. A good test is whether measure results are actionable or
not. If some aspect of performance failed, you should be able to recognize the significance of the
problem and be able to fix it. This issue is demonstrated through the use of performance indices,

which many organizations use on their Scorecards

By considering some of the limitations of previous management approaches, Kaplan and Norton
have introduced the balanced scorecard approach as management tool in 1992 which considers a

company from four perspectives:

1. Financial Perspective: This measure should answer the question “How should we appear to
our shareholder?” Financial measures are a critical component of the Balanced Scorecard,
especially so in the for-profit world. The objectives and measures in this perspective tell us

whether our strategy execution which is detailed through objectives and measures chosen in the
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other perspectives is leading to improved bottom-line results. Typical examples include

profitability, revenue growth, and asset utilization (Niven, 2006).

For most organizations, the financial themes of an increase in revenues, improvements in
productivity, and enhancing assets utilization could provide the necessary linkages to the other
perspectives (Kaplan and Norton, 1991).According to Tsion(2014), the way we have to
understand the “financial” perspective in the government sectors, differs from that of the
traditional private sector because success for public sectors should be measured to the extent that
organization are effective and efficient in meeting the needs of their customer. Therefore, in
government sectors the financial perspective of BSC mainly emphasizes cost efficiency which is

the capacity to deliver maximum value to the customer.

2. The customer perspective:- This measures should answer the question, “How should we
appear to our customers?” The customer perspective refers to the relationship of customers and
markets with emphasis on the customers’ wants and needs (Hopf. et.al.Shadbolt et.al, 2003 cited
by Tsion 2014). According to Niven(2006), organizations must answer the following three

critical questions in choosing measures for the Customer perspective of the Scorecard:

%+ Who are our target customers?
¢+ What is our value proposition in serving them?

% And what do our customers expect or demand from us

3. Internal business processes perspective: Measures in this perspective should answer the
question, “What processes must we excel at?” Internal business Processes, represents the impact
of product and service quality and helps identify which internal business processes must operate
with excellence in order to satisfy customers. Moreover, Kaplan &Nortan (1092,1996a)
described this perspective as the perspective which is the most critical in strategy execution of

the organization to meet the customer expectations.

4. Learning and growth perspective: -This measure should answer the question, “How can we
sustain our ability to change and improve?” The objectives and measures in the Employee
Learning and Growth perspective of the Balanced Scorecard are really the enablers of the other
three perspectives. In essence, they are the foundation upon which the Balanced Scorecard is

built Once you identify objectives, measures, and related initiatives in your Customer and

10



Internal Process perspectives, you can be certain of discovering some gaps between your current
organizational infrastructure of employee skills (human capital), information systems
(informational capital), and the environment required to maintain success (organizational
capital). The objectives and measures you design in this perspective will help you close that gap
and ensure sustainable performance for the future (Niven, 2006).Niven (2006), distinguished

three core evaluation criteria for learning and growth perspective:

« employee satisfaction,
% employee continuity

+« and employee productivity.

The organization will gain the benefit through human capital development; skills, talents and
knowledge, capital, information; information systems and networks and organizational capital,

organization's ability to sustain the changes necessary to achieve the objectives.
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Figure 2.1 The Four Perspectives of BSC
Source:https://www.bing.com/images/search?view=detailV2&ccid=3XobRZr9&id
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The above figure 2.1 shows the visual representation of the four perspectives of balanced

scorecard with the objectives of each in translating vision and strategy.

2.2 Phases and steps of the Balanced Scorecard
Robert Kaplan and David Norton (1996), designed the nine steps for the successful implementation of

balanced Scorecard by the organization which has two phases and nine steps.

The first phase, which is called the planning phase has six steps namely: 1.Assessment,
2.Strategy  Development, 3.Objectives Development, 4.StrategicMap, 5.Performance
Measures/Indicators: and 6. Initiatives. The second phase, called Implementation phase has three

steps: 7. Automation 8. Cascading, 9. Monitoring and Evaluation and all these nine steps are

represented by the following figure 2.2 and explained after the figure.

PROGRAM LAUNCH w
t

o N EER..
o 53
& Objectives [~ 2R Vision Performance
) 7 Analysis
/1Y strategy Map [ SYSTEM ROLLOUT

Strategic Initiatives

5 Measures & Targets

Figur
e 2.2: The Nine steps of BSC Implementation
Source:https://www.bing.com/search?g=balanced%20scorecard%20%20nine%20phase&qs

12



1. Assessment

The organizations need to be assessed to implement BSC successfully by undertaking SWOT
analysis, then identify enablers (opportunities and strength) and pains (weakness and treats) and
also identify target customers and stakeholders. This is done by taking in to account the
organization’s mission, vision and core values. Assessment provides the organization direction to

SuCCesses.
2. Strategy Development

The organization identifies the business strategy taking the mission, the vision and the core
values of the organization in to account. Here in strategy development stage it should be known
that the balanced scorecard is a tool helps to implement strategy not to formulate strategy. Thus,
in order to be successful in implementation of the strategy, the formulated strategy should be
good. The strategic theme (focus area) of the organization will be emanated through identifying
and understanding the customer and stockholder need and core value and design the expected

result from each theme (Tsion2014).
3. Objectives

Adamitu(2016), stated that objectives is the actual results which the organizations desired to
achieve. According to Room (2008as cited by Tsion 2014), stated that strategic objective is used

to break strategic themes in to more actionable activities that lead to the strategic results
4. Strategic Map

The strategy map is a visual framework of the organization’s strategy that shows how it intends
to create value. According to Adamitu (2016),a good strategy map will link productivity and
growth outcomes, customer value proposition, outstanding performance in internal processes

and capabilities required from intangible assets.
5. Performance Measures and Targets

According to Niven(2006), performance measure is the heart of balanced scorecard. Adamitu

(2016) stated the importance of effective performance measurement as a key in ensuring
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successful implementation of organization’s strategy and that it is about monitoring an
organization’s effectiveness in fulfilling its own predetermined goals or stakeholder
requirements. She also described the importance of this stage of BSC for ensuring better
informed and more effective decision making at both strategic and operational levels.

6. Strategy Initiatives.

Initiatives are designed to close the gap between current performance and that embodied in the
stretch targets established(Niven 2006).The strategic initiatives are developed that support the
strategic objectives. Strategy initiative is the stage where the strategy to be implemented is

drafted and assigned.
7. Performance Analysis/Automation

According to Niven (2006), automating the balanced scorecard benefits the organization in
maximizing its use as performance measurement system, strategic management system and
communication tool. The criticism the researcher has here with automation is that its exposure
for changing the results using the input sheet especially in government offices who are
organized for nonprofit. Here the researcher observed that there is integrity problem of the
system because different offices in the sub city change the result from the automation software
by changing input sheet as they want to earn some compensation which they are not disserved
for. So the researcher has a question whether the trend of employees automating their works in
the sub city under study influences the implementation of BSC.

8. Cascading/Alignment

Cascading is about creating alignment around the organization’s shared vision, to make strategy
actionable to departments and down to individuals. Menwuyelet (2014), states that cascading
which is the key for organization’s alignment to their strategy, translates higher level of strategy

to lower level objectives, performance measures and targets and operational details.
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9. Monitoring and Evaluation

The effectiveness of the balanced score card is based on its ability to translate a firm’s mission

and strategy in to a comprehensive set of performance measures (Kaplan et al., 2001a).

2.3 Empirical Literature

Several study were conducted on the balanced score card internationally: From these, Helen
Chepkoech (2019), in her study on application of balanced scorecard on organizational
performance in selected public secondary schools in Nandi (an area in the north rift of Kenya),
concluded that, employee learning and growth perspective and financial perspective did not
significantly influence the organizational performance of public secondary schools. This study
founded that customer perspective and internal process perspectives significantly influence
organizational performance of public secondary schools in Nandi County. There are some local
authors who have researched on the implementation of balanced scorecard model on
organizational performance in different researching areas and especially those on the public
sectors are few. Adamitu(2016),onher study the assessment of balanced scorecard
implementation, success stories and challenges on Jimma University, concluded that the
implementation of BSC specially when supported with automation reduces time, cost and
improves productivity of goods and services. This study also revealed that larger proportion of
the respondents either agreed or being convinced on Jimma University strength and their work
processes effort on in depth analysis of the internal and external environments while developing
the strategic plan, strategic plan focus areas are well defined and understood, uses customer,
financial, internal process, learning and growth perspectives to assure the balance in the
organization strategies and measures and put customer satisfaction as a central position.
Tsion(2014), in her study Challenges and prospects of Balanced scorecard Implementation in the
Development Bank of Ethiopia founded challenges that influence the application of BSC
manipulation of targets, resistance to change, politicizing the tool and early cascading are the
major ones and outlined the major causes of the above challenges emanated from lack of
understanding of the tool and the early reward seeking of employee. Hailemariam(2016), on his
study assessment of balanced score card implementation on Gulele sub-city education offices,

concluded that the major causes of the challenges for the implementation of balanced score card
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are lack of understanding of the tool, lack of incentive and job displacement is also one of the
factors that lead the employees’ resistance to the implementation of the BSC and lack of
continuous monitoring and evaluation, lack of delivering continuous training and far beyond
education to officers. Daniel(2017), in his study practice and challenges of balanced scorecard
implementation on Ethio- telecom founded that challenges for the implementation of balanced
score card are set unachievable individual target for the benefit of the company, lack of training
about BSC, lack of proper follow of BSC implementation, the implementation of BSC has one
way communication i.e. Top down, Poor commitment of higher level management, cascaded to

individual level is a big challenge.

2.4 Summary of Literature Review

In the context of Ethiopia, the Government introduced BSC as a tool to be used for performance
management in 2009 (Ministry of Capacity Building 2010 as cited by Menwuyelet 2014). The
theoretical literature was reviewed to address the perspectives to be considered and the phases
and steps to be followed to implement the BSC. The seventh step of BSC, automation, is the key
area to be discussed how it influences the performance measure of the organization in the study.
Empirical literature was reviewed to address the application of balanced score card in different
organization. Most of these studies were done on banks and telecom. But the current study will

focus on public sectors.

Helen Chepkoech (2019),in her study on application of balanced scorecard, stressed on the more
significance of customer perspective and internal process perspectives and less significance that
of employee learning and growth perspective and financial perspective in influencing the
performance of the organization. But it is believed that financial measures are a critical
component of the balanced scorecard and employee learning and growth perspective is the
foundation upon which the Balanced Scorecard is built and the enablers of the other three
perspectives. So here the researcher will differ from this study in employing the variables using

the four perspectives and the current study focused on the performance measurement.
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Table 2.1 Summary of Literature Review

Researc | Focus of the Findings Research Focus of Current
her study Gaps Study
Challenges and Challenges that influence The study The current study
prospects of the application of BSC she | was done on | was focus on public
Balanced founded: wrong banks sectors
?—ru: scorecard measure/target selection,
%’ Implementation attaching the measure with
s in the performance.
Development
Bank of Ethiopia
assessment of implementation of BSC The study The current study
balanced specially when supported was done on | was focus on public
§ scorecard with automation reduces higher sectors
8, implementation, time, cost and improves institution
g success stories productivity of goods and
'§ and challenges on | services
Jimma University
Hellen | application of employee learning and The study The current study
Chepk | balanced growth perspective and concluded considered all
oech scorecard on financial perspective did employee perspectives BSC
(2019) | organizational not significantly influence | learning and
performance in the organizational growth

selected public
secondary schools

in Nandi

performance

perspective
and financial
perspective
in

influencing
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the
performance
of the

organization

Hailemariam (2016)

assessment of
balanced score
card
implementation
on Gulele sub-
city education

offices

the challenges for the
implementation of BSC
were lack of continuous
monitoring and evaluation,
lack of delivering

continuous training

The study
was done on
a single
sector, used
descriptive
survey
method, did
not adopted
conceptual
framework,
did not use
the BSC
perspectives
as variables
to assess the
implementati
on of BSC

The current study
was done on a six
sectors, used
descriptive and
explanatory method.
Adopted conceptual
framework, Used
the BSC
perspectives as
variables to assess
the implementation
of BSC
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2.5 Conceptual Framework

According to Reichel and Ramey (1987), conceptual framework is given a description as a set of
broad ideas and principles taken from relevant fields of study that used for the subsequent
presentation. The companies adopt such a management tool that derived from the company's
strategy, they can be helpful in formulating administrative planning and BSC and it provides the
framework for justifying requests for administration and if effectively and efficiently
implemented lead to better customer satisfaction, accurate employee appraisal as well as

efficiency & effectiveness.

The following conceptual framework demonstrates how the BSC (independent variable)
influences the performance measurement (dependent variable) through its four perspectives with

different constructs for each.

Administrative planning

> Proactive
> Reactive
> Vision & Mission

II Performance
Balanced score card perspectives (Independent R L )
Variable (Dependent Variable)

» Financial » Customer
e Asset utilization Satisfaction
e Income generating Activities » Accurate employee
e Sponsorship appraisal

> Customer > Efficiency &

e Employees( internal customer)

effectiveness
e  Customer( external)

e  Customer relationship
> Internal Business Process
e Workflow
e Communication » Sectors of kirkos sub
> Learning & Growth city administration

e Automation
e Further studies (upgrading)
e Training programs

Improvement process

Figure 2.3 Conceptual Framework based on Wubeamlak Mekonnen (2016)
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The above figure 2.2 is the conceptual framework adopted by the researcher from Wubeamlak
Mekonen (2016) in which the constructs of administrative planning like proactive, reactive,
vision and mission were taken only as a strategy to be implemented and sectors of Kirkos sub
city administration improvement process was as the expectation from the study and had never
been employed as an item of questions. The researcher only used the independent variable of the

four perspectives of BSC and the dependent variable, performance measurement.

Finance:-As the cascaded Balanced Scorecards of each of six sectors shows, asset utilization
management, income generating activities, finding sponsorship activities are measurement areas
of financial perspectives. Finance is part of the resources used in an organization to run the
whole activities. Management of finance may help the organization to minimize the cost and
accomplish their task without interruption. Thus finance has an impact on performance measure

of the organization.

Customers:-As the cascaded Balanced Scorecards of each of six sectors shows, Employees
(internal customer), Customer (external) and Customer relationship are identified as
measurement indictors. Employees (internal customer) and external customer have some interest
in the organization in which they are working. Their contributions may lead to the success or
failure of the organization. According to Soltani and Navimipour (2018), customer relationship
directly influences organizational performance. By implementing this perspective effectively the
organization can make loyal customer which indicates that this variable has an impact

organizational performance measure.

Internal processes:- As the cascaded Balanced Scorecards of each of six sectors shows, the
effectiveness of work flow and communication are set as measure indictors. The organization
uses varied means to process information and documents which enhance performance. Thus,

internal processes have an influence in organizational performance measure.

Learning and growth:-Niven(2006), in his explanation about the essence of designing the
objectives and measures in this perspective ,in order to ensure sustainable performance for the
future, organization has to close the gap in human capital, informational capital and
organizational capital. To this end Organization can empower the employee’s capacity to

perform through on job training, seminars, workshops and further studies. It is aimed at
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improving efficiency in performance. Automating the Balanced Scorecard provides a number of
benefits and maximizes its use as a measurement system, strategic management system, and
communication tool (Niven 2006).As one the member of the employees in the sub city under a
question, the researcher observed that Automation one of the construct of the independent
variable can negatively influence organizational performance measurement if corrupted(not
implemented in right way) by changing resulting in the input sheet when organizations want to
earn results which they are not deserved for. This situation goes against rewarding system which

believed to influence future performance and leads to loss the purpose of measurement.
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CHAPTER THREE

RESEARCH METHODOLOGY

This chapter deals with issues related to research methodology that is organized into different
sub topics: research design, data collection tools and source of data, sampling technique, study
population and sample size, validity, reliability, method of data analysis, ethical consideration

were precisely presented.

3.1. Research Design
Research Design is a blue print of collecting, measuring and analyzing of data. In order to
answer the research questions stated in the first chapter, the researcher used descriptive and

explanatory research design.

3.2 Data Collection Tools and Source of Data

Instruments the researcher used to obtain data include questionnaires (closed & open ended
questions), and interviews. Both primary and secondary data were used. The study was highly
depended on primary data which were collected from Team leaders and performers of the
selected offices of Kirkos sub city through questionnaires and interviews. Secondary data were
assessed from different, previous research papers, journals articles and book written on the

research in a question.

3. 3 Sampling Technique

Sampling has an indispensable role in research as it is impossible to collect data from the entire
population because of time and financial constraints. The researcher used the stratified sampling

technique of probability sampling.
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3.4 Study Population and Sample Size

The target populations of this study are team leaders and performers in offices of Administration
and Finance, Education, Health, Construction, Sport and Youth and Voluntary Coordination. The
entire population offices under study is 233 and from this the sample size will be taken by the

formula developed by Taro Yamane (1967)
n= N/1+(N*e?
Where; N= population size
e= level of confidence, the study took 0.05(95%) confidence
n=sample size.
How the formula is used is shown below
n = 233/1+ (233*0.05*0.05) = 147

The stratum drown from each sector was presented according to the following table using the

formula stratum = sample (N) *(strata. Population) /target population.

3.1Stratified Sample and Participated Respondents

Sector Strata Stratified Participated
population sample respondents
Finance 44 28 25
Education 42 26 23
Health 36 23 21
Construction 40 25 23
Sport 36 23 21
Youth and 35 22 20
Voluntary
Total 233 147 133
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3.5 Validity

Validity refers to the extent to which the data collection instrument is accurate in measuring what
it is intended to measure. To make the instrument for the study valid and relevant, the researcher
carefully prepared questions for questionnaire and interview. The supervisor examined the
instruments and gave comment on it for correction and accordingly the researcher made

correction before data distribution.
3.6 Reliability

Reliability refers to the measure of the degree to which an instrument yields consistent results or
data after repeated trials and to check this researcher computed Cronbach Coefficient Alpha for
the instrument. Silverman (2005) recommends a reliability score of 0.70 or higher is appropriate.
The following table 3.1 indicated that Cronbach Coefficient Alpha score at single variable level
and at over all level is greater than 0.70 which implies the instruments used for the study is

reliable.

Table 3.2: Reliability Analysis

Description No .of items Cronbach Coefficient
Alpha result
Financial perspectives 4 0.785
Customer perspectives 4 0.776
Internal perspectives 4 0.807
Learning and growth perspectives 5 0.856
Performance measurement 4 0.877
Over all Cronbach Alpha 21 0.859
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3.7 Method of Data Analysis

The mixed approach of quantitative and qualitative data analysis method was employed to

analysis the data.

Quantitative Analysis: The data which was gathered from open ended questionnaire was
employ the descriptive analyses using the statistical package for social science (SPSS)version 24
frequencies, percentages, means and standard deviate onto summarize and organize data and also
to describe the characteristics of the sample population according to the study’s specific
objectives. Besides to descriptive analyses, Pearson correlation, simple regression and multiple
regression analysis also undertaken to examine the relationship between dependent and

independent variable

Qualitative Analysis: The data which were gathered from open ended questionnaire, interview
and secondary sources were analyzed through narrative(qualitative)analysis in brief and

meaningful way according to the study’s specific objectives.

3.8 Ethical Consideration

As this research is only for the academic purpose, the researcher highly respected the
confidentiality concerning the right of privacy of the respondents in specific and the organization
at large. The nature and the purpose of the research has been explained to the respondents by the
researcher during data distribution. Because of the pandemic Covid 19, data collection was done

with great tolerance in ethical way.
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CHAPTER FOUR

Data Presentation and Analysis

This chapter presents the data collected from both primary and secondary sources and these were
analyzed using descriptive analysis, Pearson correlation, simple regression and multiple
regression analysis. The output of the data was presented using tables and graphs in order to

make the topic more understandable.

4.1 Response Rate

The sample size of the study was 147 respondents. A total of 147 questionnaires were distributed
among the respondents and 133(90.47% which is acceptable) of the questionnaires were filled
up and returned for data analysis.

4.2 Profile of Respondents

4.2.1 Sectors of Respondents

As illustrated in the following table 4.1 the respondents who participated in the replaying
questionnaire  are represented 18.8 %from Administration and Finance 17.3% ,Education
15.8% from Health , 17.3% from Construction,15.8% from Sport and 15.0 % from Youth and
Voluntary of the six selected offices. Thus the figure indicates respondents represented fairly.
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Table 4. 1: Analysis of sector of the respondents

Frequ Valid Cumulative
ency Percent |Percent Percent
Va Administration and Finance |25 18.8 18.8 18.8
lid Sector
Education Sector 23 17.3 17.3 36.1
Health Sector 21 15.8 15.8 51.9
Construction Sector 23 17.3 17.3 69.2
Sport Sector 21 15.8 15.8 85.0
Youth and Voluntary Sector | 20 15.0 15.0 100.0
Total 133 100.0 100.0

4.2.2 Gender of Respondents

The following table 4.2 shows the involvements of respondents’ interims of gender and

accordingly 53.4% were male and 46.6% were female which indicates fair representation.
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Table 4. 2Analysis of Gender of the respondents

Cumulative
Frequency Percent Valid Percent Percent
Male 71 534 53.4 53.4
Female 62 46.6 46.6 100.0

Total 133 100.0 100.0

4.2.3 Analysis of Age of Respondents

The following figure 4.1 illustrates the ages of the respondents who participated in the replaying
questionnaire which are represented by 54.1% 18 —30 years, 37.6% 31 —40 years and 8.3% 41
—50 years. Thus findings from the research data established that little above the half of the

respondents (54.1%) are younger who had the age ranged between 18—30 years.
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Age of the respondents

W 18-30 years
[l 31-40 years
O 41-50 years

Figure4. 1: Age of Respondents

4.2.4 Educational Level of Respondents

The following figure 4.2 illustrates the educational level of the respondents who participated in
responding to questionnaire which are represented by 7.5% Diploma, 86.5% undergraduate and
6.0% of MA/MSC holders. The findings from the figure established that the majority of the

respondents are first degree holders which are believed to be literate.
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Educational level of the respondents
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Figure 4.2 Educational Levels of the Respondents

4.2.5Position of Respondents

The following table 4.3 shows the position of the respondents. Accordingly 18.8% are team

leaders and 81.2% are performer/expert.
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Table 4. 3: Position of the Respondents

Cumulative
Frequency |Percent Valid Percent | Percent
Vali Team Leader 25 18.8 18.8 18.8
d Performer 108 81.2 81.2 100.0
Total 133 100.0 100.0

4.2.6 Experience Year of Respondents

The following table 4.4 shows the experience years of the respondents. It was represented by
18.8% of 0-5 years, 50.4 % of 6-10 years, 17.3 % of 11-15 years and 14.3 % of greater than 15

years. The finding indicates that the majority of the respondents (50.4%) had 6-10 years of

experience which are believed to be well experienced.

Table 4. 4:Experience Years of the Respondents

Frequency Percent Valid Percent | Cumulative Percent
Valid 0-5years |24 18.0 18.0 18.0
6-10 years |67 50.4 50.4 68.4
11-15 years |23 17.3 17.3 85.7
>15years |19 14.3 143 100.0
Total 133 100.0 100.0
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4.3 Quantitative Analysis

4.3.1. Descriptive Analysis
Descriptive statistics was undertaken by the researcher to examine respondents’ views in regard

to the independent variables which included, finance perspective, customers’ perspective and
internal processes perspectives and learning and growth perspective in relation to dependent

variable which is performance measurement of the organization.

Respondents’ opinion was measured on five point Likert which rated strongly agree
(SA)=5,agree (A)=4, neutral (N)=3, disagree (D)=2 and strongly disagree (SD)= 1.The
frequency percentages, means and standard deviations were computed

Table 4.5: Analysis of Financial Perspective

Financial perspectives SA A N D SD | Mea | Std.
n Dev
The proper utilization of asset | Frequ | 26 44 40 22 1 354 |1.011
has helped the Institution to ency

increase efficiency % 195 |33.1 |{30.1 |165 |08

Institution’s accountability in | Frequ | 14 36 47 33 3 3.19 | 1.001
finance has attracted ency

significant number of % 105 | 27.1 | 353 |248 |23

sponsorships

Income generating projects in | Frequ | 20 37 42 30 4 3.29 | 1.072

the offices has improved ency

finances. % 15.0 | 278 | 316 |[226 |3.0

The institution has used its Frequ | 14 38 30 48 3 3.09 | 1.076
finances to fund several ency

capacity building programs in | % 105 | 286 | 226 |36.1 |23

the institution

Valid N =133ave. 3.27 | 1.037
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Akmaliah, Z (2009) suggested the use of mean score in interpreting data and specified if the
mean score is greater than 3.79, it will be considered as high, if it will be between 3.40 and 3.79

it will be considered as moderate and if it will be less than 3.40, it will be considered as low.

Regarding the proper utilization of asset has helped the Institution to increase efficiency, 19.5%
of the respondents strongly agreed, 33.1% agreed, 30.1 % neutral, 16.5% disagreed and 0.8%
strongly disagreed. Proper utilization of asset moderately increased efficiency (mean of 3.54) and
with minimum variation (standard deviation of 1.011). Concerning Institution’s accountability in
finance has attracted significant number of sponsorships 10.5% of the respondents strongly
agreed, 27.1% agreed, 35.3 % neutral, 24.8 % disagreed and 2.3% strongly disagreed. Financial
accountability attracted significant number of sponsorships at law level (mean of 3.19) and with

minimum variation (standard deviation of 1.001).

Concerning income generating projects in the offices has improved finances15.0% of the
respondents strongly agreed, 27.8% agreed, 31.6 % neutral, 22.6% disagreed and 3.0% strongly
disagreed. Income generating improved finances at low level(mean of 3.29) and with minimum
variation (standard deviation of 1.072). Regarding the institution use of its finances to fund
capacity building programs 10.5% of the respondents strongly agreed, 28.6% agreed, 22.6%
neutral, 36.1% disagreed and 2.3% strongly disagreed. The institution use of its finances to fund
capacity building programs (Mean of 3.09) and with minimum variation (standard deviation of
1.076).
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Table 4.6: Analysis of Customer Perspective.

Customer perspectives | SA A IN |D |[SD |Mean |Std.Dev
Customer relation has Frequency | 20 |52 23 (28 |10 | 3.33 |1.185
influenced the number of % 15 139 117 121 |75

employees satisfied in the

institution.
Customer relation has Frequency | g 39 |28 |52 |5 296 |1.055
reduced the rate of % 68 129 |21 |39 |38
employees’ turnover.

3 1 A
Customer relationship Frequency | 26 |53 (22 |29 |3 3.53 |1.105
directly influences % 19. 139. [16. 21 2.3

organizational performance.
g P 5 |8 |5 |.8

Customer perspective has Frequency | 31 |72 |12 |16 |2 3.86 [0.963
influenced performance

% 23. |54. 9.0 |12 |15
3 |1 9
Valid =133 average 3.32 1.077

As we can see from table 4.6, to the statements of Customer relations has influenced the number
of employees satisfied in the institution15.0% of the respondents strongly agreed, 39.1%
agreed, 17.3 % neutral, 21.1 % disagreed and 7.5% strongly disagreed. Customer relation
influenced employee’s satisfaction at low level with (of mean3.33) and little variation (standard
deviation of 1.185). Regarding Customer relation has reduced the rate of employees’ turnover
8.3. % of the respondents strongly agreed, 31.6% agreed, 21.1 % neutral, and 36.1 % disagreed
and 3.0% strongly disagreed. Customer relation reduced the rate of employees’ turnover at low
level (with mean of 2.96) and little variation (standard deviation of 1.055). Regarding Customer
relationship directly influences organizational performance 19.5% of the respondents strongly
agreed, 39.8% agreed, 16.5 % neutral, 21.5 % disagreed and 2.3% strongly disagreed. Customer
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relationship influenced organizational performance moderately with (mean of 3.53) and little
variation (standard deviation of 1.105). Concerning customer perspective has influenced
performance 23.3% of the respondents strongly agreed, 54, 1% agreed, 9.0 % neutral, and 12.9%
disagreed and 1.5% strongly disagreed. Customer perspective highly influenced performance of

the organization with mean of 3.86 (standard deviation of 0.963).

Table 4.7: Analysis of Internal process Perspective

Internal process | SA A N D |SD |Mea | Std.
perspectives n Dev
The Internal process perspective | Frequenc | 18 |52 |30 (28 |5 3.38 | 1.07
has reduced the number of |~ 7
. % 13. 139.1 226 |21. | 3.8
workflow procedures in the
institution. 5 1
Internal process operations have Frequenc | 19 | 45 34 33 |2 3.35 | 1.05
reduced the number of channels Y 2
. % 14. 133.8 256 |24. |15
of communication in the
institution. 3 8
The number of activities change | Frequenc | 39 | 48 32 12 |2 3.8311.00
communication has increased Y 4
% 29. [36.124.1/9.0 |15
3
Internal process has increased | Frequenc | 61 (44 |14 |11 |3 4,12 1 1.04
performance Y 5
% 45, 133.11105(8.3 | 2.3
9
Valid N =133 average 3.67 | 1.044

As illustrated in the table 4.7 to the statements of the internal process perspective has reduced the
number of workflow procedures in the institution, 13.5% of the respondents strongly agreed,
39.1 % agreed, 22.6% neutral, 21.1% disagreed and 3.8% strongly disagreed. Internal process
perspective reduced the number of workflow procedures at some level with mean of 3.38and

slightly low variation (standard deviation of 1.077). Regarding Internal process operations have
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reduced the number of channels of communication in the institution,, 14.3% of the respondents
strongly agreed, 33.8 % agreed, 25.6 % neutral, 24.8 % disagreed and1.5% strongly disagreed.
The internal process reduced channels of communication with some significant role (mean
3.35)and little variation (standard deviation of 1.052). Regarding The number of activities
change communication has increased, 29.3% of the respondents strongly agreed, 36.1% agreed,
24.1% neutral, 9.0 % disagreed and 1.5% strongly disagreed. The communication activity
increased at significant record (mean of 3.83) and with slightly low variation (standard deviation
of 1.004).Concerning internal process has increased performance, 45.9% of the respondents
strongly agreed, 33.1% agreed, 10.5% neutral, 8.3 % disagreed and2.3 % strongly disagreed. The
process led to some significant increase in performance (mean of 4. 12) whose variation was

slightly low (standard deviation of 1.045).

Table 4.8: Analysis of Learning and Growth Perspective

Learning and Growth SA A N D SD | Me | Std.
perspectives an | Dev
Adequate training were given to the | Freque | 9 24 34 53 13 2.7 11.08
leaders and employees on BSC ch 2 3

%o 6.8 [18.0]25.6 39.8|9.8
The institution has made a Freque | 1 27 |32 |51 (22 |25 |1.02
conducive environment to workers |- 0 0

. % 0.8 [20.3124.1|38.3|16.5
for upgrading

The leaders and performer (experts) Freque | 2 22 22 61 26 23 11.01

have High level of knowledge and ney 9 9
understanding on BSC at this time. % 15 |16.5]16.5 459|195
The number of employees who can | Freque | 1 14 |31 |64 |23 |[229 |0903

ncy

% 0.8 |105/23.3|48.1|1/.3

Automation is carried out in right | Freque | ] 9 23 |65 |35 20 | 086
ncy 3 1

% 08 |68 [17.3]48.9]26.3

automate their work has increased

way without cheating in the input

sheet

Valid N =133 average 2.3 | 0.97
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As illustrated in the tables 4.8 to the statements of adequate trainings were given to the leaders
and employees on BSC, 6.8% of the respondents strongly agreed, 18.0% agreed, 25.6% neutral,
39.8 % disagreed and 9.8 % strongly disagreed .The statements’ record was weak mean of 2.72
and (standard deviation of 1.083). Regarding the institution has made a conducive environment
to workers for upgrading, 0.8% of the respondents strongly agreed, 20.3% agreed, and 24.1 %
neutral, 38.3 % disagreed and 16.5 % strongly disagreed. The statements’ record was weak mean
of 2.50and (standard deviation of 1.020). Regarding the leaders and performer (experts) have High
level of knowledge and understanding on Balanced Scorecard at this time, 1.5% of the respondents

strongly agreed, 16.5% agreed, 16.5 % neutral, 45.9 % disagreed and 19.5 % strongly disagreed.

The statements’ record was weak mean of 2.32and (standard deviation of 1.012). Regarding the
number of employees who can automate their work has increased, 0.8 % of the respondents
strongly agreed, 10.5% agreed, 23.3 % neutral, 48.1 % disagreed and 17.3 % strongly disagreed
. The statements’ record was weak mean of 2.29 and with low variation (standard deviation of
0.903). Regarding the execution of automation, 0.8 % of the respondents strongly agreed, 6.8 %
agreed, 17.3% neutral, 48.9 % disagreed and 26.3 % strongly disagreed. The statements’ record
was weak mean 0f2.03 and with low variation (standard deviation of 0.861).
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Table 4.9: Analysis of Performance Measurement

Performance Measurement | SA A N D SD | Mea | Std.

perspectives n Dev

The immediate boss for the leader | Frea | 3 22 26 63 19 2.45 | 1.004

uenc

and employees has established the

proper performance measurement Z/O 531165 1195 |47 1143

according to the plan of balanced 4

score card.

Employees are satisfied with Freq | 4 |15 37 57 |20 2.44 | 0.980
performance appraisal ;enc

(measurement) % |30]|113 |27.8 |42 | 150

Efficiency & effectiveness of the | Frea |4 | 23 25 62 |19 2.48 | 1.034

. . . uenc
organization has increased because

of correct performance appraisal % 1301173 188 |46 1143

6
The organization uses the Freq |5 |25 26 58 |19 2.54 | 1.070
performance measurement system ;enc
to align with rewarding system for % 138 188 1195 (43 | 143
high performing employees 6
Valid N =133 average | 2.47 | 1.022

As illustrated in the tables 4.9 to the statements of the immediate boss for the leader and
employees has established the proper performance measurement according to the plan of
balanced score card, 2.3 % of the respondents strongly agreed, 16.5 % agreed, 19.5% neutral,
47.4 % disagreed and 14.3 % strongly disagreed . The statements’ record was weak mean Of
2.45 and with low variation (standard deviation of 1.004). Regarding employees are satisfied
with performance appraisal (measurement), 3.0 % of the respondents strongly agreed, 11.3%

agreed, 27.8% neutral, 42.9 % disagreed and 15.0 % strongly disagreed. The statements’ record
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was weak mean of 2.44 and with low variation (standard deviation of 0.980). Regarding
efficiency & effectiveness of the organization has increased because of correct performance
appraisal, 3.0 % of the respondents strongly agreed, 18.8% agreed, 20.3% neutral, 46.6 %
disagreed and 14.3% strongly disagreed . The statements’ record was weak mean of 2.48 and
with low variation (standard deviation of 1.034). Regarding the organization uses the
performance measurement system to align with rewarding system for high performing
employees, 3.8 % of the respondents strongly agreed, 18.8 % agreed, 19.5% neutral, 43.6 %
disagreed and 14.3% strongly disagreed . The statements’ record was weak mean of 2.54 and

with low variation (standard deviation of 1.070).

4.3.2. Correlation Analysis
The researcher tried to observe if there exists any relationship between the independent variables

and the dependent variable using Pearson correlation coefficient analysis model.

Table 4.10: Correlation analysis between Financial Perspective and Performance

Measurement
FP- PM

F Pearson Correlation |1 297"
P Sig. (2-tailed) .001

N- 133 133
P Pearson Correlation  |.297 " 1
M Sig. (2-tailed) .001

N 133 133

**_Correlation is significant at the 0.01 level (2-tailed).
As illustrated by table 4.10, the analysis indicated that there is weak positive correlation between

financial perspectives and performance of the organization of the sectors under study with an r-
value of 0.297.
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Table 4. 11: Correlation analysis between Customer Perspective and Performal

Measurement
CP PM

Pearson Correlation 1 -.005
Sig. (2-tailed) .955
N 133 133
Pearson Correlation -.005 1
Sig. (2-tailed) .955

N 133 133

As illustrated by table 4.11, the analysis indicated that there is negative weak correlation between
customer perspectives and performance measurement of the organization with an r- value of
- 0.005

Table 4. 12: Correlations analysis between internal process
Perspective and Performance Measurement

IBP PM
IBP Pearson Correlation 1 217"
Sig. (2-tailed) .012
N 133 133
PM Pearson Correlation 217" 1
Sig. (2-tailed) .012
N 133 133

*. Correlation is significant at the 0.05 level (2-tailed).
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From the table 4.12, the analysis indicated that there is weak positive correlation between
internal process perspectives and performance measurement of the organization with an r- value
of 0.217.

Table 4.13: Correlations analysis between Learning and Growth Perspective and
Performance Measurement

LG PM

LG Pearson 1 573"

Correlation

Sig. (2-tailed) .000

N 133 133
PM  Pearson 573" 1

Correlation

Sig. (2-tailed) .000

N 133 133

**_ Correlation is significant at the 0.01 level (2-tailed).

The output in table 4.13indicated that there is strong positive correlation between learning and

growth perspectives and performance measurement of the organization with an r- value of 0.573.

4.3.3 Regression Analysis

4.3.3.1 Simple Regression Analysis
The simple regression analysis was undertaken to examine the influence of individual parameters

(the four perspectives) of balanced scorecard on performance measurement. The findings of the

analysis were presented and discussed as hereunder.
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Table 4. 14: Co efficiency of determination Analysis for financial perspectives

Adjusted R|Std. Error of the
Model R R Square Square Estimate
1 .297° .088 .081 3.35011

a. Predictors: (Constant), FP

In table 4.14, R- squared value of 0.088 was obtained indicating that financial perspectives
accounted up to 8.8% of the total variance in organizational performance measurement. The
remaining 91.2% in the variation in organizational performance measurement could be explained

by factors not included in this model.

Table 4.15: ANOVA? Analysis for financial perspectives

ANOVA?®
Model Sum of Squares |Df |Mean Square [F Sig.
1 Regression 141.845 1 141.845 12.638 |.001°
Residual 1470.246 131 |11.223

Total 1612.090 132

a. Dependent Variable: PM
b. Predictors: (Constant), FP

Table 4.15 indicated that F-value of 12.638 with p-value 0.001which is less than the established
0.05% significant level. This shows that financial perspective had significant role in influencing
the organizational performance measurement which is in against with Hellen Chepkoech (2019)

who founded that the insignificance of this perspective.
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Table 4. 16: Co-efficiency of Determination Analysis for Customer Perspective

Mode
I R R Square Adjusted R Square Std. Error of the Estimate
1 .005° .000 -.008 3.50795

a. Predictors: (Constant), CP

Table 4.16 gave the result R —Square of 0.000 showing that customer perspective accounted up
to 0.0% of the total variance in organizational performance measurement. This indicates that
customer perspective had little influence on organizational performance measurement for the

selected sectors of Kirkos sub city.

Table 4. 17: ANOVA?® Analysis for Customer Perspectives

Sum of
Model Squares Df Mean Square | F Sig.
1 Regression |.039 1 .039 .003 955"
Residual 1612.051 131 12.306
Total 1612.090 132

a. Dependent Variable: PM
b. Predictors: (Constant), CP

Table 4.17 gave the result F-value 0.003(3) %with p —value 0.955(95.5%) which is greater than
the 0.05(5) %significant level. Thus the customer perspective was founded not significantly
influence organizational performance measurement in the sectors under study which is against
Hellen Chepkoech (2019) who founded that customer perspective significantly influence

organizational performance measurement.
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Table 4. 18: Co-efficiency of Determination Analysis for Internal Process

Mod Adjusted R
o R R Square | Square Std. Error of the Estimate
r 17 047 .040 3.42426

a. Predictors: (Constant), IBP

Findings from co-efficiency of determination for internal process perspective gave R -Square
0.047 showing that internal process perspective accounted for up to 4.7% of the total variance in
organizational performance. Thus, the remaining 95.3% of the variance in organizational

performance is accounted for by other factors not considered in the model.

Table 4. 19: ANOVA? Analysis for Internal Process Perspectives

Sum of Mean
Model Squares Df Square F Sig.
1  Regression 76.041 1 76.041 6.485 | .012°
Residual 1536.049 131 11.726
Total 1612.090 132

a. Dependent Variable: PM
b. Predictors: (Constant), IBP

Table 4.19 gave the result F- value of 6.485 with p- value 0.012(1.2%) which is less than the
established 0.05 (5%) significant level. Thus the internal process perspective had significant role

in influencing the performance measurement of the organization which is in agreement with

Hellen Chepkoech (2019) who founded the same result.
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Table 4.20: Co-efficiency of Determination Analysis for Learning and Growth Perspective

Model R

R Square

Adjusted R Square

Std. Error- of the

Estimate

1 573

328

323

2.87505

a. Predictors: (Constant), LG

Findings from co-efficiency of determination for learning and growth perspective gave R -

Square 0.328showing that learning and growth perspective accounted for up to 32.8% of the total

variance in organizational performance. Thus, the remaining 67.2% of the variance in

organizational performance is accounted for by other factors not considered in the model.

Table 4.21: ANOVA?® Analysis for Learning and Growth Perspective

Sum of Mean
Model Squares Df Square F Sig.
1 Regression 529.255 1 529.255 64.029 |.000°
Residual 1082.835 131 8.266
Total 1612.090 132

a. Dependent Variable: PM

b. Predictors: (Constant), LG

Table 4.21 gave the result F-value 64.029 with p-value 0.00 which is less than the established

0.05 (5%) significant level. Thus the learning and growth perspective had significant role in

influencing the performance measurement of the organization which is against Hellen
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Chepkoech (2019) who founded that learning and growth perspective did not significantly

influence organizational performance measurement.

To sum up the simple regression analysis, with the exception of customer perspective all the
three BSC perspectives had significant role in influencing the performance measurement of the

selected sectors of Kirkos sub city.

4.3.3 .2.Multiple Regression Analysis
To examine whether the independent variables together had significant influence on performance
measurement of sectors under study, the researcher undertook Multiple Regression Analysis and

the findings were analyzed here under.

Table 4. 22: Co-efficiency of Determination

Adjusted R
Model R R Square | Square Std. Error of the Estimate
1 6472 418 400 2.70701

a. Predictors: (Constant), LG, CP, IBP, FP

In table 4.22 R- square value of 0.418was obtained that indicates when all independents variables
are taken together they account for up to 41.8% of the total variance on organizational
performance measurement. The remaining 58.2% variation on the organizational performance

measurement could be explained by factors not included in the model.

46



Table 4. 23: ANOVA? Analysis for the Predictors(LG,CP,IBP,FP)

Sum of
Model Squares Df Mean Square | F Sig.
1 Regression 674.120 4 168.530 22.998 |.000°
Residual 937.971 128 7.328
Total 1612.090 132

a. Dependent Variable: PM

b. Predictors: (Constant), LG, CP, IBP, FP

ANOVA®Table 4.23 illustrates the results from the ANOVA® analysis of F-value 22.99 and P-
value =0.000 which is less than 0.05 the established significant level. This indicated that all
independents together had significant influence on the organizational performance measurement
of sectors under study.

Table 4. 24: Coefficients® Analysis

Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error | Beta t Sig.
1 (Constant) |1.822 1.419 1.284 |.202
FP .290 .082 .269 3.527 .001
CP -.268 .082 -.257 -3.289 |.001
IBP 158 .076 150 2.088 .039
LG 476 .062 531 7.630 .000

a. Dependent Variable: PM
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From the table 4.24 model coefficients we can generate the regression equation
Y= 1.822+ .290x; - .268x,+ .158x%3+ .476X4

Where

Y = performance measurement

Xi1= Financial perspective

Xo= Customer perspective
Xs=Internal perspective

X4= Learning and Growth perspective

According to table 4.24 findings, the model constant was 1.822 and a t- value of 1.284 with p-
value 0.202which is insignificant for it is greater than the 0.05 established significant level. This
indicates that the value of dependent variable Y with all other factors held constant has a
constant of 1.822.

The financial perspective’s beta (B) was 0.290 and a t- value of 3.527 with p-value 0 .001 which
is significant for it is less than the 0.05 established significant level. Thus a unit increase in
financial perspective would significantly lead to an increase in performance of sectors under

study in the sub city by a factor of 0.290

The customer perspective’s beta (B) was -0.268 and a t- value of -3.289 with p-value 0.001which
is significant for it is less than the 0.05the established significant level. Thus a unit increase in
customer perspective would significantly lead to a decrease in performance of sectors under

study in the sub city by a factor of —2.68.

For the internal perspective beta () was 0 .158 and a t- value of 2.088 with p-value of .039
which is significant for it is less than the established 0.05 significance level. Thus a unit
increases in the internal process perspective would significantly lead to an increase in

performance of the sectors under study in the sub city by a factor of 0. 158.
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As the table 4.24 indicates the beta (B) for learning and growth perspective was0.476 and t —
value of 7.630 with p-value of 0.000 which is highly significant for it less than the established
0.05 significance level. Hence a unit increases in the learning and growth perspective of the
balanced scorecard would significantly lead to an increase in performance of sectors under study

in the sub city by a factor of 0.476.

4.4 Qualitative Analysis

The researcher made an interview with three process leaders for thirty five minutes on the seven
questions designed to meet research objectives. All the three respondents knew the vision of their
organization but they explained that all members of the offices were not in a position of
understanding of the vision of their organization and not doing towards achieving the goals. The
interviewed explained that they did not measure the performance of their subordinates according
to the intended plan for some reason like lack of uniformity in cascading, the measure target
quality 100 % and lack of understanding. They responded that they use performance
measurement only for the purpose of promotion and reporting to the concerned body, not for the
improvement of performance of the organization and one of the interviewed explained there is
culture of measuring workers not the work itself. Performance measurement was done twice a
year but no improvement in achieving the goal determined because they used it only for
reporting purpose. In their response to the question what are the challenges that their offices
encountered in implementing the BSC, they listed lack of understanding, negative attitude of
workers towards the tool, unclarity of the measure target in number for there are activities that
can be and cannot be measured in numbers, limitation in planning and cascading. To overcome
the above mentioned problem they recommended that the measure targets should have
objectivity to make it suitable for measurement more reliable, adequate training on knowledge,
skill and attitude for the trainers who can make it feasible settle uniformity in planning and
implementation, sector specificity for pool arrogance in which the established sectors in the pool
were tried to supervise sectors under it. The responses from open ended questionnaire indicated
that the challenges in implementing the BSC and recommendation suggested were similar with
the above interview analysis. Sources assessed from secondary resources for example according
to review literature issued in 2018 by Jamal Abagissa on the a review of balanced scorecard

implementation in selected offices of Addis Ababa city, the findings show that though there have
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been positive achievements, the leaders and organizers of the change initiatives have not yet
fully discharged their responsibilities of using strategic measures and customer service standards
as performance measurement and management tool. Moreover, Jamal Abagissa (2018) in his
literature founded that in the actions taken in monitoring and evaluation is not as such
satisfactory. According to Haiemariam Abayneh (2016), the major cause of the challenges
implementation of BSC were derived from lack of continuous monitoring and evaluation, lack
of delivering continuous training and far beyond education to officers and recommended that in
order to solve the above challenges and problems and to utilize the tool efficiently. As presented
in chapter two Niven (2006), in his book entitled Balanced Score card Step by step from the
criteria for selecting performance measures he forwarded the linkage to strategy was highly
considered which states that choosing performance measures that don’t have an impact on your
strategy can lead to confusion and lack of clarity as employees devote precious resources to the

pursuit of measures that don’t influence the firm’s overall goals.

Since the study used mixed approach of qualitative and quantitative research method, the
researcher triangulated or crosschecked the outcome of the study from analysis of both methods
one against the other. The output from the quantitative descriptive analysis indicated that the
average mean for all perspective were low with the exception of internal business process
perspective whose mean was moderate (3.67). This shows that the extent to which the
organizations under study implement and utilize the BSC tool for strategic management and
performance measurement was low which the qualitative output also signifies that those
organizations under study were used performance measurement only for the purpose of reporting
not for the improvement of the performance of the organization. Moreover, the score recorded in
percentage for most of the items were in agreements with the output in the qualitative. Examples:
in learning and growth perspective to the item “adequate training were given to the leaders and
employees on BSC” the majority of respondents were disagreed which the qualitative analysis
also recommended practical training after founded that there is wide lack of understanding of the
tool by the workers to automate their work, in the dependent variable performance measurement
perspective the items (The immediate boss for the leader and employees has established the
proper performance measurement according to the plan of balanced score card, Employees are
satisfied with performance measurement, Efficiency & effectiveness of the organization has

increased because of correct performance appraisal, The organization uses the performance
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measurement system to align with rewarding system for high performing employees) earned the
largest score disagreed which is 47.4%, 42.9%, 46.6%,43.6% respectively. This shows that
similar output with that of qualitative in this regard for it indicates performance measurement
was not done according to the activities weighed and cascaded to the workers by immediate boss

and only for reporting purpose as explained earlier.
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CHAPTER FIVE

SUMMARY, CONCLUSIONS AND RECOMMENDATIONS

This last chapter was organized into summary of the findings, conclusions, recommendations and
future work parts. The study was conducted to assess the implementation practice and challenges
of BSC in the selected sectors of Kirkos sub city and to suggest ways how to improve it. The
response rate computed was90.47% which is good. The Overall Cronbach Alpha for the whole

questionnaire was 0.859 which is reliable because it is greater than the recommended score 0.7.

5.1Summary of the Findings

Summary of findings of the four perspectives of the balanced score card would be presented as
analyzed using descriptive analysis, correlation analysis, simple regression analysis, and the
dependent variable performance measurement using descriptive analysis and multiple regression

analysis and finally findings from qualitative analysis would be presented in summary hereunder.
5.1.1 Financial Perspective

The descriptive analysis indicated that the majority of respondents 33.1% agreed that the proper
utilization of asset has helped the institution to increase efficiency. 35.3% of respondents were
neutral (undecided) on whether institution’s accountability in finance has attracted significant
number of sponsorships and 31.6 % were neutral (undecided) on whether income generating
projects in the offices has improved finances. On the other hand, the majority of (36.1%) of
respondents were disagreed on office’s use of its finances to fund capacity building programs.
Correlation analysis indicated that there is positive correlation between financial perspectives
and performance of the organization of the sectors understudy and therefore financial perspective
was found to be observed significant in determining the performance measurement of the

organization. Finally the simple regression analysis indicates that financial perspective was
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found to be observed significant in determining the performance measurement of the

organization.

5.1.2 Customer Perspective

The descriptive analysis for customer perspective indicated that the majority of respondents
(39.1%) were in agreement with customer relations has influenced the number of employees
satisfied in the institution. On the other hand the majority of respondents (39.1%) were disagreed
on the reduction of turnover because of customer relation. In addition to this, the majority of
respondents (39.8%) were in agreement with direct influences of customer relationship on
organizational performance. Finally the majority of respondents (54.1%) were in agreement with
that customer perspective has influenced performance. Correlation analysis indicated that there is
weak negative correlation between customer perspectives and performance of the organization of
the sectors under study and therefore customer perspective was found to be weak in determining
the performance measurement of the organization in the sectors under study. Finally the simple
regression analysis indicates that customer perspective was found not significantly influence

organizational performance measurement in the sectors under study.

5.1.3 Internal Perspective

The descriptive analysis for internal perspective indicated that the majority of respondents
(39.1%) were in agreement with the reduction of work flow procedures by the internal
perspective, 33.8% were agreed on the reduction of the number of channels of communication.
On the other hand 36.1% were agreed the increment of the number of activities in change
communication. Finally 33.1% were in agreement with that internal perspective has increased
performance. Correlation analysis indicated that there is positive correlation between internal
process perspective and performance of the organization of the sectors under study and therefore
internal process perspective was found as significant in determining the performance
measurement of the organization. Finally the simple regression analysis indicates that internal
process perspective was found as significant in determining the performance measurement of the

organization for its p-value (0.012) lower than 0.05.
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5.1.4 Learning and Growth Perspective

The descriptive analysis for learning and growth perspective indicated that the majority of
respondents (39.9%) disagreed on the adequacy of training given to the leaders and employees
on BSC. In addition to this, 38.3% disagreed on existence of conducive environment to workers
for upgrading. Moreover, 45.9% disagreed on the leaders and experts having High level of
knowledge and understanding on Balanced Scorecard. The majority of respondents (48.1%)
disagreed on the increment of the number of employees who can automate their work. Finally,
48.9% disagreed on the right way execution of automation. Correlation analysis indicated that
there is positive correlation (r-value 0.573 and p-value 0.000) between learning and growth
perspective and performance of the organization of the sectors under study and therefore learning
and growth perspective was found as significant in determining the performance measurement of
the organization. Finally the simple regression analysis indicates that learning and growth
perspective was found as significant in determining the performance measurement of the

organization for its p-value(0.012) is lower than 0.05.

5.1.5 Organizational Performance Measurement
The descriptive analysis for performance measurement indicated that the majority of respondents

(47.4%) disagreed on the proper performance measurement according to the plan of balanced
score card by immediate boss. 42.9%o0f respondents were disagreed on employees ’s satisfaction
with performance appraisal (measurement) done to them. More over 46.6% of respondents were
disagreed on the increment of efficiency & effectiveness of the organization because of correct
performance appraisal. Finally 43.6% of respondents were disagreed on the alignment of the
performance measurement system to align with rewarding system for high performing
employees. Multiple regression analysis indicates that when all variables taken together with Co-
efficiency of Determination R-Square value 0.418,ANOVA? analysis of F-value 22.99 and P-
value =0.000,could significantly account for the variation in the performance measurement of

the organization.

5.1.6 Findings from Qualitative Analysis

» All members of the offices were not in a position of understanding of the vision of their
organization and not doing towards achieving the goals.

» The culture of measuring workers not works itself.
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» Failure to measure performance due to lack of understanding.

» Use performance measurement only for the purpose of promotion and reporting purpose
not for the improvement of performance of the organization.

> Failure to link performance measures to strategy.

» Challenges that sectors under study faced in implementing the BSC were lack of
understanding, negative attitude of workers towards the tool, unclarity of the measure target
in number for there are activities that can be and cannot be measured in numbers, limitation

in planning and cascading.

5.2 CONCLUSIONS

This study was conducted to assess the implementation practice of Balanced Score card in
selected sectors of Kirkos sub city. The study concluded that customer perspective which was
given 40% weight in cascading in each selected sectors of Kirkos sub city did not significantly
influence the performance measurement of the organization and the rest three perspectives were
significant in influencing the performance measurement of the organization. Based on the
findings from the qualitative analysis, the study also concluded that the major challenges for
effective implementation of BSC were lack of uniformity, lack of knowledge, use of

performance measurement only for report purpose, limitation in planning and cascading.

5.3 RECOMMENDATIONS

The study recommended that to overcome the challenges that offices faced in implementing BSC
and to increase efficiency in their organization all stakeholder of selected sectors of Kirkos sub
city:

% Give adequate and practical training for all stakeholders both on knowledge attitude
towards BSC implementation to increase efficiency.

+« Measure performance according to the activities weighed and cascaded to the workers.

+«» Link performance measurement to strategy to increase efficiency.

% Make uniformity in planning and in cascading.

< Link high performance with rewarding system through accurate performance

measurement.

55



¢+ Use fiancées for capacity building to their employees.
% Make conducive environment for employees upgrading to increase the execution

capacity of their worker.
5.4 Future work

This study was limited in scope for it was conducted only on the selected sectors under
Construction pool of Kirkos sub city administration which inhibits the generalization of the study
across other sectors in the sub city and other government sectors of the country. Therefore, the
researcher recommends that the study be replicated in the other public sectors of the country for
generalization purpose and authentication of the study’s findings. Moreover, the researcher urges
further studies on how to improve the customer perspective that this study found to be negative
in influencing performance, but Kaplan and Norton proposed it one of the four perspective of
BSC tool to help the organization to translate their strategy and to increase efficiency.
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APPENDIX: QUESTIONERS AND INTERVIEW

Addis Ababa University School of Graduate Studies College of Business and Economics

Department of Business Administration

Date:

Dear Respondent!

I am Getahun Fekadu Mosisa a student at Addis Ababa University pursuing a Master degree in

Business Administration (MBA Specialization in Management).

I am currently carrying out a study on ‘Assessment of Balanced Scorecard Implementation
Practice and its Challenges:-The Case of Selected Sectors of Kirkos Sub City Administration’,
Addis Ababa. You are kindly requested to assist in the collection of primary data, from your
office so as to enable me accomplish the study. Please, note that all the information given shall
be treated as confidential and used for academic purposes only. Writing your name is

unnecessary

Thank you in advance for your anticipated cooperation!

Email. getinetyomison@gamil.com Telephone no. (251) — 0913471384.
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Section A: Respondents’ Profile
1. Offices (optional) ~ ---------=---m-mmmmmmmoemeeem
2. Gender male |:| female |:|

3. Age 18-30 years I:I

31-40 years |:|
41-50 years |:|
Above 50 years []

4. Education level: Diploma [ |dergraduate [ MMSC []
PHD [ ]
5. Position ~ Team Leader [ ] Performer ]
6. Years of experience 0-5 |:| 11-15 |:|
6-10 ] More than 15 [ ]|
Section B:-Close Ended Questions

Please indicate how much you agree or disagree with each of the following statements by

circling the number that best represents your opinion.
Ratings 1=strongly disagree (SD) 2= Disagree(D) 3= Neutral (N)

4= Agree (A) 5=Strongly Agree (SA).
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No Questions for Constructs of Financial Perspective | SA Sb

1 The proper utilization of asset has helpedthe Institution | 5 1
to increase efficiency

2 Institution’s accountability in finance has attracted 5 1
significant number of sponsorships

3 Income generating projects in the offices has improved | 5 1
finances.

4 The institution has used its finances to fund several 5 1
capacity building programs in the institution

No Questions for Constructs of Customer Perspective | SA Sb

1 Customer relation has influenced the number of 5 1
employees satisfied in the institution.

2 Customer relation has reduced the rate of employees’ 5 1
turnover.

3 Customer relationship directly influences 5 1
organizational performance.

4 Customer perspective has influenced performance 5 1
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No

Questions for Constructs of Internal Business

Process

SA

The Internal process perspective has reduced the

number of workflow procedures in the institution.

Internal process operations have reduced the number of

channels of communication in the institution.

The number of activities change communication has

increased

Internal process has increased performance

No.

Questions for Constructs of Learning & Growth and for
the Research Question- The extent to which the BSC
measurement is implemented and stakeholders’ trained

and understood

SA

Adequate training were given to the leaders and

employees on BSC

The institution has made a conducive environment to

workers for upgrading

The leaders and performer (experts) have High level of
knowledge and understanding on Balanced Scorecard at this

time.

The number of employees who can automate their

work has increased

Automation is carried out in right waywithout cheating

in the input sheet

No

Questions for Performance Measurement

SA

The immediate boss for the leader and employees has
established the proper performance measurement

according to the plan of balanced score card.

Employees are satisfied with performance appraisal
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(measurement)

3 | Efficiency & effectiveness of the organization has 5141 3] 2|1

increased because of correct performance appraisal

4 | The organization uses the performance measurement 514|321
system to align with rewarding system for high

performing employees

Section C:-Open Ended Questions

Please kindly write your answer for the following open ended questions on the space provided.

1. What challenges did you face or observe in implementing the Balanced Scorecard Card
(BSC) in your office? ----------m-mmmmmemmoemee mmmmm e -

2. Does your immediate boss measure your performance periodically according to your plan

using size, time and quality as measure? If no, what do you think for his/her failure to do

R
3.What do you recommend to improve the implementation of BSC in your office --------------
4.1f you have any extra ideas regarding the implementation of the BSC in your office ---------




Section D:-Interview Questions for Process (team)Leader

1. Do you know the vision of your office? If yes, explain it.

2. Do you think that all the members of the office have understanding of the vision of the

organization and are doing towards achieving it? Please explain it.

3. Do you measure the performance of your subordinates periodically according to the activities
weighed to them? If no, what is the problem in doing so?

4. For what purpose do you use the performance measurement?

5. Is there any improvement in your office after the performance measurement in achieving the

goals determined?
6. What are the challenges that your office encountered in implementing the BSC?

7.What do you recommend for the improvement of BSC implementation to get out of it uses (the

competitive advantages) it offers?
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