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ABSTRACT
This study aimed at finding out the interplay between organizational performance and implementation of the balanced scorecard, the case of Shirika la Uzalishaji Mali (SUMA) JKT in Tanzania. The study covered 50 employees of SUMAJKT headquarter in Dar es Salaam. Descriptive statistics analytical procedure was applied. The study revealed some challenges to the effective BSC. These include awareness and intellectuals that can offer best application of BSC, which brings demand for knowledge workers and fostering learning and development in the workplace. The analysis of the research results showed that BSC once applied properly can improve organizational performance hence productivity. It was further found out that, financial measures were the most used measure of performance applied by SUMA JKT. In addition, this study managed to find out capacities of BSC in developing an organization. Workers and customers willingness to observe high productivity in terms of goods and services as well as satisfaction received from the organization. Generally, respondents were aware of the meaning of BSC and its applicability but find no evidence of implementation when turns to their organization. It is high time for the management of SUMAJKT to use the results of the research as the beginning of implementing BSC. Hence, relevant and appropriate policies and procedures can be developed and implemented for an effective management for improving performance.

Keywords:   Organizational, Performance, Implementation, SUMA.
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CHAPTER ONE

INTRODUCTION

1.1 Overview

This chapter presents the background of the study, statement of the problem, objectives, and research questions, relevance of the study as well as organization of the study.

1.2 Background Introduction

Organizational performance is seen as a panacea for organizational success such that each organization strives for it. According to Gartner (2018), performance improvement considers organisational change where management of the organisation puts in place some projects to help boost level of performance. In this respect the programs may completely change the organisation behaviour and conduct to allow the changes to take effects. Jain and Gautam (2014) contemplate that through organizational performance, the management aims at increasing the organisational effectiveness in delivering its products and services.

Balanced scorecard is an efficient way for identification of the resourceful practices, which provide for key performance indicators (KPIs) of which its utilization helps managers to measure performance and efficiencies (Alipour, Sangari, & Nazari- Shirkouhi, 2019). As a matter of fact performance requires measures to evaluate the financial and non-financial results (Kaplan & Norton 1996). It is found in many Corporation a defined strategy exist at the corporation level the deployment of the same at the operational level is not uniform and in many cases absent. Evans, Vladimirova, Holgado, Van Fossen, Yang, Silva, and Barlow, (2017) observed that, though many organisations have excellent business strategy there are severe laps in the execution at the operational level; cascading business strategy as appropriate to project becomes a great challenge. This causes misalignment of organisational strategy and hampers achievement of organisational goals due to poor development.

The purpose of measuring performance according to Tapinos, Dyson and Meadows (2005) is not to know how business is performing but also to enable it to perform better. The ultimate aim of implementing performance measurement system is to improve the performance of an organisation so that it may better serve its customers, employees, owners and stakeholder. Accordingly, Evans et al. (2017) argue that if one gets performance measurement right, the data generated will tell the user where the business is, how it is doing and where it is going. An Organisation operating without a performance measurement is like an air plane flying without compass. Therefore, one of basic concern today’s organisations to achieve a comprehensive reliable and flexible performance appraisal, so that by using it to attain exact and necessary information by having future vision, to learn from past error (Tapinos et al, 2005).

Most people measure company’s performance by looking at the amount of money has just made (Pickett, 2017). They consider profit, ROI, revenue to be the measure for performance. The main problem of considering only financial aspects of business is that these measures report the past actions that the company may have no immediate control (Evans et al. 2017). Taking an example of customer aspects, they are not directly covered under financial aspects. Focusing only on financial aspect may in the long run jeopardise the company’s relationship with the customers and may look for their needs competitor company (Alipour, et al, 2019).

Studies conducted in Tanzania were sector-specific. For instance, guided by the stakeholders’ theory, Shirima, Chalu and Ndiege (2019) found five fundamental aspects in the comprehensive performance evaluation framework in the Tanzanian organizations. These aspects are financial, members, learning and growth, internal business processes and social. Another study by Renggli et al. (2019) on the improved health service quality in Tanzania focusing on the appropriateness of electronic tool to assess quality of primary healthcare revealed the usefulness of grouping indicators into different quality dimensions as suggested by the BSC model. Bearing this in mind, the current study focuses on the public sector in Tanzania to establish the effectiveness on the balanced scorecard model in improving organizational performance.

1.3 Statement of the Research Problem

For years now SUMA JKT uses financial measures in evaluating the success of the corporation. As the competition in the industry becomes an intense and rapid development in business, reliance only on financial measures becomes questionable. These renders the financial measures inefficient and ineffective when it comes to the question of measuring customer satisfaction. Through the performance measurement system any organisation gets a comprehensive view of how it is performing. SUMA JKT as a performance-driven and achievement-oriented in the construction industry needs to maintain an efficient performance measurement system. The system is used to track the changes in overall performance. Thus, the researcher aims to assess effectiveness of the BSC framework as a tool for evaluating and improving the performance of the corporation. SUMA JKT may wish to adopt the BSC system in measuring its performance to solve the problem of ineffective measures of performance recently adopted. 

Neely et al, (1997) carried out an empirical investigation to explore the performance impact of BSC by employing a quasi-experimental design methodology. They found that while analysing the data from a business that implement BSC, it appeared that implementation might have had a positive impact on sales, gross profit and net profit. Ho and Mckay (2002) examined the implementation of BSC within two organisations and found that one of them was extremely satisfied with BSC. While the other found BSC ineffective management tool and discard it. Kaplan & Norton (2010) link the widespread adoption of the BSC to its multi-dimensional approach to performance measurement. 

Compared to the traditional performance measurement tools that focused on financial metric alone, the BSC focuses on three additional performance metric customer, internal process and learning and growth to provide holistic performance outlook. Kaplan (2010) finding indicated that despite intangible assets playing an increasing central role in value creation. Firms were neither measuring nor integrating assets in their management systems. It was discovered that firms have different use of BSC e.g., others use to support decision making at the strategic level others to improve management intellectual capital etc. Balanced Scorecard being a performance measurement and reporting system that involves both financial and non-financial measures was established by Robert Kaplan and David Norton In 1990, BSC to complement financial measures. The technique has recently become famous and widely adopted by some organisation due to the benefit derived from its implementation. The application of only financial measures to evaluate performance may not give a real picture on how the organisation performs. This prompted these organisations to switch their strategies in assessing their performance applying critical measures (both financial and non-financial in each of the business operations grouped into these four categories. i.e. Financial, customer, learning and growth and internal process.

SUMA JKT as the new user of BSC, will have to choose relevant performance measures for each of the BSC aspects namely financial, customer, learning and growth and internal process while keeping in mind the nature of its business. It is envisaged that the adoption of BSC as a set of measures will help management in formulating strategy to achieve the corporation’s objectives. It is believed that BSC will provide real insight in the operations of the corporation as both financial and non-financial performance measures will be employed in evaluating the success of its operations.

1.4 Objective of the Study

1.4.1 Main Objective of the Study

The main objective of the study was to assess the effectiveness of Balanced Scorecard in improving organizational performance, the case of SUMA JKT Corporation. The BSC framework is used to apply approach from four perspectives, namely financial, customers, internal business processes and learning and growth.

1.4.2 Specific Objectives of the Study

i. To assess the level of BSC understanding among SUMA JKT employees.

ii. To examine the role of financial perspective in driving organizational performance of SUMA JKT.

iii. To establish the effect of internal business processes on organizational performance of SUMA JKT.

iv. To assess the influence of learning and growth perspective on the organizational performance of SUMA JKT

v. To examine the role of customer perspective in driving organizational performance of SUMA JKT.

1.5 Research Questions

i. What is the level of BSC understanding among SUMA JKT employees?

ii. What is the role of financial perspective in driving organizational performance of SUMA JKT?

iii. How does the internal business processes influence organizational performance of SUMA JKT?

iv. How does learning and growth perspective influence the
organizational performance of SUMA JKT?

v. What is the role of customer perspective in driving organizational performance of SUMA JKT?

1.6 Significant of the Study

Most organizations use financial measures to gauge organizational performance. (Kaplan & Norton 2001). Results from this study will make the corporations use both financial and non-financial measures of performance, which can be clearly designed under the BSC perspectives. This initial research may later facilitate BSC development and implementation, considering the BSC structure proposed by the researcher. The implementation of BSC serves as a tool for improving performance in SUMA JKT which is the ultimate goal of the research.

1.7 Scope of the Study

The study limited its scope in identifying the influence of Balanced Scored card in Organisation Performance, Shirika la Uzalishaji Mali JKT.

1.8 Organization of the Study

The study comprises five (5) chapters, whereby in the first chapter comprises of background of the problem, statement of the research problem, research objectives, research questions, significance of the study, scope and organization of the study. Chapter two comprises with conceptual definition, theoretical literature review, empirical literature review, research gap, conceptual framework and theoretical framework. Chapter three comprise of research methodology that will be used by researcher in collection fo finding at Shirika la Uzalishaji Mali JKT. Chapter four comprise the finding at the Shirika la Uzalishaji Mali JKT Based on the influence of Balanced Scorecard in Organization Performance. Chapter five comprises of conclusion and recommendation and suggestions.

CHAPTER TWO

LITERATURE REVIEW

2.1 Chapter Overview

This chapter covers literature review which comprises both theoretical and empirical parts. They are preceded by conceptual definitions and concluded with the conceptual framework of the study.

2.2 Conceptual Definitions

2.2.1 Performance

In a simple way performance means “doing something successfully” mainly by using the available resources. Performance can be elusive concept. It deals with the outcomes, results and accomplishments achieved by a person, group or organisation. (William, Rothwel, Carolyn, Hohne & Stephen, 2007). In many cases people do define performance based on financial aspects of the business. Focusing only on financial matters does not tell us what should we do and how to do in order to be successful. “Performance is the definition and progressive achievement of tangible, specific, measurable, worthwhile and personally meaningful goals” (Darryl, 2007). 

We get    a clear point in this definition that organization should have well defined, specific and measurable goals. This serves as the first requisite in assessing the organisation’s performance. Having vague and general goals without proper measurement, pose a problem in evaluating corporate performance and proposing techniques for improving the performance. Milgate (2004) argued that monitoring performance for each measure and taking appropriate remedial action, improve revenues; business growth, reduced expenses and compliance with sector regulations.

2.2.2 Performance Improvement

There is a clear relationship between performance improvement and change management “success or failure in performance improvement efforts begins with the reasons why organisational decision makers decide to get involved in the first place” (Enos 2007). Enos (2007) added that commitment and involvement of leadership is the most critical element for the performance efforts to be successful. Unless a leader is motivated by authentic interest and be committed in the process then effort of performance improvement has little chance to work (ibid).

Performance improvement starts with a targeted program for dealing with a problem that is limiting achievement of a worthwhile goal (Enos 2007). As suggested before, approaching any technique to boost performance or implementing the efforts, management should identify areas which need improvements. The problem of poor performance or constant/ stagnant performance may be caused by top management itself. Thus the areas for performance improvement must be clearly identified and evaluated to avoid investing efforts in area which are not critical to performance improvement (ibid).

2.2.3 Balanced Scorecard

Kaplan and Norton (1992) defined the Balanced Scorecard as a performance measurement and reporting system that involves both financial and non-financial measures. Paul Niven (2003) defines Balanced Scorecard as a balanced management system in which shared vision and strategy are reference points for the management process. David P Tarantino (2003) defines the balanced Scorecard as a performance management tool that is used to provide an integrated perspective of an organisation. Kaplan and Norton (2005) also define the Balanced Scorecard as a set of measures that gives top management a fast but comprehensive view of business. For the purpose of this study, the definition by Kaplan and Norton (1992) was adopted as it explicitly states the importance of having broad focus when measuring organizational performance i.e both financial and non financial aspects of the organization.

2.3 Theoretical Literature Review

2.3.1 Stakeholder’s Theory (Freeman 1984)

Stakeholder Theory is a view stresses the interconnected relationships between a business and its customers, suppliers, employees, investors, communities and others who have a stake in the organization. The theory argues that a firm should create value for all stakeholders, not just shareholders. The purpose of Stakeholder theory is to ensure that the responsibility that the corporation has towards stakeholders is taken seriously.

Managers who wish for their organization to reach its fullest potential will take the interests of the stakeholders into account and that is where the concept of Balanced Scorecard comes in as it ensures the performance of the organization takes into account the interest of all the stakeholders so as to achieve a balanced view of organizational performance. The key benefit of using a disciplined framework is that it gives organizations a way to connect the dots between the various components of strategic planning and management, meaning that there will be a visible connection between the projects and programs that people are working on, the measurements being used to track success (KPIs), the strategic objectives the organization is trying to accomplish, and the mission, vision, and strategy of the organization.

Other bodies that are considered stakeholders include the media, the government, political groups, trade associations and trade unions. All of these are linked to business organizations and can affect and are affected by them in turn. The firm has a responsibility to consider their interests as well, and not just the monetary interests of the owners of the firm. One version of Stakeholder theory tries to identify the stakeholders of a firm. This is the normative theory of stakeholder identification. Then it studies the conditions under which the manager acknowledges these persons or groups as stakeholders. This is the descriptive theory of stakeholder salience. A stakeholder approach can be useful in that it promotes the study of how the firm functions as part of its larger environment and how its general procedures of operation. affect the stakeholders of the firm. Overlooking the interests of stakeholders is unwise and unethical.

2.3.2 The Balanced Scorecard (BSC)

Kaplan and Norton of Harvard Business School invented BSC in the year 1992 due to the fact that traditional accounting measures like Return on Investment and Earning per Share thought to give misleading signals for continuous improvement and innovation in today’s competitive environment. The authors that observed the senior executives do not rely on one set of measures to exclusion of the other. They realised that no single measure can provide a clear performance target or focus attention on the critical areas of the business. This implied the need of balanced presentation of financial and non- financial measures. Kaplan & Norton (1992) complemented financial measures by operational measures calling it Balanced Scorecard (BSC).

Kaplan and Norton (1992) define BSC as a set of measures that gives top management a fast but comprehensive view of the business. The BSC include financial measures that tell the results of actions already taken. It complements the financial measures on customer satisfaction, internal processes, and organisation innovation and improvement. They suggested that for each of the perspective, managers should translate their visions and missions to strategic goals and objectives and then translate these goals into specific measures.

The word “Balance” in the Balanced Scorecard represents the balance between financial and non-financial indicators; internal and external constituents of the organisation; and lag & lead indicators. (Niven 2003 & Milgate 2004) define scorecard as a balanced management system in which shared vision and strategy are reference points for the management process; achieving this balances enables synergy and a practical fit with other framework. One of the reasons the BSC is such a powerful tool is that it stresses the linkages for achieving outstanding performance in related measures rather than concentrating on isolated measures (Kanji 2002). Since its creation in 1992 the Balanced Scorecard has been implemented at corporate, strategic business units, shared service functions, and cascaded to team and individual levels at thousands of Organisations in the Public and Private sectors-worldwide.

The concept was also applied extensively in research. For instance; Henri (2006) applied the BSC framework in his survey on how top management in manufacturing company could use Performance Management System to improve the strategic management and Organisational performance. Given its depth as a strategic management system, the BSC principle will continue to be widely adopted and further refined in user organisation as experiences in its implementation emerge (Milgate 2004). They show how widely BSC is used to improve the PMS if the organisation chooses to adopt and implement it. 

Henri (2006) poses a question that top managers should ask themselves; how can we improve our system? However the author suggested that the improvement of the Performance Management System is a continuous process that involves changing measures to reflect the new ideas and insights brought to the Organisation through creativity and other development activities. Tarantino (2003) complements the work of Kaplan and Norton. He defined BSC as a performance management tool that is used to provide an integrated perspective of an organisation. He further pointed out the four perspective of the BSC as, external (how customers views the Organisation; Internal (Look at where the organisation must succeed and improve) Growth & learning (examine how organisation grows and learns) and financial (study financial performance of the organisation). 

The author also emphasised that each of these perspective influences the other. That is to say; to concentrate on only one, such as financial performance fails to recognise the contribution and balance of the other three perspectives. Of interest from the author is the explanation on how to develop the BSC. The first step he suggested is for the organisation to decide what it is going to measure in each of the four perspectives, i.e. the goals. Then the organisation should figure out the measures for each of the four BSC perspectives and determine the weight of each for ultimate evaluation of overall performance.

Mohan (2004), arguing in favour of BSC, the changes in the character of business assets has exaggerated the challenges faced by business. In the past company assets would be reflected in the balance sheet but now 85% of the assets are intangibles.” Having the same arguments as previous authors about the inefficiencies of the financial measures, Nair also added that those financial measures are applied only to tangibles, when the intangibles are what fuels the future. Constantini, Landi and Bonazzi (2019) conclude that BSC helps to mitigate the limitations of traditional management accounting tools and act as a supporting tool for strategic management.

Development of the Balanced Scorecard

Kaplan and Norton defined a four step process many organisations have used to develop their Balanced Scorecard. The first step in the process includes defining the measurement architecture which entails a business unit applying the metrics as designed in the BSC rather than the corporate level. At this step, interactions must be considered in order to avoid optimizing the results of one business unit at the expenses of other. The second step involves specifying strategic objectives and making sure the top three or four objectives for each perspective are agreed upon and potential measures are identified for each objective. The third step entails choosing strategic measures that are closely related to the actual performance drivers for evaluating the progress made toward achieving the objectives. The last step involves developing the implementation plan. Target values are assigned to the measures. A link is then established from various metrics for the top to bottom of the BSC. The scorecard is finally integrated into the management system.

2.3.3 The Balanced Scorecard Criticism

The use of balanced scorecard system may not result to what managers expect. Some professionals spoke of some problems that make the BSC under criticisms. The main problem is that it does not provide practical guidance for employment and some executives view it as a quick fix that can easily be installed in their Organisations (Smith 2006). From his article problem with a balanced scorecard, he pointed out some of the key issues that can cause BSC initiatives to fail. These are; Poorly defined metrics which should be relevant, clear and easily understood. The second issue is lack of efficient data collection and reporting as the investments made in collecting metrics data is supposedly consuming too much time and energy. He then suggests the importance of prioritising key performance indicators to get most relevant information. 

The third drawback of BSC is lack of formal review structure which is necessary to accommodate any change in metric value. In addition, lack of standard methodologies and toolkits for addressing process problems, the amount of efforts required to derive a problem solving approach for each new performance gap could eventually damage the performance improvement program as it will be seen as taking too many resources away from daily operation. The last issue is having too much internal focus. He suggests that organisations should always start with an external focus through analysing organisation’s markets, shareholders, competitors, employees and other stakeholders.

However Smith (2006) assured that there is really nothing wrong with the concept of balanced scorecard. This means that the BSC approach is a useful tool and can bring desired results if management knows how to structure it and the above points in considerations to avoid its initiatives from failing. It has also been learnt that some of BSC criticisms come from academic community who dislike the empirical nature of the framework. They also noted that some of the criticisms focus on technical flaws in the method and design of the original BSC proposed by Kaplan & Norton. Supporting the main problem as seen by Smith (2006) other academicians have focused on the lack of citation support. “Another criticism, usually from pundits and consultants is that the BSC does not provide a bottom line score or a unified view with clear recommendations; it is simply a list of metrics.” Regardless of these criticisms the studies done so far indicated that BSC is a useful tool in strategic performance management in an Organisation.

Management should not take BSC as guarantee of success in company’s operations. It should think clearly about the company’s strategy and try to convert the improved operational performance (as measured in the scorecard) into improved financial performance. Kaplan and Norton said Even an excellent set of BSC measures does not guarantee a winning strategy. The BSC can only translate a company strategy into specific measurable objectives. They also advised that by combining the four perspectives, the BSC helps managers understand implicit many interrelationships. The four perspectives relate to each other and the effect on either of the perspective will impact the other. “A well designed BSC should describe your strategy through objectives and measures you have chosen. These measures should link together in a chain of cause and effect relationships.” (Niven 2003). Thus it is suggested that all have equal importance and neither should be taken in isolation of other.

2.3.4 Performance Management System

Performance Management System (PMS) is not an end by itself, but its improvement enables an organisation to perform better. Improving its efficiency ensures the data generated will tell where the Organisation is, how it is performing and where it is going. “Effective management depends on the effective measurement of performance and results” (Kanji, 2002). Mohan (2004) argued that corporations sometimes measure too much of something and too little of others. Moreover many organisations fail to link what they measure with corporate strategy. 

Kanji (2002) stated that, “It is important to build a measurement system where measures are used as a management and motivational tool” I personally back the idea as will help in gaining management and employees support during designing and implementing the new system. In this regard, the PMS should be clear to employees explaining how will contribute to the overall strategy. Here is an interesting quote from Kanji (2002), f”inancial measures do not improve customer satisfaction, quality, and cycle time and employee motivation”. Kanji then supports the significant contribution by Kaplan & Norton (1992) to overcome the shortcoming of traditional Performance Measurement Systems that employs only financial measures.

2.4 Empirical Literature Review

Tsai, Bui, Tseng, Wu, and Chiu, (2020) conducted a study on the performance assessment approach for integrated solid waste management using a sustainable balanced scorecard approach in Vietnam. The study used the fuzzy Delphi method to exclude invalid attributes, interpretive structural modeling to arrange attributes into an extensive hierarchical model, and using a fuzzy decision-making trial-and-evaluation laboratory to examine the causal interrelationships among attributes. Results showed that financial investment, stakeholder involvement, and innovation capacity are decisive causal aspects in which stakeholder involvement and innovation capacity are interrelated. Lack of proper administrative oversight, poor infrastructure and inadequate resource utilization were found to hinder the effectiveness of performance management systems.

Another study was conducted in the Northeast Italy by Costantini et al, (2019) on factors influencing the use of the balanced scorecard with evidence from a regional context. The aim was to explore whether company size and type of industry affect the BSC use. A survey was conducted and quantitative analysis was carried out to assess the statistical significance of the association between size or industry and the BSC use. The results show that the BSC use is biased towards larger companies in every industry except in the manufacturing where small firms are also prone to adopt it.

Letza (1996) conducted a study that examined Companies which designed and implemented in the BSC. He found that there were similarities in the process adopted by those company’s in designing and subsequent implementation of their individual BSC. He added that in all cases it was clear that good communication and building of commitment was the most important. Frigo and Krumwiede (1999) suggest that 30% to 60% of companies transformed their performance measurement system. Also evidence suggest that in 2001 the BSC had been adopted by 44% organization Worlwide (57% UK, 46% US, 26% in German and Austria).

Gehrke and Harrath (2002) Shows that firms in German,Uk and Italy are familiar with the BSC 98%, 83% and 72% of the responding Companies respectively but only 41% of France knows. In Germany, Uk and Italy approximately 20% of the Company’s in each of the BSC;where as in France this was true to 3% or one company. (Gehrke and Horvath, 2002). Pure, (1999) Suggested that balanced measurement system both BSC and others are already widely used in large Companies and their business unit located in Finland, on the respondents 31% indicated they have such system and 30% were implementing.

In Africa BSC is now coming up and some of the organisation have slowly started using it. In South Africa (Julyan, 2011) researched on BSC as performance measurement tool for the South Africa Government upgrading of Informal Settlements programme. Improvement of human settlement as the cost of renting a house was on average of R3500 per month. He commented the need of informal settlement as argued by (Hutchison, 2006). He also argued that housing policy framework and multiple facilitators has been in place for many years delivery has not accelerated as anticipated. He went in saying that BSC as performance measurement system by the department of human settlement would be a more sophisticated performance management application than the present system of monitoring evaluation.

Voelpel, et al. (2006) warns that the de-emphasis of socio cultural perspective is serious flaw in the BSC model. He said in order to align the scorecard with an Africa context, indigenous belief and values must be conceptualised into a new innovation perspective. Selected aspects of management theories developed in the west may well apply to the African context but adoption of foreign practices should be contingent upon contextual circumstance in the adopting society (Darley & Blankson 2008). For example 18 Companies in Malawi were studied whether they use BSC, the result indicated that African Organisations need special Afro centric orientation on management that are in line with environment.

Balanced scorecard model was designed for the Western Countries that operate within capitalist system. Africa differs from Western countries with regard to dimensions such as infrastructure, market and customer, source of capital, Governmental intervention, literacy level and socio-cultural frameworks. Tanzania like most of African countries little has been done with regard to BSC but due to multinational investment slowly some of the Companies have started using it as means of performance evaluation. The research on Commercial banks in Tanzania which were conducted on 21 commercial banks, indicate that the foreign banks performed better followed by large domestic and lastly small banks. The high performance of large foreign banks is due to the fact that these commercial banks have long history of implementing BSC compared to their counterpart (Abdallah, 2014).

2.5 Research Gap

Most companies operational and management control system are built around financial measures and target, which bear little relation to the company’s progress in achieving long term strategic objectives. Thus the emphasis most companies places on short term financial measures leaves a gap between development of strategy and its implementation (Kaplan and Norton, 2006).

2.6 Conceptual Framework
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Figure 2.1: Conceptual Framework

Source: Composed by Researcher from Literature Review (2019)

Managers using the BSC do not have to rely on short term financial measures as the sole indicators of the company’s performance. The scorecard lets them introduce four new management processes that separately and in combination contribute to linking long term strategic objectives with short term actions. However, little is known as to what extent BSC fits the organizational performance of parastatal organizations like SUMA JKT. The study to be conducted will intend at analysing the influence of BSC implementation on the organization performance

2.7 Theoretical Framework

The model explains how SUMA JKT will improve their performance using four different values. Financial perspective which includes financial reporting, returns and value adding activities. The model also explains Learning and growth which includes employee’s competence and value leading to working environment that would improve corporate productivity and performance. The improved employee learning and motivation value in turn lead to an overall improvement in corporate productivity and performance. The results seem to support the notions that employee learning and knowledge have positive impact on the performance of organization.

The model also explains Customer perspective which constitute of variable leading to satisfaction and retention of customers SUMA JKT need to operate at customer based philosophy, that is to say doing whatever possible to have customer reaction toward product and services offered by SUMA JKT should always be done. The model also explains internal business perspective which focuses on how productivity can be enhanced through value creation and innovation system The empirical evidence in this study indicates that organizational processes succeed when motivated and skilled employees manage internal operations. Internal assessment and improvement should focus on localizing skill and knowledge gained into better understanding of organizational socio-cultural linkages.

CHAPTER THREE

RESEARCH METHODOLOGY

3.1 Introduction

Research methodology defines the actual ways and activities to be performed by research in the course of implementing the conceptual framework of the research problem (Welman, and Kruger 1999). This chapter as well describes the methodology used in developing and implementing the evaluation framework within SUMA JKT. As mentioned in chapter one, there are different possible approaches and methods (both quantitative and qualitative) which can be employed to measure and manage performance in an organisation.

3.2 Research Philosophy

Philosophy is the idea that there are different views of the world, and the processes that operate within it. it is also concerned with views about how the world is working and, as an academic subject, focuses, primarily, on reality, knowledge and existence. A research philosophy is a belief about the way in which data about a phenomenon should be gathered, analyzed and used. The research philosophy reflects the author’s important assumptions and these assumptions serve as base for the research strategy.

This study adopts interpretive believe. Interpretive researchers believe that the reality to consists of people’s subjective experiences of the external world; thus, they may adopt an inter-subjective epistemology and the ontological belief that reality is socially constructed. According to Willis (1995) interpretivists are anti-foundation lists, who believe there is no single correct route or particular method to knowledge. Walsham (1993) argues that in the interpretive tradition there are no ‘correct’ or ‘incorrect’ theories. Instead, they should be judged according to how ‘interesting’ they are to the researcher as well as those involved in the same areas. They attempt to derive their constructs from the field by an in-depth examination of the phenomenon of interest.

3.3 Research Approach and Design

Research approach is determined by the philosophy used in interpreting and understanding phenomena applied in the research. In corresponding to the nature of research question and objectives both qualitative and quantitative methods were applied. Basically qualitative methods focused on what people perception towards study’s objectives and quantitative methods focused on frequencies and percentages for responses.

Research design is an overall plan or program for doing research (Chamwali,2006). Frank and Nachimias (1996) define research design as arrangement of conditions for data collection and data analysis in a manner that aim to combine relevance to the research purpose as well with economy in procedure. It involved decision regarding a research study. Thus, the case study research design was employed in this study because of its flexibility in data collection, and analysis. It also emphasized on contextual analysis of fewer events in depths and breath of variable, in addition it is less expensive than other research designs like survey design.

3.4 Area of the Study

The study was conducted in SUMA JKT offices in Dar es Salaam. The choice was purposely done due to the fact that Dar es Salaam is the head office of SUMA JKT and other two region is the area the research consider found it to be true representative of population. The researcher found the Head office to have enough document and personnel that facilitate the research objectives. The researcher also considered the issue of minimizing research cost especially travelling costs without reducing the research results.

3.5 Population of the Study

Population in research refers to the full set of cases from which a sample is taken (Saunders, Lewis & Thornhill, 2009). The population as a term refers to a large group of people possessing one or more characteristics in common, on which a research study focuses (Cohen, Marrison & Marrison 2001). It is a unity or group of units with one or more characteristics that are of more interest to the researcher. Targeted population comprised of all Management staff, middle staff, auxiliary staff providing services from SUMA JKT headquarter in Dar es Salaam. This group were vital to the study, since they are core stakeholders and they are available at Dar es Salaam.

3.6 Sample Size and Sampling Procedure

Table 3.1: Sample Distribution (N=50)

	S/no
	Category of Population
	Number of Respondents
	Percentages
	Sampling methods

	1
	Top Management Staff
	8
	16%
	Purposeful

	2
	Middle level

management Staff
	16
	32%
	Purposeful

	3
	Supervisory staff
	10
	20%
	Purposeful

	4
	Auxiliary staff
	16
	32%
	Random

	5
	Total
	50
	100%
	


Source: Field Data, 2019.

A sample is a group of respondents drawn from a population under study (Kothari, 2003). During the study the sample consisted of 50 respondents with the following distribution as in table 3.1 Purposive sampling methods were used to get respondents from the management. Purposive sampling also was used to get respondents from staff who served not less than three years.

3.7 Data Collection Methods

The study employed two different data collection, namely secondary and primary sources. While secondary data were obtained through various ways including library, primary data were obtained by means of questionnaires and interviews. These sources were employed because of the fact that they are complimentary to each other (Kothari, 2003).

3.7.1 Secondary Data

Secondary data collection technique was used as one of the technique which provides savings in resources in particular time and money. This technique was used together necessary information about the researched topic. A literature review was done through different searches; major being ‘Business source Elite’, ‘Academic Journal’, and ‘Google Books’. The main key words used were ‘Performance Improvement’, the Balanced Scorecard’, ‘Change Management’ and ‘Performance Measurement’. Using this technique is also useful in this context as it supplements the data collected through interview and questionnaire.

3.7.2 Primary Data

Primary data are those which are collected afresh for the first time and thus happen to be original in character (Kothari, 2003). Primary data are collected during the course of doing experiments in an experimental research but in case we do research on descriptive type and perform surveys, whether sample surveys or census surveys, then we can obtain primary data either through observation or through direct communication with respondents in one form or another or through personal interviews (Kothari, 2003) Following the above definition and according to the type of research conducted by the researcher to be descriptive. The researcher used questionnaire and interviews with respondent in collecting primary data.

3.8 Data Analysis

Descriptive analysis was used to analyze data. Data that were collected from the field were recorded, tabulated, computed and described depending on the type of information. The instruments to be used are such as interviews, discussions, documentary review. Data were interpreted and given relevant description according to the tasks. Data collected through questionnaire with options were recorded, tabulated, frequented and computed into simple percentages by the use of statistical package for social science (SPSS) a computer software program. For items that demand the respondents to mention, give reasons or opinions, rank coding were used so that to meet the research task.

3.9 Ethical Considerations

This study strived to avoid any form of harm to respondents by considering the ethical rules. This is in line with (Mugenda & Mugenda 2003) who stated that researchers should avoid physical or psychological harm to the participants. The information obtained from the respondents in the process of the whole research kept confidential. An interview guide was not requiring name of respondent. The researcher adhered to ethical consideration by being confidential, anonymous and avoid deceptions, (Sommer & Sommer, 1997). The researcher sought permission from relevant authorities and explained purpose of the study to participants. The data collected from the study were kept confidential and researcher made sure to keep personal integrity.

CHAPTER FOUR

DATA ANALYSIS PRESENTATION AND DISCUSSION

4.1 Introduction

This chapter presents the results and discussion of the study and it includes the characteristics of the respondents and study area, general objectives of the study and procedures used to meet those objectives. Second is about research themes and this starts by identifying frequencies and percentages for most selected and preferred answers under each specific question with the intention of answering the main question of the study.

4.2 Respondent Characteristics

4.2.1 Distribution of Respondents by Sex

From all 50 respondents who participated in a study, 33(66%) were male and 17(34%) were female. This implies that majority respondents who participated in the study were male. The findings from questionnaires and interview show gender imbalance was high at SUMAJKT. It is the researchers hope that the reason is the culture of the organization based on nature of the activities mostly practiced.

The respondents were characterized by sex, age, education level and position held in the organization. Management staffs interviewed comprised of 3 male and 1 female, middle staff involved 6 male and 2 female, auxiliary staff contained 6 male and 2 male and customers were 18 male and 12 female. This makes a total of 33 (66%) male and 17 (34%) female. The reason in this wide difference in gender was due to the culture and primary activities of that organization. Gender as it could have determined as not an issue to consider rather than physical and mental fitness of an individual to carry on task or assignment at hand. Refer to Table 4.1.

Table 4.1: Respondents’ Position in the Organization by Sex (n=50)

	
	Position in the organization

	
	Manageme nt staff
	Middle staff
	Auxiliary Staff
	Supervisory staff
	Total
	%

	Sex
	Male
	6
	12
	12
	3
	33
	66

	
	Female
	2
	4
	4
	7
	17
	34

	Total
	8
	16
	16
	10
	50
	100


Source: Research Findings, 2019

4.2.2 Working Experience

Figure 4.1 shows how respondents were distributed in terms of duration of employment and membership could provide wide awareness of long and short experience in the government sectors among 50 respondents 15 (30%) had ten years and below, 20 (40%) range from above 10 to 20 years and 15 (30%) were above20 to 30 years.

 SHAPE  \* MERGEFORMAT 



Figure 4.1: Distributions of Respondents by Work Experience

4.2.3 Education Level of the Respondents

Education can be defined as the process of learning from a school, college, university or elsewhere to gather a range of knowledge (Armstrong, 2001). Education level is one of the most important variables in demographic studies as it influences people’s knowledge to assess the challenges behind BSC as tool for improving performance in Tanzania especially SUMAJKT. The respondents were distributed in terms of their level of education. Among the 50 respondents who were searched for different information for this study. 

Respondents’ level of education was as well taken into consideration as it could be easy in making a distinction in the contradictory answers. As such out of 50 respondents 10 (20%) were certificate awards, 20 (40%) diploma awards, 15 (30%) bachelor degrees, 5 (10%) master degrees. As duration of employment and membership could provide wide awareness of long and short experience in the organization among 50 respondents 15(30%) had ten years and below, 20(40%) range from above 10 to 20 years and 15(30%) were above20 to 30 years.
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Figure 4.2: Education Level of the Respondents 

Source: Research Findings 2019
4.3 Results from BSC Perspectives and Organizational Performance

The BSC framework is used to apply approach from four perspectives, namely financial, customers, internal business processes and learning and growth

4.3.1 Financial Perspective and Organizational Performance

From the questionnaires distributed and interview conducted by the researcher to respondent, 50% were of the opinion that financial results is the key performance indicator of the organization and 30% believe that not only financial but other means like customer reaction may also show the organization performance and 10% believes on learning and growth and 10% believe on internal process. Under this perspective the most common performance measure incorporated are Return on Investment (ROI) cash flows, Net operating income and Revenue growth. The financial perspectives looks at how investors or the shareholders see the firm in terms of dividend payout ratio, improvement on the cost structure, profit after tax, return on capital employed (ROCE) and growth in sales volume (Etim and Agara, 2011).

The financial perspective seeks to answer the question: To succeed financially how should we appear to our shareholders? According to Al-Najjar and Kalaf (2012). This is popular means of organization performance, most people looks on profit that the organization manage to acquire in a particular period of time. SUMAJKT performance was focused on financial as key performance indicator. In the government arena of which SUMAJKT find them in between, the financial perspective differ from that of the traditional private sector. Private sector financial objective generally represent clear long range target for profit seeking organizations, operating in a purely commercial environment. Financial considerations for public organizations have an enabling or a constraining role, but will rarely be the primary objective for business system. Success for public organizations should be measured by how effectively and efficiently they meet the needs of their constituencies. Therefore, in the government, the financial perspective emphasizes cost efficiency ie ability to deliver maximum value to the customer (Bernstein, David J (2011))

4.3.4 Internal Process and Organizational Performance

Ten percent (10%) of the respondent believe that internal process can improve organization performance, Though the researcher during interview to Executive Director (ED), discovered that SUMA JKT has a monitoring team under the office of ED which has the task of reviewing work/task assigned to various staffs of the organization to see whether it has been executed in the manner desired or not, and propose disciplinary action where necessary. With that move the researcher was convinced that SUMAJKT has something in place as control of day to day activities. Unfortunately when the researcher interviewed DMR, it was discovered that SUMAJKT do not have the system of receiving customer’s complaints. DMR explained that SUMAJKT do provide diaries and calendar to customers hoping to create bonding and strong relationship.

Internal processes are leading indicator where management intervention is possible to affect customer and financial outcome. It allows the manager to know how well their business is running and whether its products and services conform to customer requirement. This perspectives focus on the internal business results that lead to financial success and satisfied customers. To meet organizational objectives and customers’ expectations, Organization must identify the key business process at which they must excel. Key processes are monitored to ensure that outcomes will be satisfactory. Internal business processes are the mechanisms through which performance expectation are achieved (Kloot and Martin, 2000)

According to Kairu et al. (2013) internal process perspective focuses on internal business results that lead to financial success and satisfied customer. Al-Najjar and Kalaf (2012) were of the view that internal business process provides the organization with the means by which performance expectation may be accomplished. The central theme of this perspective is the result of the internal process which lead to financial success and satisfied customer. Etim and Agara (2011) identified the measures under this perspective to include, defect rate, response to customer’s complaints, quality of after sales service, internal process bureaucracy, process completion time, quality and skill of staff and their level of motivation.

4.2.5 Learning and Growth and Organizational Performance

10% of the respondents believed that learning and growth improve organizational performance. Those respondent have strong believe that once individual is promoted she/he feel to be motivated hence increase productivity. Also they have strong believed that once individual is trained, the knowledge acquired is used to convert intangibles to tangibles hence high productivity. This perspective looks at the ability of the employees, the quality of information systems, and the effects of organizational alignment in supporting accomplishment of organizational goods. Organization learning process is a sequence of three phases, Information acquisition, information interpretation and behavioral and cognitive change. Company that have developed a strong learning culture are good at creating, acquiring and transferring knowledge as well as at modifying behavior to reflect new knowledge and insight (Garnin 1993).

Processes will only succeed if adequately skilled and motivated employees, supplied with accurate and timely information, are driving them. This perspective takes on increased important in organizations that are undergoing radical change. In order to meet changing requirements and customer expectations employees may be asked to take on dramatically new responsibilities and may require skills, capabilities, technologies and organizational designs that were not available before (Bernstein, David, 2001))

This perspective looks at how employee of an organization learns and grow in his/her career to improve the performance of the organization. According to Kairu et al (2013), The learning and growth perspective examines the ability of employees ( skills, talents, knowledge and training), the quality of information systems ( systems, databases and networks) and the effects of organizational alignment (culture, leadership, alignment and team work). According to Etim and Agara (2011), learning and growth consider the flexibility of a firm and its adaptability to change in the business environment, how fast new technology is deployed to counteract change in business environment, total firm capabilities and innovativeness.

4.2.6 Customer Perspective

This perspective captives the ability of the organization to provide quality goods and services, the effectiveness of their delivery and overall customer service and satisfaction. Thirty percent (30%) of the respondents believed that customers improve organizational performance. They believe that customers are the ones bring money to the organization. Also customers talk, if you did not satisfy them they will fail the organization. SUMAJKT believe that it is everybody’s responsibilities to make sure that customers are fully satisfied. SUMAJKT have the tendency of inviting their customers to attend various occasion to recognize the strong relationship. They also discount products and services to customers who have being with them for years.

In the government model, the principal driver of performance is different, customers and stakeholders take preeminence over financial results. In general, public organizations have a different, perhaps greater, stewardship/fiduciary responsibility and focus than do private sector entities (Louise and John, 2000) According to Horngren et al. (2012), this perspective helps manager evaluate question, how do customer see organization? Customer satisfaction is a top priority for long term company success. If the customer is not satisfied they will not come back. Therefore customer satisfaction is a critical to achieving the company financial goals outlined in the financial perspective. Customers are typically concerned with four specific product or service attributes (i) the product price(ii) the product quality (iii) the service quality at the time of sale and (iv) the products delivery time ( the shorter the better).

In the words of Al-Najjar and Kalaf (2012) this perspective provides a view on how customers perceive the organization. The customer perspective should be considered the central element of any business strategy that provide the unique mix products price, relationship, and image that the company offers to its customers. In this perspective the organization should demonstrate how it differentiates itself from competitors by retaining attracting and sustaining relationships with targeted [image: image9.png]


customers.

Figure 4.3: The Percentages of the Respondent on the BSC Four Perspectives 

Source: Research Findings 2019

4.4 Chapter Summary

When the researcher asked the respondent whether they know about BSC 100% respondents said that they know but 40% said they have read it and 60% they have heard it. When the researcher asked respondent those who have read it whether application of BSC improve organizational performance 100% agree. When the researcher asked them how? 50% of them said through financial results you can measure whether the organization is performing well or not. 30% said customer is the key indicator of whether the organization is performing well or not without ignoring that the end result is financial muscle to the organization. They believe that customers occupy great portion to make the organization perform proper. They say if you want to fail the organization fail the customers.

Ten percent (10%) said internal process is the key issue to ensure organization is performing well. They said quality products and service depends at 100% on Methods, Methodology, Monitoring and kind of controls the organization has in place. 10% said Learning and growth has great portion in improving organization performance. Learning and growth is more or less a motivation. By educating your staff through workshop and seminars or sending them to high learning institution improve knowledge and hence productivity. Also they say growth through promotion and the like it improve organization performance. Surprisingly the other 60% of respondent who said they have heard of BSC they have the same result of 50%,30%,10% and 10% on Financial ,Customers, Internal Process and Learning and Growth respectively as factors to the organization performance with less scope of explanation to support their views.
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Figure 4.4: Percentage of Respondent with the knowledge of BSC 

Source: Research Findings 2019

CHAPTER FIVE

SUMMARY, CONCLUSION AND RECOMMENDATIONS

5.1 Introduction

This chapter makes a conclusive remark of the whole study. It is organized into three major parts. Part one is about study conclusion. Part two is study recommendations and part three is about areas for further research.

5.2 Summary of Finding

The purpose of the study was to assess how customers, internal process and learning and growth influence SUMAJKT performance, also to assess whether SUMAJKT has the alternative method for improving performance other than BSC approach. The BSC literature, regarding the successful of BSC on improving organizational performance based on the article covered on the previous chapters, questionnaires and research model were developed thus; the aim of the empirical part remained to study the BSC in the scope of the world, Africa and Tanzania.

The selected research method used was considered to  give the highest and fastest response rate, however it didn’t bring the expected number of responses and the response rate was average. The target of the study was medium. The empirical research was done and therefore each questionnaire was used in survey and descriptive statistics were used to analyses the data. The results disclosed that, majority of the respondents considered that BSC implementation is successful. The success had been measured in terms of staying within the time schedule, within budget and realizing the system performance. In summary analyzing each soft factor based on the section the questionnaire was formed, showed that the research finding were in line with BSC literature with few exceptions.

However the analysis performed was not enough to conclude that soft factors have a significant impact on the study success. Therefore testing five questions would require applying different challenges and statistical methods analysis to at least know the where about of the respondent. Testing of the question six to twenty were for the general awareness of the BSC. And the other set of questions which was from question one to thirty five which was specifically on the four perspectives were for objectives and measures.

5.3 Conclusion

A clear conclusion from the finding and analysis is that BSC is therefore a very significant strategic management tool which helps organization not only to enhance performance, but to decide the strategies needed to be customized so that the long term objectives are achieved the application of BSC ensures the consistency of vision and action which is the first steps towards the development of a successful organization. Also appropriate implementation can ensure the development of capabilities within the organization.

5.4 Recommendation and Areas for Further Research

5.4.1 Recommendations

Educating organization workers in the core meaning of BSC that go beyond understanding of BSC. The research on the best methodology to create meaning full awareness of the organization management conduct within and outside the organization is recommended. Educating the entire organization on the principle importance of organization management that go beyond BSC of directives to cover feelings that voluntary organization workers need to adopt for the entire development of the organization.

5.4.2 Other Study Recommendation

BSC should be in such to accommodate appropriate stakeholders contribution in improving organization performance. Weakness observed in BSC should be taken on board reviewing BSC composition that fit entire organization. Other Area for Further Research The recommendation is that the same study be done in other institution or organization in Tanzania. This enables different researcher to make value and conclusion on the same issue. The study was on improving organizational performance using BSC. The researcher recommends two new researches area namely:-

i. Improving management of intellectual capital using BSC Improving strategic management tool to support decision making using BSC.

ii. It is the researcher’s view that any candidate appears to undertake the above topics to research may bring better solution in capital and decision making issues facing various organizations.

5.5 Implication for Further Research

This study was descriptive research providing platform for future work in this area. A detailed study can be carried out with the participation of DFA, DMR and Human Resource department head, Auxiliary workers, middle workers and customers. BSC user population is small in SUMAJKT and other organization in Tanzania due to cost and awareness. A future researcher can find how best BSC can be used in improving performance in small and medium organization. The approach can be in the form of outsourcing information. The researcher proposes two new researches for further study. It is the wish of the researcher that the results from those researches will be useful to various organizations in reaching best decision making and investment portfolio.

5.6 Limitations of the Study

There were many limitations in this study. First, I focused on a limited number of variables, which were soft factors from Somers and Nelson (2004) list. These soft factors were representing various aspects aimed to the study. The distinction had to be made how to classify the list of the companies under successful and unsuccessful implementations. As the success criteria questions dealing with time, cost and system performance used different measuring scales, it was difficult to calculate the average value for the success rate. Therefore, instead of having a single success rate, the challenges were analyzed in the cases of on time and late, within and over budget and achieved and not achieved system performance BSC implementations. Also, as questionnaires were separated in a survey it was complicated to find the right target group. 

Finally, they were thought to have the required BSC knowledge. However, considering busyness and time limitations of these people had to be kept short with closed-ended questions. In addition, one can argue whether it is possible to have any significant conclusions with the relatively small sample size. The results couldn’t show any significant results with the sample size of 50 and the descriptive statistics had to be used to show the differences between the variables. However it is not always true that the more the number of population the better the results because you may have a big number of population not well selected to give the results intended. The researcher is obliged to select population that will accordingly respond to the study.
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APPENDIX

QUESTIONNAIRE

Questionnaire on the study of assessment of implementation of Balanced scorecard in Tanzania: The case of Shirika la Uzalishaji Mali Jeshi la KujengaTaifa (SUMA JKT)- Open University of Tanzania. I am carrying out the study on the assessment of implementation of Balanced Scorecard in Tanzania. Thus, this study is aiming at filling the gap of implementation of Balanced Scorecard in Tanzania. Please find the enclosed questionnaire that is asked to respond to, in order to enable me to carry out the study. There is no right or wrong answer. Please feel free to provide your comments. Your information will be treated with the highest confidentiality it deserves and the information will be used for the study purpose only. This study is part of requirement for partial fulfilment of my graduate studies in the Faculty of Business Administration at Open University of Tanzania.

I therefore thank you very much for continuing corporation.

NO……………………………..

Personal details:

1. Sex:
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Male
Female

	2.
	Age:
	

	18-23
	 SHAPE  \* MERGEFORMAT 



	24-29

	30-35
	 SHAPE  \* MERGEFORMAT 



	36-41

	42-47
	 SHAPE  \* MERGEFORMAT 
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. Process-10%
Learning and

Growth-10%

Financial
Perspective-
50%




48-53

	54-59
	 SHAPE  \* MERGEFORMAT 



	60-

	3.
	Education Level
	


Primary school level
         Secondary school level

Diploma level
         Bachelor degree level

Master degree level
          PhD level Others………………………………………………………………

3
Duration of employment/Customers (years) tick where appropriate.

	Below one year
	1-5

	6-10
	11-15

	16-20
	21-25

	26-30
	31-

	4
What is your working position in the
	Organisation? Tick where appropriate.


Management level
Middle level Auxiliary level

General awareness of Balanced Scorecard (All respondent)

What does balanced scorecard imply according to your understanding?

……………………………………………………………

……………………………………………………………….

…………………………………………………………………

Is there a reason to have Balanced Scorecard in the Organisation? a. Yes, ………………………………………………………….

b. No……………………………………………………………

…………………………………………………………………

How can the organisation improve its performance?

……………………………………………………………………

……………………………………………………………………

……………………………………………………………………

In general, how would you assess the performance of SUMA JKT? tick where appropriate.

Excellent
b.
Very Good
c.
Good

d. Bad
e.
Very Bad

In your opinion, Is the performance Measurement system in SUMA JKT working effectively? Tick where appropriate.

Extreme effectively..above 80%
b.
Very effective…(70%- 80%)

c.Some how effective..(45%-69%)
d.
Not effective..below 45%

Do you think Balanced Scorecard is relevant to SUMA JKT considering the nature of the activities? Tick where appropriate.

Absolutely relevant

Somehow relevant

Not relevant

Do you think the proposed Balanced scorecard fits SUMA JKT environment?

Yes to all

Yes to some extent

No to all

I don’t know

What are your comments on the objective and measures shown in the proposed BSC framework?

………………………………………………………………………………………

………................................................................................................................

As SUMA JKT employee/management personnel would you support the future use of BSC framework as a proposed tool for improving SUMA JKT performance?

I strongly support

I don’t support

I don’t know

Will you please give reason(s) for your answer in 8 above?

…………………………………………………………………………………………

………………………………………………………………………………...

As the SUMA JKT employee do you expect to benefit from the implementation/use of the BSC?

Yes

No

Will you please give reason(s) for your answer in 16 above?

…………………………………………………………………………………………………………………………………………………………………………...

Management always are reluctant to changes to what extent do you agree/disagree?

Strongly agree

Somehow agree

Neither agree nor disagree

Somehow disagree

Strongly disagree

Do you have any other performance measurement technique(s)/

Yes

No

If your answer is Yes, will mention them

…………………………………………………………………………………………

………………………………………………………………………………….

QUESTION ON THE OBJECTIVES & PERFORMANCE MEASURES

OPTIONS:
i.
strongly agree

Somehow agree

Neither agrees nor disagrees

Disagree

Strongly disagree

Please insert the number of the option that mostly applies to you (1-5) to each of the following questions.

Financial Perspective

1.
SUMA JKT Investment has good return---------------------

2.
There is increase in Cash flow------------------------------------

SUMA JKT has effective measures for cost reduction (without affecting operation) 
SUMA JKT has effective measures to reduce risk occurrence-------------------------------------------------------------------------------------------------------------------------

SUMA JKT has small percent of risk occurrence--------------------------------------

6.
Risk percentage is decreasing year after----------------------------------------------------------------------------------------------------

In most of the cases SUMA JKT budgets are accurate and contain forecasting errors 

In most of the cases SUMA JKT budgets are inaccurate and contain forecasting errors 



Customer Perspective

Delay in responding to customer order s is one of the main factors contributing to complaints and customer dissatisfaction.---------------------------------

Delay in completing the orders within stipulated time is one of the factor contributing to complaints and customer dissatisfaction----------------------------------

SUMA JKT receive customers complaints frequently-----------------------------

SUMA JKT delays in responding customers complaints----------------------------

Majority of customers are not satisfied with SUMA JKT services-----------------

Compare with other institution that offer the same service especially Construction SUMA JKT covers small portion--------------------------------------------------

15
Compare with other institution that offer the same service especially construction how SUMA JKT offer creative product-----------------------------------------------------------------------------------------

16.
The customer retention rate is unsatisfactory---------------------------------------

17.
Customer retention policy is unsatisfactory-----------------------------------------

Internal Process Perspective

In most cases claim processing time is more than one month------------------------

Among other construction institution SUMA JKT has bad quality of service to its customers. 


In the construction industry SUMA JKT is ranked last in providing quality of service 

SUMA JKT reworks/ re-processes 40% of the complains received annually------

SUMA JKT has no effective reporting and information system----------------------

There is a problem in sharing/circulating information between SUMA JKT departments and Zone Offices. 


More than 45% of reports contain errors due to unavailability/ unreliable and/or ineffective information and reporting system------------------------------------------------

More than 45% of reports are completed late due to ineffective reporting and information system 


Normally it takes more than five days for a department to release feedback to another department or to its employees 


Learning and Growth Perspective

Training and learning opportunities are administered fairly--------------------------

On average employee spends 24 hours (3days@ 8hours p.d) annually I training and learning 


Most employees are committed to achieve organisational goals---------------------

Qualified employees are given fair consideration for advancement (empowerment and promotions) 


More than 80% of employees suggestions and recommendations are considered and put in action 


More than 50% of employees complain of salary and other benefits, this has negative effects on employees motivation, productivity and satisfaction--------------------

Management usually takes more than 7days to respond to employee needs, concerns and complaints 


On average more than 5% of skilled employees voluntarily leave SUMA JKT annually 


Management encourages employees to be innovative & creative--------------------

work experience














Frequency Percentages





20


18
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4


2
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