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Abstract
The study aimed to measure the scope of using the Balanced Scorecard ( BSC ) in
performance valuation for the Arab Palestinian Investment Company (APIC) and to see if
the elements of the application of the Balanced Scorecard are available for the application
of its four perspectives .

The study relied on descriptive -analytical method through returning to many
documents, such as books, previous studies and periodicals. The questionnaire list was
used as the study tool to collect the Preliminary data, and then discharging and analyzing
it using SPSS statistical software.
The study population ,which is represented by the senior management of the company,
has a size of 45 employees of the company ; the questionnaire lists were distributed to all
members of the study, while 36 of them ( 80%) were retrieved and were suitable for
testing purposes .
The study concluded many outcomes including , the company has the elements of the
application of the Balanced Scorecard, where it

has an ongoing assessment of its

operations and it has a clear vision and mission . In addition to that , the company also
has a presence of integration between the administrative levels of the company in the
implementation of the strategy. The study came to an conclusion with respect to each
perspective of the Balanced Scorecard, that it has specific goals and measures for all
perspectives . In the financial perspective , “increasing sales of the company “ was the
most important goal , where it came in the first place , constituting relative weight of
95.14% , followed by “reducing production costs “ which constitutes relative weight of
41.67% , then ” increasing production “ came in the third place which constitutes relative
weight of 30.56%, while “maximizing the share” came as the last goal which constitutes
relative weight of 24.31%. The study eventually figured out that there are obstacles
hinder using the Balanced Scorecard . These obstacles are divided into two categories ;
the first one is related to the company itself , such as: (lack of adoption of the company's
management to the idea of applying the Balanced Scorecard, the difficulty in selecting the
measures ), while the second one is beyond the company control , such as: (weakness of
the Palestinian economic situation as a result of its association with the Israeli economy,
lack of stabile security in Palestine).

V

Based on the findings of the study, there are several recommendations, including the
need to hold training courses and workshops that are required in the areas of evaluating
performance and financial and strategic planning by professional organizations ; such as
Society of Accountants and the Palestinian auditors

, the Palestinian Guild Leaders

Association and the private Palestinian companies and the need to treat the obstacles were
faced by the application of the Balanced Scorecard because of its close association with
ensuring the success of the application.
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Chapter One
Introduction
1.1 Preface
Since the change is considered as one of the marketable characteristics of this age,
organizations work hard to improve its performance and to continue innovation and
improvement in order to meet this change and the resulting challenges. The change is a
phenomenon that requires business organizations to make a change in its policy to ensure
the transition from the present situation to another one, that it seeks to do in the future and
ensure its continuity in a complex and dynamic environment and satisfaction of what exists
is considered as a competitive loss. (AbuSharekh, 2012).
As the environmental changes surrounding Accounting system generally and
Managerial Accounting especially from the increasingly global competition of highly
technological developments that was supplanted by the information revolution, there's an
urgent need to make improvements and reforms at all levels and in various productive,
service and commercial scales , so that the business organizations can continue to innovate
and learn, and then they're required to constantly review its work in comprehensively ,
measurably and standard manner .
The performance measurement is considered as one of the recent development in the
field of management, which is one of the key elements for the success of any organization
in the face of the rapid development in the work environment. (Dudin, 2009) Performance
measurement in the organizations relies on financial indicators and related statements of
income and this are not enough to achieve success in the future due to many reasons,
including:


These indicators ignore external factors: competitors, customer satisfaction, and the
surrounding environment of the organization.



They take into account the historical financial values found in the financial
statements that have occurred in the past and different from the present and the
future.



Financial analysis dealing with short-term objectives without taking the importance
of integration and attention to long-term objectives.



They ignore the development of human resources and don't pay attention to quality
and innovation and development.
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When many managers in various organization realized that traditional management
and financial accounting failed in supplementing them with necessary information to
enable them to manage the whole organization and their organizational units competently
(Abdel-Fattah, 2005).
And then when many organizations realized the need to construct clear basis for
measuring performance and providing them with information through the financial and
non-financial results to benefit from them in the development of performance objectives
and the allocation priorities of available resources or helping managers to confirm or
change financial policy / program to meet the objectives, these are considered modern
methods and techniques in Managerial accounting , which focus on the best use of
resources, which enable them to achieve their operational and strategic objectives and
provide value services from the customer's point of view (Kaabi and omran, 2011).
A new development has emerged in the way of control and performance evaluation
and through the provision of what was termed (Balance ScoreCadres) by Kaplan & Norton
in 1992 as a proposal in an article ,The Balanced Scorecard, consist of a focused set of
financial and non-financial metrics that are important .
In 1996 the scorecard with the four perspectives was introduced in business
organizations.


The Financial respective.



Customer Perspective.



Internal business processes perspective.



Learning and growth perspective.

By that the balanced scorecard is considered as a thinking approach and executive
work tool that enables the organization to evaluate its operating, financial and strategic
performance according to an integrated framework of financial and non financial matrices
in a balanced manner that provides comprehensive information on performance (Dergham
Abu fada,2009).
The study has chosen one of the profit organization , it is a holding company ,
some of its subsidiaries listed on the Palestine Exchange, where the Palestine Exchange is
characterized by being transparent and working within the laws and regulations and
modern systems that provide the foundations of protection and secure trade , the number
of companies listed on the Palestine Exchange is

49 ,where these companies are

considered as ones of the large and outstanding companies and have an effective role in
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improving the Palestinian

economic situation , and among these companies some

subsidiaries of APIC, that is one of the leading companies in the sectors of industry,
distribution and services and provide quality services were not available before.
This chapter deals with the problem of the study, variables, assumptions,
objectives, the importance of the study ,literature review, comments on them and finally
what distinguishes the current study from the others.

1.2 Study Problem
Palestinian

business

organizations

are

facing

environmental

conditions

characterized by extreme and continuing acceleration, which requires making changes that
are considered as responses toward this environmental change to ensure its survival and
continuity .
There are many aspects that companies should be interested in measuring them
beside the financial aspects , as APIC is a holding company that offers many of the
services besides the field of manufacturing and distribution, so the quality of these services
can be measured only by customer satisfaction " they are satisfied or not " and here is the
problem of the research lies in that the business organizations only adopt financial aspects
in their performance evaluation without taking into account the non-financial aspects that
are important to comprehensively evaluate the performance of the organization. Due to that
and the importance of the Balanced Scorecard (BSC) in measuring the performance of
modern organization, this study came to examine to what extent of the use of Balanced
Scorecard in performance evaluation for APIC holding company.
The main problem of the study is summarized by answering the following questions:


Are the basics of the application of BSC available in APIC Company?



Are there measures and objectives for each perspective of BSC available in APIC
Company ?



Do the obstacles have a significant impact on limiting the use of the Balanced
Scorecard in performance evaluation in APIC Company ?

1.3 Study Variables


Independent variables:


Financial perspective.



Customer perspective.



Internal process perspective.
3




Learning and growth perspective.

Dependent variable


Performance evaluation.

1. 4 Hypothesis
1. The elements of using the Balanced Scorecard are not available in the APIC
holding company .
2. There are no statistically significant differences in the estimates of the sample
members for the elements of using the Balanced Scorecard because of
demographic variables differences (Career status, scientific specialization,
academic qualification, and years of experience).
3. APIC holding company has specific financial objectives and measures used to
evaluate the financial performance of the company.
4. APIC holding company has specific objectives and measures used to evaluate the
performance of the perspectives related to the customer of the company.
5. APIC holding company has specific objectives and measures used to evaluate
the performance of the perspectives of the internal processes of the company)
6. APIC holding company has specific objectives and measures used to evaluate the
performance perspectiveof learning and growth of the company)
7. Having obstacles to the use of the Balanced Scorecard for the APIC holding
company .
8. There are no statistically significant differences in the sample estimates of
obstacles for the use of the Balanced Scorecard are attributed to demographic
variables (Career status, scientific specialization, academic qualification, and
years of experience.

1.5 The Study Objectives
The study seeks to achieve the following objectives:
1. Recognizing the availability of components for using the Balanced Scorecard in the
evaluation of the performance of the subsidiaries of the Arabic company APIC.
2. Identifying obstacles that prevent the application of Balanced Scorecard in the
APIC Company.
3. Knowing the mechanism of applying the Balanced Scorecard in the companies
4

represented by the subsidiaries of Apic Company.
4. Providing a set of recommendations and suggestions for researchers and APIC
Company regarding the extent of the importance of using the Balanced Scorecard
to evaluate the performance of company's subsidiaries.

1. 6 The Importance of the Study
This research derives its importance from shedding light on the Balanced
Scorecard, which constitutes a qualitative leap in the accounting methods of modern
management, especially in the field of measuring the financial and the non-financial
performance , also its importance comes from looking for public holding companies that
have a leading role in the Palestinian economy.
Besides, this research has a great importance from both practical and scientific
sides.


The Practical Importance of Research :
The need for Balanced Scorecard appears under dynamic environment where the

business organizations work , which provides data and more accurate information on the
performance of the organization and recognizes the weaknesses and then treats them ,
resulting in increasing efficiency, productivity and competitiveness of the organization . In
addition to what I mentioned before ,

business organizations in general suffer from

problems in the application of its strategies that developed by them, so the balanced
Scorecard comes to identify clearly the organization's vision, mission and objectives and
therefore reflect the most important aspects of APIC company.


The Importance of Research in Scientific Terms :
This research can contribute to the enrichment of private Palestinian and Arabic

libraries in modern studies in the field of managerial accounting regarding the Palestinian
business environment. The results and recommendations of the research are considered an
intellectual contribution added to the researchers in the field of change management and its
modern mechanisms in managing organizations.

5

The second section
1.7 literature review

1- (Obaid , 2014) " The extent of the application of the Balanced Scorecard as a tool for
evaluating the performance of the electricity distribution company in Gaza City"
The study amid to identify the possibility of applying the balance scorecard as a
tool for evaluating the performance of the Gaza electricity distribution corporation.
The study used a questionnaire to test its hypothesis; the questionnaire was
designed and distributed to the staff of the Gaza Electricity Distribution Corporation with
all its branches including members of board of directors, general managers, consultants,
branch managers, circle managers and heads of department. The study was based on the
analytical descriptive method and analysis of the study variables and test hypotheses.
There is a possibility of application of the Balance Scorecard with its four
dimensions with varying degrees but the learning and growth perspectivehad vary low
applying .
The study recommended that, the administration of the Corporation has to support
and adopt the application of the balance scorecard as a comprehensive and integrated
system of strategic administration through forming specialized teams capable to implement
the balance scorecard.

2- (Qenawa, 2014 )" The contribution of the Balanced Scorecard in the performance
evaluation in Economic institutions"
The study amid to know how the balanced scorecard contribute to in evaluating
the performance of the economic institutions in gas Lindh Foundation Ouargla, and this is
because the Balanced Scorecard considered a modern tool of management control.
The study relied on the interview technique as well as documents in the
institution; the study has been focused on the four balanced scorecard perspectives.
The study reached a result that the organization

depends on the financial

perspective and customer’s perspective in order to achieve financial performance.
The study recommended that the senior management must focus on the
integration and coordination of performance evaluation and this is through the integration
of financial and non financial measures, The organization must follow the most important
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developments in the leading institutions developments , it also must concentrate on team
corporation while identifying objectives and developing strategies.

3- ( El- Daour ,2013) " The Effect of Adopting the Balanced Scorecard (BSC) to
Limit Earning Management “Applied Study” .

The main purpose of this study is to explore the effect of the adoption of
balanced

scorecard

and

its

four

perspectives

and

earning

management used

Palestinian Economic Entities (PEE).
In order to achieve the objective of this study, eight of economic entities were selected.
A survey for Stratford probability sample from managers and head of department was
carried out to obtain information about independent variable (balanced scorecard).
The response number was 96 . Whereas the information about dependant variable
(earning management) obtained from entities financial reports published. Descriptive
and analytical statistical techniques were used to analyze data and discuss the results.
The findings of the study indicate that Palestinian Economic Entities adopt balanced
scorecard in different ratios. In addition the study showed that Palestinian economic
entities used earning management approach.
The study also revealed a significant opposite relationship between adoption of balanced
scorecard and its four perspectives and limited of earning management in Palestinian
Economic Entities.
The study provided a set of recommendations, foremost of which are to encourage
all Palestinian Economic Entities to adopt balanced scorecard for its role in performance
evaluation and minimize of earning management. In addition, to encourages all Palestinian
Economic Entities to limit their using of earning management.
Keywords: Managerial Accounting, Balanced Scorecard (Financial, Customer, Internal
operations, Learning & Growth), Earning Management.
4- (Al Najaar , 2013 ) " "The Impact of the adoption the Balanced Scorecard (BSC)
to strengthen the strategic competitive position . " (An Empirical Study on financial
institutions in the Gaza city ) .
This study aims to uncover the extent of the Balanced Scorecard application in the
financial institutions operating in Gaza Strip and to reveal the most important metrics
actually used by these institutions in order to evaluate the strategic competitive position. In
addition, the study will highlight the effect of the full implementation of the Balanced
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Scorecard in its four dimensions (financial, customer, operational processes, learning and
growth) strengthening the competitive position The study has been applied upon banks and
insurance companies operating in Gaza Strip.
The sample consists of executive managers, branch managers, and some personnel
charged with administrative activities as well as their technical duties. The study found a
set of results that the financial institutions operating in Gaza Strip apply the performance
standards measuring financial and non- financial, but that is not within the framework of
the full and comprehensive model of the Balanced Scorecard (BSC) . The study also came
up with a set of recommendations including: the need for the financial institutions
operating in Gaza Strip to adopt the Balanced Scorecard (BSC) in an integrated manner
,with its four main dimensions.

5- (AbuSharkh, 2012) "the possibility of evaluating the performance of the Islamic
University of Gaza by using Balanced Scorecard: A field study from the viewpoint of the
university employees."
This study aimed to identify the extent of the possibility of using Balanced
Scorecard as a tool for evaluating the performance of the Islamic University in Gaza from
the viewpoint of the university employees.
To achieve the objectives of the study and test hypotheses, it has relied on
primary and secondary data, a questionnaire is designed to survey the responses of the
sample members, and the number of the sample members is (52). it used descriptive
analytical approach to analyze the variables of the study and test its hypotheses. The study
used destructive analytical method.
One of the most important result is the Islamic University is working to keep up
with the scientific development through establishing academic programs and being
concerned with developing new ones by scientific requirements, this enables the university
to apply the balanced scorecard as a performance measurement system. As the university
has many services that grant to its students, the price of the courses hours is too expensive.
One of the main recommendations of the study to the Islamic University is to
work intensively in developing itself to reach to the level of the international universities,
therefore, the university should change its prices to be suitable to the students in
accordance with the services that it provides and should take the social situation of the
students into account.
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6-

(AbuJazar, 2012) "Using Balanced Scorecard (BSC) as a tool to evaluate the

performance of the Palestinian Islamic Bank"( A field Study).
This study aimed to identify the extent of using the Balanced Scorecard (BSC) as
a tool to evaluate the performance of Palestinian Islamic Bank, and determine whether the
commitment to implement the Balanced Scorecard related to a set of variables or not,
namely: (gender, age, Education degree , specialization, job title, work experience, training
courses).
The study used descriptive analytical approach and descriptive analysis of the
variables of the study and test hypotheses. To achieve the objectives and test hypotheses ,
the study relied on primary and secondary data, and designed a questionnaire which is
appropriate to the object and its objectives.
One of the main results , is a positive impact on all the perspectives of the
balanced scorecard but the social perspective that the researcher added has a negative
impact .
The study concluded several recommendations; the most important one is that the
Palestinian Islamic Bank should seek to adopt the Balanced Scorecard and work to create
suitable conditions for the application process.

7-

(Al Greeb ,2012) "The Extend of Using Balanced Scorecard Performance

Evaluation at Libyan Commercial Banks"
This study aimed to introduce the scientific and the theoretical principles of the
Balanced Scorecard as well as it aimed to know the extent to which it is possible to use the
Balanced Scorecard in evaluating the performance of the Libyan commercial Banks . In
addition to that , it aimed to recognize the obstacles facing its application at the Libyan
commercial banks.
The methodology :To achieve the study's objectives, the researcher has done a
questionnaire consists

of two parts .The first part representing the personal and the

functional information of the study sample individuals, while the second part consists of
questions to know the extent to which it is possible to apply the Balanced Scorecard at the
Libyan commercial banks which have 120 employees and directors .
The study provided a set of results , foremost of which is , The Libyan commercial
banks are ready to use the Balanced Scorecard and they are in need of necessary date to
apply it and the measures.
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The study reached many recommendations, the most important are , The necessity to fully
apply the Balanced Scorecard at the Libyan commercial banks in evaluating the
performance because it is considered as an important element for competition between the
local and global banks . And The Libyan commercial banks should overcome the
difficulties that facing the application of the Balanced Scorecard through allocating
sufficient funds to provide the material and the financial requirements in applying the
Balanced Scorecard and qualifying the working human staff though training them on how
to use the Balanced Scorecard in evaluating the performance .

8- (Alrafatee, 2011): "The ability of application of non health community in the Gaza
Strip in the measurement an evaluation of financial performance".
This study aimed to demonstrate the concept of the Balanced Scorecard and the
ability to apply it in NGOs of health in the Gaza Strip in measuring and evaluating the
financial performance. It also aimed to demonstrate the availability of the necessary
elements in these organizations to implement the Balanced Scorecard. In addition to that, it
sought to explain the relationship between the application of the Balanced Scorecard and
the efficiency of financial performance.
The study depended on descriptive and analytical approach by returning

to

multiple documents that their validity are approved to analyze them , leading to achieving
the objectives of the study, as he used a random method in choosing the study sample of
multiple chasses and he used the questionnaire as a tool in collecting the primary data
which consists of the study population of all employees in the health organization .
The study came to several results: the most important of which is the availability of
the necessary elements to apply BSC in the NGOs of health in the Gaza Strip to assess the
financial performance, which constitutes 76.18 % . In addition to that the administration of
NGOs of health pays great attention to evaluate its financial performance from non
financial levels as well as financial levels, which constitutes 72.13% the researcher
recommended a set of recommendations including: 1 - the need to use the elements of the
Balanced Scorecard in the NGOs of health in the Gaza Strip to increase their ability to
evaluate the financial performance. 2 - the need to provide integrated measures work to
link short-term objectives and long-term objectives together, leading to boost the elements
of applying BSC.
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9- (El -Sawalqa& Holloway &Alam, 2011): balanced scorecard implementation in
Jordan: an initial analysis "
This paper amid to analyze the state of implementation of the balanced scorecard
(BSC) among Jordanian industrial companies. From an economic perspective, Jordan is an
example of an advanced developing nation in the Middle East region.
A quantitative survey of 168 companies provided insight into the level of
implementation, diffusion and purposes for the use of the BSC approach among medium
and large industrial companies.
The results showed that 35.1% of the surveyed companies used the BSC approach.
The outcomes also indicated that approximately more than 30% of the responding
companies were either considering or currently implementing the BSC approach.
Recommendations of this study to the researchers; Future research may also develop a
model to assess the impact of using BSC on organizational performance. Also, further
studies need to identify the key performance indicators in various perspectives of the BSC
and not to take these perspectives in an aggregate form in order to overcome some of the
limitations of previous studies which take the performance measures in an aggregate form .

10- (Agostino and Arnaboldi, 2010) : How the BSC implementation process shapes its
outcome.
This paper aimed to understanding the reasons behind the adoption of the balanced
scorecard (BSC) and the approaches used during the entire change process that influenced
the outcome either in the terms of the BSC structure or and the use.
The research investigates the change process in BSC and its use, adopt a diverse
case study methodology which has been conducted in seven medium-to-large non-financial
Italian companies.
The results have been analyzed from an institutional perspective, considering the
management accounting change process and its outcome not only as a technical problem,
but also as a broader organizational issue.
Outcomes – The results show the interdependence between the change process,
which is influenced by organizational forces and its outcome. Different reasons for the
adoption of different approaches in the design and the implementation let different BSC
structures and styles of use emerge.
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Further research is necessary to support the external validity of the results. This
future research should involve analyzing a broader sample of companies that adopt the
BSC, but also focus on the adoption of other management innovations.
11- (Tohidi, et. al , 2010) “using balance scorecard in Educational Organizations”
The study concentrates on the importance of using the Balanced Scorecard
particularly in the government educational institutions in order to evaluate performance, by
comparing planned and targeted performance with actual performance to evaluate the
results and provide educational online services.
It concluded that the use of the balanced scorecard led to raise the profit from
providing educational services by increasing the number of beneficiaries and recipients of
the service, leading to the growth of the revenue of this service as a result of improved
performance resulting from the continuous development in presenting it based on
performance evaluation through customer perspective (students).
12- (Pujas, 2010) “Barriers to the Successful Implementation of the Balanced Scorecard
- the Case of Plava Laguna J.S.C."
Despite its worldwide popularity and its recognition as a powerful management
tool,the BSC is not always used successfully. Although many organizations have adopted
the BSC, a great number of them have encountered problems when trying to introduce the
concept in their business so The purpose of this thesis is to increase understanding of the
threats which may cause BSC initiatives to fail.
The methodology First, a literature review of the BSC and its perspectives was
completed. Second, the implementation barriers found in previous studies were identified.
Furthermore, case-study research was employed using the hotel company Plava Laguna
J.S.C. as a case-study organization. In 2002, an unsuccessful attempt to introduce the
Balanced Scorecard took place there. Employing qualitative research, the reasons for the
Balanced Scorecard initiative not to succeed in Plava Laguna are presented.
Finally, the thesis concludes by proposing recommendations for a future Balanced
Scorecard initiative in Plava Laguna in order to overcome the potential barriers to its
implementation and to ensure its beneficial use.
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13- (Dergham &Abu feda,2009) "The effect of applying the Balanced Scorecard model
in promoting the strategic and financial performance of the Palestinian National banks
operating in the Gaza Strip "field study".
The purpose of this study is to know the four determined effects of the application
of Balanced Scorecard model, including: financial, customer, internal processes, and
growth and learning. Also, the study promotes strategic and financial performance of the
Palestinian national banks operating in the Gaza Strip.
One of the most important outcomes of the study is that the Palestinian national
banks operating in the Gaza Strip have a good awareness. Such a success requires working
hard; to promote strategic and financial performance.
The BSC model can be used with either all of the perspectives as a whole or each
perspective alone to promote strategic and financial performance of banks.
The study concluded many recommendations, including the need for national
Palestinian banks to adopt the Balanced Scorecard; this can be achieved through
reshaping of the corporate culture and creating appropriate conditions necessary for its
application. Also, there's a need to use the model as a means of rationalization decisions
made by managers to guide their behaviors and evaluate their performance.

14- (Al Shaikh Ali, 2007 " Performance Evaluation of Palestinian Telecommunication
Corporations by using Balanced Scorecard approach.
The aim of this study, which was conducted on the Palestinian Telecommunications
companies in Gaza strip, was to evaluate the performance of Jawwal and Paltel under the
four Balanced Scorecard perspectives as assessed by their employees and shareholders.
This study relied mainly on both analytical descriptive and the field study methods,
where a special questionnaire was designed and distributed on a sample of 185 employees
and shareholders representing the research population of 668 employees and unknown
number of individual shareholders, therefore, a stratified random sample was adopted
composed of three stakeholders categories: Managers, Employees and Shareholders.
The results of the research show that there was a strong, direct and significant
relation between every perspective and the total degree of the Balanced Scorecard.
Most of the stakeholders equally evaluate the performance of the company in
Customers and financial perspectives which was consistent with the companies' visions,
missions and main objectives of Jawwal and Paltel.
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Finally, the study recommended is the necessity of enhancing and developing the
training programs and the internal business processes in addition to conducting more
effective communication cascading and deployment activities to assure both the external
and internal stakeholders' support.

15- (Wang, 2006) " corporate performance efficiency investigated by data envelopment
analysis and balance scorecard ".
This study aimed to clarify which one of the performance measurement tools is
informative and effective measure for the performance of the computer industry in Taiwan
(tool performance analysis; (BSC) or tool (DEA) for using it in “Acer” organization.
One of the most important results of the study is that both approaches help the
management of the organization to improve performance and increase revenues and reduce
costs.

16- (Al Natour, 2005): The Impact of Balanced Scorecard on Investment Decision in
Jordanian Industrial Companies, Jordan.
This study has been conducted on Jordanian industrial companies to check the
applicability of Balanced Scorecard and its effect on operational performance
improvement.
The analysis of survey results shows how much the Balanced Scorecard is useful as
a measurement tool with its integrated set of financial and non financial measurement –
that enable a strategy to be managed and validated.
It also provides evidence of the usefulness of the balanced scorecard (BSC) as a
tool for improving project management effectiveness through the development of financial
score.

17- (Zewelf &Noor,2005) : the importance and extent of using balanced scorecard in
performance valuation , applied study on a sample of Jordanian bank.
The study aimed to show the importance of the BSC and the mechanisms of its
application and also to show the role that the BSC played in translating the strategy and
making it a common language shared between the organizations and individuals and this is
through the formulation of the measures according to the four perspectives and showing
the scope of using BSC .
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The study has many results. Firstly, the BSC is considered the appropriate tool for
measuring the performance of the organizations Secondly, the measures in the four
prospective vary from one organization to another.
The study recommended the application of the Balanced Scorecard as an integrated
system .

18- (Evans,2005): "Assessing the balanced scorecard as a management tool for hotels.
UK".
This study seeks to assess the BSC approach to and its usefulness for the
international hotel industry. The study undertakes a wide-ranging literature review which
focuses on strategic implementation and the BSC approach, which is compared and
contrasted with evidence of practice derived from a survey of hotels in Northeast England.
Within this context, this study aims to place one of the frameworks within the
context of strategic management and to assess the way in which performance measurement
is being dealt within the hotel industry.
The research for this exploratory study focuses on the UK hospitality sector and in
particular the medium to large hotels in the Northeast of England.
The primary research is directed particularly towards the stated objective of
evaluating the means by which a sample of hotels is measuring their performance.

19- (Rohm, 2002):" Developing and Using Balanced Scorecard Performance Systems"
The study discussed the main vision about doing the right things, as he described
how to develop a Balanced Scorecard system , found out the issues that organizations face
in building and implementing the Balanced Scorecard system ,and shared lessons learned
from organizations that have implement the Balanced Scorecard.
The author decided that the Balanced Scorecard journey has two phases: Building
the BSC and implementing the BSC . He suggested six -step framework to be used in
building an organization's Balanced Scorecard and additional three steps to implement the
Balanced Scorecard system throughout all levels of an organization.
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19- (Kaplan and Norton, 1993): Putting the balanced Scorecard to work.
In this paper Kaplan and Norton have analyzed the total performance of three
company’s follow the Balanced Scorecard approach in specifying the financial and nonfinancial measures and appreciate their interrelated Relationship among them.
This study reached the result that the Balanced Scorecard is likely to become the
cornerstone of the management system more than a total performance measurement
system. It has been transformed from just a performance measurement system to a strategic
management system. Therefore, it concentrates on the individual and departmental longterm objectives besides the detailed information which could be introduced by this system
in measuring performance.

20-

(Kaplan and Norton, 1992): The balanced scorecard Measures That Drive

Performance.
In this article in 1992, the researchers David P. Norton & Robert S. Kaplan provide
an intellectual revolution on performance measures through the Balanced Scorecard as a
system for measuring and evaluating

performance .The scorecard consist of four

perspectives : financial perspective –customer perspective – internal processes perspective
- learning and growth perspective , and each of these perspectives consist of financial and
non financial measures they should be balanced in order to provide comprehensive and
useful information to the senior management in the organization in order to has a
competitiveness. They proclaimed that BSC enables the executives to see whether they
have improved in one area at the expense of another.
This article provides executives with a comprehensive framework that translates a
company's strategic objectives into a coherent set of performance measures, and may help
in introducing the theoretical part of the study and build the same or adapted a
comprehensive framework for PALTEL company as well .

1.8 Comments on the literature review
Most of the previous studies have tried to prove the effectiveness of the BSC
approach as a performance measurement tool and a strategic management system by
analyzing the total performance of companies that follow it. But also some studies
concluded that the BSC in its original design with four perspectives need to be improved
by adding another perspectives and this is depending on the situation of the company that
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using it . Now we will take the aspects of agreement and disagreement between the study
and other previous studies.
1.10.1 First: Aspects of the Agreement with literature review
The study is constant with Abu sharekh ,Abu Jazar ,Alsheik Ali , Obaid ,Algreeb
and Alrfatee in terms of methodology ; the study uses descriptive analysis ; it measures
the scope of using the BSC . In addition to that, this measure has been taken place in
Arabic organizations as the case of APIC company under this study, And agreed with
pujas that its talked about the difficulties .
And it is also agreed with Alsheik Ali and obaid that using a company that is
listed on the Palestine stock exchange and APIC has some subsidiaries that listed in
Palestine stock exchange .
The study agreed with Kaplan and Norton the authors of the BSC since we use
only the four basic perspectives they introduced and this disagreed with many of the
previous studies .
1.10.2 Second: The Differences with Previous Studies:
In each of the following studies : Dergham , Abu feda and Abu Jazar which
investigates the population study on the Palestinian banks, and in the study of Abu Sharkh
and Hamid which discusses the university sector. These organizations is non- profit
organizations and they disagree with APIC company in this point that APIC company is
seeking for profit and improving the Palestinian economic. Most of the previous studies
only take the scope of using and didn’t take the difficulties on their considerations .

1.10.3 Third: What Distinguishes the Study from Previous Studies
The scope of the study focused on the company (APIC), which is a holding
company for a group of companies listed on the Palestine Exchange (PEX), and divided in
to three section including industrial, service, and distribution . So the sample concentrates
on board of directors , senior management, accountants, executives, and in all the
subsidiaries of the company. So the study will examine the obstacles in applying the BSC
in Palestinian Companies and focuses on some of the common measures and objectives
covered in the previous studies and books , prioritizing those ( objectives and measures).
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Chapter (2)
Theoretical Framework
2.1 Introduction
While there are many complications as well as internal and external obstacles ;
such as , the Israeli occupation , the siege imposed on the Palestinian lands , and the
geographical division between Palestinian lands , surrounding the industrial and service
areas , the large and small Palestinian companies continue to work , but we find there are
some deficiencies in the past in using modern managerial accounting methods since they
depended on a traditional managerial accounting method and this is consistent with what
mentioned by (EL-Daour, 2010) that the business environment in the Palestinian lands use
traditional managerial accounting methods in a way larger than modern managerial
accounting method .
The modern managerial accounting in its techniques support management, the main
functions of management ( Planning – Controlling – Performance Evaluation – Decision
making in a long term rather than in a short term and achieving competitive advantage) , to
ensure successes and survival for the business and to achieve either internal benefits by
(Maximizing Capital, Expanding , Achieving Profits, Maximizing wealth of its
shareholder) or

external benefits by achieving welfare through providing new job

opportunities and suitable product to customers with high quality and low cost to achieve
one of the main modern managerial accounting objectives "customer satisfaction".
It should been mentioned that modern managerial accounting methods like (just in
time – target costing – balanced scorecard – ABC & TDABC ) interact with each other to
achieve long term objectives of the business .
The balanced scorecard is one of the lastest managerial accounting methods for
the evaluation of firm performance and the success of its strategy.

2.2 The Balanced Scorecard Definition
The long term success of any organization is determined by the capabilities and
competencies have been developed. One of the tools for evaluation that gains immense
popularity is the balanced scorecard developed by Kaplan and Norton, 1992 (Sinha, 2006).
Kaplan and Norton introduced the balanced scorecard when they recognized the
change in the companies around the world & their transformation for the completion based
on information, so their ability to exploit intangible assets become farther than their ability
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to invest in and mange physical assets. BSC enabled companies to adopt the financial
perspective while simultaneously monitoring progress in building capabilities & acquiring
intangible assets they would use for future growth (Kaplan &Norton, 2007) also in 2014
The Office of Management and Budget (OMB)and the Government Accountability Office
(GAO) defined the BSC as a measurement-based strategic management system which
provides a method of suitable business activities to the strategy, and monitoring
performance of strategic objectives over time. .
Balanced scorecard means different things to different people, (Kaplan, et. al.,
2012), They defined the BSC as a measurement system that measures the organizational
performance across four different but linked perspectives that are derived from the
organizations Mission, vision and strategy. (lipe and salterioy, 2002) defined the BSC as a
new tool that complement traditional measures of business unit performance .The
scorecard contains diverse set of performance measures, including financial performance
customer relation, internal business processes, learning &growth .
( Nzuve & Nyaega ,2013) summarized that the (BSC) is a strategic planning and
management system used to align business activities to the vision and strategy of the
organization, improve internal and external communication and monitor organizational
performance against strategic objectives. It is a performance measurement tool that
considers not only financial measures but also customer satisfaction, business process and
learning measures.
Also BSC is defined as a revolutionary tool that motivates the staff to make the
organizations vision happen, thus it is a dose of performance measurement (Kaplan and
Norton, 2007) , so (Abdeen ,2013) agreed with Kaplan that BSC is the system aiming to
evaluate the activity of the institution based on its vision and strategy and enhance the
balance between the four basic dimensions .
All the above definitions of the BSC show us that the BSC has many uses and
objectives, so the study defines the balanced scorecard as set of measures give top
managers fast but comprehensive view of business, measurement system , strategic
management system and strategic communication tool between management levels and all
units of the organization . It has three perspectives that complement the traditional
financial perspective (customer perspective, learning and innovation perspective and
internal process perspective).
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2.3 Importance of the Balanced Scorecard
There is an accounting famous phrase says: the thing can’t be measured, can’t be
managed . Based on that, the success of any company depends on its ability to predict its
future reality in

light of the surrounding circumstances.

The study (Frost, 2000)

concluded the importance of the Balanced Scorecard in four points as follows :
1.

(Reporting): Balanced Scorecard provides an integrated mechanism to provide a
summary report on the quantitative and qualitative performance of the company to
the senior management.

2.

( Making decisions): where the results of the previous measurements and planned
targets contribute to the formulation of the right decisions.

3.

(Applying strategies): performance measures contribute to assist management to
implement short-term objectives and long-term strategies formulated in advance.

4.

Improving performance: The Balanced Scorecard plays a great role in the
development of the internal performance of the company, and its relations with the
customers and the suppliers.

And also(El-Daour & Abu-hamam,.2013) Found importance of BSC as follow:
1.

Depending on the traditional systems in the evaluation which were confined to
quantitative measures, ignoring the quality measures.

2.

The lack of a comprehensive system that balances short-term objectives of the
organization with long-term objectives.

3.

The expansion of the companies in terms of multiple branches in different countries
called for the need to have a system that helps in connecting the company’s vision
with its strategies , leading to reach it to all levels in the company.
(Dyllick, et. al., 2001), The study considers the important in main points as follow :

1- It serves as the foundation stone for the current and future success of the
organization , unlike the traditional financial metrics which focus on what
happened in the past without any reference to how to use them to improve
performance in the future.
2- It addresses linking long-term strategy of the organization with

short- term

activities .
3- It enables to diagnose and identify new areas in a scientific way which should be
characterized by the organization to achieve the objectives of the consumer and the
organization.
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4- It helps in focusing on what you need to do to increase performance and it works as
an umbrella to a separate variety for the organization's programs such as quality
and re-designing and customer service.
5- It describes the vision and the improve of performance , establish a sequence of
objectives , provide feedback to the strategy and links rewards with performance
standards.
6- It keeps the financial criteria

as

important summary of the performance of

employees and management, and at the same time it sheds light on a set of more
general - attractive and interactive metrics between the consumer and internal
processes, staff and system performance to achieve long-term financial success.

2.4 The Balanced Scorecard –Objectives
To achieve sustainable business success, they claim, managers must increasingly
use leading indicators related to aspects more difficult to translate in ‘hard’ financial.
However, they also aim at linking ‘soft’ perspectives of customers, processes, and
development to financial objectives of the firm through a systematic architecture of causal
relationships. (Dyllick, et. al., 2001). (EL-Daour, 2013) Highlights the main objectives of
BSC as follow :
1.

translating the vision and the strategy of the company.

2.

Connecting strategies to all levels of the company.

3.

managing the human resources by evaluating the performance of employees in the
company.

4.

managing the relationship between the existing and new customers, and assessing
the customers who add a value to the company.

5.

evaluating the general performance of the company according to the financial and
non financial side .
Another study , (Idris and the Marina, 2006) state that, the central goal of the

Balanced Scorecard is formulating the strategies and evaluating the performance of what
was planned and what is the real and it Focused on some of objectives as follows:
1.

Reducing works risks and mistakes , this is because of the good planning and
application through the Balanced Scorecard.
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2.

Integration between the company departments and its units in the implementation
of the company's works, where the card is based on the concept of cause and effect
between the main four perspectives.

3.

It is a modern way in formulating and translating the strategies and connect them
to all levels of management.

2.5 The advantages of the Balanced Scorecard
The main reason for using the Balanced Scorecard that it

can measure the

performance from other perspectives alongside with financial measures.
Unlike the other measures systems , the advantages of the Balanced Scorecard can
be fulfilled through the things that its elements can offer to its users .
1.

The BSC achieves many balances , a balance between long and short -term
objectives ,a balance between financial measures , and a balance between external
and internal measures (Johnson and Beiman, 2007).

2.

It provides a comprehensive framework for translating strategic objectives into an
integrated set of measures ,which reflect s the form of strategic performance
measures(Blasch,2012).

3.

It enables the organization to manage the requirements of the related parties; i.e

4.

( shareholders , customers ,operators ) (Garrison et. al,2008).

5.

Its four perspectives of the Scorecard ensure that the senior management is using a
balanced view of the performance of the organization.( Calhoun,2004).

6.

It enables Management to identify and develop clear strategic objectives, by using a
balanced scorecard ,then the company can make sure whether any implemented
strategic action matches the desired outcomes or not . ( Blasch,2012).

2.5 Balanced Scorecard - Evolution
The Balanced Scorecard took the shape of a management framework since it's the
key tool. Few people know the details of the development of the BSC, all what we know
that it is a result of a project involving 12 U.S. top companies. The project was run by
Nolan Norton Institute in cooperation with Dr. Robert Kaplan during 1990-1991 and it is
considered the main purpose for the research to test the best performance measurement
solutions used in practising that point in United States. (Jalbert .M , 2012)
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The developing nature of the Scorecard is one of the unique characteristics of the
Scorecard concept as it witnessed a continuous transformation process ever “its flexibility
and adaptability “since its launch.
The study focuses on the development of the balanced scorecard approach, starting
with discussing the journey of the BSC from being a performance measurement system to
strategic management.
The earliest BSC developed by Kaplan and Norton which translate the vision and
strategy into four quadrants. These quadrants reflected the four perspectives (financial,
customer ,internal processes, learning and growth ). since that, many authors suggested
alternative headings for these perspectives : some suggested using further perspectives,
while others suggested using fewer perspectives .
At the end of 1980, numerous articles were published in European and American
managerial journals criticizing the efficiency of corporate performance evaluations
methods. In 1978, the researches of American accountant management society showed that
60% of total 260 financial managers and 64 executive managers of USA firms were
dissatisfied by their performance measurement systems (Poureisa, et . al , 2013 ).
Kaplan and Norton in a research with 12 companies identified BSC approach and
opened new doors to evaluate organizational performance by this managerial innovation
(Kaplan, 2009).
They stated in their articles that firms in order to evaluate their performance should
not only depend on financial aspects but also they should consider their performance from
customer, processes, and learning and growth view.
The first generation of BSC was a set of metrics which could prepare an integrated
view of business for the management. Balanced Scorecard was containing financial
metrics- results of past activities- and operational metrics such as customer, internal
processes, and learning and growth metrics (operational metrics which motive financial
performance in future) in Kaplan and Norton, 1992 (Poureisa , et , al , 2013 ).
The easiest way to look at the evaluation of the Balanced Scorecard is by following
the path of publications by Kaplan and Norton.

1992 - Performance measurement tool
In the beginning of 1992, it was for the first time unveiled to the larger public by its
authors Dr. Robert Kaplan and Dr. David Norton in an article published in the Harvard
Business Review journal. The BSC was presented at that time as a performance
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measurement tool, used to capture besides the financial measures, the value-creating
activities from an organization’s intangible assets (Kaplan and Norton, 1992).

1996 - Performance management system
By 1996, the BSC was labeled as a strategic performance management system,
which formed the basis of a rallying framework for strategic processes, resource allocation,
budgeting and planning, goal setting and employee learning (Kaplan and Norton, 1996a).
In the Same year they published the first book on the topic, which included instructions on
how the concept should be implemented (Kaplan and Norton, 1996b).

2000 - Strategic management and control system
The shift towards a more strategic use of the BSC was confirmed in a new article
published in 2000 (Kaplan and Norton, 2000). The following year, their second book
(Kaplan and Norton, 2001) shined more light on the move to use the Balanced Scorecard
as an all encompassing strategic management and control system.

2004/2005– Strategy Maps and Office of Strategic Management
The transition from the management accounting school to the strategy management
school is confirmed by the focus on two components of the BSC framework that support
its strategic role: the Strategy Map and the Office of Strategic Management (Kaplan and
Norton, 2004, 2005).
2008 – Integration between strategy and operations
A new phase in the evaluation of the Balanced Scorecard concept is the emphasis
on its integration role, aligning strategy with operations (Kaplan and Norton, 2008). The
Balanced Scorecard is presented as a key organizational enabler of strategy execution,
which in itself is presented as an organizational capability.
2010 – Closer link with risk management and leadership as organizational
capabilities
As the Balanced Scorecard Forum 2011 illustrated, the emphasis is now on an even
closer integration with other organizational systems and capabilities, such as Enterprise
Risk Management , (Kaplan , 2009), Because the failures in risk management. In this
ambit, Robert Kaplan explores how risk management can be better integrated into strategy
execution by BSC . the An analysis of risk management, and of resulting market failures
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leads to conclude that risk management should be viewed as a third leg of shareholder
value creation, along with revenue growth and productivity. Here, Kaplan introduces two
important concepts: a three-level hierarchy of risk; and the risk indicator scorecard, a
parallel to the strategy scorecard that he and David Norton conceived nearly two decades
ago.
The evolution of the BSC from the changes that made by the original authors who
made this scorecard, but there are highly regarded researchers, consultants and
practitioners brought their contribution through expertise and knowledge for its continuous
development and better use in the evolving organizations and society.

2.6 Building , Implementation and evaluation:
The study saw that using BSC system means making change ,therefore who
interested in using BSC should view it as long –term process and be prepared to commit to
change over longer period time (3-5)years ,change process should be

three stages:

unfreezing ,moving ,freezing . These stages are proposed in a paper for the first by (Lewin,
1952), then so many papers attempt to describe the change process and they describe it as
sequence of steps.
Despite different number of phases and the different labels provided, they refer to
three stages phases: adoption, design "building ", and implementation. Adopting and
implementing BSC is a commitment to managing in a different way the first one commits
organization to certain accountabilities and performance standard.
The three stages of change are illustrated here separately in details in two Phases.
(Agostino & Arnaboldi, 2011).
The First Phase ( Adoption stage ) : Many studies talked about it as an essential
step and it concerns the choice of introducing the BSC, this phase begins from the cause
that increase the awareness toward the technique "BSC" to the decision to adopt it as
system for performance evaluation.
The study discovered that many companies may apply BSC without Knowledge,
so it seems necessary to agree on some sort of measures of the adoption of BSC. The
following criteria are suggested to determine the level of adoption of BSC (El-Shishini,
2001).


To what extent does BSC integrate financial and non-financial performance
measures?
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Whether the performance measures represent the four (or more) Perspectives or
not? And what is the relative importance attached to each perspective?



What is the purpose of adopting BSC? In other words, whether BSC is used as a
strategic management system or not? Or it is used as performance management
system? Or both?



The Second Phase ( Building and Implementation stages ) :the design phase
"building the scorecard” which is a translation to the idea of adopting BSC in a real
project. Building the BSC consisting of six steps and the implementation consisting
also two steps , so any system should make feedback (Evaluation) (Rohm, 2002):

Figure 2-1: BSC building and implementation steps (Rohm, 2002).

2.6.2 Building
2.6.1.1The First Step: Assessment
The assessment step considered a basic step , it is an assessment of organizational
foundations and its core beliefs , market opportunities ,competition, financial position,
short-long term objectives ,customer satisfaction , which determine the value and the need
for implementing balanced scorecard and examine the current performance measures that
may help in identifying problem areas (Rohm ,2002).
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The study showed that many organizations usually made it without tending to build
BSC and considered it as self assessment for the organization and mangers and directors,
so there is no need to repeat this step if this occurs and or if it has been made within the
past six months.
It’s important in this step to make sure if the assumptions that emphasize on the
existence of the organization basis & its business strategies are still valid and sound (
Agostino& Arnaboldi , 2011).
It may be done by "SWOT "analysis (strength, weakness, opportunities and threat)
and by "Capacity building “which concentrates on understanding the obstacles that prevent
the people ,governments ,international organizations ,non governmental organizations to
achieve its developmental objectives (Rohm ,2002). .
Finally, the most significant factor from the study view is whether there is a strong
commitment from leadership, including the administrator/CEO, administrative team,
department managers, and the board of directors.

2.6.1.2 The Second Step: strategy
It’s the development of overall business strategy (Rohm, 2002). It has been
developed from the strategic topics for the first time: we begun with developing these
strategic topics after an agreement held among the organization levels about the vision
statement of the organization. Strategic themes are essential strategic elements that form
the foundation for a balanced scorecard, however, once the scorecard is built, the
fundamental role they play is not always clear to the naked eye. We sometimes use the
analogy of strategic themes as “load bearing walls”. Strategic themes are the main, highlevel business strategies that form the basis for the organization’s business model. They are
an important part of the strategic planning work of building the balanced scorecard themes
affect all of the four BSC perspectives , A strategic theme is an area in which your
organization must excel in order to achieve your vision (Perry ,2011).
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Figure 2-2: strategic elements idea (Perry ,2011).

This figure illustrates the idea of strategic elements that form the structure of the
balanced scorecard. The figure illustrates it as a house, so the roof represents the mission
(what is our purpose) and vision (what are we trying to achieve). The balanced scorecard
perspectives represent the floors of the house.
The foundation of the house represents the human dimensions of the system –
without fully engaged leadership and proactive communications and change management,
the house is built on shaky ground.
The strategic themes are the load bearing walls which support the mission and
Vision of the organization and provide stability by linking all the way from the
foundation, through each perspective level, to the roof.
The vision statement decomposed systematically into three or four strategic themes
, and then these themes applied to every part of the organization and define the major
strategic thrusts of the organization that will pursue to achieve the vision.
The strategic themes are often the same from one organization to another; Business
Growth, Operational Excellence, Customer Service Excellence, Innovation, and
Sustainability (Rohm, 2002) & (Niven, 2006).
The reason why we deliberately build theme maps is to ensure that you have fully
considered the needed strategyto achieve each strategic result. If you skip this step, you

28

risk missing major objectives that will be critical to achieve a strategic result. And if you
do not achieve your strategic results, you will not achieve your vision.
Once all the theme maps are developed, they are combined to create a powerful,
mutually reinforcing business strategy.
The remaining steps in the scorecard-building phase provide the basis for testing
whether our strategies are working, how efficiently they are being executed, and how
effective they are in moving the organization forward toward its objectives.

2.6.1.3The Third Step: Objective
In the previous paragraphs we mentioned that the strategic themes considered the
foundation that forms the BSC and without them the BSC will be built under a shaky
ground.
Kaplan and Norton thought that building BSC should begin with selecting metrics
so that they can begin working with the companies after the initial Harved Business
Review (HBR)article appeared, they answered the question about how to choose the
metrics that would work with a Balanced Scorecard which adopted general metrics that
many companies have already used them , such as customer satisfaction, customer
retention, defect rates, yields, lead and process times, and employee satisfaction. Butte
client companies were dissatisfied with these metrics. After discussing this issue with
executives, we quickly recognized that creating a Balanced Scorecard should not start with
selecting metrics (Kaplan, 2010).
So the processes of the blending will start with the executive management team
working together to translate its business unit’s strategy into specific strategic objectives
(Kaplan & Norton, 1996).
Objectives are the basic building blocks of strategy that considered as the
components or activities that make up complete business strategies. Objectives in each
perspective, are typically written as action phrases, and also may include the means and the
desired results (Rohm, 2002).
There are many examples of objectives introduced in many studies, but the study
took these Examples of objectives, for the customer perspective (increase involvement,
increase safety, increase satisfaction, reduce wait time), for the financial perspective
(reduce cost, grow tax base), for internal business processes (improve cycle time, reduce
procurement steps), and for learning and growth perspective (improve skills, increase
network capacity).
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2.6.1.4 the Fourth Step: strategic map
This is a new tool created by Kaplan and Norton. They suggest that once an
organization’s core strategies are established, that a “strategy map” is created.
A strategy map brings together all of a company’s strategic objectives to illustrate
causal linkages. It allows managers to see how to attain objectives and also allows
managers to align investments in people, technology, and organization share capital for the
greatest impact. In addition to that, it represents how organization creates value for its
shareholder, customer, and companies. For example, the employee level (human capital)
helps the company in achieving business-process, customer, and, ultimately financial
objectives (Kaplan &Norton, 2010).

Figure 2-3 : Strategy map (Kaplan and Norton,2010)

The figure shows the three components in the learning and growth perspective
(human, information, organizational capital).
It is important to know that the typical strategy maps and BSC focus on strategic
competencies, strategic information, culture, leadership, alignment and teamwork as shown
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(Kaplan and Norton , 2010) and ( Niven ,2006) wrote about strategy map, Strategy
map is based on several principals :


Strategy balances contradictory forces (e.g. short term financial objectives cost
reduction conflict with increased productivity).



Strategy is based on differentiated customer value preposition because satisfying
customers is the source of sustainable creation.



Value is created through internal business processes (e.g. operation management,
customer management, innovation, regulatory and social).



Strategy consists of simultaneous complementary themes (e.g. cluster of internal
processes that deliver benefits at different points in one time).



Strategic alignment determines the value of intangible assets. (e.g. components in
the learning and growth perspective are human, information and organization
capital ).

2.6.1.5The Fifth Step : performance measures
(Kaplan ,2004) said that when you can measure what you are speaking about, and
express t in numbers, you know something about it; but when you cannot measure it, when
you cannot express it in numbers, your knowledge is of a meager and unsatisfactory kind ,
so the performance measurement step is an important step because however the companies
write well their strategic objectives, the employees will still interpret and translate the
words differently when they try to apply the objectives to their day-to-day jobs, unless the
objectives can be translated into measures . These Performance Measures are developed to
track both strategic and operational progress and represent a quantitative indicator of how
performance on a strategic objective will be assessed.
Once the company selects and defines its objectives for the four BSC perspectives,
it can select measures for each objective to develop meaningful measurement, In order to
achieve these measures and its role effectively; it needs to be derived from the strategic
objective. (Abu shark, 2012).
We use the objectives to develop meaningful performance measures, it's not
important to know how many measurements we have, but we must look for few
measurements that are critical for the overall success .The problem that the organizations
employees that are responsible for choosing measures use wrong ones and they rashly
judge measures without thinking deeply about choosing them, so the supervisor pressure
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should hurry up to develop the final set of performance measures. Most companies who
apply the BSC use about 25 measures, were four to five measures use to each perspective
(AlShaikh Ali, 2007).
Quantities Performance measures tell us something important about our products,
services, and the processes that produce them. They are a tool to help us to understand,
manage, and improve what our organizations do.
Performance measures let us know:


How well we are doing.



If we are meeting our objectives.-



If our customers are satisfied.



If our processes are in statistical control.



Where the necessary improvements (TRADE, 1995).
It is important for organizations not to take measurement that already exist and

categorize in the perspectives and then they announce that they built the BSC because
these measures are of little value to the organization.

2.6.1.6 The Sixth Step : initiatives
In this step, new initiatives (the steps that needed to be taken to achieve the
strategic objectives) are identified to be funded and implemented to ensure that our
strategies are successful (Abukamar, 2009).
Initiatives are adopted in the last step in building the BSC so they will be more
strategic than if they are developed in the abstract, it’s important also in this step to avoid
rushes to judgment, because initiatives are means to an end not the end (Rohm, 2002).

2.6.2 Implementation :
According to Kaplan and Norton (1996) scorecards should be primarily applied at
business unit level, since it is usually at the level of the business unit where competitive
strategies become crucial.
Some studies have highlighted a wide range of problems that can arise at this stage
(Scapens and Robert, 1993; Cobb et al., 1995; Manoochehri, 1999; Kasurinen, 2002):
resistance from people, structural barriers, and practical problems concerning the operation
alization of the BSC or a lack of commitment by the change leaders.
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Before beginning with the implementation, we must examine the design "building"
process for the BSC system and also attributes of that system ,and also before
implementing the BSC system a meeting must be held between the team who are
responsible for applying the BSC and the senior management within sixty days of
identifying the measures and the application of BSC ,because this will contribute to a
successful implementation (Niven ,2006) .
Here are the other three steps that concern with the implementation of the balance
scorecard.

2.6.2.1The Seventh Step : "automation "
Automation has an important effect on the success of BSC implementation .In this
step, the scorecard implementation begins by applying performance measurement software
to get right performance information to the right people at the right time (Niven 2006) .
As the company grows, it needs a software package that fulfills its needs for
charting scorecard measures. An important point that we should take into our consideration
is the degree to which the system will be automated, both for updating data and
disseminating reports (Lawson, et. al , 2003) .
In a paper published by (SPIpact) IN 1998 was mentioned that the use of the
software for the BSC system depends on the organization size  ؛the use of it will increase
when the size of the company is large. The organizations may use either off -the –shelf
software or in house developed software .Also((Lawson, et. al , 2003) observed results
indicate that 70% of organizations with scorecarding systems use some type of software in
their implementation to reduce this effort, 31% use off-the-shelf software(Commercial offthe-shelf, a phrase in computing and industrial, made according to a standardized format ) ,
43% use software developed in-house(a software privet made) (such as a spreadsheet or
database application), and 27% use both types.
Updating data periodically and preparing scorecard reports can involve
considerable time and effort , so the major advantage of using software is reducing the
time that would be wasted and devoted to non valued activities such as updating data and
reporting BSC reports (Lawson, et. al , 2003).
Automation means that it adds structure and discipline to implementing the BSC
system .Also it encourages the change in an organization processes which is critical to
performance improvement and helps to transfer performance information .Finally,
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automation helps people make better decisions because it offers quick access to actual
performance data (Niven, 2006).
While implementing the BSC, the organization may start with relatively simple
system, usually manual one not automated, which is used initially then they convert the
system to be automated after their expertise have been increased about BSC system and as
they make sure that this tool will be used for long time not a monthly management tool that
may be used (Elizabeth, 2008).

2.6.2.2 The eighth step (Cascading - Balance Scorecard )
Cascading a balance scorecard creating alignments. Cascading a balanced scorecard
means to translate the corporate-wide scorecard down to first business units, support units
or departments and then teams or individuals, which is considered the most important
aspect of alignment .In other words, it is called "communication" .The last result should
focus on all levels of the organization . It should be an organized alignment through
clearly visible strategy, using the strategy map, performance measures targets, and
initiatives .

2.4.3 The ninth step: evaluation
Many organizations that have implemented BSC didn’t achieve the desired results.
We need to know how to ensure the effectiveness of BSC once we built and implemented
it. So, the evaluation will help the organizations to determine how to make your current
BSC stronger (Niven, 2006).
There are two components of the evaluation (Cooper et .al. , 2009):
2- System performance looks at the technical as well as the human behavior aspects of
your system – the structure of your balanced scorecard system.
3- Strategic Performance evaluates strategic results as well as the strategy itself – and
takes you through the process to adjust your strategies and strategic focus, as
needed.
2.7

The Obstacles in application
The rate of failure in the application of the balanced scorecard is an important topic

since it raises concern. A wide range of research said that successful business organizations
face challenges that prevent the application of the balanced performance measurement card
(Jakobsen, 2008).
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Several factors can lead to problems in building and implementing the balanced
scorecard successfully, here are some of them:
1- Maybe the cost of building and implementing the BSC exceeds the benefit from it
in evaluating the performance, the lack in the knowledge about the BSC especially
using it in performance evaluation, and the lack in employees that are capable to
deal with BSC will lead to resisting applying it (Niven, 2006).
2- Another problem during building performance measurements is that some
companies use too few measures, the few measures don't depict enough of company
strategy and don't represent a balance between desired outcomes & the performance
drivers of these outcomes ( Kellen , 2003). In the other hand some companies
include too many measures, so the manger will be confused since he will pay more
attention to many measures that will have little impact. Some organizations will
look at the measures they are currently used & then classify them into the four
perspectives, later, they declare that they have balanced scorecard. Choosing the
measures whether they are few or many is not the only threat to the successes of the
BSC rather there is a big threat which is a poor organizational processes for
developing and implementing the BSC (Behn ,2003) .
3- The senior management is considered as a "management barrier " :

The impetus

for new performance measurement system often arises from the quality group in the
organization when they see the

management limitations as well as

financial

measures and they want the organization to adopt stronger performance
measurement system which is connected to the strategy and the operational
improvements ,so they mange to took approval to change

from the senior

management but the senior management treat it as an incremental project not a
change . Due to the lack of understanding of the senior management team for this
new performance system and senior mangers are not actively engaged in the
project, then the new measurement system will not be comprehensive system that
can be used to successfully implement the strategy (Jakobsen, 2008 & Niven ,
2006) .
4-

The reason behind the failure of BSC initiatives is that many initiatives and
balanced scorecard programs are not in the first place ,and organizations do not
understand what exactly the Balanced scorecard is and what its implementation
involves regardless whether they implement the BSC themselves or they hire a
consultant from the outside. (Pujas, 2010)
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5-

(Niven, 2006) The scorecard responsibilities don’t filter down “the vision barrier",
which that mean , the senior executives feel that they only need to understand the
strategy with other middle mangers and employees on the front line or back offices.
The successful implementation of BSC requires besides the commitment of senior
management that executive team must communicate the BSC to all the employee in
the organization so they could learn about the strategy and how they contribute its
successful implementation .There is also another threat that leads to difficulties in
the implementation and assigning the weights which is different perspectives and
establishing cause and effect relationship which means assigning weights to the
main objectives ,so the management must define the sub objectives that considered
a performance as a driver (Kaplan, et. al., 2012).

2.6 The basic perspectives of The Balanced Scorecard:
The real value of the Perspective approach is that it provides a framework to
describe a business strategy and to focus on objectives and measures that both inform us
about progress and allow us to influence activities to achieve the business strategy.
The key idea for the foundation of BSC is that financial indicators or measurements are not
sufficient for managing complex organizations in the turbulent environment ,so its not
enough to use the financial aspects to create value and have a balanced look of
organization performance (Tomić and Arsenović,2008).
As previously mentioned the BSC introduced by Kaplan and Norton with four
separated perspectives (financial , customer , internal business processes ,learning and
growth ) each one of these perspectives contain objectives, these objectives must express
the desired results that needed to be achieved which contribute to achieving the vision and
mission of the organization ,these objectives distributed and allocated between the
perspectives in a balanced way ,also they must be specific and measurable and verifiable
and the time for its completion well defined . the perspectives must contain measures these
measures reflect the extant of the progress toward the objectives , targets they are
specific amounts depending on it measurer we could specify the amount of deviation
"positively or negatively " , the last content Initiatives refers to a new operational projects
that need to developed to achieve the objectives (abukamar, 2009).
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Pursing results alone is nothing but reactive management this means that financial
information is not enough to evaluate the performance we need non- financial information
and this mix of financial and non financial is introduced in the BSC four perspectives .
2.6.1 The Financial Perspective
The purpose of this perspective through to answer several questions, and notably,
Do the Financial results satisfied the external user (the shareholders), and the external users
(employees of the company)? , and the measure comes in this perspective through a
combination of short-term objectives, which can be changed according to the sector
activities , changes in general Strategies (eg. the growth) and strategies that associated with
the life cycle of the products . (Ihawi & Ladrah , 2011) , so based on the life cycle of the
products , it is necessarily the firm will vary the measurements to accomplish these
objectives depending on the different stages. As follow :


First : In the growth stage : The Financial objectives should to focus about the sales
growth and the search for new markets , new customers, and offer new products
and services.



Second : The Financial objectives in stage of fixedness that reliable on financial
measurements such as (the rate of return on capital , operating income , profit
margin , return on total assets , economic added value and the value of shares in the
financial markets), that indicate the extent of the organization's success in achieving
the objectives of this stage or objectives.



Third : As well as when the firm reach to a state of maturity of the useful life that
called ( phase-yielding investments) and want to harvest that occurred in the
previous two phases, the Financial measurement will emphasize the cash flow that
helps maintain the survival and economic life of the firm. (Ihawi & Ladrah , 2011).
(Kaplan & Norton 1996),

they have other point of view ,The financial measures

identify the long-term objectives of the business unit. There are three different stages in a
business life cycle :
1- first, Rapid Growth Stage, that is the business’s early stage where large investments
are made to develop and/or expand production and services.
2- second, Sustain Stage, when the business still attracts investments and
reinvestments, but considers making profits and maintaining its market share.
3- third, Harvest Stage which is the mature phase of a business life cycle where it
harvests the investments made in the above two stages, focusing on maximizing the
business’s cash flow.
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Financial objectives vary from one stage to another. During the Growth Stage,
businesses focus on sales growth, while their main concern during the Sustain Stage is
financial measurements, such as operating income, return on capital, and shareholder
value.
Financial objectives during the Harvest Stage emphasize cash flow (i.e., all
investments should have prompt and affirmed cash paybacks).
The themes which are used to achieve these strategies are: ( Revenue Growth , Cost
Reduction/

Productivity Improvement, and

Asset utilization/Investment Strategy).

(Kaplan & Norton 1996 & 2002).
According to the nature of business activities there are other Sub-objectives to
reach the basic strategies as follow : if the objective of the firm is the Survive , the chosen
measure is the Cash flow , and if the objective is the Succeed , the chosen measure could
be the Quarterly sales growth and the operating income by division ,lastly , if the objective
of the firm is the Prosper , the chosen measure could be the Increased market share and
ROE.( Harmon,2003)
In the Financial Perspective , The company’s financial performance that is intended
in particular (Increasing shareholder value or maximizing the value of the firm ) improves
through two basic approaches. (Kaplan, et. al., 2012). And based on the suggested
fundamental strategy represented (Increasing shareholder value) they Placed and classified
the two main objectives or two basic approaches, the first one is productivity
improvements and the second one is the revenue growth, as well they said that each goal
has measures and initiatives, For deepening over in the Productivity improvement , this
objective in the Financial Perspective should be has bundle of initiatives such as (reduce
costs by lowering direct and indirect expenses, reducing the inventory levels & reducing
unexpected shutdowns and unscheduled downtime on equipment. ), and therefore we can't
ignore the appropriate measures for each objective ,(e.g , Cost per unit, benchmark against
competitors General, selling, and administrative expenses per unit of output ) (Talebnia
,2012) (Kaplan, et. al., 2012).
(Davidson, et. al., 2011), In regard for the second objective , the revenue growth
has also initiatives and measurements . so the initiatives of this objective ( eg . generate
more revenue and income from existing customers and from new customers , companies
generate additional revenues by introducing new products and expanding operations into
new markets) . And the appropriate measures of this objective (eg. the percentage of
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growth in existing customers’ business , the percentage of the revenue growth , revenue
from new products and revenue from new customers .)
The study summarizes the Financial perspective that , if the firms need to success
in a financial point of view , it should to ask how we see our shareholders?, And the
financial perspective allows the firms to define and analyze in its financial objectives, as
well as breaking down the possible strategies and action plans necessary to achieve its
Financial targets based on two types of strategies aimed at boosting our financial results (
Growth Strategy & productivity Strategy) . and also companies should to do the alignment
of financial strategies , that mean , the implementation of both strategies at once time, the
growth strategy involves making new investments in search of new markets, development
of new products or services, being contradictory to the policy of cost reduction, good
design of a strategic map allows us to balance both strategies the best results, during the
mapping strategic actions will be developed to reduce cost of the organization as
applicable to the investments required for the growth strategy, obtaining finally a small
investment with results of getting more customers and revenue excellent.

2.6.2 The customer perspective
In order to achieve the financial objectives , Companies should to achieve the
objectives which relating to the customer perspective , and the Success in the customer
perspective should lead to improvement in the financial perspective objectives for growth
in revenues and profits.
The customer perspective enables the business managers to show their customer
and market-based strategy where they identify their customer and market segments, as well
as the business’s performance in these targeted segments. And The core outcome measures
of this perspective are customer acquisition, customer retention, customer satisfaction,
customer profitability, and market and account share (Kaplan &Norton 1996).
Where that The customer perspective should describe how a company intends to attract,
retain, and deepen relationships with targeted customers by differentiating itself from
competitors. (Kaplan, et. al., 2012)
The philosophy of the Customer perspective focuses on the customer, in terms of
achieving the objectives based on several questions,(eg. how customers see the company ?
& did the company succeed in the face the competitors ?). The fundamental objectives in
this perspective are the satisfy customers, and gain new customers, so those objectives
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have measurements for examples (market share and the degree of satisfaction among
customers on the company's products). (Ihawi & Ladrah , 2011).
The customer perspective should contain specific objectives and measures for the
strategy’s Firm . the fundamental strategic objective in this perspective focuses in how is
the company performing with its targeted customers. this strategy branches out many
objectives such as (the unique combination of product features, services, and
relationships). (Kaplan, et. al., 2012)
The customer perspective should describe how a company intends to attract, retain,
and deepen relationships with targeted customers by differentiating itself from
competitors., and it should contain specific objectives and measures for the specific
strategies by asking the question (how is the company performing with its targeted
customers?). (Kaplan, et. al., 2012)
The customer perspective represent the Tasks that focus about the unique
combination of product features, services, and relationships it has selected to satisfy its
customers’ needs better than competitors can. (Davidson, et. al., 2011).
The customer perspective of the Balanced Scorecard typically includes four common
objectives for success with targeted customers. examples of such objectives (Achieve
customer satisfaction and loyalty , Acquire new customers , Increase market share &
Enhance customer profitability ).( Amboga,2009)and( Kaplan, et. al., 2012) .
So the first Common objective is Achieve customer satisfaction which Measured
by (Customer satisfaction in targeted segments , percentage of

repeat customers,

percentage of growth in revenue from existing customers , Willingness to recommend
,percentage of Acquire new customers , the level of Improve market share & Enhance
customer profitability ) (Talebnia ,2012).
The firms should be taking into consider to achieve the customer satisfaction, the
essential components that associated with competitiveness, namely, (the quality of product
, cost of the product and Timing ), which will lead the company to the primary objective
Which is the customer satisfaction . (Abu-Hamam , 2012).
The second Common objective is the Acquire new customers which Measured by
(Cost per new customer acquired and the percentage of sales to new customers) . The third
objective is Improve market share which Measured by Market share in targeted customer
segments . And the last objective is the Enhance customer profitability which Measured
out of Number or percent of unprofitable customers . .( Kaplan, et. al., 2012).
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The study defined Customer Perspective the value proposition that the organization will
use in order to satisfy customers and generate more sales to the targeted customers
segments . All objectives and measures that are directly related to the organizations
customers, focusing on customer satisfaction. To answer the question – How do our
customers see us? . The Leading Measures that are selected for the customer perspective
should measure both the value that is delivered to the customer (value position) which may
involve time, quality, performance and service and cost and the outcomes that come as a
result of this value proposition (e.g., customer satisfaction, market share). The value
proposition can be centered on one of the three: operational excellence, customer intimacy
or product leadership, while maintaining threshold levels at the other two.

2.6.3 The Process Perspective (Internal business processes )
If the financial and customer objectives and measures reflect the outcomes
(satisfied shareholders and loyal customers from a successful strategy) , the company
should has a clear picture of what it intends to deliver to its shareholders and customers, it
can determine the how of its strategy .(Kaplan, et. al., 2012).
The internal business process perspective identifies the most critical internal processes for
the organization’s strategy to succeed.( Olsen ,2008) . (El-daur and Abu-hamam,2013)
defined it by the question of which process are most critical for satisfying customers and
shareholders ? and what are the processes in which the firm must concentrate its efforts to
excel?.
Thus, the study defined The process perspective that the Perspective focuses on all
the activities and key processes required in order for the company to excel at providing the
value expected by the customers, therefore the Internal Processes are lead indicators where
management intervention is possible to affect customer and financial outcomes.
(Kaplan, et. al., 2012) briefed the key process objectives to accomplish the satisfied
shareholders and loyal customers objectives , and the study choose and mentioned some of
the main objectives related to this perspective as follow :
1- Operations management processes :
This is objective is the most important one in this perspective, due to that
day-to-day processes that produce products and services and deliver them to
customers , and this objective has other sub-objectives such as :


Improve the cost, quality, and cycle times of operating (production) processes
which is measured by (Supplier scorecard ratings: quality, delivery, cost ) ,
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(Cost per unit of output), (Product and process defect rates),( Product cycle
times) and (Lead times, from order to delivery)


Improve asset utilization, the second sub-objective which is measured by (the
percentage of capacity utilization) and (Equipment reliability, percent
availability) .

2- Customer management :
This objective ,which highlights about the processes that expand and deepen
relationships with targeted customers .and this objective has other sub-objectives
as follow :


Acquire new customers which is measured by the cost per unit for new
customer acquired.



The satisfy and retain existing customers and which is measured by (the time
to resolve customer concern or complaint) and (re-ferenceable customers or
willing to recommend).



The last one is generate growth with customers which is measured by (The
magnitude of products and services per customer) and (revenue or margin
from post-sale services).

3- Innovation objective :
Through Successful innovation objective , the firms definitely will drive
customer acquisition, loyalty, and growth. and without innovation, a company’s
value proposition can eventually be imitated, leading to competition solely on price
for its undifferentiated products and services. This objective also has

two

important innovation sub- objectives processes as follow :


Develop innovative products and services which is measured by fundamental
new ideas entering product development.



Achieve excellence in research and development processes which is measured
by (Total product development time: from idea to market) and (Product
development cost vs. budget).

4- Regulatory and Social :
this process objective is looking forward to establish good relations with the
external stakeholders ,in other words, process which emphasize in improve the
communities and the environment , and which Measured by such as ( the
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magnitude of the community benefit, and the preservation of the environment).
(Schaltegger and ,Freund ,2011)
The study concludes that Internal processes can be grouped into:


Operations Management , improving asset utilization, supply chain
management, etc.



Customer Management , expanding and deepening relations, innovation (by
new products and services).



Regulatory and Social , establishing good relations with the external
stakeholders.

2.6.4 Learning and Growth perspective
This is the fourth and last BSC perspective. In order to meet their long-term
objectives for customers and internal processes, as well as intense global competition,
businesses should be able to build the infra-structure that would create long-term growth
and improvement. Since the objectives of the aforementioned three perspectives(financial,
customer, and internal business process) on the BSC will show large gaps between existing
and required capabilities to achieve the organization’s objectives, the objectives of learning
and growth perspective are to close these gaps through investing in employees, improving
information technology and systems, and bringing the organizational procedures into line
(Kaplan and Norton 1996).
( Crsson and Needles,2011) , they believe that (Learning and growth perspective)
as the base of the scorecard is the learning and growth perspective. Here, part of the
objective, or performance goal, is to provide courteous service. Because training
employees in customer service should result in courteous service.
(Rothberg., 2012) summed up the learning and growth, through identifies the
objectives for the people, information technology, and organizational alignment that will
drive improvement in the various process objectives . And this perspective refers to the
executives target improvements in their intangible assets(human resources, information
technology ,and organizational culture and alignment).
(Kaplan and Norton, 2004) emphasize that "learning" is more than "training", it
also includes things like mentors and tutors within the organization, as well as that ease of
communication among workers that allows them to readily get help on a problem when it
is needed. It also includes technological tools; what the high performance work systems .
And they believe that (the learning and growth perspective) is the substratum and support
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for the other three, because it is the sphere where organizations build effective behaviors,
based on their ability to coordinate employee capabilities . Feedback brings out "theoriesin-use".
(Kaplan, et. al., 2012) describes the typical objectives for the three learning and
growth components as follow :
B-

Objectives related to Human Resources


Strategic competency availability , that mean ,the company’s employees have
the appropriate mix of skills, talent, and know how to perform activities
required by the strategy .And this objectives which are measured by (percentage
of the development the employees with required capabilities and skills,
Employee satisfaction and Turnover of key personnel)
C- Objectives related to Information Technology



Strategic information availability, that mean ,the company’s information
systems and knowledge applications contribute to effective strategy execution
by facilitating process improvements and better linkages with suppliers and
customers. And this objectives which are measured by (Strategic information
coverage and system applications Availability of customer information e.g,
customer databases ).
D- Objectives related to Organization Culture and Alignment



Culture and climate, that mean , the employees have an awareness and
understanding of the shared vision, strategy, and cultural values needed to
execute the strategy.



Goal alignment that mean, the employee objectives and incentives are aligned
with the strategy at all organization levels.
And these objectives which are measured by (Employee culture survey ,
Percent of employees with personal objectives linked to organizational
performance).

Based on the above, the study summarized the last perspective in three aspects
being (human capital, information capital and organization capital). and by combining
three diverse intangible asset of an organization( humans, technology and organizational
culture), these measures act as commanding indicators for developments in financial,
customer and internal process perspectives.
Summarized BSC Map example.
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Figure 2-4: four perspectives
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2.10 Cause-and-Effect Relationships in the Balanced Scorecard
Companies should link the BSC components (organization’s mission, vision,
strategies and the four perspectives, objectives, measures, targets, and initiatives) together
in terms of cause and effect, to make the integration among the components of the
Balanced Scorecard.
And this Cause-and-Effect Relationships are subjected to questions for each perspective, to
reach the main vision of the firm. as clarified by (Kaplan, et. al., 2012) in the figure below:

Figure 2-5 : questions analyze the cause and effect relationship (Kaplan, et. al., 2012)

Based on Kaplan and Norton ,they set hypothesis about the chain of cause and
effect that leads to strategic success. This cause-and-effect hypothesis is fundamental to
understanding the measures (outcome measures or lagging indicators "are mostly financial
measurements" and driver measures that hold Predictive nature " are the non-financial
measurements ) and the objectives that the balanced scorecard prescribes. There are three
stages to this chain of cause and effect, outlined as follows:
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1- The Cause and effect between the Financial perspective and the perspective of
Customers .
If the company wants to achieve financial objectives , it must achieve the main objectives
related to customer perspective.
so (Kaplan, et. al., 2012) and (Kaplan and Norton’s,1996) clarified simple example About
this relationship , if the company’s strategy is to win business by producing low-cost,
high-quality products, and delivering them on time to its customers , thus the company’s
financial objective in the financial perspective, is to increase its return on equity (ROE; net
income divided by book value).
The company expects to generate increased revenues for improving its ROE
financial measure by retaining and expanding sales to existing customers. Therefore, it has
a customer loyalty objective in its

customer perspective, which it measures by (1)

percentage of repeat customers and (2) the growth in year-to-year sales with existing
customers. The company’s strategy is based on its belief that customers value on-time
delivery of orders and low prices. Thus, improved on-time delivery performance and
competitive prices are expected to lead to increased customer loyalty, which in turn will
lead to higher financial performance. So the predictive metrics of customer loyalty and ontime delivery appear in the scorecard’s customer perspective. (Kaplan and Norton’s,1996)
The study shows that the improvement of customers & the satisfaction of loyal customers ,
which are generally accepted objectives in customer perspective lead to increase the
revenue growth , the market share, and ROI (return on investment) that eventually to reach
to the central objective ,which is maximizing the shareholder value in Financial
perspective.
2- The Cause and effect between the Process perspective and the perspective of
Customers .
Both perspectives state what strategies and objectives should be , but the question
is how the firm will implement these objectives in the previous two perspectives ?
(Kaplan, et. al., 2012) , (Kaplan and Norton,1996) and (Bukh and Malmi , 2009) described
how to execute strategies of the firm ,it should identify the processes that are most
important to meet the expectations of shareholders and customers. such as , short cycle
times and high-quality production processes are necessary to achieve exceptional on-time
delivery and low prices. Therefore, measures of quality, such as defect rates and yields,
and of process cycle time (the time required to convert raw materials into finished
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products) are used as important process metrics. Thus, these are leading indicators for
customer loyalty.
The study explained that improved business processes lead to improved products
and services that lead to ultimately customer satisfaction because the customer will
appreciate the products which have low cost , high-quality and shorter-delivery(on time) .
and such objectives in internal business processes lead to ( improving saving time process
- a shorter delivery time to the customer - and decreasing costs ).

3- The Cause and effect between the Process perspective and Learning and Growth
perspective .
Without learning and growth perspective, the firm can't achieve the objectives in
the perspective of internal process, thus the company recognizes that its production
workers must be well trained in the process of improvement techniques (Kaplan and
Norton,1996) .Learning and growth is fostered by knowledge management activities and
initiatives. These include strategic recruiting, hiring, training (both formal and informal),
team development, document management, collaborative communication systems,
knowledge and skills audits of employees, knowledge base developments, and fostering of
communities of interest within the organization.( Bento R , et.al.,2012) Therefore, the
learning and growth perspective uses a measure of employees’ capabilities to predict
improvements in process quality and cycle times (Kaplan, et. al., 2012).
This causal chain is illustrated in the figure below.
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Figure 2-6 : causal chain
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Chapter Three
Empirical study
3.1 Introduction
This chapter present an overview about the Arab Palestinian investment
company(APIC) , how

the company founded , its subsidiaries, and

clarifying the

company's , vision , mission and strategy.

3.2 an overview about APIC company
The company established and registered on September 20, 1994 by Palestinian and
Arab businessmen In the name of (APIC) the Arab Palestinian Investment Company, Ltd.
APIC is

seeking to channel funds and investments from Arab world

into

Palestine, and paving the country's way to greater development and participation in the
regional and global economy.
On May 8, 1996, APIC was registered in Palestine with the Ministry of National as
a foreign private shareholding company. APIC transformed into a foreign public
shareholding company on 23 December 2013 and listed its shares on the Palestine
Exchange on 2 March 2014.
Since its launch, APIC has become a leader in the manufacturing, distribution and
service sectors. Its eight subsidiaries have cemented their leadership and commitment to
the national economy through transparency and high performance standards that enable
local consumers to choose quality products and services that were previously unavailable
or imported at a high cost.
APIC's authorized capital is USD 70 million while its paid-up capital is USD 60
million as of 30 June 2014.(Palestinian investment Fund , 2014)
3.2.1 Vision & mission
Vision
To provide superior products and services of quality and value, leaving a positive
and lasting impact in the market. As a result, consumers will reward our capital
investments with market command, allowing our employees, our investors and the
communities in which we work to prosper.
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Billion-Dollar Vision
With an unwavering vision for growth, APIC aims to achieve $1 billion in gross
revenues within a decade. Although ambitious, requiring an annual growth rate of 16
percent until 2020, the $1 billion target is a challenging organizational goal, one that APIC
believes it can meet.
Not just a rhetorical objective, the billion-dollar benchmark is a sustained strategy
that will strengthen the company’s fundamentals. As a parent company to a growing family
of businesses, APIC intends to achieve this target by promoting synergy among its
subsidiaries while establishing the essential conditions for the success of each company
and the group as a whole.

Mission:
To achieve business and financial success by investing in market-leading
companies, thereby elevating the community through resource, talent and economic
development.
Provide superior quality products and services


Employ capable and experienced personnel and ensure that they are equipped with
opportunities for growth and improvement



Continuously apply efficient work systems to all aspects of the business cycle



Maintain a solid financial base that drives further growth



Partner with key stakeholders in the region to effect real change in the Palestinian
community

3.2.2 Subsidiaries and activities
Subsidiaries :
As an investment holding company, APIC investments are diverse, spanning across
the manufacturing, distribution and service sectors with a presence in Palestine, Jordan,
Saudi Arabia, Gabon and Cameroon through its nine subsidiaries, which include Siniora
Food Industries Company (Siniora), National Aluminum and Profiles Company (NAPCO),
Unipal General Trading Company (Unipal), Central & West Africa Company for
Commercial Agencies LLC (CWACA), Medical Supplies and Services Company (MSS),
Arab Palestinian Shopping Centers (Plaza), Palestine Automobile Company (PAC), Sky
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Advertising, Public Relations and Event Management Company (Sky) and Arab
Palestinian Storage and Cooling Company (APS ).

figure 3-1 : APIC Subsidires .
http://www.apic-pal.com

Subsidiaries of APIC offer a wide array of products and services through
distribution rights agreements with multinational companies that include Philip Morris,
Procter & Gamble, Kellogg's, Hyundai, Chrysler, Dodge, Jeep, XL Energy, Abbott, B.
Braun, Eli Lilly, GlaxoSmithKline, Sanofi Aventis and Nivea, among many others.
APIC is also one of the main founders and partners of the Palestine Electricity Company,
and owns shares in the Palestine Power Generating Company and Bank of Palestine.

APIC subsiders activities Through 2014:
1- In June 2014 and through its subsidiary Palestine Automobile Company, APIC
launched a new showroom and maintenance center for its new line-up of Chrysler,
Jeep, Dodge and Ram vehicles in Ramallah, Palestine after obtaining Chrysler
distribution rights in late 2013 in the West Bank and Gaza1.
2- - Siniora Food Industries has recently been awarded the OHSAS 18001: 2007
certificate for Occupational Health & Safety Management Systems by SGS
Systems Services certification- Switzerland for Jordan factory and by Lloyd’s
Registered Quality Assurance Limited for Palestine factory. In addition, Siniora
Palestine was awarded the international certificate ISO14001: 2004 for
Environmental Management System that was issued by Lloyd’s Registered Quality
Assurance Limited.
3- Sky Advertising, PR & Event Management (Sky) has established its new digital
department that offers wide range of services in the digital industry including portal
development, social media management and inbound marketing. Sky has also
launched its new LED-Screens for outdoor advertising in major locations and cities
across the West Bank
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Figure 3-2 : overview about APIC
http://www.apic-pal.com

3.3 The method and procedures
3.3.1 preface :
This chapter describes the study methodology ,population , and sample, as well as the
used study tool and its setup methods , validity and reliability . In addition to that , this
chapter contains a description of the procedures carried out by the researcher in
implementing the study tools and finally it includes statistical treatments that researcher
adopts in the study analysis.

3.3.2 The study methodology
The researcher is seeking to reach a study regarding” the extent of using of BSC
card in

evaluating the performance of

the Arab -Palestinian Investment Company

(APIC)” . The study gets the information regarding the aspects and dimensions of the
phenomenon by looking at previous studies on the subject of research. This is consistent
with the descriptive analytical method, which aims to provide data and facts about the
problem to get it explained and stand on its implications. This descriptive analytical
method is done by using references to various documents such as books, newspapers,
magazines and other materials that prove its validity to get the objectives of the research.
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Therefore , the study will be based on this approach to get precise and detailed knowledge
about the problem of the study, and to achieve a better vision and more accurate for the
phenomenon of the study .
3.3.3 Data collection methods:
Researcher relies on two types of data
1- Preliminary data: by using field study through distributing questionnaires to study
some of the research terms and and collect the necessary information on the subject
of the

search, and then discharges and analyzes them using SPSS program

(Statistical Package for Social Science) and the appropriate statistical tests in order
to reach the valuable outcomes and indicators support the subject of the study.
2- Secondary data: It is done by

looking at

books , periodicals , any special

publications related to the subject of the study titled “ using of the Balanced
Scorecard ‘BSC’ in evaluating the companies’ performance” , or any references
contribute to the enrichment of the study in a scientific manner. The researcher
wants to identify the sound bases and scientific methods in writing the researches
through using the secondary sources .
3.3.4 The study population
The study population consists of 45 items as follow (top management , Executive
management administrative and financial employees in the Arab -Palestinian Investment
Company (APIC)) . The questionnaires have been distributed to all members of the study
population , 36 of them were retrieved which form (80%) of the study population, but
actually no one removed after examining them due to the required conditions have been
met with answers , the following tables show the properties and characteristics of the
study sample as follows:
Section I / personal characteristics of respondents


Career status :
The table (3.1) ,which is related to the distribution of respondents according to the

functional status, shows that respondents are divided into four categories. The largest one
is the Employees

41.67 % , followed by the heads of department category which

constitutes 25.00%, , then the categories of executives managers which constitutes 19.44
% and the last categories Top management ( Board of directors and general managers )
which constitute 13.89 % .
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Table (3-1) the distribution of the study sample according to the career status
variable
Academic Qualification



Repetition

Percentage

Top Management

5

13.89

Executive manager

7

19.44

Head of Department

9

25.00

Employees

15

41.67

Total

36

100.00

Scientific Specialization
The table (3.2) shows that the” accounting” major gets the sweeping majority of

the study sample which constitutes 47.20%

and the management major constitutes

25.00% of the study sample . While economics, finance, and engineering have the same
results which constitute 8.33%, leading to increase the trust of the given information from
these respondents to the questionnaire. The sample reaches the point that accountants are
the most aware and knowledgeable persons of the subject of this study.

Table (3-2) The distribution of study sample according to scientific specialization
Scientific Specialization

Repetition

Percentage

Management

9

25.00

Accounting

17

47.20

Economy

3

8.33

finance

3

8.33

Engineering

3

8.33

others

1

2.80

36

100

Total

3 – Academic Qualification
The table (3.3) , which is related to the distribution of the respondents according
to their academic qualification , shows that the respondents are divided into two categories
; the first one includes the master’s bearers
one is Bachelor’s bearers

which constitutes 58.3% , while the second

which constitutes 41.7% . This indicates the company’ s

interest in the eligible –competent staff , which increases the possibility of its
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understanding for the subject of the Balanced Scorecard and its role in the performance
evaluation.
Table (3-3) The distribution of study Sample according
to academic Qualification variable
Academic qualification

Repetition

Percentage

PHD

0

0

Master Degree

21

58.3

Bachelor

15

41.7

36

100.0

Total

4_ Years of experience
The table (3.4) ,which is related to the distribution of respondents according to the
number of years of experience , show s that 25% of respondents have less-than-10-year
experience , while 75 % of them have more-than-10-year experience . This indicates that
the company has various qualifications and experiences , which supports the reliability of
getting information from them.

Table (3-4) The distribution of study sample according to years of experience variable
Experience years

Repetition

Percentage

5 years or less

3

8.3

From (6) to (10) years

6

16.7

From (11) to (15) years

21

58.3

More than (15) years

6

16.7

36

100.0

Total

3.3.5 The study tool:
Questionnaire has been done as follows:
1.

Prepare a preliminary questionnaire was used in collecting data and information.

2.

Show the questionnaire to the supervisor in order to test its suitability for data
collection.

3.

Modify the questionnaire primarily according to what he( supervisor ) sees is right.

4.

present the questionnaire to a group of arbitrators, who in turn provide their advice
and guidance, then modify and delete unnecessary things .

5.

conduct an experimental

field study for the questionnaire , then modify

unnecessary things.
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6.

Distribute the questionnaire to all respondents to collect the necessary data for the
study.

3.3.6 Validity and reliability of the questionnaire:
The questionnaire validity means making sure that it will measure what has been
prepared to be measured (Alassaf, 1995), while reliability means that “the comprehension
of the questionnaire for all the elements that must be included in the analysis on the one
hand and the clarity of its clauses and vocabulary on the other hand to be understood by
everyone " (Obidat et . al., 2001), so , the researcher makes sure that the study tool is valid
as follows:
 The validity of the questionnaire’s paragraphs : The researcher makes sure that
the paragraphs of the questionnaire are valid in two ways:
1) face validity of the tool (The judges’ validity)
The researcher shows the study tool in the its initial face to a group of 11commerce faculty member judges in the Palestinian universities , who are specializing in
accounting, management and statistics. The appendix No. (2 ) shows the names of the
judges who thankfully evaluated the study tool . The researcher asked them to express
their views on the extent of appropriateness of phrases to measure what is intended to be
done , the clarity of the formulation of phrases and the suitability of each phrase to the
axis to which it belongs , the adequacy of these phrases to cover each axis of this
fundamental variables of the study. In addition to that ,they should propose what they see
necessary to modify the formulation of phrases or delete them, or add new phrases to study
tool and express their views with respect to the primary data (the required personal and
functional characteristics of the respondents ), along with Likert Scaling used in the
questionnaire. The judges focused on criticizing the length of the questionnaire where they
contained some repetitive statements and some judges advised the researcher to reduce
some phrases from some axes and add phrases to other axes .
Based on the observations and directions made by the judges , the researcher
conducted the amendments agreed by the majority of the judges , where she modified the
phrases and delete or add some other ones.

.
2) Content Validity of the paragraphs of the questionnaire
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Content validity
exploratory

for the questionnaire’s paragraphs

study sample which have 15 members

was conducted on a

, by calculating the correlation

coefficients between each paragraph and the overall degree of its belonging axis as
follows.
Content validity for the paragraphs of the first axis: the basics of the application of
setting up a model of the Balanced Scorecard performance at the APIC .
Table (3.5) shows the correlation coefficients between each paragraph of the first
axis (the basics of the application of establishing a model of the Balanced Scorecard at
the APIC company and the total rate of its paragraphs, which shows that the correlation
coefficients indicated a function at the level of significance (0.05), where the significance
level for each paragraph is less than 0.05 and the value of r calculated is greater than the
value of r tabulated which equals 0.514, and so the first axis paragraphs are valid .
Table )3-5( Content Validity of the paragraphs of the first axis
the basics of the preparation of the application of BSC at APIC company
Number

Paragraph

1
2

The company has a clear vision.
The company has a clear mission .
There’re clear strategies to apply the
company’s vision
There’s integration among the administrative
levels of the company's strategic application.
The company's strategy is compatible with
the objectives of organizational units.
The Company has appropriate performance
measurments to achieve specific objectives.
Company employees
have
a
clear
understanding of its strategies.
The company staff has a full conviction of
the company’s strategy.
The company staff has a clear vision of the
relationship between the objectives of the
organizational units and the company's
strategy.
The level of the company's ability to control
the performance of organizational units.
The Company has an ongoing assessment of
the sub-operations.
The level of involvement of all levels of
management in the formulation of the
company's strategy.

3
4
5
6
7
8

9

10
11
12

Correlation
coefficient

Level of
significance

0.954**
0.954**
0.921**

0.000
0.000
0.000

0.954**

0.000

0.921**

0.000

0.774**

0.001

0.956**

0.000

0.946**

0.000

0.946**

0.000

0.774**

0.001

0.862**

0.000

0.871**

0.000

The value of r tabulated is at 0.05 level of significance and 13 df is 0.514
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Content Validity of the paragraphs of the second axis: the factors that limit the use
of the Balanced Scorecard at the APIC company
Table (3.6) shows the correlation coefficients between each paragraph of the
second axis (the factors that limit the use of the Balanced Scorecard at the APIC company
and the total rate of its paragraphs, , Which shows

that the correlation coefficients

indicated a function at the significance level of (0.05), where the significance level for
each paragraph is less than 0.05 and the value of r calculated is greater than the value of r
tabulated which is 0.514, so the paragraphs of the second axis is valid to what it is
intended to be measured.

Table (3-6) Content Validity of the paragraphs of the second axis
The factors that limit the use of Balanced Scorecard at the APIC company
Number

1
2
3

4

5

6

7

8
9

10

Paragraph

Not adopting
the idea of
applying the Balanced Scorecard
by the directors of the company.
The volatility of the company's
strategies.
Lack of clarity and delivering
the company's strategy to all
levels of management.
lack of sufficient resources of the
company
to
achieve
its
objectives.
High prices associated with
implementing the Balanced
Scorecard .
Lack of sufficient scientific
background on the part of all the
company's employees on the
implementation of the Balanced
Scorecard.
Difficulty in the selection of
financial
and non financial
measurment for the fourperspectives Balanced Scorecard.
Not keeping up with the
continuous
company's
technological development.
Lack of security and stability in
Palestine.
The weakness of the Palestinian
economic situation as a result of
its association with the economy
of the isrealis .

Correlation
coefficient

Level of
significance

0.896**

0.000

0.730**

0.002

0.821**

0.000

0.776**

0.001

0.744**

0.001

0.738**

0.002

0.529*

0.043

0.610*

0.016

0.730**

0.002

0.527*0

0.043

The value of ”r “ tabulated is at 0.05 level of significance and 13 df is 0.514
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Internal consistency Validity of the study dimensions
Table (3.7) shows the correlation coefficients between the rate of each axis of the
study axes with the overall rate of the paragraphs of the questionnaire, which shows that
the correlation coefficients indicated a function at the level of 0.05, as the probability value
of each paragraph is less than 0.05.
Table (3-7) The correlation coefficients between the rate of each axis of the study axes
with the overall rate of the paragraphs of the questionnaire
Axis

correlation

probability

coefficients

value

0.920

0.000

0.829

0.000

The basics of the application of setting
The first

up a model of balanced Scorecard at
APEC Company.

The second

Factors that limit the use of balanced
Scorecard at the APEC card company.

Reliability:
The reliability of study tool means making sure that the answer will be the same if
it is re-applied to the same people (Al-Assaf, 1995: 430). The researcher conducted the
reliability steps on the same exploratory sample in two ways way; the first is Split-Half
Coefficient method and the second one is Cronbach's Alpha method .
Split-Half Coefficient method: Pearson correlation coefficient has been found between
the rate of grade personal questions and the rate of grade marital questions . correlation
coefficients have been corrected by using the Spearman-Brown Coefficient according to
the following equation:

Reliability coefficient =

,

where “ r “ is considered as the correlation

coefficient . Table (3.8) shows that there is a relatively large reliability of the paragraphs of
the questionnaire. The overall rate for the reliability of all the paragraphs of questionnaire
using Split-Half Coefficient method was "0.787", which reassures the researcher to use it in
the search process.
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Table (3-8) Reliability coefficient) Split-Half Coefficient method
Axis

The title of the axis

1-

The basics of the application
of setting up a model of
Balanced Scorecard at the
APEC company.
Factors that limit the use of
balanced Scorecard at the
APEC card company.
All axes

2-

3-

Split-Half Coefficient
Corrected
correlation
probability
correlation
coefficients
value
coefficient

0.916

0.956

0.000

0.671

0.712

0.000

0.787

0.868

0.000

1- Cronbach's Alpha method:
The researcher used Alpha Cronbach method as a second method to measure the
reliability of the questionnaire .The table (4.9) shows that the rates of reliability are high .
The overall rate for the reliability of all the paragraphs of the questionnaire using the
Cronbach’s Alpha method was "0.890", which reassures the researcher to use the it in the
search process.

Table (3-9) Reliability Coefficient (Cronbach's Alpha method)
Axis

The title of the Axis

The number of paragraphs

Cronbach's Alpha
Coefficient

The basics of the application of
1

setting up a model of Balanced

12

0.967

10

0.748

22

0.890

Scorecard at the APEC company.
Factors that limit the use of
2

balanced Scorecard at the APEC
card company.
All axes

Statistical treatments:
To achieve the objectives of the study and analyze the collecting data , many
appropriate statistical methods have been used such as Statistical Package for Social
Sciences (SPSS) The following is a set of statistical methods used in the analysis of the
data:
1.

Frequencies and percentages have been accounted to identify the personal qualities
of the items of the study and specify the responses of its individuals towards the
main phrases of axes phrases contained in the study tool.
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2.

Mean : to see how high or low the individual responses of the study for each phrase
of the basic variables of the study phrases, which are useful in the order of phrases
according to the highest average of mean (Keshik, 1996.89).

3.

(Standard Deviation) is used to identify the extent of deviation of the study
members responses for each phrase of the study variables phrases and for each
axis of the main axes from its mean .It’s noted that the standard deviation shows
the dispersion in the study individuals responses along with the basic axes . When
its value approaches zero , the responses become more focused and dispersion is
found between the scale (if the standard deviation was one integer or more , it
means that the responses are not focused and dispersed.

4.

Cronbach's Alpha test is used to determine the reliability of the paragraphs of the
questionnaire .

5.

Pearson correlation coefficient is used to measure the validity of paragraphs .

6.

Spearman Brown method is used for reliability .

7.

Colomgerov-Smirnov test is used to see the type of data if it follows a normal
distribution or not (1- Sample KS)

8.

t-test for the average of a sample is used to see the difference between the
paragraph’s average and the neutral average“3”.

9.

independent samples - T test is used to see the difference between two samples

10. Using one-way ANOVA .
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The fourth Chapter
The results of the field study and its interpretation
4.1 Normal distribution test (Kolmejrov- Smirnov test (1- Sample KS))
We'll present

Kolmejrov- Smirnov test to see if the data follow a normal

distribution or not and it is necessary in testing hypotheses because most of the parametric
tests require that normal distribution of data. The table (1-5) shows the test results as the
probability value for each axis is greater than 0.05 . This indicates that the data follow a
normal distribution, and it is advised to use parametric tests.

Table (4-1) Normal Distribution Test (1-Sample Kolmogorov-Smirnov)
Axis
The first

The title of the axis
The basics of the application of setting up a model of
Balanced Scorecard at the APEC company.

The

Factors that limit the use of balanced Scorecard at the

second

APEC card company.
All paragraphs

“Z” Value

probability value

0.953

0.323

0.761

0.609

0.829

0.497

4.2 Analysis of Study : Hypotheses Tests
1. Testing the first hypothesis stating : " The elements of using the Balanced
Scorecard are not available in the APIC holding company at a significance
level   0.05
For testing this hypothesis , One Sample T Test is used in order to analyze the
questionnaire . The point is positive if the members of the sample approve its content
which means the value of T calculated is greater than the value of T tabulated )1.982( or
the significance level is less than 0.05 and the relative weight is more than . % 60 And the
point is negative if the members of the sample reject its content which means the value of
calculated T is less than the value of tabulated T )1.691-( or the significance level is less
than 0.05 and the relative weight is less than. %60
On the other hand , the respondents are neutral if the significance level is more
than 0.05 . The results in table (4.2) show that the greatest three points according to the
relative weight are : the 11th point which states that , " The company always evaluate its
sub-operations " , it got the highest acceptance rate (95%) . Then it's followed by the 2nd
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and 3rd points which state that "The company has a clear vision and message) , they got
acceptance rate of (93.33%) . While the point which got the least acceptance rate is the
12th which deals with "The level of involvement of all levels of management in the
formulation of the company's strategy ", it got the least acceptance rate (80%) , preceded
by the 9th point which states , " Company's employees have a clear vision of the
relationship between the objectives of the organizational units and the company's strategy",
it got (81.67%) .
Generally, the Arithmetic Average of all the paragraphs of the first axis (the
elements of using the Balanced Scorecard) equals 4.42, the Relative Weight is 88.33%, the
Neutral Relative Weight is 60% , the calculated value of T equals 13.36, is greater than the
tabulated value of T which equals 1.691, and the significance level equals 0.000, is less
than 0.05, which means there are infrastructure of using the Balanced Scorecard in APIC
holding company at 0.05. As the researcher thinks the preceding outcomes are the results
of having the company several branches abroad , so the company is in need to set accurate
plans in order to compete the enormous markets . The company works within many
objectives, strategies and specific insights to monitor and measure its performance so that
its plans can be fulfilled. Therefore , it has a lot of infrastructure of using the Balanced
Scorecard.
These outcomes are corresponding with (Rafati , 2011) study which showed that
Gaza Strip health institutions have 76.18% of the infrastructure of the Balanced Scorecard.
Despite the different scope of the two studies , the outcomes of the current study show that
the Palestinian companies have the infrastructure of using the Balanced Scorecard as (AbuHamam , 2013) study stated but with a different percentage (62.28%) .
The researcher states that the Community Study is the reason goes behind the
difference as (Hamam 2013) it dealt with many companies but the current study deals with
APIC which distinguishing APIC with having the elements of Balanced Scorecard .
Therefore , the first hypothesis was rejected which means that the APIC have the elements
to use the Balanced Scorecard at level (.05 %).
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Table (4-2) The analysis of the first axis’s paragraphs
(Elements of using the Balanced Scorecard)
N.
1
2
3
4
5
6
7
8
9

10
11
12

Paragraphs

Mean

Standard
Deviation
0.48
0.48

Relative
heaviness
93.33%
93.33%

The company has a clear vision.
4.67
The company has a clear letter.
4.67
There’re clear strategies to apply the
4.58
0.65
91.67%
company’s vision .
There’s integration among the administrative
4.67
0.48
93.33%
levels of the company's strategic application.
The company's strategy is compatible with the
4.58
0.65
91.67%
objectives of organizational units.
The Company has appropriate performance
4.33
0.63
86.67%
standards to achieve specific objectives.
Company
employees
have
a
clear
4.17
0.91
83.33%
understanding of its strategies.
The company staff has a full conviction of
4.17
0.91
83.33%
the company’s strategy.
The company staff has a clear vision of the
relationship between the objectives of the
4.33
1.05
81.67%
organizational units and the company's
strategy.
The level of the company's ability to control
4.33
0.63
86.67%
the performance of organizational units.
The Company has an ongoing assessment of
4.75
0.44
95.00%
the sub-operations.
The level of involvement of all levels of
management in the formulation of the
4.00
1.10
80.00%
company's strategy.
All paragraphs
4.42
0.64
88.33%
The value of “t “ tabulated is at 0.05 level of significance and 35 df is 1.691

20.92
20.92

Level of
significance
0.00
0.00

14.63

0.00

20.92

0.00

14.63

0.00

12.65

0.00

7.69

0.00

7.69

0.00

6.18

0.00

12.65

0.00

23.91

0.00

5.48

0.00

13.36

0.00

T value

2. Testing the second hypothesis, which states the following: (There are no statistically
significant differences in the estimates of the sample members for the elements of
using the Balanced Scorecard because of demographic variables differences (Career
status, scientific specialization, academic qualification, years of experience).
one-way ANOVA test was used to examine the differences between the estimates
of the sample members for the elements of using the Balanced Scorecard because of
demographic variables (Career Status , scientific specialization, years of experience). The
results were as follows:
First, the shown results in Table (43) demonstrate that the differences between the
estimates of the sample members

for the elements of using the Balanced Scorecard

according to career status , where it is clear that the significance level is less than 0.05,
which indicates that there’re differences between the estimates of the sample members for
the infrastructure of using the Balanced Scorecard according to the career status .
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Table (4-3) The results of (One Way ANOVA) of the differences between the
estimates of sample members for The elements of the Balanced Scorecard according
to career status
The total
average of
squares

Source of
variety

degree of
freedom

Squares
Average

“F” Value

level of
significance

Between e
8.35
3
2.78
15.29
groups
Within the
5.82
32
0.18
groups
Sum
14.17
35
35
The value of “f “ tabulated is at 0.05 level of significance and “ 3,32” df is 2.48

0.00

To find out the direction of these differences, Scheffe test was conducted .Table
(4.4) demonstrates that the differences were for the Top management, executives managers
, and the heads of departments respectively . The researcher says this is because of putting
the strategies and objectives by senior management, so its evaluation for the Balanced
Scorecard have to be more accurate .
Table (4-4)
Scheffe test for multiple differences according to Career status
The difference among

General

Executive

Department’s

averages

Manager

manager

head

-0.19

-0.89*

-1.23*

-1.08*

-1.42*

Top Management
Executive manager

0.19

Head of Department

0.89*

1.08*

Employees

1.23*

1.42*

Employee

-0.33
0.33

Second, the shown results in Table (4.5) demonstrate that the differences between
the estimates of the sample members for the elements of using the Balanced Scorecard
according to scientific specialization, where the significance level is less than 0.05 , which
indicates that there’re differences between the estimates of the respondents for the
elements of using the Balanced Scorecard according to scientific specialization.
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Table (4-5) One Way ANOVA results of the differences between the estimates of
sample members for the elements of using the Balanced Scorecard according to
scientific specialization
Source of
Variance
Between the
groups
Within the
groups
Sum

The total

degree of

Squares

freedom

Average

5.84

5

1.17

8.33

30

0.28

14.17

35

average of
squares

“F” Value

level of significance

4.21

0.01

The value of “F“ tabulated is at 0.05 level of significance and “ 5,30” df is 2.05
To find out the direction of these differences, scheffe test is conducted . It is clear in Table
(4.6) that the differences were first from accounting then management respectively .The
researcher says that this is because accountants and managers are more familiar with the
Balanced Scorecard and its components.
Table (4-6)
scheffe test of multiple differences according to scientific specialization
Differences
between averages

Administration

management

Accounting

Economy

Finance

Engineering

others

-0.38

0.58

0.58

0.67

0.44

0.21

0.21

0.29

0.82

0.00

0.08

1.03

0.08

1.03

Accounting

0.38

Economy

-0.58

-0.21

Finance

-0.58

-0.21

0.00

Engineering

-0.67

-0.29

-0.08

-0.08

others

0.44

0.82-

1.03

1.03

1.01
1.03

Third, the use of t-test is to examine the differences between the estimates of
sample members for the elements of using the Balanced Scorecard according to academic
qualification variable . The results in Table (4.7), show that the significance level equals
0.000 which is less than 0.05, which indicates that there’re differences between the
estimates of sample members for the elements of using the Balanced Scorecard according
to academic qualification variable for master's bearers , where they are, according to the
researcher ,more in-depth in studying the philosophy of the Balanced Scorecard and
understanding its components.
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Table (4-7) the results of independence sample t-test about the differences
between the estimates of sample members for the elements of using the Balanced
Scorecard according to the academic qualification variable
academic
Number

Mean

21

4.90

Standard
Deviation

qualification
Master Degree
Bachelor

15

Level of
‘’t” value

Significance

13.75

0.00

0.07

3.73

0.38

The value of “t “ tabulated is at 0.05 level of significance and ‘’43’’df is 2.034.

Fourth: The results in Table (4.8) show the differences between the estimates of
respondents for the elements of using the Balanced Scorecard according to
experience, where the

years of

significance level is less than 0.05, which indicates there’re

differences between the estimates of sample members for

the elements of using the

Balanced Scorecard according to years of experience.

Table (4-8) One Way ANOVA for the differences between the estimates of sample
members for the elements of using the Balanced Scorecard according to years of
experience
The source of

Total average of

Degree of

Squares

Variety

squares

freedom

Average

Between groups

7.93

3

2.64

Within groups

6.24

32

0.19

Sum

14.17

35

“f” value

level of
significance

13.56

0.00

The value of “f “ tabulated is at 0.05 level of significance and ‘’3,32’’df is 2.48.

To find out the direction of these differences , scheffe test was conducted . It is
clear from Table (4.9) that the differences repeatedly were for whom has the larger
experience, the researcher says this is due to the fact that practical experience provides the
employee with better understanding for the company's strategy and its vision.
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Table (4-9) scheffe test for multiple differences according
to years of experience variable
Differences between

Less than 5

Between 5- less

Between 10-less

15 years

averages

years

than 10 years

than 15 years

and more

-1.00

-0.50

-0.14

-1.14*

-1.50*

Less than 5 years
Between 5- less than 10
years
Between 10-less than 15
years
15 years and more

1.00*

0.14

1.14

0.50

1.50

-0.36
0.36

These results contradict the results of (Rafati ,2011) on career status , academic
qualification, and scientific specialization variables , but they are similar

in the

differences which are attributed to years of experience. The researcher says this is due to
the differences of the specializations and academic qualifications between sample studies
as a result of the differences between service health study sector and commercial one .
Based on the all mentioned above, we reject the nihil hypothesis and accept the
alternative hypothesis, so there’re statistically significant differences in the estimates of
respondents for the elements of using the Balanced Scorecard because of demographic
variables (Career status, scientific specialization, academic qualification, years of
experience).

3. test of the third hypothesis, which states the following: (APIC company has specific
financial objectives and measures used to evaluate the financial performance of the
company).
To test this hypothesis, the researcher surveyed sample views on the most
important objectives they seek to achieve through the financial perspective. Then she
arranged these objectives according to the priority . Table (4.10) demonstrates that the
main objective of the company is (increasing the sales of the company), where it was
ranked first in the relative weight of 95.14% , followed by (reducing the prices of
production ) which constitutes relative weight of 41.67%, followed by (increasing the
production which constitutes relative weight of 30.56%, and finally “ maximizing the
share” is the final objective which constitutes relative weight of 24.31%.
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Table (4-10) Objectives of financial Perspective
Order
The first

The
second

The
third

The
fourth

Not being
used

4

3

2

1

0

23

2

1

1

1
3

17
0

2
14

0

5

4

Objectives

1.
2.
3.
4.

weight
Increasing the company's
sales.
Reducing production costs.
Increasing production.
Maximizing the share
price.

Points

Weight

0

137

95.14%

1
4

15
15

60
44

41.67%
30.56%

12

15

35

24.31%

In the opinion of the researcher, this arrangement of the objectives of the financial
perspective demonstrates the company's efforts to acquire high market share to compete in
foreign markets through increasing its sales, as it is clear that the company is trying to
achieve this goal through price competition, where the company is seeking to reduce
production costs as a

second goal , helping it to reduce prices, while

increasing

production and maximizing the share price are considered as the company's secondary
objectives as they are achieved automatically whenever the first two objectives fulfilled ,
which proves that there’re specific financial objectives for the company.
Also, the researcher surveyed the opinions of the sample study regarding the most
important

measures which are used to assess the achievement of the objective in the

financial dimension. The table (5.11) shows the most important measures which are used
for each goal, as (turnover of sales) represents the basic measure to increase the sales of
the company which constitutes 97.22% of relative weight , then (turnover of stock )
which constitutes 50% of relative weight , followed by the comparison of (demand and
supply) which constitutes 27.78% of relative weight . All this ,in the opinion of the
researcher ,confirms the importance of maximizing the amount of the sales of the company
to control the largest possible market share .
It is also clear that the (rate of working hours per unit) is the most important
measure leading to success for the company to reduce production costs 58.33% of relative
weight , and this reflects the company's interest in reducing work time, in addition to the
reduction of direct wages. Then it followed by (The unit’s share of the indirect costs)
which constitutes 29.17% of relative weight , which means that the indirect costs aren’t
as important as the direct costs.
It is confirmed that the company considers (the amount of production per hour of
work) is the key measure to increase production to 58.33% of relative weight . That
means that the company is very much interested in the duration of production.
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It is also clear that the company is trying to maximize the value of the stock by
increasing investors trust in the stability of the company and its strong market.
It is already clear that the Arab company's APIC has specific financial objectives
and measures, used to evaluate the financial performance of the company. Based on that
,the third hypothesis is accepted .

Table (4-11) : measures used to evaluate the objectives of the
Financial perspective
Objective

Order
measure

Increasing the
company’s
sales.

weight
1

Reduci
ng
produc
tion
costs.

2

Stock turnover.

3

Comparison of demand and supply.

4

Rate of working hours per unit.

5

Per unit of indirect costs.
weight

6

Average worker productivity.

7

Quantity of production per hour of
work.
weight

Maximizing the
share price.

2nd

3rd

4th

Points

Weight

3

2

1

0

33

3

0

0

105

97.22%

3

24

3

0

54

50.00%

0

6

18

0

30

27.78%

2

1

0

0

21

0

0

0

42

58.33%

0

21

0

0

21

29.17%

2

1

0

0

0

21

0

0

21

29.17%

21

0

0

0

42

58.33%

4

3

2

1

9

3

9

0

63

43.75%

6

9

3

3

60

47.92%

6

9

9

0

69

41.67%

0

6

0

0

18

12.50%

Sales turnover.

weight

Increas
ing
product
ion.

1st

8

Per share of realized profits.

9

Per share of distributed profits.

10

Change in share price.

11

Others.

4. testing the fourth hypothesis, which states the following: ( APIC company has
specific objectives and measures used to evaluate the performance of the perspective
related to the customer of the company).
To test this hypothesis, the researcher surveyed sample views on the most
important objectives they seek to achieve through the perspective of the customer . Then
she arranged these objectives according to priority. Table (4.12) that the main objective of
the company in this perspective is ( customer loyalty for the company), where it was
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ranked in the first place which constitutes 80.56% of relative weight , followed by the
(customer satisfaction ) which constitutes 69.44% of relative weight, and finally
(Increasing market share) which constitutes 36.11% of relative weight.

Table (4-12) The objective of customer perspective
Order
objective
weight

1st

2nd

3rd

Not used

3

2

1

0

Points

Weight

1

customer loyalty

27

0

6

3

87

80.56%

2

customer satisfaction

3

30

0

0

75

69.44%

3

market share

6

0

21

9

39

36.11%

In the opinion of the researcher, even though this arrangement of the objectives of
the perspective of the customer contradicts the objectives of the financial perspective, it is
considered as a booster and a complement to the financial perspective, so the company
cares more about maintaining the current market share and ensuring the current customers,
making it concerned about the customer loyalty and stratification on the account of
market share, to let the process of expansion of its market share operates systematically
and continuously. This indicates the presence of specific objectives

regarding

the

customer perspective of the company which must be connected to the objectives of the
financial perspective by cause-effect contact.
As the researcher surveyed a sample study opinions on the most important
measures used to assess the achievement of the objectives on the perspective of customer.
Table (4.13) shows the most important measures used for each goal, as it represents (the
number of purchases times for the same customer)the basic measure to increase the sales of
the company which constitutes 63.89% of relative weight , followed by (questionnaires)
which constitutes 61.11% of relative weight , finally followed by comparison (the study of
customers behaviors towards the Organization) which constitutes 38.89% of relative
weight , and this confirms the researcher’s opinion regarding the importance of customer
loyalty of the company to maximize the amount of sales to control the largest possible
market share .
It is also clear that the (after-sales service) is the most important measure of the
success for the company's customer satisfaction which constitutes 63.89% of relative
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weight, and this reflects the company's interest in communicating with customers after the
deal directly, which provides the company with feedback about the customers views about
the products and their satisfaction, leading to giving them the largest guarantee for the
continuation of their dealings with the company, followed by (questionnaires) which
constitutes 58.33% of relative weight .That demonstrates the company's interest in the
direct and indirect feedback to identify the customer opinion through questionnaires and
the number of complaints received from them.
On the other hand , market share is measured by using (the sales rate to aggregate
demand rate) or (percentage of sales of the company for a certain period to the same
industry sales) by a relative weight of 58.33% alike . And this equality is because ,
according to the researcher, both percentages give the same result, but the first result will
be in case of planning to expand the market share since it provides the company with
information about the company's marketing gap ( the amount of untapped demand).
It is clear that the Arab company APIC has specific objectives and measures are
used to evaluate the performance of the perspectiveof the customer, so the fourth
hypothesis is accepted .
Table (4-13)
Measures used to evaluate the objectives of the customer perspective
Objective

Customer loyalty
for the company

Customer
satisfaction

Market share

Order

1st

2nd

3rd

3
15
12

2
9
15

1
3
3

66
69

61.11%
63.89%

6

3

18

42

38.89%

3
15

2
6

1
6

63

58.33%

3

21

6

57

52.78%

15
3
3
15

6
0
2
9

12
3
1
0

69
12

63.89%
11.11%

63

58.33%

9

18

0

63

58.33%

3

0

24

33

30.56%

Measure
weight
1
Questionnaire
2
The
number
of
purchase times the for
the same customer
3
The study of customer
behavior towards the
organization .
weight
1
Questionnaire
2
The
number
of
complaints
received
by customer .
3
After-sales services.
4
Others
weight
1
Sales rate to aggregate
demand rate.
2
Percentage of sales of
the company for a
certain period to the
same industry sales.
3
Periodic review of the
marketing activity of
the organization.
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Points

Weight

5. Testing the fifth hypothesis, which states the following: ( APIC company has
specific objectives and measures used to evaluate the performance of the perspectives
of the internal processes of the company)
To test this hypothesis, the researcher surveyed sample views on the most
important objectives they seek to achieve through the perspective of the internal processes.
Then she arranged these objectives according to the priority. Table (4.14) shows that the
main objective of the company is (production quality), where it was ranked at the first
place which constitutes 93.75 % of relative weight, followed by (the product delivery
speed for the customer ) which constitutes 64.58% of relative weight , followed by
(innovation of new products) which constitutes 56.25% o relative weight . Finally , the
reduction of processing costs after sales is the last goal which constitutes 22.92%. of
relative weight .

Table (4-14)
objectives of internal processes perspective
Order

Objectives

1.

weight
Productivity Quality

2.

The speed of delivery of the
product to the customer.

3.

innovation of new products.

4.

Reduction

of

processing

costs after sales .

The

The

The

The

Not being

first

second

third

fourth

used

4

3

2

1

0

30

3

3

0

6

21

3

0

12

3

0

Points

Weight

0

135

93.75%

0

6

93

64.58%

21

13

0

81

56.25%

3

15

15

33

22.92%

In the opinion of the researcher, this arrangement of the objectives of the
perspective of the internal processes demonstrates the company's efforts to acquire all
elements of competition (quality, cost, time) in addition to the development and innovation
to keep it in the competition . It also keeps up with the objectives of the financial
perspective ,where possessing these elements (quality, cost, time) gives the company a
competitive advantage - competition in foreign markets -to help it in acquiring a larger
market share, which demonstrates that the objectives of the perspectiveof the internal
processes of the company are specified concisely and in agreement with the objectives of
the other dimensions.
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The researcher also surveyed the opinions of the

sample study on the most

important measures used to assess the achievement of the objectives of the internal
processes perspective of the company views. Table (4.15) shows the most important
measures used for each goal , where (customer satisfaction) is the basic measure of
company products’ quality which constitutes 66.67% of relative weight , followed by (total
quality costs to net sales)which constitutes 54.17% of relative weight , and therefore it is
clear that the company is concerned with customer satisfaction as an indicator to the
quality of its products. As a result, the company considers its concern with quality as a way
to achieve the customer satisfaction , but it is still trying to reach a balance between
quality and its costs, so the next measure was the total of the quality costs to the net sales.
It is also clear that the (time spent to reach the customer) is the most important
measure of success in the speed of products delivery to the customer which constitutes
72.91% of relative weight, reflecting the company's interest in reducing the time in all
stages of the production process; either production time or the time required to reach the
customer, to make it a reason to obtain the customer satisfaction, helping it in achieving its
objectives related to the

former

perspective that assure

the customer loyalty and

satisfaction. Then it followed by (the number of sales people) which constitutes 64.58% of
relative weight . This measure gives two indicators for the company; the first one is
sufficient number of salespeople to reduce the time spent to reach the customer and the
other is measuring the extent of development in the magnitude of its sales, which gives
another indication of the interdependence of the company's objectives on different
dimensions.
It is also clear that the company is more interested in the loyalty of the current
customers and their satisfaction than expanding market share as it demonstrated by the
analysis of the objectives for the customer, confirming that the use of the company to the
measure (The rate of sale of new products / number of existing customers), which
constitutes 94.44% of relative weight ,is considered as a key indicator to innovate new
products , then it followed by (The rate of sale of new products / number of new
customers).
The company use for the measure (duplicates processing after sales for the same
product) as a key indicator to reduce the costs of processing after sales for the same
product is compatible with the objectives of quality and reducing costs, where along with
giving this measure an indication to reduce the cost, it gives the most important indicator
about product quality .
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From the perspective of the researcher , the extent of interdependence with the
objectives of the other dimensions either by the relationship of cause or effect is shown
through analyzing the company's objectives on this dimension.
It is demonstrated that the Arab company APIC has specific objectives and
measures are used to evaluate the performance of the perspective of the internal processes
of the company. Accordingly , the fifth hypothesis is accepted .
Table (4:15)
Measures used to evaluate the objectives of internal processes perspective
Objective

Productivity
Quality

Order

1
2
3
1

The speed of
delivery of the
product to the
customer

2
3
4

1

Innovation of
new products

1st

2nd

3rd

4th

weight

2

1

0

0

quality costs to net sales.
Customer satisfaction.
Others.

18
15
3
4

3
18
3
3

0
0
0
2

24

3

6

Measure

2

3

weight
Time spent to reach the
customer.
Number of salespeople.
Number of means of transport
of the organization.
Efficient means of transport of
the Organization.
weight
The rate of sale of new
products / number of existing
customers.
The rate of sale of new
products / number of new
customers.
Others .
weight

Reduction the
costs of
processing
after sales

6.

1
2

Duplicates processing after
sales for the same product.
Time spent in processing
products.

Points

Weight

0
0
0
1

39
48
9

54.17%
66.67%
12.50%

0

0

105

72.91%

21

3

0

93

64.58%

0

3

18

3

48

33.33%

0

6

3

12

36

25.00%

3

2

1

0

30

6

0

0

102

94.44%

6

27

0

0

72

66.67%

0

0

3

0

3

2.78%

2

1

0

0

21

0

0

0

42

58.33%

0

21

0

0

21

29.17%

testing the sixth hypothesis, which states the following: ( APIC company has

specific objectives and measures used to evaluate the performance perspective of
learning and growth of the company)
To test this hypothesis, the researcher surveyed sample views of the study on the
most important objectives they seek to achieve through post - learning and growth , then
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she arranged order of these objectives according to priority. Table (5.16)demonstrates that
the company has two main objectives for this perspective: (retaining skilled staff and the
efficiency of workers) as they equally come at the first place which constitutes 70.83% of
relative weight and it is followed by (staff loyalty) which constitutes 58.33% of relative
weight , while (the efficiency of information systems) comes in the fourth place which
constitutes 31.25% of relative weight.
Table (4:16) objectives of learning and growth perspective
Order

Not being
1st

2nd

3rd

4th

Objectives

used

Points

Weight

4

3

2

1

0

1.

weight
Retention of skilled staff.

18

6

6

0

6

102

70.83%

2.

Staff loyalty.

6

18

3

0

9

84

58.33%

3.

The efficiency of workers.

12

6

18

0

0

102

70.83%

4.

The

6

6

25

0

9

45

31.25%

efficiency

of

information systems.

In the opinion of the researcher, this arrangement of the objectives related to the
perspective of learning and growth comes coordinated and integrated with the objectives of
the previous dimensions, where the company can maintain the required quality of
production through the efficiency of its employees , demonstrating that the objectives
related to the perspective of learning and growth of the company are specific and
integrated objectives with the objectives of other dimensions.
As the researcher surveyed the views of a sample study on the most important
measures used to evaluate the achievement of objectives for the perspective of learning
and growth. Table (4.17) shows the most important measure used for each goal , where
(the proportion of the amount of incentives to achievement at work) is the basic measure
of the company in retaining its skilled employees which constitutes 76.67% of relative
weight ,it followed by (the number of annual meetings between the company and the
skilled personnel) which constitutes 65% of relative weight , then finally the use of
(questionnaire to measure employee satisfaction about the company) constitutes 55% of
relative weight .This confirms the opinion of the researcher that the company pays its
intention to preserving its skilled employees by following all means such as the use of
incentives, and following -up the satisfaction with the company either directly – meetingsor indirectly –questionnaire .
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As it is clear that (the time period for the survival of the employee in the
organization) is the most important measure of success for the company to gain the loyalty
of its employees which constitutes 80.56%of relative weight . This reflects the attention of
the company to maintain its employees as long as possible , where they possess the
experience and their performance become more efficient and effective, leading to
achieving the company's quality products and savings of working time.
The company determines to motivate its employees by all means as it is evidenced
by using the measure (comparing employees method ) as a key indicator of the efficiency
of its employees and increasing their spirit which constitutes 78.33% of relative weight ,
while (the productivity degree of the employees of the company) is

the second key

measure which constitutes 63.33% of relative weight .
The company is also interested in information systems that would achieve savings
of time as it developed several measures to achieve that goal ; the most important one is
(the efficiency of hardware and software that are

available to the Company) which

constitutes 72.22% of relative weight and it followed by (modernity of and hardware that
are available to the company) which constitutes 61.11% of relative weight.
It is already clear that the Arab company APIC has

specific objectives and

measures are used to evaluate the performance on the perspective of learning and growth
of the company, so the sixth hypothesis is accepted accordingly.
Table (4:17)
Measures used to evaluate the objectives of learning and growth perspective
Goal

Order

Staff loyalty

Retention of skilled

1

2

3

4
5

1

2
3

measure
weight
The proportion of the amount of
incentives to achievement at
work.
The number of annual meetings
between the company and skilled
personnel.
Questionnaire
to
measure
employee satisfaction about the
company.
Job turnover rates.
The level of social and health
services for employees.
weight
he time period for the survival of
the employee in the organization.
staff resignations level.
Degree of achievement of the
organization's objectives.

1st

2nd

3rd

4th

5th

points

Weight

4

3

2

1

0

21

6

3

0

0

138

76.67%

3

21

6

0

0

117

65.00%

6

0

21

3

0

99

55.00%

0

0

0

15

0

30

16.67%

0

3

0

3

3

21

11.67%

3

2

1

0

0

27

3

0

0

0

87

80.56%

0

18

0

0

0

36

33.33%

3

3

18

0

0

33

30.56%
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The efficiency of
workers

The efficiency of
workers

Goal

Order

1
2
3
4
5

1

2
3

measure
weight
Comparison employees method .
Management
by
Objectives
method.
Degree
of
the
employee
productivity of the company .
Periodic reports on the efficiency
of the staff.
The number of courses offered
to the employee.
weight
The efficiency of the hardware
and software available to the
Company.
Modern hardware and software
available to the Company.
The extent of flowing of
information
between
the
organization departments.

1st

2nd

3rd

4th

5th

points

Weight

4
18

3
9

2
3

1
3

0
0

141

78.33%

9

12

6

0

0

111

61.67%

12

6

0

114

63.33%

6

9

3

3

9

15

3

187

48.33%

0

3

3

9

0

30

16.67%

3

2

1

0

0

21

6

3

0

0

78

72.22%

9

18

3

0

0

66

61.11%

0

9

18

0

0

36

33.33%

7. The test of the seventh hypothesis, which states the following: (having obstacles to
the use of the Balanced Scorecard for APIC holding company )
To test this hypothesis, One Sample T test was used for the analysis of the paragraphs
of the questionnaire; The paragraph will be positive when respondents agree on the content if
the value of ’’t’ calculated is greater than the value of t tabulated which equals 1.982 (or the
significance level is less than 0.05 and the relative weight is greater than 60%), while the
paragraph will be negative when respondents do not agree on the content if the value of t
calculated is smaller than the value of t tabulated which equals -1.691 (or the significance
level is less than 0.05 and the relative weight is less than 60%), and the sample views in
paragraph will be neutral if its significance level is greater than 0.05.
The results in Table (4.18), which

shows the views of the study sample in the

paragraphs of the second axis (obstacles to the use of the Balanced Scorecard), represent the
top three paragraphs according to the relative weight are as follows: Paragraph (1), which
states "the

Company administration

doesn’t adopt the idea of applying the Balanced

Scorecard " , where it got the highest acceptance rate of (90%), making it the main obstacle to
the non-application of the Balanced Scorecard, despite the availability of components, which
may be due to the company's management resistance to any change which made it unsure
about the results. Then it followed by paragraph (10), which states (The fragility of the
Palestinian economic situation as a result of its association with the economy of the
occupation) where its acceptance rate was (89.44%), which may be an obstacle in the face of
improving

performance, making the company reluctant to apply the new methods as a

Balanced Scorecard . That paragraph equals paragraph (7), which states "the difficulty in the
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selection of financial and non-financial measures for the four dimensions of the card," making
the company is not ready to implement the Balanced Scorecard before developing the capacity
of its crew on the selection of appropriate standards.
While the less paragraphs acceptance was paragraph (3), which states "the lack of
clarity and delivering the company's strategy to all levels of management," , its acceptance rate
was (47.22%), and this is consistent with the results of the first hypothesis ; the company's
employees have a clear understanding of the strategy, which makes it one of the elements of
the company for the application of the Balanced Scorecard. That paragraph was preceded by
paragraph (2), which states "the volatility of the company's strategies," , its acceptance rate was
(47.78%), and this result is consistent with the third-to-sixth hypothesis , where the company's
objectives connection with each other on the one hand and its interdependence with the used
measures to evaluate it on the other hand are considered as a proof of the stability and the
clarity of the company’s strategy to make it one of the elements of the application of the
Balanced Scorecard rather than being obstacles .
In general, it is clear that the arithmetic average of all the paragraphs of the first axis
(the obstacles of using the Balanced Scorecard) equals 3.73, the relative weight equals
74.67%, which is greater than the neutral relative weight which equals "60%" , the value of t
calculated equals 0.30 which is greater than the value t tabulated which equals 1.691, and the
significance level equals 0.00 which is less than 0.05, which indicates the presence of obstacles
limit the use of the Balanced Scorecard by the subsidiaries of the Arab company at 0.05
significance level. As it is observed, these obstacles are divided into two groups, some of
which are related to that company, such as:
1.

Not adopting

the idea of applying the Balanced Scorecard

by the company’s

administration .
2.

Difficulty in the selection of financial and non-financial measures

for the four

dimensions of the card.
3.

Lack of sufficient scientific background for all the company's employees on the
implementation of the Balanced Scorecard.

4.

The high costs associated with implementing the Balanced Scorecard .

5.

The lack of sufficient resources to achieve the company's objectives.

Some of which is out of control of the company, such as:
1.

The fragility of the Palestinian economic situation as a result of its association with the
economy of the occupation.

2.

lack of stable security in Palestine

80

This is consistent with a study (EL-Daour , 2008) which states that the most important
obstacles to the use of management accounting methods, including the Balanced Scorecard in
Palestine is unstable security situation in Palestine.
Therefore the second hypothesis was rejected. Accordingly, there are obstacles limit
the use of the Balanced Scorecard by the subsidiaries of the Arab company APIC at 0.05
significance level.

Table (4:18) second axis paragraphs analysis

5

6

Significance
Level

4

‘’ t ‘’ value

3

Relative
Weight

2

Standard
Deviation

1

Mean

Number

(Obstacles to the use of the Balanced Scorecard)

4.50

0.65

90.00%

13.75

0.00

2.39

1.18

47.78%

-3.11

0.00

2.36

1.20

47.22%

-3.20

0.00

4.08

0.97

81.67%

6.72

0.00

3.67

1.31

73.33%

3.06

0.00

4.42

0.50

88.33%

17.00

0.00

Paragraphs

Not adopting the idea of applying the
Balanced Scorecard by the company’s
administration.
Instability of the company's strategies
lack of clarity and delivering the
company's strategy to all levels of
management
Non-availability
of
sufficient
resources to achieve the company's
objectives.
high
costs
associated
with
implementing the Balanced Scorecard.
Lack
of
sufficient
scientific
background for all the company's
employees on the implementation of
the Balanced Scorecard.

. Difficulty in the selection of financial
7
and non-financial measures for the 4.47
0.65
89.44%
13.51
four dimensions of the card.
No continuity in keeping up with
8
technological development of the 2.83
1.28
56.67%
-0.78
company
9
Lack of stable security in Palestine
4.14
0.93
82.78%
7.34
The fragility of the Palestinian
economic situation as a result of its
10
4.47
0.65
89.44%
13.51
association with the economy of the
occupation.
All paragraphs
3.73
0.30
74.67%
14.69
The value of “t “ tabulated is at 0.05 level of significance and ‘’35’’df is 1.691.
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0.00

0.44
0.00

0.00

0.00

8. The test of the eighth hypothesis, which states the following: (There are no
statistically significant differences in the sample estimates of obstacles for the use of
the Balanced Scorecard are attributed to demographic variables (Career status ,
scientific specialization, academic qualification, years of experience).
One Way ANOVA test was used to test for differences between the estimates of
the sample members of the obstacles of using the Balanced Scorecard attributed

to

demographic variables (Career status , scientific specialization , years of experience). The
results were as follows:
First, the results demonstrate in Table (4.19) the differences between the sample
estimates of the obstacles of using the Balanced Scorecard according to career status ,
where it shows that the significance level is greater than 0.05, indicating that there is no
difference between the sample estimates of the obstacles of using the Balanced Scorecard
according to career status . This is due to the fact that respondents are general managers of
different related with majors which let them be familiar enough with the obstacles of
using of the Balanced Scorecard.

Table (4.19) The results of (One Way ANOVA) of the differences between the sample
members estimates of the obstacles of the Balanced Scorecard
according to career status
Source of
Variance
Between the
groups
Within the
groups
Sum

sum of

degree of

Squares

freedom

Average

0.36

3

0.12

2.78

32

0.09

3.14

35

squares
average

“F” Value

level of significance

1.38

0.27

The value of “f “ tabulated is at 0.05 level of significance and “ 3,32” df is 2.48.

Second, the results of (One Way ANOVA) set forth in the table (4.20) about the
differences between the estimates of sample members for the obstacles of using the
Balanced Scorecard according to scientific specialization, show that the significance level
is greater than 0.05, indicating that there is no difference between the estimates of the
sample members of the obstacles of using the Balanced Scorecard according to scientific
specialization. This is due to the fact that most of respondents are ones of majors related to
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the Balanced Scorecard such as management, accounting and financial industry , which
limits the existence of differences in the estimates of the obstacles for the used obstacles .
Table (4.20) The results of (One Way ANOVA) of the differences between the
estimates of The obstacles of the Balanced Scorecard
according to scientific specialization
Source of
Variance

sum of

degree of

Squares

freedom

Average

0.91

5

0.18

2.23

30

0.07

3.14

35

squares
average

Between the
groups
Within the
groups
Sum

“F” Value

level of significance

2.43

0.06

The value of “f “ tabulated is at 0.05 level of significance and “5,30” df is 2.05.

Third, (Two independent sample t-test) , was used to test for differences between
the estimates of sample members for the obstacles of using the Balanced Scorecard
according to academic qualification variable . The results in table (4.20) demonstrate that
the significance level equals 0.51 which is greater than 0.05, indicating that there are no
differences between the estimates of sample members for obstacles using the Balanced
Scorecard according to academic qualification variable. This is due to the fact that all
respondents are bachelor's and master's bearers , which develops their opportunities
knowledge about the Balanced Score Card and it helps in identifying its obstacles.
Table (4:21) T-test results according to differences between the estimates of sample
members for the obstacles of using the Balanced Scorecard depending on academic
qualification variable.
Standard

Kind

Number

Mean

Bachelor

21

3.70

0.35

Master degree

15

3.77

0.21

Deviation

T value

Significance

-0.67

Level
0.51

The value of “t “ tabulated is at 0.05 level of significance and “34” df is 2.034.

Fourth: The results of (One Way ANOVA) in Table (5.22), which show the
differences between the estimates of sample members for the obstacles of using the
Balanced Scorecard according to the years of experience, demonstrate that the significance
level is greater than 0.05, indicating that there are no differences between the estimates of
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sample members for the obstacles for using the Balanced Scorecard, according to the years
of experience, where 91.7% of the respondents’ experience is more than 5 years, which
enhances their knowledge of what hinders the use of the Balanced Scorecard by their
company.
Table (4:22) The results of (One Way ANOVA) of the differences between the
estimates of sample members obstacles of using Balanced Scorecard
due to years of experience
Source of
Variance

sum of
squares
average

degree of
freedom

Squares
Average

“F” Value

level of significance

Between the
groups

0.32

3

0.11

1.22

0.32

Within the
groups

2.82

32

0.09

Sum

3.14

35

he value of “f “ tabulated is at 0.05 level of significance and “3,32” df is 2.48 .

Based on the what all mentioned above , the null hypothesis has been accepted . As
a result, there are no statistically significant differences in the estimates of the sample
members for the obstacles of using the Balanced Scorecard are attributed to demographic
variables (Career status, scientific specialization, academic qualification, years of
experience).
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Chapter five
Conclusions and Recommendations
5.1 The results
1.

The subsidiaries of the Arab company APIC have the elements of using

the

Balanced Scorecard, where it was demonstrated that the company continuously
assesses its sub-processes and it has clear vision and mission . In addition to that ,
the company is distinguished by the existence of

integration between

all

administrative levels of the company in implementing the strategy, along with
many other advantages.
2.

There are differences between the estimates of the sample members for the
elements of using the Balanced Scorecard according to career status : the
differences were for general managers,

executive managers, and heads of

departments respectively . In addition to these differences , there are differences
between the estimates of the sample members for the elements of using the
Balanced Scorecard according to scientific specialization : the differences were for
general managers, accountants, and administrators respectively .Also , there are
differences between the estimates of the respondents for the elements of using the
Balanced Scorecard according to academic qualification : the differences go to the
Master's bearers . Finally, there are differences between the estimates of
respondents for the elements of using the Balanced Score card according to the
years of experience where they go to who has larger experience.
3.

The Arab company APIC has specific financial objectives and measures are used
to evaluate the financial performance of the company; the most important of these
objectives is (increasing the sales of the company), where it was ranked at the first
place ,constituting

95.14% of relative weight , it followed by (reducing the

production costs ) which constitutes 41.67% of relative weight , then , they are
followed by (increasing production) which constitutes 30.56% of relative weight ,
and finally “maximizing the market ‘’ which constitutes 24.31% of relative weight.
4.

The Arab company APIC has specific financial objectives and measures are used
to evaluate the performance of the perspective of the customer of the company. The
primary goal of the company in this perspective is (the loyalty of the customer for
the company), where it was ranked first which
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constitutes 80.56%of relative

weight , it followed by (customer satisfaction) which constitutes 69.44% of relative
weight, then they are followed by (increasing market share) which constitutes
36.11% of relative weight .
5.

The Arab company APIC has specific financial objectives and measures are used
to evaluate the performance of the perspective of the internal processes of the
company. These objectives were arranged according to the priority. Table (5.14)
shows that the main goal of the company is (productive quality ), where it was
ranked first which constitutes 93.75% of relative weight , it followed by (the speed
of products delivery to the customer) which constitutes 64.58%of relative weight
,then they are followed by ( innovation of new products) which constitutes 56.25%
of relative weight, while ( reducing the costs of treatment after sales )comes finally
which constitutes 22.92% of relative weight.

6.

The Arab company APIC has specific financial objectives and measures are used
to evaluate the performance perspective of learning and growth for the company,
where the company has two main objectives for this perspective: (retaining the
skilled employee and the efficiency of workers). These two objectives have the
same rank as they constitute 70.83% of relative weight , they are followed by
(employees loyalty) which constitutes relative 58.33% of relative weight , while
(the efficiency of information systems) comes in the fourth place as it constitutes
31.25% of relative weight.

7.

There are obstacles for using the Balanced Score card by the subsidiary companies
for the Arab Company APEC. These obstacles are divided into two groups, some of
which are related to the company itself, such as: (Not adopting the idea of applying
the Balanced Score card by the company administration , the difficulty in selecting
the financial and non-financial measures of the four dimensions of the card, the
lack of adequate scientific background on the part of all the company's employees
on the implementation of the Balanced Score card, the high costs associated with
implementing the Balanced Score card , the lack of adequate resources for the
company to achieve its objectives), and some of which are beyond the company's
will, such as: (the fragility of the Palestinian economic situation as a result of its
association with the economy of the occupation, the lack of stable security in
Palestine)

8.

There are no statistically significant differences in the estimates of the sample
respondents for the obstacles of using the Balanced Score card are attributed to
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demographic variables (Career status , scientific specialization, academic
qualification, years of experience).

5.2 Recommendations
1.

1. The need for holding necessary training courses in the areas of performance
evaluation and

financial and strategic planning and using the Balanced Score

Card in these areas by professional organizations such as Palestinian Accounting
and Auditors Association and Palestinian Guild Leaders Association.
2.

The need for updating the management accounting curricula in the Palestinian
educational institutions and inclusion the Balanced Score Card in their study plans
to keep up with the modern scientific developments.

3.

The importance of holding training courses by Palestinian companies on the
Balanced Score Card to train people who are using it to apply it effectively, and
take advantage of the benefits it brings .

4.

The need for addressing the obstacles facing the implementation of the Balanced
Score Card for the Arab company (APIC) because of its close association with
ensuring the success of the application.

5.

The need for making grading in the application of the Balanced Score Card ,
where it is applied on certain branches of the company in its early stages till it will
be circulated to the company as a whole after the administration being relaxed
about the results of the limited application.

5.3 The proposed studies
1.

The effect of applying the Balanced Score Card in promoting the investors trust in
the listed companies in Palestine Exchange.

2.

The ability of the Palestine Exchange to use the Balanced Scorecard in evaluating
the performance of the listed companies in it .

3.

The effect of the participation of workers in the formulation of the Balanced
Scorecard objectives on the success of the card in the performance measurement for
public shareholding companies.
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Appendix (1)
No.
1

Pro. Salem A. Helles

2

Dr. jameel Al najjar

3

Dr.Maher Dergham

List of arbitrators
Doctor of accounting at
Islamic University-Gaza
Doctor of accounting at
Al-Quds Open University
Doctor of accounting at
Islamic University-Gaza
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)Appendix (2
The questionnaire in Arabic

جامعــــــــــة ا

ــــــــــر

ـ ــــــــــ

عمــــــــــات الت ار ـــــــــــا العليـــــــــــا

كليــة اتصادــات لالعلــلر ا تار ــة
برنــــــامت ماج ــــــا ر الم ا ــــــ ة

قائمة استقصاء
المحترمين

السادة .......................................................... /
تحية طيبة وبعد .

تقوم الباحثة بإعداد دراسة بعنوان "مــدى استخــدام بطـاقــة األداء المتــوازن  BSCفــي تقييــم أداء الشركة
العربية الفلسطينية لالستثمار( أبيك ) ,فلقد وقع االختيار على شركتكم لكونها من أهم الشركات العاملة في دولة
فلسطين ,لذلك يسرنا مساهمتكم في هذه الدراسة من خالل اإلجابة على فقرات قائمة االستقصاء وإعادته للباحثة في
أقرب فرصة ممكنة ,حتى يتسنى تحليل هذه اإلجابات والتي تمثل أحد الدعامات األساسية إلثراء البحث ,و ما يسفر عنه
من نتائج ,ألغراض البحث العلمي فقط .
مالحظة :برجاء وضع عالمة ( )Xأمام اإلجابة التي ترون أنها تناسب أرائكم.
مع جزيل الشكر لحسن تعاونكم
الباحثة
كريستينا ترزي
إشراف
أ .د .جبر إبراهيم الداعور
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مقدمة تعريفية:
بطاقة األداء المتوازن ( :)BSCأداة مهمة تساعد المنظمة على اإلدارة اإلستراتيجية الجيدة وتمكنها من
صياغة و متابعة و تقييم استراتيجياتها من خالل التوازن بين خططها في األجل القصير واألجل الطويل ,وتهدف
البطاقة في مساعدة الشركة على ترجمة رؤيتها و إستراتيجياتها إلى مجموعة من األهداف و مقاييس استراتيجية
مترابطة موضحة السبب واألثر بين تلك األهداف من خالل أبعادها األربعة كما يلي :
-1

البعد المالي :يحتوي هذا المحور على أهدافا مالية بحتة مثل :تعظيم سعر السهم  ,زيادة الربحية وفيه مقاييس
معينة لتلك األهداف مثل ( معدل العائد على حقوق الملكية .)" "ROE

-2

بعد الزبون  :إن المنظمة تحتاج إلى إن توجه اهتمامها إلى تلبية احتياجات و رغبات عمالئها الن هؤالء
العمالء هم الذين يدفعون للمنظمة لتحقيق األرباح ,ومن خالل هذا المنظور فان هنالك أهدافا ومقاييس تعكس
وضع العميل بالنسبة للمنظمة مثل  :رضا الزبائن ,الحصة السوقية ,درجة الوالء ,القدرة على االحتفاظ
بالزبون.

-3

بعد العمليات الداخلية  :فيه يتم قياس فعالية األنظمة الداخلية للمؤسسة من أجل ضمان تنافسيتها ,حسب مراحل
سلسة اإلنتاج فهي تهتم بكل من (البحوث ,براءات االختراع ,عدد المنتجات الجديدة جودة المنتجات ,استقبال
الزبون.),

-4

بعد التعلم والنمو  :يحدد هذا البعد القدرات التي يجب أن تنمو فيها المنظمة من أجل تحقيق عملياتها الداخلية
بأعلى مستوى و التي تخلق قيمة للعمالء و المساهمين ,ويؤكد هذا البعد على النمو و التعلم من خالل:

*

قدرات الموظف ( :تعليم و تطوير الموظفين ,قياس رضا الموظفين ,وفاء الموظفين ,إنتاجية الموظفين) .

*

فعالية أنظمة المعلومات لدى المنظمة.
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القسم االول  :معلومات شخصية:
 -1المركز الوظيفي بالشركة
□ إدارة عليا

□ مدير تنفيذي

□ رئيس قسم

□ موظف

 -2التخصص العلمي
□ إدارة □ محاسبة □ اقتصاد □ تمويل

□ هندسة □ أخرى ............

 -3المؤهل العلمي
□ دكتوراه

□ ماجستير

□ بكالوريوس

 -4عدد سنوات الخبرة
□ اقل من  5سنوات □ من  -5أقل من  10سنوات □ من  -10أقل من  15سنة □  15سنة فأكثر
القسم الثاني :يرجى اختيار مدى قوة درجة األهمية مبتدئة من (  ) 1اقل أهمية إلى(  ) 5أكثر أهمية
درجة األهمية
الجزء االول  -أساسيات تطبيق إعداد نموذج بطاقة األداء المتوازن لدى شركة أبيك.
1

2

3

4

1لدى الشركة رؤية واضحة2لدى الشركة رسالة واضحة– 3يوجد إستراتجيات واضحة لتطبيق رؤية الشركة
– 4وجود تكامل بين المستويات اإلدارية للشركة في تطبيق اإلستراتيجية
– 5إستراتيجية الشركة متوافقة مع أهداف الوحدات التنظيمية
– 6لدى الشركة مقاييس أداء مناسبة لتحقق األهداف المحددة
– 7موظفي الشركة لديهم فهم واضح الستراتيجياتها
– 8لدى موظفي الشركة القناعة الكاملة بإستراتيجية الشركة
 9لدى موظفي الشركة تصور واضح للعالقة بين األهداف الخاصة بالوحدات التنظيميةواستراتيجيه الشركة
10مستوى قدرة الشركة على رقابة أداء الوحدات التنظيمية11لدى الشركة تقييم مستمر لعملياتها الفرعية12مستوى اشتراك كافة المستويات اإلدارية في صياغة إستراتيجية الشركةالجزء الثاني  :المتعلق بأبعاد بطاقة األداء المتوازن:
أوال  :البعد المالي:
من األهداف التالية  ،برجاء حدد األهداف التي تسعى إدارة الشركة إلى تحقيقها من خالل البعد المالي ،مع ترتيبها
حسب األولوية لدى شركتكم حيث التسلسل مبتدئا برقم "  " 1هو االكثر اولوية :
□ زيادة مبيعات الشركة

□ تخفيض تكاليف اإلنتاج

□ تعظيم سعر السهم

□ هدف آخر "وتسلسه في االولية " ......................................
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□ زيادة اإلنتاج

5

في الفقرة التالية حددت بعض المقاييس المستخدمة لقياس كل هدف من األهداف المبينة أعاله  ،بالرجاء تحديد
المقاييس المستخدمة من قبلكم  ،وفي حال اختيار أكثر من مقياس الرجاء ترقيمها حسب األولوية:
الهدف

:

المقاييس:

زيادة مبيعات الشركة ويتم قياسها باستخدام :
□ معدل دوران المبيعات

□ معدل دوران المخزون □ مقارنة الطلب والعرض

□ أخرى . ........................
الهدف

:

المقاييس:

تخفيض تكاليف اإلنتاج ويتم قياسها باستخدام :
□ معدل ساعات العمل للوحدة

□ نصيب الوحدة من التكاليف غير المباشرة

□ أخرى  ,أذكرها....................
الهدف

:

المقاييس:

زيادة اإلنتاج ويتم قياسها باستخدام :
□ كمية اإلنتاج لكل ساعة عمل

□ متوسط إنتاجية العامل
□ أخرى....................

الهدف

:

المقاييس:

تعظيم سعر السهم ويتم قياسها باستخدام :
نصيب السهم من األرباح المحققة

□ نصيب السهم من األرباح الموزعة
□ أخرى . ........................

□ التغير في سعر السهم

هدف آخر  ......................................ويتم قياسه . .............................................
ثانيا  :بعد الزبون:
من األهداف التالية  ،برجاء حدد األهداف التي تسعى إدارة الشركة إلى تحقيقها من خالل بعد الزبون  ،مع ترتيبها
حسب األولوية لدى شركتكم حيث التسلسل مبتدئا برقم "  " 1هو االكثر اولوية :
□ والء الزبون للشركة

□ إرضاء الزبون

□ الحصة السوقية

□ هدف آخر .........................................
في الفقرة التالية حددت بعض المقاييس المستخدمة لقياس كل هدف من األهداف المبينة أعاله  ،بالرجاء تحديد
المقاييس المستخدمة من قبلكم  ،وفي حال اختيار أكثر من مقياس الرجاء ترقيمها حسب األولوية:
الهدف

 :والء الزبون للشركة ويتم قياسها باستخدام :

المقاييس:

□ عدد مرات الشراء لنفس الزبون

□ قوائم االستقصاء

□ دراسة سلوك الزبائن اتجاه المنظمة □ أخرى....................
الهدف

 :إرضاء الزبون ويتم قياسها باستخدام :

المقاييس:

□ قوائم االستقصاء □ عدد الشكاوي الواردة من العمالء
□ خدمات ما بعد البيع

الهدف

□ أخرى....................

 :الحصة السوقية ويتم قياسها باستخدام:

المقاييس:

□ معدل المبيعات إلى معدل الطلب الكلي
□ النسبة المئوية لمبيعات الشركة لفترة زمنية معينة إلى مبيعات نفس الصناعة
□ المراجعة الدورية للنشاط التسويقي للمنظمة □ أخرى....................

هدف آخر  .........................................ويتم قياسه . ...........................................:
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ثالثا  :بعد العمليات الداخلية:
من األهداف التالية  ،برجاء حدد األهداف التي تسعى إدارة الشركة إلى تحقيقها من خالل بعد العمليات الداخلية ،
مع ترتيبها حسب األولوية لدى شركتكم حيث التسلسل مبتدئا برقم "  " 1هو االكثر اولوية :
□ الجودة اإلنتاجية □ سرعة إيصال المنتج للزبون
□ تخفيض تكاليف معالجة ما بعد البيع

□ ابتكار منتجات جديدة

□ هدف آخر ..........................................

فيي الفقييرة التاليية حييددت بعييض المقياييس المسييتخدمة لقييياس كيل هييدف مين األهييداف المبينيية أعياله  ،بالرجيياء تحديييد
المقاييس المستخدمة من قبلكم  ،وفي حال اختيار أكثر من مقياس الرجاء ترقيمها حسب األولوية:
الهدف

 :الجودة اإلنتاجية ويتم قياسها باستخدام :

المقاييس:

□ مجموع تكاليف الجودة إلى صافي المبيعات □ رضاء العمالء
□ أخرى...................

الهدف

 :سرعة إيصال المنتج للزبون ويتم قياسها باستخدام :

المقاييس:

□ الوقت المستنفذ للوصول إلى الزبون □ عدد مندوبي المبيعات
□ عدد وسائل النقل التابعة للمنظمة

□ كفاءة وسائل النقل التابعة للمنظمة

□ أخرى. ....................
الهدف

 :ابتكار منتجات جديدة ويتم قياسها باستخدام :

المقاييس:

□ معدل بيع المنتجات الجديدة  /عدد العمالء الحاليين
□ معدل بيع المنتجات الجديدة  /عدد العمالء الجدد
□ أخرى . .......................

الهدف

 :تخفيض تكاليف معالجة ما بعد البيع ويتم قياسها باستخدام

المقاييس:

□ تكرارات معالجة ما بعد البيع لنفس المنتج
□ الوقت المستنفذ في معالجة المنتجات □ أخرى....................

هدف آخر  ..........................................ويتم قياسه ............................................:
رابعا  :بعد التعلم والنمو:
من األهداف التالية  ،برجاء حدد األهداف التي تسعى إدارة الشركة إلى تحقيقها من خالل التعلم والنمو ،مع ترتيبها
حسب األولوية لدى شركتكم حيث التسلسل مبتدئا برقم "  " 1هو االكثر اولوية :
□ االحتفاظ بالموظفين المهرة

□ والء الموظفين □ كفاءة العاملين

□ كفاءة نظم المعلومات

□ هدف آخر .............................................

فيي الفقييرة التاليية حييددت بعييض المقياييس المسييتخدمة لقييياس كيل هييدف مين األهييداف المبينيية أعياله  ،بالرجيياء تحديييد
المقاييس المستخدمة من قبلكم  ،وفي حال اختيار أكثر من مقياس الرجاء ترقيمها حسب األولوية:
الهدف

 :االحتفاظ بالموظفين المهرة ويتم قياسه باستخدام :

المقاييس:
□ نسبة مبلغ الحوافز إلى االنجاز في العمل

□ عدد اللقاءات السنوية بين الشركة والموظفين المهرة

□ استبانه لقياس رضاء الموظفين عن الشركة □ معدالت الدوران الوظيفي
□ مستوى الخدمات االجتماعية والصحية للموظفين□ أخرى....................
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الهدف

 :والء الموظفين ويتم قياسه باستخدام :

المقاييس:

□ الفترة الزمنية لبقاء الموظف في المنظمة

□ مستوى االستقاالت للموظفين

□ درجة تحقيق أهداف المنظمة
الهدف

□ أخرى. ....................

 :كفاءة العاملين ويتم قياسها باستخدام :

المقاييس:

□ طريقة مقارنة الموظفين

□ طريقة اإلدارة باألهداف

□ درجة إنتاجية العامل في الشركة

□ التقارير الدورية عن كفاءة الموظفين

□ عدد الدورات المقدمة للموظف
الهدف

□ أخرى....................

 :كفاءة نظم المعلومات ويتم قياسها باستخدام :

المقاييس:

□ كفاءة األجهزة والبرمجيات المتاحة لدى الشركة
□ حداثة األجهزة والبرمجيات المتاحة لدى الشركة
□ مدى سريان وتدفق المعلومات بين أقسام المنظمة
□ أخرى . .....................

هدف آخر  .............................................ويتم قياسه ...............................................:
الجزء الثالث  :العوامل التي تحد من استخدام بطاقة األداء المتوازن لدى شركة أبيك.

درجة األهمية
1

2

3

– 1عدم تبني ادارة الشركة لفكرة تطبيق بطاقة األداء المتوازن
2عدم ثبات استراتيجيات الشركة3عدم وضوح وتوصيل استراتيجية الشركة إلى كافة المستويات اإلدارية4عدم توفر موارد كافية لدى الشركة لتحقيق أهدافها5ارتفاع التكاليف المرتبطة بتطبيق بطاقة األداء المتوازن6عدم توفر الخلفية العلمية الكافية لدى كل موظفي الشركة حول تطبيق بطاقة األداءالمتوازن
7صعوبة في انتقاء المقاييس المالية وغير المالية ألبعاد البطاقة األربعة– 8عدم استمرارية مواكبة التطور التكنولوجي لدى الشركة
9عدم االستقرار األمني في فلسطين 10ضعف الوضع االقتصادي الفلسطيني نتيجة ارتباطه باقتصاد االحتاللالجزء الثالث :يرجى اختيار مدى قوة درجة األهمية مبتدئة من (  ) 1اقل أهمية إلى(  ) 5أكثر أهمية
شكرا ً لحسن تعاونكم,
الباحثة  :كرستينا ترزي
Krsstarazi@hotmail.com
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Appendix (3)
The questionnaire in English

Al-Azhar University- Gaza
Deanship OF Postgraduate Studies
Faculty of Economic & Admin Sciences
Accounting Master Program

Dear sirs / ……………………………. after compliment
The researcher has done a study entitled "The extent of the use of BSC in
evaluating the Arab Palestinian Investment Company (APIC). Your revered company has
been selected for being one of the most leading companies operating in Palestine , so it
would be our honor if you share me this study by answering questionnaire paragraphs and
then returning it to the researcher as soon as possible . This will be followed by
analyzing these answers which constitute ones of the fundamental bases for the enrichment
of the research , resulting in getting findings for the purposes of the scientific research
only.
Note: Please tick (X) in front of the appropriate answers according to your point of
view .
With many thanks for your cooperation

Researcher
Christina Tarazi
The supervision of Dr. /
Jaber Ibrahim EL-Daour
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Introduction:
Balanced Scorecard (BSC): is an important tool helps the organization in good
strategic management , enables it

to formulate ,follow-up and evaluate its strategies

through a balance between short-term plans and long- term ones , and aims to help the
company to translate its vision and strategies into a set of coherent objectives and measures
which explains the cause and effect between those objectives through its four perspectives
as follows:
1.

The financial perspective : this axis has a purely financial objectives , such as
maximizing share price, increasing profitability . Also , it has specific measures for
those objectives (such as the rate of return on equity" ROE").

2.

The customer perspective: The organization needs to channel the interest into
matching the needs and desires of their customers because they are behind
achieving its profits. This perspective has objectives and standards reflect the
client's status for the organization, such as the customer satisfaction, market share,
degree of loyalty, the ability to keep the customer.

3.

The internal processes perspective: where the effectiveness of the internal
regulations of the institution has been measured

in order to ensure its

competitiveness, according to the stages of production chain. So , it concerns with
all of the (research, patents, the number of new products, product quality, customer
reception,).
4.

learning and growth perspective : This perspectivedetermines the capabilities that
the organization must be grew in to achieve the highest level of its internal
operations , leading to create value for customers and shareholders. This
perspective emphasizes on growth and learning through:



Employee capabilities: (educating and developing them, measuring their
satisfaction, staff loyalty, staff productivity ).



The effectiveness of the organization's information systems.
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Part one : Personal information
1-

Job status : □ Top management □Executive Manager □ head of Department □ employee

2-

Scientific Specialization : □Management □ Accounting
Engineering

□ Economy □ Finance □

□ Others .

3- Academic qualification : □ PHD □ master □ Bachelor
4- Experience years : □ 5 years or less □ From (6) to (10) years □ From (11) to (15)
years □ More than (15) years

Part two :
The basics of application the Balanced Scorecard model

Importance degree

Paragraphs

5

1- The company has a clear vision.
2- The company has a clear mission.
3- There’re clear strategies to apply the company’s vision .
4- There’s integration among the administrative levels of the company's
strategic application.
5-The company's strategy is compatible with the objectives of
organizational units.
6-The Company has appropriate performance measurements to achieve
specific objectives.
7- Company employees have a clear understanding of its strategies.
8- The company staff has a full conviction of the company’s strategy.
9- The company staff has a clear vision of the relationship between the
objectives of the organizational units and the company's strategy.
10- The level of the company's ability to control the performance of
organizational units.
11- The Company has an ongoing assessment of the sub-operations.
12 -The level of involvement of all levels of management in the
formulation of the company's strategy.
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4

3

2

1

Part 3 : Perspectives of Balanced Scorecard
First (Financial perspective)
A- Of the following objectives, please identify the objectives that the company's
management is seeking to achieve through the financial perspective, Please list the
objectives in order of priority with top priority being number one.
 Increasing the company's sales.  Reducing production costs

 Increasing production.

 Maximizing the share price.
B- Each objective listed previously has specific measures of implementation for
achieving the desired result. Please list the measures in order of importance (priority)
for each separate objective in order of importance
B1- The objective : Increasing the company's sales
Measurements: □ Sales turnover □Stock / good turnover □ Comparison of
demand and supply. □ Rate of working hours per unit. □ others …………….
B2- The objective : Reducing production costs
Measurements : □ Rate of working hours per unit. □Per unit of indirect costs.
□others …………
B3-The objective : Increasing production
Measurements : □ Average worker productivity □ Quantity of production per hour
of work. □Others ….
B4- The objective : Maximizing the share price./stock price
Measurements : □Per share of

realized profits. □ Per share of

distributed

profits. □Change in share price. □ others ….
Second (Customer perspective )
A- Of the following objectives, please identify the objectives that the company's
management is seeking to achieve through Customer perspective , Please list the
objectives in order of priority with top priority being number one.
□ customer loyalty □customer satisfaction

□market share

□ others ….

B- Each objective listed previously has specific measures of implementation for
achieving the desired result. Please list the measures in order of importance (priority)
for each separate objective in order of importance
B1- The objective : customer loyalty
Measurements : □Questionnaire □ The number of purchase times the for the same
customer . □The study of customer behavior towards the organization . □others …
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B2- The objective : Customer satisfaction
Measurements : □Questionnaire □The number of complaints received by customer .
□After-sales services. □ others …
B3- The objective : Market share
Measurements : □Sales rate to aggregate demand rate □Percentage of sales of the
company for a certain period to the same industry sales. □ Periodic review of the
marketing activity of the organization. □ Others ..

Third (internal processes perspective)
A- Of the following objectives, please identify the objectives that the company's
management is seeking to achieve through internal processes , Please list the
objectives in order of priority with top priority being number one.
□ Productivity Quality □The speed of delivery of the product to the customer □innovation
of new products. □Reduction of processing costs after sales . □ others …
B- Each objective listed previously has specific measures of implementation for
achieving the desired result. Please list the measures in order of importance (priority)
for each separate objective in order of importance
B1-The objective : Productivity Quality
Measurements: □Total quality costs to net sales. □Customer satisfaction. □others..
B2- The objective : The speed of delivery of the product to the customer
Measurements : □Time spent to reach the customer □Number of salespeople.
□Number of means of transport of the organization. □Efficient means of transport
of the Organization. □ others ..
B3-The objective : The Innovation of new products
Measurements: □The rate of sale of new products /number of existing customers.
□The rate of sale of new products / number of new customers □ others..
B4-The objective : Reduction the costs of processing after sales
Measurements : □Duplicates processing after sales for the same product □Time
spent in processing products. □ others …
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Fourth (Learning and growth perspective )
A- Of the following objectives, please identify the objectives that the company's
management is seeking to achieve through Learning and growth, Please list the
objectives in order of priority with top priority being number one
□Retention of skilled staff. □Staff loyalty. □The efficiency of workers. □The efficiency of
information systems. □others…
B- Each objective listed previously has specific measures of implementation for
achieving the desired result. Please list the measures in order of importance ( priority)
for each separate objective in order of importance
B1- The objective : Retention of skilled stuff
Measurements: □The proportion of the amount of incentives to achievement at
work. □The number of annual meetings between the company and skilled
personnel. □Questionnaire to measure employee satisfaction about the company.
□Job turnover rates. □The level of social and health services for employees
□ others ..
B2- The objective : Staff loyalty
Measurements: □ the time period for the survival of the employee in the
organization □ staff resignations level. □Degree of achievement of the
organization's objectives. □ others ..
B3- The objective : The efficiency of workers
Measurements: □ Comparison employees method . □Management by Objectives
method. □ Degree of the employee productivity of the company . □Periodic reports
on the efficiency of the staff. □ The number of courses offered to the employee.
□ others …
B4-The objective : The efficiency of information system
Measurements : □The efficiency of the hardware and software available to the
Company □ Modern hardware and software available to the Company □ The extent
of flowing of information among the organization departments .others …
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Part Four :
The factors that limit the use of Balanced Scorecard at the APIC company
Paragraphs
1-Not adopting the idea of applying the Balanced Scorecard by the directors of
the company.
2-The volatility of the company's strategies.
3- Lack of clarity and delivering the company's strategy to all levels of
management.
4- lack of sufficient resources of the company to achieve its objectives.
5- High prices associated with implementing the Balanced Scorecard .
6- Lack of sufficient scientific background on the part of all the company's
employees on the implementation of the Balanced Scorecard.
7- Difficulty in the selection of financial and non financial measurements for
the four-perspectives Balanced Scorecard.
8- Not keeping up with the continuous company's technological development.
9- Lack of security and stability in Palestine.
10- The weakness of the Palestinian economic situation as a result of its
association with the economy of the Israel

Thank you
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Importance degree
5
4
3
2
1

