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Abstract:

In recent years a shift towards the balanced scorecard (BSC) has
emerged as a managerial approach to evaluate the strategic performance of
the organizations. This concept has been developed by Kaplan and Norton in
1992 which contains four dimensions “financial, customer satisfaction,
internal process, and growth and learning”.

Through distributing a questionnaire to the staff and directors of the banks
in Tulkarem province, the study aims to identify to which extent the
administrations of the banks operating in Palestine using the (BSC)
approach in evaluating their performance.

The main finding of the study is that the banks operating in Palestine using
the (BSC) in their daily operations, but without employees participating in
policy and procedures making.

The study also found that there are many obstacles facing implementing
(BSC) in performance evaluation, such as providing the necessary
information and monitor necessary budgets, and provide specialized staff to
follow-up the use of (BSC) and choosing the right mix of goals and
procedures. Finally the study recommended that there is urgent need to use
the Balanced Scorecard in all banks and financial institutions operating in
Palestine because of its positive impact in achieving strategic goals and not
to rely on the financial dimension only.

Keywords: Balanced Scorecard, Performance Evaluation, Banks operating
in Palestine.
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