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The Use of Balanced Scorecard for Performance Evaluation in Industrial

Corporations Listed on Palestine Securities Exchange (PSE)

Abstract

The study aimed to measure the use of the BSC in assessing the performance of the Palestinian
industrial companies listed on the PSE and knowing whether the elements of implementing the
BSC are possible to apply the four dimensions of the card.

The study relied on the analytical descriptive approach through returning to many documents,
books and previous studies that focus on the subject. The questionnaire was used to collect the
main data of this study, and then to be released and analyzed using SPSS.

The targeted population in this study is each employee have BSC background and working in the
industrial Palestinian corporations listed on the PSE; they are 11, and excluded the others.120
questionnaires were distributed, 91 of them were completed.

The study showed that the Palestinian industrial companies listed on the PSE use BSC dimensions
(financial, customers, internal processes and learning and growth) perspectives.

It also showed that there is a relationship between the BSC and its components (customer’s
perspective, internal business process, learning and growth) and corporate performance.
Furthermore, the interpretation strength is very low between the financial perspective and the
company's performance, there is a great relationship between the customer perspective, internal

process perspective, and the perspective of learning, growth and company performance.
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Recommendations:

1. Attract qualified and technical expertise who are capable to apply a balanced performance
measurement card efficiently and effectively in the industrial companies listed on the PSE.

2. Conducting specialized training courses about Balanced Scorecard to train the company’s
employees how to apply the card axes effectively and know the achieved advantages by
applying it.

3. The need for a study of the Balanced Scorecard in various business organizations, as well
as in service organizations such as hospitals, government departments and educational
institutions to benefit from its advantages as a tool to evaluate performance

comprehensively across the various organization parts.
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List of abbreviations:

List of abbreviations

ABC Activity Based Costing
APIC Arab Palestinian Investment Company

BSC Balanced Scorecard

CEO Chief Executive Officer

NGO Non-Governmental Organization
PSE Palestinian Securities Exchange
LT Private Limited Company

ROE Return On Equity

ROI Return On Investment

SPSS Statistical Package for the Social Sciences
SWOT  Strength ,Weakness, Opportunities , Threat
SME Small and Medium Sized Enterprises
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Chapter One

Introduction
1.1 Introduction

The world changes in this time are threating the companies and institutions existence and impede
their development and growth so there must implement many powerful functions to continue the
company's growth. In addition, the financial managers and the Board of Directors prepare a
Performance Evaluation Report generally, the financial indicators are indicative to explain the real
performance of the company (Kadam, 2012; Khemani, 2005).
The conventional performance measurement systems just based on financial metrics, have been
considered inadequate and paid more attention to nonfinancial metrics. (Singh, 2014).
The Kaplan and Norton1992, developed the comprehensive model of performance evaluation, This
model called the Balance Scorecard (BSC). they introduced the Balanced Scorecard in 1992
Moreover, the manuscript of Kaplan was based on a multi-firm research project to examine the
performance measurement in firms whose intangible assets played a central role in value creation.
Whereas many of the authors in the management and cost accounting fields testify that the BSC
model is comprehensive, use financial and non-financial indicators, and balance between the
financial and non-financial measures of performance and measure and enhance the performance
in the short run and long run ( Dag Madsen, 2014 ; Kaplan, 2007 ; Kaplan, 1992).

The BSC uses four perspectives to measuring the comprehensive performance, they are:
the financial perspective, the customer perspective, internal business unit perspective, and learing
and innovation perspective, for instance, (Marr, 2010) shows that more than 50% of the companies

in America, Europe and Asia are using the BSC model to value the comprehensive performance.



This study chose industrial corporations listed on the Palestinian Security Exchange (PSE),
it characterized by transparency and work within the laws, regulations and modern systems that
provide the foundations of protection and commercial insurance. There are 48 corporations listed
on the Palestinian exchange, they are large, distinct and have an effective role to improve the

economic situation in Palestine.

This chapter deals with the problem of the study, study objectives, the study importance,
reviewing the literatures, study model, the hypotheses, and what distinguishes this study from

others.

1.2 Problem Statement

Most of Palestinians financial managers rely on financial indicators to assess the
performance of the Palestinian corporations listed on the Palestine Exchange (Governance, 2012).
In addition; many researchers in the developed countries show that the Balanced Scorecard is one
of the best model for evaluating the performance. For instance, (Kadam, 2012) shows that the BSC
is the most accurate tool for performance evaluation, it explain that the BSC is a comprehensive
measure because it exploits the financial and non-financial indicators of performance. Also (Singh,
2014) shows that the components of the BSC claim that it aligns with corporation strategy, which
leading to better motivation, communication and performance.

The above mentioned discussions encouraged the author of this thesis to test the problem

that stated as follows:

What is the extent to which the in Industrial Palestinian Corporations Listed on the

(PSE) use Balanced Scorecard for Performance Evaluation?



There are four sub questions related to the statment of problem are :

1. Are the industrial Palestinian Corporations listed on the (PSE) use the financial
perspective of the BSC for performance evaluation ?

2. Are the industrial Palestinian Corporations listed on the (PSE) use the customers’
perspective of the BSC for performance evaluation ?

3. Are the industrial Palestinian Corporations listed on the (PSE) use the internal process
perspective of the BSC for performance evaluation ?

4. Are the industrial Palestinian Corporations listed on the (PSE) use the staff capability

perspective of the BSC for performance evaluation ?

Accordingly, this thesis comes to provide evidence from the listed corporation in the PSE

regarding the impact of the balanced scorecard on the industrial corporation's performance.

1.3 Objectives of study

This study aims to achieve the following objectives:

A. To provide evidence of the reality of the Palestinian industrial companies on how to use the
Balanced Scorecard to evaluate the performance.

B. To evaluate to which extent the Palestinian industrial companies adopt the non-financial
perspectives for evaluating the performance.

C. To suggest recommendations to help the Palestinian industrial companies applying the
Balanced Scorecard model.

D. To identify the model applying weaknesses.



1.4 Significint of study

The presented points below shows the significant of this study.

e This study is consider rare which examines the use of BSC in industrial companies for
performance evaluation.

e This paper deals with a vital topic in performance evaluation that should been used by
corporations.

e It shows the shortcoming of applying the (BSC) from the reality of the listed industrial
corporation in the PSE.

e This paper will suggests recommendations that will assist the listed Palestinian industrial

corporation in the PSE to apply the BSC model in correct way.

1.5 Study Model
Figure 1 shows the dependent variable and independent variables related to this thesis:

Dependent Variable Independent Variables

Financial Perspective

Customer

Perspective
Performance

Internal Process
Perspective

Learning and
Growth Perspective



1.6 Hypotheses

This Research comes to examine the following hypotheses.
Main hypotheses:

Ho: There is no relationship between the use BSC and performance evaluation of Industrial
Corporation listed on the PSE.

Hi: There is a relationship between the use BSC and performance evaluation of Industrial
Corporation listed on the PSE.

Sub hypotheses:

1. Ho: There is no relationship between the use financial perspective of the BSC and
performance evaluation in Industrial Corporation listed on the PSE.
Hi: There is a relationship between the use financial perspective of the BSC and
performance evaluation in Industrial Corporation listed on the PSE.

2. Ho: There is no relationship between the use customers’ perspective of the BSC and
performance evaluation in Industrial Corporation listed on the PSE.
Hi: There is a relationship between the use customers’ perspective of the BSC and
performance evaluation in Industrial Corporation listed on the PSE.

3. Ho: There is no relationship between the use internal process perspective of the BSC and
performance evaluation in Industrial Corporation listed on the PSE.
Ha: There is a relationship between the use internal process perspective of the BSC and
performance evaluation in Industrial Corporation listed on the PSE.

4. Ho: There is no relationship between the use the staff capability perspective of the BSC and
performance evaluation in Industrial Corporation listed on the PSE.

Ha: There is a relationship between the use the staff capability perspective of the BSC and
performance evaluation in Industrial Corporation listed on the PSE.

1.7 Limitations of the Study

There are many limitation of this stady:

> Place: the questionnaires were distributed to the industrial corporations in the west bank,
but the Gaza strip was excluded.

» Time: the study covers the year 2018.



Chapter Two Literature Review

2.1 Theoretical background

This chapter will present the theoretical background and review of the previous literatures.

2.1.1Introduction

There are many internal and external complications and obstacles facing the Palestinian
society like occupation and siege, which divided between the West Bank and Gaza strip. This has
hindered providing services by the community institutions and the large and small Palestinian
companies, in the strategic planning process to manage these companies. In the management of
these companies and this corresponds the use of administrative accounting in the Palestinian

working environment is a greater way from the modern accounting methods (El-Daour J, 2010).

The successful management functions depend on the successful planning adopted by the
institution in the work place, which helps to control the quality of the products provided by the
institution. Also provides an institution performance assessment and achieve high competitive
advantages to help decision-makers making strategic decisions, renew investment and expand
provided institutions services through increasing the capital and achieve high profits. In addition,
helps raising the share prices of these institutions, increase the welfare of employees, and provide
new jobs opportunities, high quality products and good prices that suits the customer’s desire.
(Abdul Aziz, 2003).

The management accounting methods and the principles of modern strategic planning
are summarize in the high quality of the products to suit the customers' desires at a certain cost.
The balanced performance card interacts with them to achieve institution strategic objectives while

achieving the customer’s satisfaction. The balanced performance card is one of the latest



management accounting methods to evaluate corporate performance and Success Strategies. (Al-

Rafati, 2011).

2.1.2 Definitions of Balanced Scorecard (BSC)

The BSC is an incorporated set of financial and non-financial measures employed in a
firm's strategy executing procedure, which underlines the strategy of communication with the
members and for providing feedback for attaining goals of the organization (Mendoza, 2001).

The success of an organization depends on the capabilities and competencies it possesses
and the methods of evaluation it follows. The Balanced Scorecard is one of the most popular
evaluation tools that developed by Norton and Kaplan 1992, (Abhijit, 2006).

Norton and Kaplan presented a Balanced Scorecard when they acknowledged the change
among companies around the world. Where it was found that there was a difficulty in exploiting
intangible assets compared to investing in or managing physical assets; enabling companies to
adopt a financial perspective, and monitor progress in capacity building and intangible asset
acquisition, which they use to grow in the future (Kaplan, 2007).

The BSC means different things to different people, and they mean a measurement
system that measures the organizational performance across four perspectives that derived from
the organization's Mission, vision and strategy (Kaplan, 2012).

The balanced scorecard is defined as a new tool that complement traditional measures of
business unit performance, where they contains diverse set of performance measures, including
(financial, customer, internal processes and learning and growth) perspectives (Lipe, 2002) .

Balanced Scorecard is a tool that motivates employees and helps them to achieve the
organization's vision, strategy, and promote balance between the four basic dimensions (financial

dimension, customer satisfaction, learning and growth and internal processes) (Aabdeen, 2013).



Financial standards in a complex and changing business environment have become
inadequate to manage this environment, especially since most establishments have become more
interested in the internal work environment, focusing on working to capitalize on intellectual
capital and knowledge-based assets. (Anthoula, 2011; Abdul Aziz, 2003).

The Balanced Scorecard 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 (Nyaega, 2013).

The balanced scorecard has set of measures that give top managers a business view,
measurement system, strategic management system and strategic communication tool between
management levels and all units of the organization (Tarazi, 2015).

Based on these definitions, we find that the Balanced Scorecard has many uses,
objectives and strategies. Therefore, the study defines the Balanced Scorecard as a set of measures
that gives senior managers a quick and comprehensive approach to business, measurement system,
strategic management system and management communication between administrative levels and
all institution sections from the perspectives of (financial, customer, learning and growth and

internal operations).

2.1.3 The Importance of Balanced Scorecard

A Balanced Scorecard helps organizations to overcome three key challenges:
performance measurement, high intangible assets and strategy implementation, as traditional
financial measures of performance do not reflect the daily business environment and do not help
to think long-term (Geoffrey R. Frost, 2000).Concluded the importance of the BSC in four points

as follows:



1. Provides an integrated reporting mechanism that summarizes the organization's
performance.
2. The results provided by the Balanced Scorecard help to develop strategies for the
organization's progress and to make strategic decisions.
3. Animportant role in developing the internal performance of the institution and its internal
and external relations.
4. Helps implement enterprise strategies.
According the study (Abu Hammam, 2013), summarized the importance of a BSC as
follows:
1. Relying on traditional evaluation systems that were limited to quantitative measures.
2. The absence of a comprehensive system that balances short-term goals and long-term
objectives of the organization.
3. The company’s expansion in terms of multiple branches in many countries called for linking
the company's vision with its strategic objectives.
(Dyllick, 2001) Considers the important in main points as follow:
1. Itis the cornerstone of the organization's current and future success.
2. Linking the organization's long-term strategies with short-term activities will be the basic
plan for success.
3. Identify new areas of work that fit the objectives and vision of the institution and match
the wishes of customers.
4. Focus on the organization needs to increase performance through specific quality and

customer service programs and a suitable nutrition status for the organization.
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2.1.4 Perspectives of the Balanced Scorecard

There are four Perspectives of Balanced Scorecard as explored in (Kaplan, 1996) in
figure 2 below.

Figure 2 shows the four dimensions of the balanced Scorecard model:

Financial
Perspective

Vision and

\Stntegy

Learning and
Growth Perspective

N\

Figure 2: Perspectives of the balanced Scorecard ( Kaplan, 1996).

2.1.4.1 Financial Perspective

The financial perspective is one of the most important perspectives of measuring and
evaluating performance. This perspective represents measures aimed to achieve the objectives, the
level of profits achieved for the institution strategy and focuses on the level of operating income,
returning to the investment capital, which resulting from costs reduction and sales volume growth

of current and new products, Owners' rights and return on total assets (Ghalebi, 2008).



11

The financial perspective is the result of the institution activities, which seeks to
maximize profits to meet the shareholders expectations, is the picture showing the strategies
success pursued the institution to achieve the profitability of shareholders by increasing the value
of their investments, and can achieve this through two basic strategies (Talebnia, 2012 ; Horngren,
2009).

A. Revenue Growth Strategy: Revenue growth can be achieved through two methods:

- Building a unique service relationship that generates additional revenue from new
market and customer services.

- Increasing services to current customers by deepening the relationship with them,
trying to find the appropriate solutions to achieve their desires, and finding the
appropriate mix of products and services provided to them.

B. Productivity Growth Strategy: The productivity of the organization can be achieved
through two methods:

- Improving the cost structure: by reducing direct and indirect expenses.

- Asset utilization efficiency: through the asset turnover, in order to reach an
appropriate operational level.

Financial performance measures:
1. Profitability: Measured by operating income, return on investment, and economic value added
(Harmon, 2003) follows:
A. Operating income: subtracting operational expenses from operating income calculated it.
There are a range of measures that fall under this scale:
e Short-term operating margin.

e Contribution margin subject to supervision.
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e Profit before taxes.

B. Return on Investment (ROI): Calculated in one of the following equations (Horngren,
2009).

e ROI = (net profit after interest and taxes / net assets) x 100%

e ROI = (net profit after interest and taxes /net sales)x (net sales/ net assets) x 100%

The ROI is one of the most common performance measures for two reasons:

e It combines all the components net profit margin and asset turnover in one ratio.

e It is also comparable to the return rate on both opportunities within and outside the
organization. Like any performance measure, investment must use prudently and linked
to other standards.

C. Economic Value Added (EVA): It’s calculated by subtracting the cost of capital invested
from net income before taxes and used to assess the performance of the various organization
divisions (Kaplan,1996).

2. Productivity: It is a relationship between outputs and inputs amount, which exhausted; this
means that productivity can be used as an economic unit measure ability. It is the ability to achieve
targeted outputs from an input element; the objective is to judge efficiency to use production
factors (Marr, 2010).

3. Growth sales ratio: This measure gives efficiency and efficiency performance indication of the
of the Organization's Revenue Department over several consecutive years, and calculated by
subtracting the net income for the current year, from the preceding and previous year and falling
by percentage (Davidson. B, 2011).

4. Cash flows: Net cash flows that calculated by subtracting cash payments for investment,

financing and operating activities from cash receipts, the cash balance is determined by adding the
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initial balance to net cash flows. This statement helps investors, creditors and managers to manage
the organization's ability to generate cash flows, the cash management in the profits distribution
and obligations, and the investment surplus cash excess of the minimum cash amount to be retained

(Kaplan, 2001; Kaplan,1996).

2.1.4.2 Customer Perspective

In order to achieve the financial objectives, the Companies must achieve the objectives
which relating to the customer perspective and the Success in the customer perspective lead to
improvement the financial perspective objectives for growth in revenues and profits. There are a
set of characteristics, which govern values from the customers viewpoint in different institutions
(Kaplan, 1996) there are .

> Features or characteristics of the service: The price of products includes the services quality
provided, the availability of services and goods.

» Customer relationship and responsiveness of the organization to customer requests.

» Goodwill: It is the organization ability to identify its products, and the most distinguished

features, which are distinguished from other institutions.

2.1.4.3 Internal Processes Perspective

This Perspective focuses on the internal factors and internal procedures that enable the
organization to excel and thus lead to achieving the customers expected desires efficiently and
effectively, as well as, to achieve outstanding financial results satisfactory to the enterprise
employees. Also introduces in this aspect inventions and innovations that lead to the introduction

of verification services Satisfaction of existing and new customers, (Awad, 2009).
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This dimension focuses on measuring the future institution performance by presenting
the internal activities, and processes carried out by the institution to achieve the objectives and
requirements of the customers. This would happen through the development, innovation and
development in light of the community determinants as this dimension focuses on internal
processes that enhance both customers dimension by creating value for them and the financial
dimension by increasing the revenue of the enterprise (Alpeshtawi, 2001).

The series of activities and internal stages of enterprises that value the customers divided into the
following stages (El- Daour , 2013).
> Phase 1: The research and development cycle called after the studies of the community, the
required work plan, used means quality in the institution and the period to carry out the
work.
> Phase 2: the cycle of operation defined as the method, quality of the services provided, the
delivery methods, services processing, and the nature of the service provided to the
customers.

» The third phase: which called post-service cycle and goods.

2.1.4.4 Learning and Growth Perspective

The learning and growth perspective, the institution guaranteed the ability to innovate,
which is the prerequisite for long-term survival and continuity. This perspective aims to guide
individuals towards the continuous improvement and improvement necessary to survive
(Abdullatif, 2006).

In this perspective, the organization examines what it should do to retain the technical knowledge

required to understand and satisfy the needs of customers, and to develop that knowledge, as well
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as to study how to maintain the efficiency and productivity necessary to processes that create value
for the customer (Atkinson, 2012).

Learning and growth perspective, focuses on how the organization adapts effectively to change
circumstances, in other words, what the organization must do to improve its capabilities for good
internal processes, which add value to the customers and society. Through the ability to deliver
superior customer service, create greater value for them, and where the organization can create

new areas (Crosson, 2011).

2.1.5 Steps to Design and Implement a Balanced Scorecard

A set of measures aimed to achieve the effectiveness, comprehensiveness and balance of
the financial and operational performance appraisal system that called the Balanced Scorecard. It
reflects the performance of the organization in four perspective: the financial, customer, internal
operations, learning and growth. The Balanced Scorecard can applied using the following steps:
(Abadi, 2002).

1. Formulating Organizational Vision

Firstly, the organization must determine the vision and mission of the strategic business
unit. In general, the Balanced Scorecard based on a common vision that fits into the business unit,
which has customers, channels of communication with customers that satisfy their wishes, and
their financial performance metrics (Rohm, 2002).

The main objective at this stage is to lay the groundwork for a consensus on the characteristics and
requirements of the service, a clear definition of the organization's status, and agreement on how
the service will evolve in the future for the vision of the organization and its mission, goals and

objectives (Zaghloul, 2010).
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2. Determine the Overall Strategy of the Institution

The senior management determines the strategy of the institution in it life light cycle, its
objectives, the level of competition it faces, its potential, its internal resources, if the institution is
new, the stage of growth and a highly competitive. It will focus on external performance engines
such as customer satisfaction, environmental performance, and innovation in the field information
technology in the technology light applied by competitors, in order to strengthen the institution
competitive position (Perry, 2011).
3. Determination the Success Factors

The general strategies are loaded and translated as strategic objectives to the four
performance engines; this achieves the vertical coherence of the performance appraisal system, as
well as achieving horizontal coherence by deriving objectives from strategies and collaborating
with one another in achieving strategies (Niven, 2006).
4. Determine Performance Metrics

(Kaplan, 2010) Shows that this phase is concerned with defining performance measures
to the predefined strategic objectives of the four performance engines. Also to considering that the
number of measures is appropriate for the strategic objective, and expressing its evolutionary and
competitive reality in the best possible way, the performance measures appropriate to the above
strategic objectives for performance engines identified in the previous phase as shown in table

(2.1) below:
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Table (2.1)
Performance measures appropriate for strategic objectives and performance engines:
BSC Performance measures Strategic goals
- Return on investment. - Improving the return.
Financial :
. - Revenue growth. - Expand the customer mix.
Perspective
- Change in the cost of money. - Reduce costs.
- Development of services provided. - Customer satisfaction.
Customer | _ Increase new customers ‘number. - Market share of the institution.

Perspective
- New customers.

Internal - Developing employees’ skills. - Improving performance and operating methods.

Processgs - Evolution in the practical approach. - Division of tasks .

Perspective ] ) ] ] )
- Innovating new production methods. - inventing new production methods.
Learning | - The rate of technological development. - Technical development in the production field.
and - Technological response rate. - Research and development in the production field.

P Growth - The rate of research activity development and - Evolution of the information systems and

ersPective | jis effectiveness. production methods.

Source (Abadi, 2002)
5. Identify and Develop the Work Plan

In this step; goals are formulated, a work plan is developed that includes responsible
personnel and a timetable for the progress preparation and final reports, the group must agree on a
list of priorities and on a specific timetable to avoid unexpected problems (Almaghrabi, 2006).
6. Determining Operational Activities

It requires the activities identification and actions carry out and achieve the objectives
and plan's transition to the real world; this requires annual identification targets, resources
allocation, responsibilities identification and strengthening programs. Moreover, employees

definition who working on the Balanced Scorecard in all institution sections (Pujas, 2010).
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7. Monitoring and Evaluation

At this stage, institution monitors have standards achievement by preparing an information guide
on the balanced performance card quarterly or monthly, and presenting it to the senior management
for review and discussion with the unit managers and sections, the Balanced Scorecard is re-
examined annually as a part of the strategic planning processes, objectives and resource allocation

(Niven, 2006).

2.1.6 The Influence of the BSC on the Organizations

The Best practice in large firms propose that the BSC design activity should be a collective effort
drawing upon the combined operational and strategic vision of key employees, which involved
with business running; the failure to use a collective approach may weak the strategy value itself

(Simon, 1957).

2.1.7 Strategy mapping

Strategy mapping provides an opportunity to articulate the key strategies or initiatives. The
management adopts it to achieve the strategic objectives; the mapping process can be effective if
it narrows the gap between the strategic vision/direction and the organization operational activities

ensuring better execution of strategy (Kaplan, 2000).
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Strategy Mapping Model
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2.1.8 Advantages of using a Balanced Scorecard

The application of the Balanced Scorecard has many advantages (Alshishini, 2004), (Abdullatif,

2006) , these are:

A. Provides a comprehensive framework to the strategic translation objectives into a

B.

comprehensive set of benchmarks, which reflected in a strategic performance measure.
It satisfies several administrative needs and provides a comprehensive management to the

organization operations.
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C. Protect the institution from occurrence the partial idea dimension, because it makes the
managers to take into account performance measures and other Balanced Scorecard
dimensions.

D. Balanced Scorecard includes many balances, which include balancing between long-term
and short-term objectives, financial and non-financial measures, and balance of external
and internal measures.

E. The Balanced Scorecard provides primary principles of development by focusing on the

expected benefits.

2.1.9 Challenges of Applying Balanced Scorecard

Business organizations and service organizations face challenges that prevent the
Balanced Scorecard to apply successfully; the following challenges are part of the challenges
facing these institutions, (2008 Jacobsen).

A. Lack of managements and employees commitment in Balanced Scorecard applying
process.

B. Failure to comply with the implementation of short-term operational plans and annual
budgets in a timely manner.

C. Information system restrictions, which prevent the possibility to evaluate the institution
performance, and therefore the inability to monitor progress towards the goals.

D. Difficulties facing the task force in drawing up the strategic map.

E. Consensus on the selection of performance measures.

F. Workers' resistance to change.

In order to overcome the Balanced Scorecard implementing challenges, the management

and employees must adopt a performance measurement system based on the Balanced Scorecard,
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which ensures that the organization vision, strategy and objectives translated into a comprehensive
set of performance indicators, which help the organization to achieve its objectives (Jakobsen,

2008).

2.2 Previous Studies

This section comes to discuss the previous studies about examining the reliance on the

balanced scorecard extent for Performance evaluation.
(Daraghma, 2015)

This paper titled using of the Balanced Scorecard for Performance Evaluation it is an
empirical evidence from the Listed Corporations in the Palestinian Securities Exchange, the study
used questionnaire to investigate the option of financial manager of the listed corporation in PSE,

the study showed that :

(1) The financial managers rely on the financial and customer perspectives to evaluate the

performance of the listed corporations in the PSE.

(2) The listed Palestinian companies do not rely on the learning and growth indicators to measure

the performance.

(3) The listed Palestinian Companies do not depend on the business process indicators to measure

the performance.

(4) This study conclude that the listed companies in Palestine do not rely on the indicators of BSC

to measure the performance in a correct way.



22

This study recommends the corporations listed on the PSE to adopt the BSC for evaluating the
performance. It also recommends the Palestine Exchange to obligate the listed corporations to use

the BSC as a tool for strategic planning and performance evaluation.

(Tarazi, 2015)

The study showed that the scope measure using the BSC in performance evaluation for the
Arab Palestinian Investment Company (APIC), and to see if BSC implementation elements are
available for the implementation of its four perspectives. It relied on descriptive -analytical method
and the study population; it presented to the company senior management, which has 45

employees.
The study concluded many outcomes including:

» The organization's has BSC implementation elements, where it has an ongoing appreciation
of its operations and it has a clear vision and mission.
» The organization's presence an integration between the administrative companies levels

through applying the strategy.
The study showed that there are challenges prevent using the BSC; divided into two categories;

» Challenges that related to the firm itself, such as: (lack of company's management adoption
to the BSC applying idea, and the measures selecting difficulty).

» Challenges that beyond the company control, such as: (Palestinian economic situation
weakness because of its association with the Israeli economy, lack of stabile security in

Palestine).
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The study recommend that , the need of hold training courses and workshops that are required
in the areas of evaluating performance and financial and strategic planning by professional

organizations, and the need to treat the obstacles were faced by the application of the BSC .

(Najafi, 2015)

This paper titled Personnel Performance Evaluation based on Balanced Scorecard (BSC)
in Iran Health Networks, in this paper the BSC considered as an evaluation model and suitable
criteria of personnel’s performance appraisal; selected due to its four perspectives afterwards the
weight of each criteria achieved using factor analysis, to studying the data research was collection

for instrument for designing the questionnaire was a 101-question.

This paper specify personnel performance rank and be a strategy of motivation and efficiency job

promotion for each of them.
(Singh, 2014)

This paper titled Enhancing Organizational Performance through Balance Scorecard with
Strategic Management Activities in Indore, India the study showed the (BSC) is one of the
management organizational performance enhancing technique and the BSC is a strategic
management system that is used broadly in industries.

(Al-Najjar, 2013)

This study aims to show the Balanced Scorecard applying extent in the financial

institutions in Gaza Strip, and to reveal the most important metrics actually used by these

institutions in order to evaluate the strategic competitive position.
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In addition, the study highlight of the effect of the Balanced Scorecard full implementation in its
four dimensions (financial, customer, operational processes and learning and growth)
strengthening the competitive position.

It 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
financial and non- financial standards performance measuring, 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.

(Aabdeen, 2013)

The study aims to identifying the extent the BSC using as a tool to evaluate the Science
and Technology college performance Faculty in Khan Younis. This is to achieve the study
objectives and to test its hypotheses. It relied on the analytical descriptive method, and the
questionnaire designed to survey the opinions of the sample members with 30 respondents.

The most important study results are:

» The Science and Technology College uses a Balanced Scorecard with its four dimensions
to evaluate the performance, the financial dimension, student satisfaction, internal
operating processes, growth and learning of employees.

» The fee of the study hours are commensurate with the number and quality of services

provided to students.
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» The college seeks to increase revenues in a way that enables it to achieve its objectives.
The study results indicate that there is insufficient follow-up by the college administration with
the graduates and follow up their situation.

It recommended finding other sources of income to cover the college employees’ expenses.
(Poureisa, 2013)

This study showed that ,the most important evaluation goals is measurement
performance while modern approach has focused on evaluated growth and development capacity,
which reverse what came on the traditional performance measurement approach,

Modern evaluation system results:
» Satisfaction improvement, efficiency improvement, and improvement in effectiveness of
organizational activities.
» BSC is a new tool in the firm’s management, which can provide a better competitive

situation by better organizational performance assessment.

(Weerasooriya, 2013)

This study examines the performance of entire administration faculties in Sri Lankan
Universities and the perception level of employee’s management about the BSC. This study
concluded that using BSC could be highly benefited to the universities and the staff management
to welcome the BSC implementation, although that the BSC knowledge under administrative level

is less.
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(AbuSharakh, 2012)

The study aimed to analyze the theoretical, scientific and applied principles of the Balanced
Scorecard, as well as exploring the accounting system that applied in the Islamic University in

Gaza, according to the strengths and weaknesses of the evaluating perspective performance.
The study recommended several results:

» The Islamic University vision, mission, and objectives centered on the Balanced Scorecard
dimensions.

» The university administration applies in its performance measurement to clear the
performance measures strategic.

» The academic hour cost at the university, which reflected by the level of academic and
administrative services offered to students, is much higher than the fee of hours for students

in different colleges.

The study recommended reviewing the fee of students' academic hours, working on their budget
with the services provided to them, taking into account social situations, and not depriving any
student for financial reasons, to continue intensifying efforts, continuing development and
upgrading to reach the international universities levels.

(Al-Ghareeb, 2012)

This study aimed to introduce BSC scientific and theoretical principles as well as to
know.
The questionnaire of this research consists of two parts.
» The first part representing the personal and the functional information of the individuals

study sample.
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» The second part consists of questions to know the possibility that the Libyan commercial

Banks to use the BSC in performance evaluating, which have 120 employees and directors.
The study provided a set of results, one of them is, The Libyan commercial banks are ready
to use the Balanced Scorecard and they need to apply it and the measures.
The study reached many recommendations, the most important are:

» The necessity to apply the BSC at the Libyan commercial banks in evaluating the
performance, because it considered as an important element for competition between the
local and foreign banks.

» The Libyan commercial banks should overcome the difficulties facing BSC application
through allocating sufficient funds to provide the material and the financial requirements
in applying it and qualifying the human staff working through training them on how to use

the Balanced Scorecard in performance evaluating.

(Li Yuling, 2012)

This study titled The Performance Evaluation System Transformation Based on
Balanced Scorecard in Tsinghua University, Beijing, China, this study presents how the firm of
Sichuan Ertan; an Industrial Corporation in china, design performance evaluation system to
improve its efficiency and effectiveness and satisfy customers’ needs.

This study found that the key steps to design performance evaluation system are to:
» Link strategy and performance measurements at company-level.
» Decompose them into all the members in all units at all the levels of that company and tie

them to an incentive plan.
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(Sawalqga, 2011)

This study aimed to analyze the state of balanced scorecard (BSC) implementation 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.
> Approximately more than 30% of the responding companies were either considering or

currently implementing the BSC approach.

It recommended the future researches that may also develop a model to assess the impact of using

BSC on organizational performance.

(Anthoula, 2011)

This research title designing a Balanced Scorecard for the Evaluation of a Local Authority
Organization (LAO) in Conference on Applied Business and Economics that was held at Kavala,
Greece, the aim of this study is to characterize and present BSC designing order to apply the

evaluation of LAO.

The main change of the presented Balanced Scorecard is the modification of its architecture, which
in the case of a LAO that named of Stakeholders Perspective. it placed at the top of the BSC,

instead of Financial and it is similar to the mission foundations; for each one of the four
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diminutions, a three—level sub—system is employed which include one strategic goal, three to four

objectives and five performance drives for every objective.

The design of BSC starts with determining the strategic goal of every perspective, the
completed process with the selection of the objectives and the performance drivers of the four BSC

perspectives.

(AlShammari, 2011)

This research titled the evaluation of the impact of using balanced scorecard on strategic
performance in small and medium enterprises in Galway-Mayo Institute of Technology - Dublin,
Ireland, this research discussed the BSC, the significance and analyzed for implement the BSC
model in the organizations, and try to improve the employees performance as well as the
performance of the organizations will improved.

This study use the questionnaire to fill and interviews the company’s managers, after analysis; it
proved that the performance of the organizations and employees can be improved by implementing
the BSC model in the organizations.

(Al-Rafati, 2011)

This study aimed to demonstrate the Balanced Scorecard concept and the ability to apply
it in NGOs of health in the Gaza Strip; in measuring and evaluating the financial performance. In
addition, to demonstrate the availability of the necessary elements in these organizations to
implement the Balanced Scorecard, in addition, it sought to explain the relationship between the
Balanced Scorecard application and financial performance efficiency.

The study depended on descriptive and analytical approach by using random method in choosing
the study sample of multiple chasses and the questionnaire as a tool in collecting the primary data,

which consists of the study population of all employees in the health organization.
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There are several results to the study; the most important one is 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:

» 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.

» The need to provide integrated measures work to link short-term objectives and long-term

objectives together and leading to boost the elements of applying BSC.
(Ramesh, 2010)

This research titled the importance of balanced scorecard for growth of SME Sector in
Hyderabad, Indonesia, the study designed to use the Balanced Scorecard to evaluate the small
businesses performance in the management and profit organizations, especially as the vision of
this sector based on maximizing the return of activities carried out in a financial environment that
sustains the continuity of its resources.

The results of the study:

The study recommended to use the financial and non-financial performance measures, but
they did not measure the government units performance that embrace these small projects to
measure the possibility of implementing a balanced performance card, projects in Egypt such as

the Social Fund for Development.

(Tohidi, 2010)

This research titled the using balanced scorecard in educational organizations degree in

industrial engineering, Islamic Azad University, South Tehran Branch, Tehran, Iran, the study
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examined the importance of using the Balanced Scorecard; specifically in the governmental
educational institutions, in order to evaluate performance by comparing the planned and targeted
performance with the actual evaluating performance results of the online education services, the

study reached the following:

» The use of the Balanced Scorecard has resulted in maximizing the return on educational
services by increasing the number of beneficiaries and service recipients; this reflected in
the revenues growth of this service because of improved performance resulting through the
customer perspective.

» The facilitation of the educational provision service leads to constant interaction between

the user and the institution, which reflected in the revenues increase of the service delivery.

(Dergham, 2009)

The study aimed at finding out the effect of implementing the balanced performance card
in enhancing the strategic financial performance of the Palestinian national banks operating in the
Gaza Strip, the main results of this study were:

» The Palestinian national banks have a clear perspective on the dimensions of strategic
financial performance.
» The Balanced Scorecard used in its four dimensions while enhancing the strategic financial
performance of banks.
The most important recommendations of the study:
» The need for operating Palestinian national banks in the Gaza Strip to adopt balanced

performance measurement through the restructuring of institutional culture.
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» The need for banks to use the Balanced Scorecard as a means to rationalize managers'
decisions, guide their behavior, evaluate their performance, and also train bank employees

on how to apply a Balanced Scorecard and its benefits.

(Abu Qamar, 2009)

The aim of the study was to evaluate the Bank of Palestine performance using the
Balanced Scorecard, it also aimed to develop the Balanced Scorecard by adding a fifth dimension
which is the social dimension of the institution's adoption of a social role, the most important
results of the study:

» The Bank of Palestine strategic objectives focused on the Balanced Scorecard dimensions,
and strategic performance measures, which used "financial and non-financial”, but this
does not mean that the Bank applies the Balanced Scorecard.

» Bank of Palestine has community support contributions, but its social dimension interest
was not as important as the other dimensions.

The study concluded with several recommendations, the most important is the need to adopt a
balanced performance card as an integrated system in Bank of Palestine of strategic management.

(AL Shaikh Ali, 2007)

This study conducted on the Palestinian Telecommunications companies in Gaza strip, the
study evaluate of the performance of Jawwal and Paltel under the four BSC perspectives as
assessed by their employees and shareholders.

The results of this study showed:
1. There isastrong, direct and significant relation between every perspective and total degree

of the BSC.
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2. 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.

The study recommended that necessity of enhancing and developing the training programs and the
internal business processes in addition, to conducting more communications that is effective
cascading and deployment activities.

(Abdullatif, 2006)

This research titled “Balanced Scorecard as a Performance Measurement Tool" in
Tishreen University- Syria, the aim of the study was to introduce the Balanced Scorecard
technology to use in the creation of a new performance evaluation system that combines financial
and non-financial standards, the main findings of the study were:

1. Balanced Scorecard is a modern strategic tool for measuring and evaluating performance
in a comprehensive manner, including financial and non-financial measurements for the
institution performance.

2. The study concluded that the Balanced Scorecard should be used in business organizations,
service organizations such as hospitals and government departments to benefit from their
advantages, moreover the Balanced Scorecard should be used in both public and private

sectors.
(Chen, 2006)

This study showed that the use of the BSC to compare hospital performance between
China and Japan shows that the benefits not only suggest performance evaluation in individual
hospitals, but also expose effective health factors allowing application of valid national health

policies.
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(Alshishini, 2004)

This research titled " Towards a framework for measuring the determinants of the use
and success of a balanced performance measurement system " in Gaza strip, the study aimed to
determine the effect of some contextual factors on the success of adopting the Balanced Scorecard
by determining the factors affecting its use such as the size of the institution, the role of the
consulting offices, the strategy of the institution and the type of control used.

The success of adopting a balanced performance measurement system has shown that there are

relationships between some contextual factors, and the success of the card application.
(Abdul Aziz, 2003)

This research titled " Proposed Framework for the use of Balanced Performance
Measures in Non-Governmental Organizations by Application to NGOs " in Egypt, the aim of this
study was to study the feasibility of applying balanced performance card standards to non-
governmental organizations, and to study the difficulties encountered applying them, while
developing a vision for the development of the balanced performance card to suit these
organizations.

The study found several results, including:

» The data available in NGOs allow the Balanced Scorecard implementation model, which
constitutes an integrated framework for assessing the performance and accountability of
NGOs.

» The processes of growth and learning must be a cornerstone in the civil work of a push

towards its role, and the lack of financial and accounting systems in the NGOs to the extent
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that does not allow the extraction of the data necessary to achieve control and performance

evaluate.

(Kaplan, 1993)

Kaplan and Norton study 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 formed that the Balanced Scorecard is likely to become the cornerstone of the
management system, more than a total performance measurement system. It transformed from just
a performance measurement system to a strategic management system; therefore, it concentrates
on the individual and departmental long-term objectives besides the detailed information, which

introduced by this system in measuring performance.
(Kaplan, 1992)

This study presents an ideal revolution on performance evaluation through the BSC.
The BSC consist of four diminution:

> Financial diminution.
> Customer diminution.
» Internal processes diminution.

» Learning and growth diminution.

Each of these diminutions consist of financial and non-financial measures of evaluation. They

should be balanced to provide inclusive and useful data to the organization management in order
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to has a competitive advantage, and they announced that BSC enables the management to see the

whether they have improved in one firm at the expense of another firms.

This study provides the management with an inclusive framework that show a company's strategic

objectives into a consistent set of performance evaluation measures.

2.3 Comments on the literature review

The previous literature have tried to prove the effectiveness of the balanced scorecard approach as
a performance measurement tool and a strategic management system by analyzing the total
company’s performance that implemented it. In addition, some studies conclude that the balanced
scorecard in its four perspectives need to improve by adding other perspectives depending on the

company situation.

2.4 The aspects of agreement and disagreement between the study and other previous
literatures:

2.4.1 Consistent of the study with literature review:
A. The study is compatible with (AbuSharakh, 2012), (AL Shaikh Ali, 2007), (Al-Ghareeb,
2012), (Daraghma, 2015) and (Al-Rafati, 2011) in terms of methodology.
B. The study uses descriptive statistical approach, to measure the scope of using the BSC;
.This measure will take place in industrial companies listed on PSE.
C. This study agreed with literatures that it has talked about the difficulties. In addition, the
study agree with (AL Shaikh Ali, 2007) and (Obaid, 2014) that using companies listed on

the PSE.
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D. 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.

2.4.2 Differences of the study with literature review:

In each of the following studies: (Dergham, 2009) which investigates the study population
on the Palestinian banks, and in the study of (AbuSharakh, 2012) which discusses the university
sector. These organizations is non- profit organizations and they disagree with the industrial
companies listed in PSE that is seeking for profit and improving the Palestinian economic. Most
of the previous studies take only the scope of using and did not take the all sectors in

considerations.
2.4.3 The study comparison with the previous literature as follows:

a) The previous literature where implemented in other countries and there is a few previous
studies examining this issue from the reality of Palestine.

b) This thesis release on new measure of the BSC that not used by other authors
(questionnaire).

C) This study exploring application of the BSC only from the de facto the industrial companies

in the PSE.
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Chapter Three:

Research Methodology

3.1  Chapter Overview

This chapter presents the methodology used to conduct the research outputs. The study also
used the research design method and data collection process. Furthermore, it described the targeted

population and sample methods.

3.2 Research Approach

This thesis realis on the descriptive analytical approach, this approach realies on pre-

designed questionnaire used to collect the data from respondents.

3.3Study Population and Sample Size

The process of collecting data only starts with determining the population and sample
size of this study. Therefore, the targeted population in this study is each employee have BSC
background and working in the industrial Palestinian corporations listed in PSE; they are 11,

and excluded the others.

The distributed questionnaire forms where 110 forms, the received questionnaire from
respondents were 91, which represent 82.7% of the study sample. The sample consisted of 91
individuals who referred to employees working in the industrial Palestinian corporations listed on

the (PSE).
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3.4 Research Design
The research methodology used in this research consists of sixth steps, as the following:

Step one: ldentifying the research problem and building the research questions in order to
get the required data about the extent of the reliance on the balanced scorecard for

performance Evaluation in industrial Palestinian corporations listed on the (PSE).

Step 2: Reviewing literatures associated with the topic of the study by; checking surveys
books, scholarly articles, and any other sources relevant to Balanced Scorecard and Performance

issues.

Step three: Determining population sample size instrument and designing the research by
using analytical correlated methodology that includes selecting the data collection tools for

quantitative data to get the required result from this research.

Step four: Data collection and analysis, by analyzing the collected data to highlights the

major results.
Step five: Data analyzing.
Step six: Obtaining the research finding.

Step seven: Results and recommendations, which will obtain, from the previous steps.

3.5 Data Collection Technigues

The type of research approach that used influences on the choice of the data collection
tools. Thus, the data collection tools have been selected based on the nature of explanatory

sequential method and they involved quantitative data for study purpose.
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3.5.1 Primary data

The primary data collected by using a questionnaire for quantitative part.

A questionnaire consists of 50 items distributed among five diminution was developed by the
researcher. Questionnaire considered an important method of quantitative data collection used in

research. It mainly developed based on the research objectives and research questions.

The final draft of the questionnaire gave to the industrial Palestinian corporations listed on the

(PSE).

In order to distribute through the Palestinian governorates. It took about five weeks for the
instrument to distribute, collect, and returned to the researchers. The total number of the returned
questionnaires was 110 and only 91 analyzed which represent 82.7% of the study sample and 19

questionnaires excluded, as their responses were neither consistent nor complete.

The questionnaire organized into three highly structured sections as follow:

Section | aims to collect information about the targeted employee respondents such as (age,

gender, scientific qualification, experience, specialization, and job title).

Section 11 40 items identifying and balanced scorecard domains of (Financial Perspective,

Customer Perspective, Internal Business Process and Learning and Growth.).

Section 111 10 items for determination of Corporation performances.

3.5.2 Secondary data
The secondary data obtained from the published articles and books about a topic of this thesis,

which can be found in the references list. These sources used in order to gain the information about

the statement problem.
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To evaluate the range of the scores of responses, each item calculated according to a five-

point Likert scale for the responses as shown in Tables (3.1 and 3.2) below:

Table 3.1: The key correction according to a five-point Likert scale (Likert, 1932) for

Balanced Scorecard

Five-point Likert scale for the responses

No. | Domain
1 2 3 4 E
Balanced Scorecard
1 Financial Perspective
. . . . Strongly

2 Customer Perspective | Strongly disagree | Disagree | Undecided | Agree agree

Internal Business
3

Process
4 Learning and Growth

Table 3.1 shows the key correction according to a five-point Likert scale for the responses on the

study tool for Balanced Scorecard.

Table 3.2: The key correction according 10" scale for Corporation performances directions

by 10 items.

10t scale for Corporation

performances directions by 10 items

No. | Domain

Corporation 1 2/3/4|5/6[7(8|9|10
! performances
3.6 Quality of the Research Design

Validity and reliability presented as criteria for assessing the quality of business research.

The major aim of selecting this type is to add value to research’s reliability, validity and getting

the best results, it required raising the validity level from the researcher.
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3.6.1 Validity Analysis

Validity refers to the extent of which a test measures what actually wished to measure.

The respondents from the industrial Palestinian corporations listed on the (PSE) are those who

participated in quantitative phase in the same population.

The questionnaire presented to a group of arbitrators consisting of eight professors from
the Board Teaching in various Palestinian universities specializing in accounting and business

administration and the names of the arbitrators in Appendix (3).

The necessary deletion and modification in the light of the proposals submitted, and thus

the questionnaire emerged in its form (See Appendix 1).

The purpose of the judgment was to determine whether the questions were comprehensible and
can be interpreted by the study sample, as they are intended to be measure. The referees
suggestions and comments were taken into consideration to modify and improve the
questionnaire's content and wordings by omitting, adding or rephrasing items bringing the number

of items 50.

3.6.2 Reliability Analysis
Reliability refers to the extent, which the same answers can obtained using the same instruments
more than one time. The reliability of the questionnaire calculated through Coefficient of Cronbach

Alpha. Table (3.3) shows the results.
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Table 3.3: Coefficient of Cronbach Alpha for measuring the reliability of the questionnaire

domains and total degree of responses.

No Domains of BSC Items Cronbach
Alpha
1 Financial Perspective 10 89.7
2 Customer Perspective 10 87.2
3 Internal Business Process 10 82.4
4 Learning and Growth 10 87.9
Total degree of domain
one (Perspectives of 40 91
BSC)
Total degree domain
5 two Corporation 10 972
performances and
BSCPerspectives)

Table 3.3 shows Cronbach Alpha for the questionnaire domains and total degree of responses.
They ranged from 82.4 for the third domain of (Internal Business Process) and 89.7 for the first
domain of (Financial Perspective). Cronbach Alpha result for the total degree of section one
(Balanced Scorecard) was 91.0 which is accepted for the study purpose. In addition, the same table
shows Cronbach Alpha for the second section responses. The total degree of section two

(Corporation performances) was 97.2 which accepted for the study purpose.

3.7  Statistical Analysis Approach

The collected data was analyzed by using (SPSS) to answers the hypotheses of this study

by using the following statistical tests:

a) Means, Frequencies and Standard Deviations.

b) One Sample T- Test.
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c) Liner Regression to determine the relationship between the independent variable

(Balanced Scorecard Perspectives) and dependent one (Corporation performances).

Accordingly, the researcher used the following scale to represent the estimation level of
sample responses. In order to limit the length of the cells of the five-point Likert scale minimum
and maximum limits , range has been calculated 5-1=4 , divided on the correct length of the cell
4/5=0.80 and added to the lowest value of the scale 1 in order to reach the highest limit of this cell

. Cell limits became as in Table 3.4.

Table 3.4: Scale to represent the estimation level of sample responses on the study tool.

Mean Percentage Estimation level Evaluation
4 and more 84.0% Very High A
3.40-4 68.0 — 83.8% High B
2.60-3.39 52.0-67.8 % Moderate C
1-80- 2.59 36.0-51.8 % Low D
Less than 1.79 35.9% and less Very Low E
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Chapter Four:
The Findings

4.1  Chapter Overview

This chapter comes to present the results of the statistical analysis.

4.2 Analysis of Survey Data

This study aimed at examining the (extent of the reliance on the balanced scorecard for

performance evaluation in industrial Palestinian corporations listed on the (PSE).
Presented below are the outcomes of the statistical analysis that match this objective.
4.2.1Sample Characteristics
e Scientific Qualification

Table (4-1) the distribution of study Sample according to scientific qualification

variable.

Variable Class Frequency %
Diploma and 2 77
Less

Scientific Bachelor’s

Qualification | Degree & 824
Master’s 9 9.9
Degree

Total 91 100

Table (4.1), which is related to the distribution of the respondents according to their scientific

qualification, shows that the respondents are divided into three categories; the first one includes



the master’s degree which constitutes 9.9%, the second one is Bachelor’s degree which constitutes
82.4%, while the third one is Diploma and Less constitutes 7.7%. This indicates the company’s

interest in the eligible (competent staff) that increases the possibility of its understanding for the
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subject of the BSC and its role in the performance evaluation.

e Specialization

Table (4.2) the distribution of study sample according to the respondent’s specialization

Variable Class Frequency | %
Accounting 38 41.8
Business

Specialization | Administration 33 36.3
F|r_1anC|aI 6 5.6
Science
Others 14 15.4

Total 91 100

Table (4.2), which related to the respondents distribution according to their Specialization, the
accounting major gets the majority of the study sample, which constitutes 41.8% and business
administration 36.3% of the study sample. While financial science, and others specializations

constitute 22%, this leading to increase the trust of the given information from these respondents

to the questionnaire.
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e Jobtitle

Table (4.3) the distribution of the study sample according to the Job title variable

Variable Class Frequency | %
General
Manager 1 1
Financial 9 9.9
Manager
Accounts 4 43
Manager
Internal Auditor | 6 6.6
Accounting 20 22
_ Sales Manager | 12 13.2
Job title Purchasing
6 6.6
Manager
Internal
Controlling 11 121
Officers
Financial
Controlling 13 14.3
Officers
Board Member |9 9.9
Total 91 100

The table (4.3), which related to the distribution of respondents according to the Job title, shows
that respondents divided into ten categories. The largest one is the Accounting 22% , followed
by the Board Member category which constitutes 14.3%, then the categories of Sales Manager
which constitutes 13.2 % and the Financial Controlling Officers categories which constitutes
12.1% and the others categories ( General Manager, Financial Manager, Accounts Manager,

Internal Auditor, Purchasing Manager and Board Member ) which constitute 38.5% .
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e Years of Experience

Table (4.4) the distribution of the study sample according to the years of experience

variable

Variable Class Frequency | %
Less than 5 8 8.8
Years
From 5-10

Years of Years 38 41.7

Experience [ 1116 Years 31 34.1
More than 16 14 15.4
Years

Total 91 100

Table (4.4), which related to the distribution of respondents according to number of years’
experience, shows that 8.8% of respondents have less-than-5-year experience, 41.7 % from 5 to
10 years, 34.1% from 11 to 16 years, and 15.4% more than 16 years. This indicates that the
company has various qualifications and experiences, which supports the reliability of getting

information from them.

e Number of Workers

Table (4.5) the distribution of the study sample according to the number of workers

variable
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Variable Class Frequency | %
Less than 50
Workers 12 13.2
51-100 Workers | 41 45.1
Number of 101-150
workers Workers 4 4.4
More than 150
Workers 34 37.3
Total 91 100

Table (4.5), which related to the distribution of respondents according to number of
workers, shows that 13.2% of companies have less than 50 workers, 45.1 % have 51 to 100
workers, 4.4% have 101 to 150 workers, and 37.3% more than 150 workers. This indicates that

companies have many workers, and this support the reliability of access to information from them.

4.2.2 Results related to Study questions
4.2.2.1 Results of the first question
Are the industrial Palestinian Corporations listed on the (PSE) use the financial perspective of the

BSC for performance evaluation?

To test this question, descriptive statistics and one Sample t-test was used as shown in table 4.6.
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Table 4.6: Applying BSC financial perspective for performance evaluation in the industrial

Palestinian Corporations listed on the (PSE).

O K pa 9 g9 -
# 5 Zs & 2 g gs £ <. 2 3
2 33 3 = & &z & 5 < 4
S S 2 g g S c =
24 61 6 0 0
1 Return on 419 21.081 0000~ A
investment  26.40%  97.00%  6.60%  %0.00  %0.00
23 59 0 0
2 Return on 415 19114 0.000*
equity 2530%  64.80% 9.90%  %0.00  %0.00
28 54 9 0 0
3 Return on 42 19034 0000 A
Assets 30.80%  59.30%  9.90%  %0.00  %0.00
: 30 54 7 0 0
4 Earnings 425 20301 0000 A
Per Share 33.00% 59.30% 7.70%  0.00% 0.00%
Value 24 54 13 0 0
5 Added 412 16984 0000~ A
Index 26.40%  59.30% 14.30% 0% 0.00%
33 45 13 0 0
6 Cash Flow 421 17.114 0.000* A
Indicator 36.30%  49.50% 14.30%  0.00%  0.00%
Net Profit 28 52 10 1 0
7 to Sales 417 16999 0000 A
Ratio 30.80% 57.10% 11.00%  1.10%  0.00%
Market 23 50 18 0 0
8 Value 405 1496 0000+ A
Added 2530% 54.90% 19.80%  0.00%  0.00%
Sales 27 54 10 0 0
9 Growth 418 18468 0000~ A
Index 29.70%  59.30% 11.00%  0.00%  0.00%
Growth 25 50 16 0 0
10 Index in 409 15703 0.000* A
Fixed
Assets 2750% 549  17.60%  0.00%  0.00%
256 543 158 1 0
Total 416 25984 0.000* A
27.29% 56.30% 16.40% 1.10%  0.00%

The test value of the One-Sample T test is 3.0. Ho: M=3, Ha: M+ 3. If Sig. > 0.05, Ho must be accepted which means incorrect application of the financial
perspective. The negative value of T when Sig. < 0.05 means the correct application of the financial perspective. The positive value of T when Sig. < 0.05
means incorrect application of the financial perspective. Where: A = Very High, B = High, C= Moderate, D= Low And E, Very Low.

* The mean difference is significant at the 0.05 level

Table 4.6 shows that all items of performance evaluation in the industrial Palestinian Corporations

listed on the (PSE) have means higher than 4.00 points out of five, the value of T- test 25.984 and
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statistical significant of 0.000 which are less than 0.05 this result indicates that the industrial
Palestinian corporations listed on the (PSE) use the BSC financial perspective for performance

evaluation.

4.2.2.2 Results of the second question

Are the industrial Palestinian Corporations listed on the (PSE) use the customers’ perspective of

the BSC for performance evaluation?

To test this question, descriptive statistics of (frequencies, percentages and means) and one Sample

t-test used as shown in following table show:

Table 4.7: Applying BSC customers’ perspective for performance evaluation in the

industrial Palestinian Corporations listed on the (PSE).

bo) 0 z o) gL -
S &3 & & 2 2 3 < < % 2
a o3 = = «Q Q S » > Q 2
o o 9] ® = = S — =
=] < - D D < %
41 44 4 2 0
CNu“S'tT;brﬁgr‘;f new 436 19251 0000+ A
45.10% 48.40% 4.40% 2.20% 0%
40 37 12 2 0
Number of lost 426 15611  0.000*
customers yearly
44.,00% 40.70%  13.20% 2.20% 0%
> 49 38 4 0 0
Customers 449 24391  0.000*
satisfaction rate
53.00% 41.80% 4.40% 0 0%
i 36 52 3 0 0
Products delivery 436 23718  0.000*
in the exact time
39.60% 57.10% 3.30% 0 0%
Post- purchasing 33 54 4 0 0
customers 431 22.651 0.000*

following up
36.30% 59.30%  4.40% 0 0%
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Continued on the above table (4.7)

O K z o O =
# : £ ¢ B EE: F s & ¢
= g @ s = S o & 5 £ =
= < = o o < s
Customers’ 34 54 3 0 0
6 impression apout the 434 23596 0.000% A
organization 37.40% 59.30%  3.30% 0 0%
reputation
25 52 13 0 1
7 Customers’ complains 4.09 14.645 0.000* A
27.50% 57.10% 14.30% 0 1.10%
26 52 12 1 0
8 Reasons for . 413 16.112 0.000* A
customers’ complains
28.60% 57.10% 13.20% 1.10% 0%
~ ; 40 44 6 1 0
9 f(f;"ll‘;‘ilr‘]% customers 435 19.651 0.000* A
P 44.00% 48.40% 6.60% 1.10% 0%
, 38 44 7 2 0
10 Index of customers 429 17.496 0.000% A
trust and loyalty
41.80% 48.40% 7.70% 2.20% 0%
362 471 68 8 1
Total 43  29.799 0.000* A

39.80% 51.80% 7.40% 0.90% 1.00%

The test value of the One-Sample T test is 3.0. Ho: M=3, Ha: M# 3. If Sig. > 0.05, Ho must be accepted which means incorrect application of the customer perspective.
The negative value of T when Sig. < 0.05 means the correct application of the customer perspective. The positive value of T when Sig. < 0.05 means incorrect
application of the customer perspective. Where: A = Very High, B = High, C= Moderate, D= Low And E, Very Low.

* The mean difference is significant at the 0.05 level

Table 4.7 shows that all items of customers’ perspective in the industrial Palestinian Corporations
listed on the (PSE) have means higher than 4.00 points out of five with high values of T- test and
significant values 0.000 which are less than 0.05 the results indicate that the industrial Palestinian

corporations listed on the (PSE) use the BSC customers’ perspective for performance evaluation.

4.2.2.3 Results of the third question
Are the industrial Palestinian Corporations listed on the (PSE) use the internal process perspective

of the BSC for performance evaluation?
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To test this question, descriptive statistics of (frequencies, percentages and means) and

Independent Sample T-test used as shown in following table shows.

Table 4.8: Applying internal process perspective of the BSC for performance evaluation in
the industrial Palestinian Corporations listed on the (PSE).

@] n w)] ow —
= >3 > & Z g S Z 2
# @ Q@ o Q c ) » o @ < <8 @
2 3 a 3 3 - sg & 2 s =
—_ — > _—
S ®Z @ = ® B < 5 -
1 gj:lli’tfa(i%rézg % 3 ! 0 0 459 29.462  0.000* A
y 60.40% 38.50% 1.10% 0% 0%
Lose rate from
) raw_materlals 44 42 3 2 0 s 20138 0.000* A
during
manufacturing 48.45 46.20% 3.30% 2.20% 0%
ing th rf
L.JS gt e perfect 44 44 3 0 0
3 timein 4.45 24578  0.000* A
manufacturing 48.40% 48.40% 3.30% 0% 0%
Speed of 40 47 4 0 0
4  preparing 439 23.153  0.000* A
. 0, 0, 0, 0, 0,
machines 44.00% 51.60% 4.40% 0% 0%
Criteria for
g Manufactured 48 38 5 0 0 447 23311 0.000% A
products
evaluation 52.70% 41.80% 5.50% 0% 0%
6 \,Gvﬁﬁds{,ela};ggs 54 36 ! 0 0 458 29.152  0.000* A
PP 59.30% 39.60% 1.10% 0% 0%
!Developmg 50 32 7 2 0
7 internal work 4.42 18.605  0.000* A
systems 54.90% 35.20% 7.70% 2.20% 0%
8 zZ':L?f;Itl:?in 49 3 10 ! 0 4.4 18.382  0.000* A
g 53.80% 34.10% 11.00% 1.10% 0%
Depending on the
9 results of _ 41 46 4 0 0 s 23058 0.000% A
manufacture units
reports 45.10% 50.50% 4.40% 0% 0%
depending on
executing the
10  results of 38 49 4 0 0 437 22.967  0.000* A
manufacture units
reports 41.80% 53.80% 4.40% 0% 0%
Total 463 400 42 5 0 4.45 38.897 0.000* A
50.90% 44.00% 4.60% 0.50% 0.00%

The test value of the One-Sample T test is 3.0. Ho: M=3, Ha: M# 3. If Sig. > 0.05, Ho must be accepted which means incorrect application of the internal process
perspective. The negative value of T when Sig. < 0.05 means the correct application of the internal process perspective. The positive value of T when Sig. < 0.05 means
incorrect application of the internal process perspective.. Where: A = Very High, B = High, C= Moderate, D= Low And E, Very Low.

* The mean difference is significant at the 0.05 level.
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Table 4.8 shows that all items of internal process perspective in the industrial Palestinian
Corporations listed on the (PSE) have means higher than 4.00 points out of five with high values
of T-test and significant values 0.000 which are less than 0.05 the results indicate that the industrial
Palestinian corporations listed on the (PSE) use the internal process perspective of the BSC for

performance evaluation.

4.2.2.4 Results of the forth question
Are the industrial Palestinian Corporations listed on the (PSE) use the staff capability perspective

of the BSC for performance evaluation?

To test this question, descriptive statistics of (frequencies, percentages and means) and one Sample

T-test used as shown in following table shows.

Table 4.9: Applying staff capability perspective of the BSC for performance

evaluation in the industrial Palestinian Corporations listed on the (PSE).

QO 9] w) ow —
= >3 > & & z 3 < » 2
# 7] Q o « c (s} D O ) < = %]
a 3 5 = = «Q Q > @ «Q c
o e 3 ] 3 S @ g ) =
= < - @ D < %
The
organization 47 39 5 0 0
ability to 4.46 23.16  0.000* A
develop new
products
51.60% 42.90% 5.50% 0% 0%
Using modern 48 36 6 1 0
2 technology in 4.43 20.492  0.000* A
manufacturing
52.70% 39.60% 6.60% 1.10% 0%
Conducting
. 48 36 4 3 0
3 training 441 18492  0.000* A
sessions for
employees

55.70% 39.60% 4.40% 3.30% 0%




Continued on the above table (4.9)
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e} [92] O O w =
# c > S > g @ o S Z » N
@ Q o (=} c ] D O ) < = 194
2} S S5 = =3 Q Q > <) » « c
& LR & g T 3 & > = ' =
=1 < = @ D < S
33 41 15 2 0
4 |r:]an|l|SES for 4.15 14.23  0.000* A
Employees 36.30% 45.10% 16.50% 2.20% 0%
Creating new 22 56 13 0 0
5 methods to 4.09 17.028  0.000* A
decrease time
24.20% 61.50% 14.30% 0% 0%
Creating new 30 46 14 1 0
6 methods to 4.15 15.422  0.000* A
decrease costs
33.00% 50.50% 15.40% 1.10% 0%
Updating 27 40 23 1 0
7 administrative 4.02 12.591  0.000* A
olicies
P 29.70% 44.00% 25.30% 1.10% 0%
Using 24 48 19 0 0
8 feedback for 4.05 14.606  0.000* A
manufacturing
26.40% 52.70% 20.90% 0% 0%
; 31 51 9 0 0
9 Trained 4.24 19.082  0.000* A
employees 34.10% 56.00% 9.90% 0% 0%
Training
38 42 8 2 1
10 plepartment 4.29 13.204  0.000* A
inside the
organization
41.80% 46.20% 8.80% 2.20% 1.10%
348 415 121 10 1
Total 4.23 25.02  0.000* A
38.90% 46.40% 13.50% 1.10% 0.10%

The test value of the One-Sample T test is 3.0. Ho: M=3, Ha: M# 3. If Sig. > 0.05, Ho must be accepted which means incorrect application of the staff

capability perspective. The negative value of T when Sig. < 0.05 means the correct application of the staff capability perspective. The positive value of T

when Sig. < 0.05 means incorrect application of the staff capability perspective. Where: A = Very High, B = High, C= Moderate, D= Low And E, Very

Low.

* The mean difference is significant at the 0.05 level

Table (4.9) shows that all items of staff capability perspective in the industrial Palestinian

Corporations listed on the (PSE) have means higher than 4.00 points out of five with high values
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of T- test and significant values 0.000 which are less than 0.05 the results indicate that the
industrial Palestinian corporations listed on the (PSE) use the staff capability perspective of the

BSC for performance evaluation.

4.2.2.5 Results of the main Hypothesis
Which is: There is no impact of the BSC on the performance evaluation of the listed industrial
corporations on the (PSE).

To test this hypothesis, linear regression used as the following tables show:

Table 4.10: Descriptive statistics of Corporation performance items

bo) g v
< —+
" < = s 2
28 Ja7) = o
= > o
o wn S5 3
> * o O
1 Sales growth 7.47 1.75
2 Return growth in share  7.59 1.76
3 Growth inreturn rate of 24 17
property
4 Growth inreturn rate of 74 L85
assets
5 Growth in customers 7.52 1.83
6 Compapy work 7.85 1.86
expanding
; Products quality o, 185
enhancement
s Manufacturing  costs 268 195
decrease
9 Loss decrease 7.69 1.7
1 Company sales in new 287 208
markets
Total 7.66 1.61

*The highest point = 10, the lowest =1.
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Table 4.10 shows that the total degree of Corporation performances items was 7.66 the
highest mean value was given to the item (Products quality enhancement) the lowest was for the

items (Growth in return rate of property and Growth in return rate of assets.).
Table 4.11: Linear regression test to determine of the BSC on the performance of

the listed industrial corporations on the (PSE).

Sum of Mean . y
Model Squares Square Sig Consonant Beta R R
Regression  28.874 1 28874 12517 0.001* -0.928 0.351 0.123 0.351
Residual  205.31 89 2.307
Total 234.184 )

* The mean difference is significant at the 0.05 level

Table 4.11 shows that calculated Fis 12.517 , the significant value 0.001 and degrees of freedom
are 1 and 89 which means that there is significant statistical relationship at o= 0.05 between the
balanced scorecard with its components (Financial Perspective, Customer Perspective, Internal
Business Process and Learning and Growth) and corporation performances, R square is 0.123
and correlation coefficientis 0.351 which means an interpretation power between the independent
variable (the balanced scorecard with its components (Financial Perspective,Customer
Perspective, Internal Business Process and Learning and Growth) and dependent one (corporation
performances), the items of between the balanced scorecard with its components (Financial
Perspective, Customer Perspective, Internal Business Process and Learning and Growth interpret

12.3% of the process fit as component of Customer Relationship Management).

The equation is (Y=-0.928X + 0.351).
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4.2.2.5.1 Results of the first sub- hypothesis
Which is: There is no impact of the financial perspective on the performance of listed
industrial corporations on the (PSE).

To test this hypothesis, linear regression used as shown in following table.

Table 4.12: Linear regression test to determine the impact of the financial

perspective on the performance of the listed industrial corporations on the (PSE)

Sum of Mean . 2
Model Squares DF Square F Sig  Consonant Beta R R
Regression 2427 1 2427 0,932 0.337 9.263 -0.1 0.01 0.102
Residual 231.757 89 2.604
Total 234.184 90

* The mean difference is significant at the 0.05 level

Table 4.12 shows that calculated Fis 0.932 , the significant value 0.337 and degrees of freedom
are 1 and 89 which means that there is no significant statistical relationship at o= 0.05 between
financial perspective and corporation performance. R square is 0.0.02 and correlation coefficient
is 0.102 which means no association between the independent variable (financial perspective) and
dependent one (corporation performance), the items of financial perspective interpret 1.2% of the

corporation performance. The equation is (Y= 9.263X + -0.102).

4.2.2.5.2 Results of the second sub- hypothesis
Which is: There is no impact of the customers’ perspective on the performance of the
listed industrial corporations on the (PSE).

To test this hypothesis, linear regression used as shown in following table.
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Table 4.13 :Linear regression test to determine the impact of the customers’

perspective on the performance of the listed industrial corporations on the (PSE)

Sum of Mean . ’
Model Squares Square Sig Consonant Beta R R
Regression  24.405 1 24405 10.354 0.002* 2.292 0.323 0.104 0.323
Residual 209.779 89 2.357
Total 234.184 90

* The mean difference is significant at the 0.05 level

Table 4.13 shows that calculated F is 10.354, the significant value 0.002 and degrees of freedom
are 1 and 89 which means that there is a significant statistical relationship at o= 0.05 between
customers’ perspective and corporation performance. R square is 0.104 and correlation coefficient
is 0.323 which means high interpretation power between the independent variable (customers’
perspective) and dependent one (corporation performance), the items of customers’ perspective

interpret 10.4% of the corporation performance. The equation is :( Y= 2.292X + 0.323).

4.2.2.5.3 Results of the third sub- hypothesis
Which is: There is no impact of the internal process perspective on the performance of the

listed industrial corporations on the (PSE).

To test this hypothesis, linear regression used as shown in following table.
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Table 4.14: Linear regression test to determine the impact of the internal process

perspective on the performance of the listed industrial corporations on the (PSE)

Sum of Mean . ’
Model Squares Square Sig Consonant Beta R R
Regression  23.867 1 23867  10.1 0.002* 1.227 0.319 0.102 0.319
Residual 210.318 89 2.363
Total 234.184 90

* The mean difference is significant at the 0.05 level

Table 4.14 shows that calculated F is 10.100, the significant value 0.002 and degrees of freedom
are 1 and 89 which means that there is a significant statistical relationship at a=0.05 between the
internal process perspective and corporation performance. R square is 0.102 and correlation
coefficient is 0.319 which means very low interpretation power between the independent variable
(the internal process perspective) and dependent one (corporation performance), the items of the
internal process perspective interpret 10.4% of the corporation performance. The equation is (Y=

1.227X +0.319).

4.2.2.5.3 Results of the fourth sub- hypothesis
Which is: There is no impact of the learning and growth perspective on the performance
of the listed industrial corporations on the (PSE).

To test this hypothesis, linear regression used as shown in following table.
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Table 4.15 :Linear regression test to determine the impact of the learning and growth

perspective on the performance of the listed industrial corporations on the (PSE)

Sum of Mean . ’
Model Squares DF Square F Sig Consonant Beta R R
Regression  39.168 1 39.168  17.875 0.000* 1.729 0.409 0.167 0.409
Residual 195.016 89 2.191
Total 234.184 90

* The mean difference is significant at the 0.05 level

Table 4.15 shows that calculated (F) is 17.875, the significant value 0.000 and degrees of freedom
are 1 and 89 which means that there is a significant statistical relationship at o= 0.05 between the
learning and growth perspective and corporation performance. R square is 0.167 and correlation
coefficient is 0.409 which means high interpretation power between the independent variable
(learning and growth perspective) and dependent one (corporation performance), the items of the
learning and growth perspective interpret 16.7% of the corporation performance. The equation is

(Y= 1.729X + 0.409).

4.3 Additional Tests

The thesis respondents are (general managers, financial managers, and accounts managers, internal
auditors, accountants, sales managers, purchasing managers, internal control officers, financial
control officers and the board director’s member). It is very important to explore the influence of
respondent’s inconsistency. For this reason, this thesis exploited two statistical tests (ANOVA and
Kruskal Wallis Tests) to investigate the inconsistency impact on the tested hypotheses outcomes.

Based on the outcomes of these tests, if there are differences in the respondent’s opinions, this
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thesis must divides the observations to sub-samples with consistency. In addition, if there are no
differences in the respondent’s opinions, the outcomes of this thesis presented in correct situation.

Table 4.16: ANOVA Test for investigating the Inconsistency of the Opinions of the

Respondents.
ANOVA
Sumof | DF Mean | Calculate | Sig.
Squares Square dF
Financial Between Groups 3.6 9 0.39 1.92 0.12
Perspective Within Groups 12.9 81 0.16
Total 16.5 90
Between Groups 2.8 9 0.30 1.81 0.07
Customer .
i Within Groups 12.9 81 0.16
Perspective
Total 15.6 90
Between Groups 1.6 9 0.17 1.40 0.20
Internal Process [ .
i Within Groups 9.9 81 0.12
Perspective
Total 114 90
i Between Groups 1.2 9 0.13 0.56 0.82
Learning and [
| Within Groups 18.8 81 0.23
Growth Perspective
Total 19.9 90
Between Groups 1.1 9 0.12 1.66 0.11
BSC Within Groups 6.06 81 0.08
Total 7.2 90

Table (4.16) shows that the calculated F value of the BSC variable is 1.66 and Sig. value is 0.11.
This outcome proves that all respondents gave the same answers. For this reason, there are no
differences in the respondent’s opinions. MoreoVver, the hypotheses outcomes presented in correct
situation.

This thesis gave more explanations regarding this issue by exploiting other alternative test (Kruskal

Wallis).
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Table 4.17: Kruskal Wallis test for investigating the opinions inconsistency of the

respondents.
i i Internal Learning and
Financial Customer
. . Process Growth BSC
Perspective | Perspective ) .
Perspective | Perspective

Chi-Square 15.9 14.37 11.22 3.31 12.52
DF 8 8 8 8 8
Sig. 0.043 0.073 0.19 0.92 0.13

Table 4.17 presents the outcomes of Kruskal Wallis test of the BSC perspectives.

Table 4.17 demonstrates that the calculated Chi-Square value of the BSC variable is 12.52 and
Sig. value is 0.129. This outcome prove that all the respondents gave the same answers. For this
reason, there are no differences in the opinions of respondents. In addition, the outcomes of

hypotheses presented in correct situation.
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Chapter Five:

Conclusion & Recommendations
5.1 Conclusions

This part provides a debate results that examining the reliance extent on the Balanced
Scorecard performance evaluation in the Palestinian industrial corporations, which Listed on the
(PSE). Instead that everyone who has an administrative role will have information on BSC, other
employees do not have such information.; in the Industrial Palestinian Corporations Listed on the
(PSE) to apply the balanced scorecard perspectives ( financial, customer, internal business
processes and learning and growth). This is consistent with a study (Daraghma, 2015), which states
that the financial managers rely on the financial and customer perspectives to evaluate the listed
corporations on the (PSE) performance, and (Tarazi, 2015) study, which states that the
organization's has the BSC implementing elements, where it has an ongoing appreciation of its
operations and it has a clear vision, mission and the organization's presence of integration between

the company administrative levels in the strategy application.

Also it showed that the industrial Palestinian corporations listed on the (PSE) use the BSC
(financial, customers, internal process and the staff capability perspectives) for performance
evaluation, this results consistent with the study of (Daokui Jiang, 2014) about the BSC application
and implementation. That can be an important measure of government management innovation,

and plays an important role in the function transition process and administrative system reform.

It shows that there is a relationship between the balanced scorecard with its perspectives
(Financial Perspective, Customer Perspective, Internal Business process, and learning and

Growth) and corporation performances. This corresponds to (Iselin, 2008) and (Kaplan, 1996), the
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BSC is a strategic management system involving strategic goal setting and performance reporting

across four perspectives: financial, customer, internal business processes, and learning and growth.

The study showed on table 4.6 that the Palestinian companies listed on the PSE adopting
the financial perspective; especially they focus on Return on Investment, Earnings per Share, cash
flow indicators and Sales Growth Index, in very high level, this provides a better competitive

situation by better assessment of organizational performance.

This is consistent with (Poureisa, 2013), that the BSC is a new tool in the firm’s management can

provide a better competitive situation by better assessment of organizational performance.

It also presents on table 4.7 that the Palestinian companies listed on the PSE adopting the
customers’ perspective especially; they focus on customers’ satisfaction rate, number of new
customers, number of lost customers yearly and Products delivery in the exact time, in very high

level, this provide a better evidence of the companies' interesting in customers.

The study presents on table 4.8 that the Palestinian companies listed on the PSE adopting the
internal process perspective especially; they focus on Manufacturing Quality Index, good relations
with suppliers, using the perfect time in manufacturing and developing internal work systems in
very high level. This provides a better evidence of the companies' developing the skills of

employees, evolution in the practical approach and innovating new production methods.

In addition, it presents on table 4.9 that the Palestinian companies listed on the PSE adopting
the staff capability perspective especially; they focus on the organization ability to develop new
products using modern technology in manufacturing, conducting training sessions for employees

and training department inside the organization in very high level. This provides a better evidence
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for the companies' technological development rate, technological response rate, development of

research activity rate and its effectiveness.

5.2 Recommendations

Based on the findings of this thesis the following recommendations were suggested:

1. Attract qualified and technical expertise who are capable to apply a balanced performance
measurement card efficiently and effectively in the industrial companies listed on the PSE.

2. Conducting specialized training courses about Balanced Scorecard to train the company’s
employees how to apply the card axes effectively and know the achieved advantages by
applying it.

3. The need for a study of the Balanced Scorecard in various business organizations, as well
as in service organizations such as hospitals, government departments and educational
institutions to benefit from its advantages as a tool to evaluate performance
comprehensively across the various organization parts

4. The necessity to have the professional associations represented by the Association of
Palestinian Accountants and Universities to have their role by establishing specialized
training courses, lectures and workshops to the banking sector and other sectors employees,
to inform them about the benefits of applying the Balanced Scorecard and urge them to
apply it.

5. The necessity to teach the Balanced Scorecard methodology within the administrative
accounting and strategic management courses, even if only briefly in the Palestinian

universities at the bachelor stage.
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Finally, yet importantly, this manuscript recommends that the Palestine Exchange to take a
decision that effectively lead to apply the BSC model correctly. It also recommends the companies

to applying the BSC model requirements in the performance evaluation.

5.3 Suggestion for Future Research

The present study focused on the industrial Palestinian corporations listed on the (PSE). Its
recommend that Future authors could explore the effect of applying the BSC model for
performance evaluation for Public Joint Stock Companies, Private Joint Stock Companies, Banks,
and Other Financial Institutions. Accordingly, future studies can integrate this model with other
performance evaluation methods, and disclosure for other evaluation method in the other firms
listed on the (PSE).The study leaves this interesting area for Future authors could explore this issue

by analyzing the audited annual reports of these corporations.
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Appendix (2)

Questionnaire

Strategic Planning and Fundraising Program
College of Graduate Studies
Arab American University — Jenin

MIE. MIS. e Respectable:
After Greetings:

This paper come to explore the “ The Use of Balanced Scorecard for Performance
Evaluation in Industrial Corporations Listed on Palestine Securities Exchange
(PSE)™.I hope that you will be able to answer the questions accurately, knowing that the

data collected will be for scientific research only and treated confidentially complete.

Yours sincerely
General Instructions:

1. Please answer all questions.
2. If you have any questions please contact the researcher :

Mobile: 0599550853 Email: msameh2080@gmail.com

Researcher
Mahmuod Sameeh Hassan Nearat

Supervisor
Dr. Zahran Mohammed Dragameh


mailto:msameh2080@gmail.com
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About Balanced Scorecard:

Balanced Scorecard is a tool for evaluating operational, financial and strategic
performance in an integrated framework of financial and non-financial measures.
The Balanced Scorecard used to evaluate the company's performance, which using
main four dimensions:

Financial Perspective.
Customer Perspective .
Internal Business Processes.
Learning and Growth.

PLObdE

Section 1: General Information:

Please circle around the appropriate option:
1- Academic Qualification:
A - Diploma and less  B. Bachelor C — Master D -PhD

2- Specialization:
A — Accounting B - Business Administration C - Finance and Banking
Sciences D — Economy  E - Other Specify

3- Job title:

A - General Manager B - Financial Manager C - Accounts Manager

D - Internal auditor E. Accountant F- sales manager

G - Purchasing Manager H - Internal Control Officer I - Financial Control
Officer

K- Member of the Directors Board

4- Years of experience in the field of work:
A-Lessthan5years B-From5-10years C-from 11 - 16 years
D - More than 16 years

5 - Number of employees in the company:
A- Less than 50 workers b- From 51 to 100 workers c¢- From 101 to 150
workers D. More than 150 workers
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Section II: Please place a reference (\/) in front of the answer you deem it
appropriate:

First: The financial Perspective: It is one of the most important dimensions of measuring
and evaluating performance, and this dimension is a measure to achieve the objectives, and

to stand on the achieved profits level for the institution strategy.

a. Does your company use the following metrics to assess financial performance?

’ ltem Strongly Agree Neutral Disagree gt_rongly
Agree g isagree

Return on investment

1
Return on equity

2
Return On Assets

3
Earnings Per Share

4
Value Added Index

5
cash flow indicator

6
Net profit to sales ratio

7
Market value added

8
Sales Growth Index

9
Growth Index in Fixed

10 | Assets
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Second: Customers Perspective: One of the most important characteristics that govern the
engines value from the client point of view in institutions that characterized by
characteristics or service characteristics, quality and efficiency of products, relationship
with customers and other standards.
B. Does your company use the following metrics to evaluate after customers?

4 .
Item Strongly Agree Neutral pisagree SDt_roneg
Agree g isagree
New customers Number
1
Lost customers yearly
2 |Number
Customers’ satisfaction
3 rate
Products delivery in the
4 lexact time
Post- purchasing
5 |customers following up
Customers’ impression
6 |about the organization
reputation
Customers’ complains
7
Reasons for customers’
8 complains
Resolving customers’
9 complains
Customers’ index trust
10 |and loyalty
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Third: Internal Business Processes Perspective: This dimension focuses on the internal factors
and internal operational procedures that enable the company to excel, and lead to achieve
the wishes of the expected customers efficiently and effectively.

C. Does your company use the following metrics to evaluate after internal processes?

# Disagree | Strongly

Strongly .
Item Agree Agree | Neutral Disagree

Manufacturing Quality Index

Lose rate from raw materials

2 during manufacturing

Using the perfect time in
3 manufacturing

Preparing machines speed
4

Criteria for manufactured
S products evaluation

Good relations with suppliers
6

Developing internal work
7 systems

Using IT in manufacturing
8

Deigning on the manufacture
9 |units reports results

Deigning on executing the
10 |manufacture units reports
results
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Fourth: Learning and growth Perspective: This dimension guarantees the institution ability
to innovate, which is the prerequisite for long-term survival and survival. This dimension
aims to direct individuals to the continuous improvement and improvement necessary to
survive.

D. Your company uses the following metrics to assess after learning and growth?

# Strongly
Strongly . .
Item Agree | Neutral | Disagree | Disagree
Agree
The organization ability to
1 develop new products
Using modern technology in
2 manufacturing
Conducting training sessions
3 |tothe employees
Impulses for employees
4
Creating new methods to
5 |decrease time
Creating new methods to
6 |decrease costs
Updating administrative
7 policies
Using feedback for
8 manufacturing
Trained employees
9
Training department inside
10 |the organization
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Fifth: Evaluating the institution general performance:
E. Please choose from 1 to 10 on your company's
performance in terms of the following dimensions:

1 is very small and 10 is high.

# | ltem 1] 2

10

[a—y

Sales growth

Return growth in share

Growth in property return rate

Growth in assets return rate

Growth in customers

Company work expanding

Products quality enhancement

Manufacturing costs decrease

O | 0| Q| QN || A WD

Lose decrease

=
o

Company sales in new markets

Thank you very much
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Questionnaire referees

# Name

Specialization

1 |Dr. Mohammed Abu
Sharba

PhD in Finance and Banking,
Assistant Professor at the Faculty of

Finance and Management.

2 |Dr. Soliman Al abadi

PhD in Economics and Finance,
Assistant Professor at the Faculty of

Finance and Administration.

3 |Dr.Raed Orekat

PhD in Business Administration, Assistant
Professor in the Faculty of Finance and

Administration.

4 |Dr. Mazen Rabaya

PhD in Curriculum and Teaching

Methods.

5 |Dr. Ahmed Dababat

Ph.D. Mathematics Methods.

6 |Dr. Shaher Obaid

PhD in Business Administration, Assistant
Professor in Business Administration, Al—

Quds Open University—Jenin.

7 |Dr. Hisham Jabr

PhD in Business Administration and

Finance.

8 |Dr. Hossam Rabaya

PhD in Political Science
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