Arab American University

Faculty of Graduate Studies

The Extent of Using The Balanced Scorecard In Evaluating The
Employees Performance of Companies Listed on Palestine Exchange
By
Hayat Mohanad Jameel Daraghmeh

Supervisor

Dr: Mohammad Abu Sharbeh

This thesis was submitted in partial fulfillment of the requirements for
the Master’s degree in Accounting and Auditing

07 /2024

© Arab American University -2024. All rights reserved.



Thesis Approval

The Extent of Using The Balanced Scorecard In Evaluating The
Employees Performance of Companies Listed on Palestine Exchange

By
Hayat Mohanad Jameel Daraghmeh

This thesis was defended successfully on 7.7.2024 and approved by:

Committee members Signature

1. Dr. Mohammad Abu Sharbeh: Supervisor

2. Prof. Dr. Zahran Daraghma: Internal Examiner

3. Dr. Othman Sawafta: External Examiner



II

Declaration

| declare that the content of this thesis is my own research work, unless otherwise referenced.
| certify that this thesis does not contain any material published before by another person or

has been submitted elsewhere for any degree or qualification.

Name: Hayat Mohanad Jameel Daraghmeh
1D:202012438

Signature: Y
g A7

Date: 20.2.2025



III

Dedication
| dedicate my graduation and my dream that | waited for a long time and did not eat or get

tired until | reached it.

To my dear mother.. who always instilled ambition in me and removed obstacles from my

path and helped me get here..

To my dear father who never stopped supporting me, encouraging me and facilitating my

path in countless ways...
To my husband who was the best support and help for me to pass this stage...
To my soul siblings, my brother and sisters (Saleh, Dalia, Hala and Elya)..

To the joy of my life, my son Mahmoud



1Y%

Acknowledgment
I'm grateful to God for allowing me to finish my thesis and reach this point.

My deepest gratitude goes out to my cherished university, my second home, which served
as a safe haven for me throughout my bachelor's and master's degree studies. | also want to
thank the distinguished faculty members who gave their all to share their wealth of
knowledge with me, worked tirelessly to help me grow as a person and advance my

knowledge and abilities, and never stopped supporting me as | pursued my academic goals.

To Dr. Muhammad Abu Sharba, my thesis advisor, who provided me with the greatest
assistance in finishing this study And to everyone who helped me finish this thesis, thank

you.



\Y%

Abstract

The study aimed to identify the extent of using the balanced scorecard in evaluating the
performance of employees in companies listed on the Palestine Exchange from the point of
view of senior and middle management. The study used the descriptive analytical method
and the research design using a quantitative method appropriate for the study. The study
population included all Palestinian public companies listed on the Palestine Stock Exchange.
The sample size was (200) male and female managers, who were selected using a stratified

sampling technique, and (187) questionnaires were retrieved, with a response rate of (93.5%).

The study showed that companies listed on the Palestine Stock Exchange have a high level
of application of the Balanced Scorecard model (BSC), which includes various dimensions
such as the financial dimension, customer perspective, internal processes, and developmental
dimension. The evaluation averages indicated the effectiveness of implementing the model
and achieving balanced performance across all dimensions, which enhances success in
achieving strategic goals and improving the overall performance of companies. The results
also highlighted the importance of the financial perspective and its significant impact on the

performance of companies and their effective response to surrounding financial factors.

The results revealed no statistically significant differences in the level of applying the
Balanced Scorecard to the performance of companies listed on the Palestine Exchange when
considering various variables, indicating an equal use of the Scorecard across different
individual categories and studied variables. The results confirmed the continuity and

consistency of implementing these methods without significant influence from demographic



VI

variables. On the other hand, the results showed a statistically significant positive impact
between the use of Balanced Scorecard dimensions and the performance of companies in the

Palestine Stock Exchange.

Based on the findings regarding the Balanced Scorecard's impact on financial performance
of companies listed on the Palestine Exchange, it is recommended that companies enhance
their understanding and integration of the Balanced Scorecard dimensions, strengthen
financial analytical capabilities, and improve marketing strategies and customer

communication to boost overall performance.
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Chapter 1

Introduction

1.1 Introduction:

Organizations face increasing volatility, uncertainty, complexity, and ambiguity,
necessitating enhanced management and performance to excel (Castillo, 2022; Patnaik et al.,
2022). To meet these expectations, companies use the balanced scorecard (BSC) (Lim et al.,
2023). Many organizations have successfully used BSC to measure and evaluate their
performance (Ndevu & Muller, 2018), including manufacturing industries, goods and
services, and the banking sector (Al-Jardali et al., 2020).

In 1992, Newton and Kaplan introduced the Balanced Scorecard (BSC) to enhance
organizational performance management. Since its inception, the BSC has gained widespread
recognition as a highly utilized and impactful managerial tool (Olson & Slater, 2002) and has
been extensively explored in various research and industry settings (Elianna et al., 2022).
Kaplan and Norton argue that enhancing institutional performance will lead to increased
funding metrics by understanding the preferences and expectations of shareholders,
customers, suppliers, employees, and communities (Kaplan, 2010).

Although the BSC adoption rate dropped to 29% in the most recent Bain & Company survey
(Rigby & Bilodeau, 2018), it remains an integral tool for measuring performance in various
settings (Fatima & Elbanna, 2020). Despite new performance management systems (PMSs)
emerging, the BSC remains the only PMS in the top 25 most popular management tools

(Rigby & Bilodeau, 2018) and is the focus of extensive research (Hasan & Chyi, 2017).



Kaplan and Norton developed the BSC as a multidimensional system of indicators for
measuring, documenting, and managing business activities in relation to implementing vision
and strategy. It balances four perspectives: financial, customer, internal process, and learning
and development. Indicators are aligned with cause-and-effect relationships in these areas,
viewed hierarchically. Recently, the BSC has been used to measure the impact of
sustainability strategies, leading to the emergence of the BSC for Sustainability (SBSC),
which integrates elements of corporate sustainability and responsibility (Asiaei & Bontis,
2019)

Organizational performance management involves managers and employees planning,
monitoring, and reviewing goals to contribute fully to the organization (Aguinis, 2019). It is
an ongoing process of setting goals, evaluating progress, and providing guidance to ensure
employees achieve their career objectives (Prasad, 2020). Performance management
measures activity results, quality against objectives, and areas for improvement (Atmaja et
al., 2022). It includes communication between employees and supervisors to clarify job
expectations and success indicators (Merkle, 2022) and improve performance (Helmold &
Samar, 2019). The main goal is to ensure all organization elements work together to achieve
objectives (Atmaja et al., 2022).

The BSC can be used to evaluate company performance and provide incentives for individual
performance based on achieved goals. Success in the information age is influenced by
integrating functional specializations into customer-oriented business processes (Owolabi et
al., 2020). Performance evaluation using the BSC model provides comprehensive results
(Tseng, 2010). The BSC concept, initially for companies, is also used by public sector

organizations to improve service performance (KEFE, 2019).



This study highlights the BSC as a tool for selecting balanced organizational performance
indicators and objectives in the Palestine Stock Exchange, examining dimensions such as
innovation, learning, growth, and external factors related to shareholders and customers
(Kaplan & Norton, 2000). Despite its benefits, many studies show limited adoption in

Palestinian companies due to obstacles that hinder its success.

1.2. Statement of the Problem:

As the business environment develops, becomes more complex, expands rapidly, and
continues to change, the need to have a strategic tool as a common language among company

departments has emerged.

The balanced scorecard is considered one of the modern tools and methods that play an
important role in evaluating companies' performance, because it emphasizes the importance
of translating the organization's strategy into measurable and evaluable goals. There is a gap
in the traditional strategic evaluation methods used in empty businesses, because using this
model with four perspectives (financial perspective, customer perspective, internal
operations perspective, learning and development perspective) helps to achieve a balance
between the various financial and non-financial aspects while showing indicators in

Palestinian companies.

In light of the above, the research challenge is to determine the extent to which the balanced
scorecard model is used as a comprehensive perspective for planning and development
through four points of view (financial perspective, customer perspective, internal operations

perspective, and learning and development perspective), and to demonstrate the extent to



which the card is an effective evaluation tool and the extent The willingness of Palestinian
companies to contribute to the implementation of the card’s metrics and whether they are
useful and correct, which contributes to increasing the possibility of bridging the gap in the
traditional performance model. Also, following a balanced approach to evaluating the
strategic performance of companies listed on the Palestine Stock Exchange and its subsidiary,
the Palestine Stock Exchange, demonstrates the importance of linking metrics and methods.
The scorecard used to measure performance according to the organization’s strategy and its
impact on its performance in the performance evaluation process and achieving the
organization’s strategic objectives, the degree of use of the scorecard and what are the
prospects for its application to listed companies. Therefore, the following general question

arises for the research problem:

To what extent is BSC used in evaluating The Employees performance of companies

listed on the Palestine Exchange?

1.3. The Research Questions:

The following question can be asked to address the research problem: To what extent is the
BSC used in evaluating The Employees performance of companies listed on Palestine

Exchange?

In order to reach a deeper understanding of the issue, the following sub-questions must be

answered:

1. Is there a significant difference between the level of application of the Balanced

Scorecard on The Employees performance of companies listed on Palestine Exchange



and the demographic variables (gender, age, educational qualification, job title, years of
service, sector in which the organization operates)?

Is there a statistically significant effect of using the dimensions of the Balanced Scorecard
(financial perspective, customers (marketing), internal processes (developmental),
learning and growth) on the Employees performance of companies listed on Palestine

Exchange?

1.4. The Research Objectives:

There are several objectives for this study, the most important of which are:

1.

To determine if there is a significant difference between the level of application of the
Balanced Scorecard on The Employees performance of companies listed on Palestine
Exchange and the demographic variables (gender, age, educational qualification, job title,
years of service, sector in which the organization operates).

To examine the statistically significant effect of using the dimensions of the Balanced
Scorecard (financial perspective, customers (marketing), internal processes
(developmental), learning and growth) on The Employees performance of companies

listed on Palestine Exchange.

1.5 .Importance of study:

In response to increasing competition across various business sectors, organizations must

adopt modern and effective management tools to ensure survival and gain competitive

advantages. One such essential tool is the balanced scorecard, which evaluates performance

across multiple perspectives: financial, customer, internal process, and learning and growth



(Kaplan & Norton, 1992). Unlike other models that focus solely on financial metrics, the
balanced scorecard translates corporate strategy into measurable goals. Previous studies have
highlighted its importance in enhancing profitability and competitiveness. For example,
(Madhoun, 2017) found the BSC critical for maximizing profitability, while (Abueid , 2020)
noted its high application in Islamic banks despite obstacles. However, (Daraghmeh & Saad
, 2016) concluded that Palestinian listed corporations do not rely on BSC indicators correctly.
This study aims to fill that gap by examining the use of the balanced scorecard in companies

listed on (PEX), providing concrete evidence of its impact.

1.6. The Research Hypotheses:

Through this study, the researcher attempts to test the following main hypothesis:

H1: There is significant difference between the level of application of the balanced scorecard
on The Employees performance of companies listed on Palestine Exchange and the
demographic variables (gender, age, educational qualification, job title, years of service,

sector in which the organization operates).
Sub-hypotheses of the five main hypothesis:

= H1.1: There are statistically significant differences in the level of application of the
balanced scorecard on The Employees performance of companies listed on Palestine
Exchange according to the gender variable.

= H1.2: There are statistically significant differences in the level of application of the
balanced scorecard on The Employees performance of companies listed in on Palestine

Exchange according to the age variable.



= H1.3: There are statistically significant differences in the level of application of the
balanced scorecard on The Employees performance of companies listed on Palestine
Exchange according to the educational qualification variable.

= H1.4: There are statistically significant differences in the level of application of the
balanced scorecard on The Employees performance of companies listed on Palestine
Exchange according to job title.

= H1.5: There are statistically significant differences in the level of application of the
balanced scorecard on The Employees performance of companies listed on Palestine
Exchange according to years of service.

= H1.6: There are statistically significant differences in the level of application of the
balanced scorecard to The Employees performance of companies listed on Palestine

Exchange on the variable of the sector in which the institution operates.

H2: There is a statistically significant effect of using the dimensions of the balanced
scorecard (financial perspective, customers (marketing), internal processes (developmental),
learning and growth) on The Employees performance of companies listed on Palestine

Exchange.

1.7. The Research structures

In order to identify dependent, independent, and variables, the researcher showed it through

presenting them in the model below



Independent variables Dependent variables

balanced scorecard

Financial perspective

Customers

Employees performance

Internal processes

learning and growth

1.8. Obstacles and limitations of the study:

The researcher faces several obstacles during the study, such as geographical and political
obstacles, and the difficulty of accessing all the places where companies are located in the
research community, such as the Gaza Strip, due to political restrictions. Moreover, the

researcher faces difficulty in obtaining basic information for the study from companies, in



addition to the time constraint. , This investigation is limited to a specific period of time. We

can consider the main limitation as follows:

e Differences between business and work specializations.
e Lack of information about aspects of BSC.

e Confidentiality of information and not making it available for use in research.
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Chapter 2

Theoretical framework
2.1. Balanced Scorecard

2.1.1 Introduction

The idea of the balanced scorecard came through many consulting experiments in many
institutions to determine the nature of the planning process and appropriate performance
monitoring processes for these institutions, as the development and intensification of
competition in the work of institutions requires the managements of those institutions to pay
full attention to the work, and therefore standards and indicators cannot be accepted. Finance
and accounting only. To express it comprehensively. For this reason, it is necessary to
overcome these challenges by shifting the mindset of organizations from the industrial age
to the knowledge age, where integration and attention to multiple aspects of operations gives
the organization sustainability, competitiveness, customer satisfaction and greater
opportunities for various stakeholders. Norton P. David and Robert S. Kaplan are considered
essential in developing the concept of the balanced scorecard and its basics. Many concepts
were developed in the 1990s, and the first balanced scorecard was used in 1987 by Anology,
as this organization has a more comprehensive scorecard than previous records. To test and
measure performance, including specific aspects such as speed of delivery to the customer,
quality, process cycle applied, efficiency of new product development as well as financial

performance.(Sharqi, 2023).
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The balanced scorecard is one of the most important and most modern strategic
performance management tools because it directs the organization to improve its
performance based on its vision and strategic objectives, and helps direct its path and
transform it into a new direction that supports it and improves the overall performance of the
organization (Kaplan & Norton, 1992). It also works to translate the organization’s vision
and general strategies into a set of procedures. The process that represents the framework for
implementing that strategy, instead of relying entirely on the financial aspect as in the current
era of globalization, and investing in capital and fixed assets (Kaplan, R S; Norton , D P,
2001) . Itis not enough for the organization to succeed if it is not managed effectively, so the
balanced scorecard works to focus on aspects Others, such as human performance and
operational performance, which leads to customer, employee and environmental satisfaction
and leads them to a more realistic understanding of the factors that drive financial

performance and achieve goals. (Al-Ghanam, 2023).
2.1.2. The concept of balanced scorecard:

The concept of the Balanced Scorecard (BSC) was introduced by Kaplan and Norton in
1992 as a performance measurement system that provides senior managers with a set of
metrics that give them a quick, comprehensive view of the business (Broccardo, 2015). The
new management design, which has been widely discussed and adopted over For the past 30
years, to provide executives with real-time information about an organization's internal
performance and progress toward strategic goals so they can identify problem areas early and
make adjustments (Kaufman, Barry, Wilkinson, & Gomez, 2021) The Balanced Scorecard

(BSC) has become a widely accepted management tool to support strategy implementation,
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giving managers and employees a concise and comprehensive view of their work by adding
traditional financial measures to non-financial measures to provide a complete and concise
picture of operations and strategic objectives (Carr & Gratton, 2016). Study (El ammar, 2020)
that the balanced scorecard is one of the most efficient and effective contributions that
government agencies should take into account when trying to effectively implement their
policies and address deficiencies in public service through development, as sustainable
internal systems and procedures aim to ensure the provision of services. High quality, taking
into account feasible and effective resources, key project priorities, transparency and
accountability, short-term and long-term customer needs, performance metrics and quality
standards.

The BSC strategic management system uses a framework and basic principles to translate
the organization's mission and strategy into a comprehensive set of performance measures
and strategic initiatives. The organization's mission and strategy are translated into strategic
objectives and measured around the four dimensions that represent the BSC: financial,
customers, internal operations, and learning and growth. , as the results that the organization
wants to achieve from a financial and customer perspective (usually the customer) and the
drivers of these results from the perspective of internal operations and learning (usually
growth). In a strategy map, strategy drivers indicate the desired financial and customer
outcomes that represent the success of the strategy. Therefore, a proposed performance
measurement system has emerged as an indicator that is not only related to financial
indicators but also to financial results in the balanced scorecard. The financial institution can
also verify the quality of services provided, the satisfaction of internal and external

customers, the organization’s self-development system, and the organization’s ability to
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adapt and change. These indicators, included in the context of the balanced scorecard

methodology, play a role in key performance indicators (KPIs) (Al-Banna & Ali, 2023)
2.1.3. The origins and development of the balanced scorecard:

The emergence of the balanced scorecard is based mainly on traditional systems for
measuring the financial performance of organizations that do not reflect the values of most
tangible assets, which is an important aspect of market value and does not reflect the needs
of customers, and has led to confusion between strategies and measurement methods,
ignoring the focus of these systems only on the material aspect. Some of them have many
needs and skills of employees, customers, employees themselves, and communication
between employees, and supervision by the managers, owners, and officials of these
institutions, hence the studies, taking into account tangible and intangible assets, tend to
innovate and develop systems with indicators that can indicate performance in different
dimensions, to work on their systems. Internal and external, taking into account actual
variables (Ismail, 2023)

Modern institutions also face many complex environmental variables, including internal
environmental variables and external environmental variables. The technology used by the
institution is considered one of the most important internal environmental variables that
affect individual performance and organizational performance. The success and effectiveness
of the performance measurement process depends on approaches that depend on quality.
work, and the reasons for measuring performance can be identified and defined as follows

(Al-Bashir, 2016):
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1. Planning, control and evaluation means measuring for the purpose of making
decisions about planning and controlling operations (Cobbold & Lawrie, 2002).

2. Change management is based on measurements that support environmental
initiatives, measured vertically at departmental levels and horizontally across
functions (Niven, 2016).

3. Communication and measurement are required in this area to reduce personal
influence, solve problems, monitor progress, reinforce behavior, and provide
feedback ( Al-Malkawi, 2009).

4. Improvement is where the purpose of measurement is to support improvement so
that it provides a scorecard that reports how improvement efforts are being achieved
(Kumar, Weng, Sureka, Jabbour, & Bamel , 2024).

5. Resource allocation that helps direct scarce resources to improvement activities that
are most attractive to the organization (Mahad, 2020).

2.1.4. Stages of the balanced scorecard:
The development of the balanced scorecard stages is divided into three stages (Aboul Gheit,

2022):

1. The first stage: In the early 1990s, when it was based on a series of strategic indicators
distributed in balance between four dimensions, and at this stage the weaknesses
represented by the following were diagnosed ( Al-Malkawi, 2009):

=  Weak link between strategy and objective

= Cause and effect relationships are only visible between dimensions.
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2. The second stage: With the start of putting the card into practice, many practical
improvements and developments began to appear in setting goals and indicators so that
they reflect the process of interconnection between strategies and goals, which has
become clearer and more important (Ismail, 2023).

3. The third stage: It is the latest in the form of cards that focus on strategic planning. This
map was developed for the concept of the balanced scorecard, as it cannot be applied
without clear strategies. It is a set of goals and measures integrated into the measures
implemented. Accordingly, all employees work through channels that connect everyone
with four dimensions (financial dimension, beneficiary dimension, learning and growth

dimension, internal actions dimension), where long-term strategic goals can be linked to

short-term operational actions (Kumar, Weng, Sureka, Jabbour, & Bamel , 2024).

2.1.5. Definition of balanced scorecard:

(Kaplan & Norton, 1992) defined the balanced scorecard as: a system that provides a set
of procedures and strategic objectives that allow the organization to manage its activities,
ensure a balance between financial and non-financial measures, and measure its performance
through the four dimensions of the card (financial, customer, internal operations, Learning
and Growth), gives the organization insight into future work in terms of strategy and goals
(Al-Ghanam, 2023)

(Al-Banna & Ali, 2023)also define the balanced scorecard as a strategic management system
that translates the organization’s mission and strategy into comprehensive quantitative
performance measures derived from the organization’s strategy that provides a framework

for a strategic management and measurement system that focuses on performance.
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In the same context, (Abdullah, 2020) defined it as a strategic planning and management
system used in all sectors to align the organization’s activities with its vision and strategy,
improve internal and external communications, and monitor the organization’s performance
against the strategic objectives.

As defined by (Al-Mazouk, 2020), it is a management system that aims to help the
organization translate its vision and strategy into a set of interconnected strategic goals and
metrics.

From the researcher’s point of view: measuring the activity of institutions (financial and non-
financial) by applying the four aforementioned criteria is a strategic tool that allows
measuring the suitability and efficiency of the activity of these institutions, conducting a
correct assessment of their officials to control the activity, and measuring and achieving the
actual results of the plans that increase the efficiency of the organization’s work and the

sustainability of its success.
2.1.6. Objectives of the balanced scorecard:

The use of the balanced scorecard aims to achieve several goals, including (Blasika, 2012):

4. The map aims to link short-term operational management with a balanced long-term
strategic vision.

5. Monitor daily operations and their impact on future development (Ismail, 2023)

6. Emphasizing the four dimensions of organizational performance balance

7. Develop a practical framework for translating strategy into operational concepts ( Al-
Malkawi, 2009)

8. Develop an integrated approach between strategy and operations
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9. Develop and articulate a strategic vision to all employees (Al-Bashir, 2016)

10. Supporting the relationship between strategy and operations and ensuring requirements
are met (Cobbold & Lawrie, 2002)

11. Promote and support the key benefits of the policy

12. Establish and increase communication between stakeholders in the organization (Abu
Madi, 2018)

13. Expanding the scope of administrative work to include all aspects of the organization

14. Applying sustainability (environmental dimension) to the organization’s activities

15. The balanced scorecard aims to ensure that organizations are able to monitor not only
financial performance but also the growth of efficiencies and the acquisition of intangible

resources (Kaplan R. S., 2010).
2.1.7. Characteristics of the balanced scorecard:

The characteristics of the balanced scorecard are (Abu Zaid, Hegazy, & Al-Aal, 2018) :

1. The balanced performance measure is a four-dimensional model based on four
dimensions: the financial dimension, the customer dimension, the internal operations
dimension, and the learning and development dimension (Sidqi, 2022).

2. The balanced scorecard relies on mixing financial indicators with non-financial indicators
to determine the degree of progress towards achieving strategic objectives in both
quantitative and financial terms (Abdulsamie, 2015).

3. The balanced performance indicator links the financial and non-financial KPIs for each
dimension to the strategic sub-objectives derived from the business strategy (Blasika,

2012)
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. The balanced performance indicator is characterized by a limited number of key
performance indicators based on the characteristic of limited rationality and the
characteristic of not providing more information than the analytical capabilities of the
decision maker (Keshavarznia & Wallace, 2023).

. The balanced scorecard is based on a set of vertical causal relationships between sub-
objectives, their countermeasures, and key performance indicators known as cause-and-
effect relationships embedded in strategic objectives a map (Abu Zaid, Hegazy, & Al-
Aal, 2018) :

Balanced performance indicator programs require a high-level information system and
IT infrastructure that allows timely vertical and horizontal information transfer for the
use of reporting systems (Mahad, 2020).

. A balanced process requires an independent administrative unit in the organizational
structure that reports directly to the Board of Directors, supervises the management of
strategic activities and coordinates them with operational activities (Olson & Slater,

2002).

2.1.7. Features of the balanced scorecard:

The shortcomings of traditional systems, and the recent increasing pressure on companies to

be informed in various areas of life, have made it necessary to combine performance

measures with effective measurement strategies. This is why the most important advantages

of the balanced scorecard include (Al-Saghir, 2014):

1. The advantage of pluralism: The balanced scorecard is a multidimensional model that

translates the company’s vision and strategy into goals and performance measures in
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the form of a number of dimensions, the most important of which are (financing,
customers, learning and development, internal operations), so that the dimensions of
the scorecard are interconnected and provide a comprehensive vision for the
organizations through Linking financial indicators to non-financial strategic
indicators (Al-Bashir, 2016).

Balance feature: In addition to the balance in short- and long-term measures, financial
and non-financial measures are presented in a balanced manner on a comprehensive
basis that provides a realistic view of the results, as well as a balance between the
internal and external actions of institutions and is measurable with the aim of
achieving balance between all components. And come up with effective strategies
that you can work on. (Farooq & Hussain, 2011)

Description of the causal relationship: One of the most important characteristics of
balanced activity is the causal relationship between strategies and key performance
indicators, which is called (strategic maps), which leads to improving financial
indicators or results (Al-Saghir, 2014)

Motivational advantage: Employee performance is considered one of the most
important influences on the performance and achievement of organizations’ strategies
and must depend on the income and rewards provided to them for effective work
performance. There should be work related incentive plans which are important
incentives for employee retention and proper and accurate performance. The level of
financial and non-financial indicators of organizations and the reduction of benefits
when relying on a balanced scale ignores incentives, which is the driving factor in the

success of implementing the card to achieve its goals. Institutions (El ammar, 2020).
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Features of limitations: Based on the characteristic of bounded rationality, the
balanced scorecard is characterized by limiting the number of key indicators of
financial activity, including non-financial indicators, to store data. Given that it is a
waste of time and effort for a decision maker to exceed every threshold, information
disclosure has less impact on both the organization and decision makers (Ismail,

2023).

2.1.8. Balanced Scorecard Components:

The balanced evaluation system includes the following components (Abdel Rahman, 2015):

1.

2.

Business fundamentals consist of the organization's vision, mission and values.
Plans consisting of plans for communications, automation, development, and
sharing of business results (Kaplan & Norton, 1992).

Business strategies and strategic maps for planning and changing components (Al-
Bashir, 2016)

A logical strategy for personnel activity.

Performance indicators to monitor actual and planned performance

New initiatives to test strategic assumptions.

Planning budgets that cover current and targeted resources (Kaplan R. S., 2010).
Results sheets key strategic business units and service business units to translate
senior management’s vision into actionable activities (Onis, 2016).

Develop leaders and individuals to ensure they have the knowledge, skills and

abilities required by future jobs and new challenges (Mahad, 2020).

2.1.9. Dimensions of the balanced scorecard:
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(Kaplan & Norton, 1992) divided the dimensions of the balanced scorecard into four
sections, as follows:

1. The financial dimension: It is the dimension of any organization’s ability to achieve goals
by taking into account the level of strategic profitability and trying to reduce the level of
expenses by increasing the volume of returns from operational activities. In order to
achieve the productivity, efficiency and value that the organization seeks, financial data
must be linked in a timely manner. And linking them to indicators and ratios that help
financial measures achieve financial goals, focusing on balance with the remaining
elements to evaluate performance and increase (revenues, profits, total assets, expenses,
profit margin, shareholders’ equity, cash flow, asset turnover rate) (Rabie, 2015)

2. Customer dimension: Companies, regardless of the nature of their work, depend on the
needs of customers, and their needs are considered one of the pillars of their strategy, and
this is a priority that reflects the success and sustainability of their business with the
ability to provide their services. Products (goods or services of high quality and
reasonable prices) (Kaplan & Norton, 1992). It focuses on integrating this dimension to
focus on goals. In the modern business environment there are many factors (quality, cost,
speed of delivery, time, efficiency, flexibility, creativity, and knowledge), so developing
strategies requires meeting requirements. Customer needs and organization goals To
achieve their success, it is necessary to focus on the customer perspective, mainly to
create value. From their point of view, there are many indicators that reflect the
achievement of goals of this magnitude (customer satisfaction, customer retention rate,
annual sales rate, market share, customer satisfaction indicators, loyalty and number of

customer visits) (Onis, 2016)
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.Internal operations dimension: One of the goals of institutions is to achieve the
maximum level of utilization of current absorptive capacity, as well as achieving
production efficiency in order to achieve the highest levels of resource use provided by
the intended goals. It is extremely necessary, and organizations' strategies have a
significant impact on performance, whether routine or easy to measure, in addition to the
processes that affect performance in the long term, and success indicators reflect
performance after internal processes. (On-time delivery, continuous improvement,
accuracy of planning, speed of service delivery, turnover rate, daily performance index,
number of positive campaigns, as well as technological data potential) (Rabie, 2015)
The developmental dimension (learning and growth): In our current era, companies are
part of a society that seeks to meet the needs of its customers satisfactorily and effectively
through opportunities and opportunities generated from within, due to changes in the
business environment that require learning and learning. Continuous growth of
employees and management members is achieved through their own experience and the
experience of others, thus having a properly qualified and trained workforce is a measure
of their overall performance and continuous training and skill development constantly
creates creativity and organizational skills. A culture that supports innovation and
innovation, and this dimension has a significant impact on increasing the productivity
and efficiency of work within organizations, and is reflected externally in the information
provided, the degree of response, and the rewards that the organization grants to its

employees (Onis, 2016)

2.1.10. Preparing the balanced scorecard:
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There is an urgent need to develop a balanced scorecard and comprehensive components are
required before starting it, hence there are the following basic steps to prepare the card system
(Sidqi, 2022):

1. Defining the vision: The organization’s vision is crystallized by achieving a balance
between the short- and long-term ambitions of its business and its goals, working with
experts and taking into account the opinions of employees and anyone with previous
experience in the organization’s fields to reach the most effective picture of its
directions (Pattnaik, Kumar, Burton, & Lim , 2022).

2. Defining strategies: Strategies and converting them into goals and indicators are
among the most important tools in the balanced scorecard as an effective tool for
evaluating the strategic effectiveness of any organization, and through these tools the
main long-term goals and methods for achieving goals. In addition, policy
development requires the efforts of decision makers to improve budgetary procedures
to keep pace with changes and pressures in the internal and external environment.

3. ldentifying success factors: They are the basic conditions under which the
organization achieves its goals and can confront the surrounding variables, which
consist of advantages and competencies that work to improve the organization’s
competitive advantage, and at this level the methods for achieving strategic goals are
analyzed. Harmony of the system by linking it to the five dimensions of the map, as
well as achieving the organization’s plans through their harmony.

4. Defining indicators: At this stage, each strategic goal must be linked to one or several
indicators within the dimensional map to measure the performance factors that the

organization needs to measure and document the development that has occurred and
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through this you can measure its success in a quantitative and documented way. (
Thuong & Harwindar, 2023)

5. Defining action plans: With the criteria used to set goals, the organization produces
standards against which results are compared, and with short-term and long-term
goals, the strategic vision becomes clear so that they do not conflict with each other,
allowing it to be made appropriate and correct. And timely decisions. (Awadallah &
Allam, 2015)

6. Defining operational work: In order to achieve goals and allocate and distribute
resources, it is necessary to implement a set of tasks and distribute their
responsibilities with full support of the effective plans and tools of the organization,
with regard to motivation and the general culture within it. This in turn affects all
employees. It affects and is influenced by employers and managers (Kaplan &
Norton, 1992).

7. Monitoring and evaluation: Monitoring and evaluating performance is a kind of
continuity in the organization’s success. Among the security elements in applying the
balanced scorecard is continuous monitoring to ensure success and reaching the
desired goals and daily communication. Review and evaluation processes are among
the effective control methods, which in turn are a standard. To correct mistakes in
addition to the standard of self-development and success in constantly achieving

strategic goals (Kaplan R. S., 2010).

2.1.11. Obstacles to applying the balanced scorecard:
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When applying the balanced scorecard, the organization faces a set of obstacles and

difficulties that must be avoided or worked to adapt to, including the following:

1.

The desire to prepare an integrated map from the beginning leads to complete
paralysis in the process, but with experience the organization finds itself adapting its
map by adding non-critical goals and indicators that allow for better expectations of
performance and thus the improvement process. The development of bachelor's
allows avoiding the form caused by this desire. (Al-Tuwaijri, 2019)

The difficulty of improving all indicators at the same time, but different strategic
objectives must be separated.

Ignoring non-financial indicators when evaluating the performance of managers and
employees will make them focus more on what shows their performance in the
evaluation and delay and reduce the importance of these indicators.

The expectations of the balanced scorecard are directly or indirectly related to the
interests of the parties involved in the organization (such as investors, direct
customers and employees) and exclude some partners who can influence the
philosophy and implementation of the policy (such as public institutions that
determine the general framework of competition rules or those that define criteria for
respecting others or end customers that can change the needs of the organization's
direct customers and thus its strategy.

Lack of qualified personnel to deal with the balanced scorecard system, which leads
to resistance to implementing this system (Abu Madi, 2018)

Focus on achieving the operational goals in the strategy rather than forward-looking

goals (Al-Tuwaijri, 2019)
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2.1.12. Components of applying the balanced scorecard

The process of applying the balanced scorecard requires many components, and the following
are these components (Abu Madi, 2018)

1. Top management support: For the balanced scorecard implementation process to be
successful, it must have the support of top management. When organizational
employees understand that management supports the balanced scorecard
implementation efforts, it reduces employee commitment and resistance to
implementation. System (Onis, 2016).

2. Financial incentives: Emphasis must be placed on material and moral incentives for
everyone who contributes to the design or implementation of the balanced scorecard,
and this is considered a strong motivation for those responsible for implementing the
balanced scorecard.

3. Forming work groups, for example, applying balanced indicators, involves all
components of the organization, and therefore it does not make sense for the process
to be implemented by one person, but it is a group effort within the organization
(Dahal, Ghimire , & Bharat , 2022).

4. It is necessary to understand that there are no standard solutions suitable for all
organizations due to different factors of the internal and external environment of each
organization (Kaplan, R S; Norton, D P, 2001).

5. Change management, because the system implementation process requires several
changes in the organization, regardless of whether the change is related to a culture,

systems, or individuals, the change in the environment surrounding the organization
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is continuous and continuous, as are the requirements of the beneficiaries of the
service provided by the organization and therefore the organization must also Make
the necessary changes to keep pace with continuous changes (Kaplan R. S., 2010).

6. Study deviations and take corrective measures. This does not necessarily mean
abandoning existing strategies or formulating new strategies, because corrective
measures must put the organization in a better position to exploit strengths and take
better advantage of existing opportunities. Avoid external threats and reduce the
impact of vulnerabilities (Kaplan & Norton, 1992).

7. Clarity of objectives and precise definition of procedures, because it is important to
define objectives in such a way that those responsible for their implementation can
understand them and take into account accuracy and objectivity in setting criteria
related to objectives (EI ammar, 2020).

8. Based on the input of top-down communication between the components of the
organization's administrative organization, the organization's management must pay
attention to the correct writing of the message so that the message reaches the
addressee and its content is understood as intended by the sender. Communication
process, because a good system must include an action plan and the main dimensions
of the actions to be taken into account, and meetings, communication and discussions
must be conducted among employees in the organization for confirmation (Olson &

Slater, 2002).

2.1.13. Achieving balance on the balanced scorecard
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The Balanced Scorecard is a new practical method that seeks to provide balance between all
its dimensions. This balance is achieved by the following (Ismail, 2023)

1. Balance between the organization’s short-term and long-term goals. It is not possible
to focus on short-term goals without long-term goals, so a balance must be achieved
between them (Kaplan, R S; Norton , D P, 2001).

2. .Balance between financial and non-financial indicators We have pointed out that
financial statements without other factors are not considered effective and have
strategic results (EI ammar, 2020).

3. Balance between past and future measures, where we get a true measure of
performance (Kaplan & Norton, 1992).

4. Balance between the internal and external performance of the organization. One
aspect cannot be neglected at the expense of the other, knowing that both have a real

impact on the organization (Kaplan R. S., 2010).

2.2. The second section evaluates institutional performance

2.2.1. Evaluating institutional performance

Institutions are considered the basis for work in various fields of life, and they constitute
the cornerstone of the economy of developed countries as well as the economy of developing
countries, and in light of the great development that has swept the field of business in various
fields, which has resulted in a significant expansion in the size of local and global markets,
intensification of competition and the emergence of It is called red markets or bloody
markets, in which organizations operating in the same sector seek to achieve competitive

advantage by any means possible, regardless of how ethical the methods used are, which
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necessitated the presence of certain standards that guarantee excellence in institutional
performance, and ensure the institutions’ steadfastness in the face of various challenges, Note
that there are many criteria on the basis of which institutions are classified and evaluated in
terms of performance and work (Salah, 2016).

Various institutions are currently facing many internal and external challenges. These
challenges are represented by the rapid changes in the internal and external environment in
which institutions operate. The quality of performance in an organization is linked to the
optimal use of the financial and human resources available in it, through the use of
appropriate methods, to achieve its goals, which should be based on clear, objective, and
executable goals to achieve the goals. Best performance level (Al-Othman, 2003)
Institutional performance is the common denominator for all efforts made by management
and employees within institutions. Despite the abundance of research and studies that have
dealt with the concept of performance, no consensus and agreement has been reached on a
specific concept for it. This is due to the different standards and criteria that organizations
and managers rely on in studying and measuring them, which are closely linked to the goals
and trends that the organization seeks to achieve. This means that evaluating institutional
performance is comparing the current status of the organization with the goals that were
planned in the strategic plan, and evaluating the extent of implementation. What was stated
in this plan and commitment to it, in terms of customer satisfaction, strong competition, and
providing high-quality products, according to the required specifications at the specified

time, and within the cost allocated for that. (Al-Zatma, 2011)

2.2.2. The concept of evaluating institutional performance
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The concept expresses the quality of service provided to the public and is applied to
official and private institutions. It has great importance in democratic systems to achieve
equality. The concept has been presented in more than one definition as a decision-making
process. Based on supervisory information, to direct work directions, to ensure the
achievement of the organization’s goals, remember (Letki , 2021)the definition of
institutional performance evaluation is an integrated system for creating organized work in
interaction with elements of the environment that monitors the activity of individual and
institutional units.

(Al-Mushagba, 2020)defines institutional performance evaluation as the process of
evaluating different institutions according to certain standards in order to ensure the quality
of the institutional system and improve it. The primary purpose of institutional evaluation is
to monitor the institution’s system and verify that it is carrying out its tasks, but formally to
improve its operations and applications. Develop strong efforts in all areas and levels, and
identify weak points.

(Fayyad & Al-Khatib, 2019) define institutional performance evaluation as: a systematic,
goal-oriented process that measures what the organization has achieved over a period of time
by comparing current performance results with the desired results and determining the degree
to which it can use its resources as efficiently as possible. to achieve its goals.

(Abdul Hadi, 2017) defines institutional performance evaluation as: highlighting the reasons
for the discrepancy between actual results and declared objectives, which indicates the extent
to which the institution achieves the objectives it set before the beginning of the fiscal year

in certain periods, and clarifies the extent to which the main sectors achieve the targeted
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performance and determines the procedures that must be followed to address Reasons for
non-compliance and the correct path.

When (Sastry, 2006) sees performance evaluation as; Determine the extent to which the
institution achieves the expected goals in relation to the broader picture of the concept of
institutional performance evaluation

According to (Armstrong & Taylor, 2016), it represents the extent of the organization's
experience in investing employees, technology, equipment, machines, and other resources
that are compatible together to achieve a high level of performance in a timely manner, with
the right quality, and at the lowest possible cost.

As defined by (Naji, 2006), this means measuring what is accomplished and planning it in
terms of quantity and quality, and identifying strengths and weaknesses using appropriate

indicators and standards for reinforcement and correction.
2.2.3. The importance of evaluating institutional performance:

Evaluating institutional performance is of great importance and benefits the facility and
employees alike. The importance of institutional evaluation is summarized as follows (Al-
ukosh & Eid, 2020):

1. Maintaining the productivity and performance of employees and motivating them to
do their best, and this can only be done through continuous and continuous evaluation
of them.

2. Corporate evaluation allows employers to evaluate their employees' contributions to
the organization, their ability to work and be creative, and to evaluate services

appropriately (Kaplan & Norton, 1992).
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3. Building a strong and collaborative team within the organization is essential.

4. Performance evaluation indicates the limits of acceptable performance and applies
these limits to everyone who works under the umbrella of the organization (Kaplan,
R S; Norton, D P, 2001).

5. Corporate performance evaluation enhances employee appreciation, effective
communication, and motivates individuals to do their best to improve themselves and
their organizations (Olson & Slater, 2002).

6. Performance evaluation indicators ensure a fair and impartial measurement of the
employee’s contribution to the organization in which he works.

7. Contributes to preparing accurate evaluation documents to protect both the employee
and the employer (Onis, 2016).

8. Performance evaluation helps achieve a high level of quality and quantity in the work
produced.

9. An effective evaluation system includes standardized evaluation forms, performance
measures, feedback guidelines, and disciplinary procedures (Carr & Gratton, 2016).

10. An enterprise evaluation system is a way to conduct fair, equal and objective
evaluations to protect your organization and its employees (Kaplan, R S; Norton , D
P, 2001).

2.2.4. Objectives of the institutional performance evaluation process:

From an organizational standpoint, the importance of evaluating institutional performance in
all its various stages (presentation, growth, stability, reputation, excellence) is linked to its

life cycle, and the importance of evaluation can be summarized as follows :
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Emphasizing the organization’s efficiency in using available resources: We see that
some organizations violate the principle of efficiency at a time when the organization
must preserve the available resources by rationalizing its inputs and maximizing the
results it achieves. Scientific evaluation of the activities of these institutions. (Lawrie,
Cobbold, & .Marshall, 2015)

The evaluation process is a means of allocating and directing resources to achieve the
organization's goals and improve its strategy (Mwikali & Wafula, 2015).

. Providing accurate and realistic indicators of the organization’s general activity
during a specific period.

Evaluation is used as a tool to identify deviations in achieving goals and when facing
the threat of environmental problems (internal and external) of the organization.
(Olson & Slater, 2002)

The evaluation process is considered a tool to know the organization’s level of
performance, identify strengths, and eliminate weaknesses to enhance them (Lawrie,
Cobbold, & .Marshall, 2015)

The evaluation process is considered a tool for measuring the organization’s business
productivity and knowing profits and losses (Kaplan R. S., 2010).

It is considered a common denominator between management and working
individuals and improves cooperation and communication between them.

It gives the organization an appropriate opportunity to review its work systems to
reach the most important methods and methods of development (Lawrie, Cobbold, &

.Marshall, 2015).
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9. The evaluation process helps in making decisions related to the organization’s
environment (internal and external) and preparing future plans based on the
evaluation results (Mwikali & Wafula, 2015).

10. The evaluation process reveals the potential in the organization’s resources, which
helps in distributing tasks and roles, and encourages departments and individuals to
be creative at work (Kaplan & Norton, 1992).

11. Increase the ability to analyze, improve and develop the organization’s activities to
achieve excellence (Mwikali & Wafula, 2015).

2.2.5. Steps to evaluate institutional performance:

Determining the criteria and indicators on which the institutional evaluation process is based
requires the following steps (Ismail M. S., 2014)

1. Relying on the specific circumstances surrounding the organization to achieve
performance standards means not relying on ready-made standards and not trying to
find out how compatible they are with the real conditions of the organization
(Stewarts & Walsh , 2002).

2. ldentify characteristics or elements that can be accurately observed and used in the
measurement process. (Ismail M. S., 2014)

3. Clearly defining criteria and indicators distinguishes good performance from poor
performance, and this means that the criterion must be procedurally and linguistically
easy.

4. Pre-determining the weights of multiple criteria to weight the target according to their

relative importance (Ismail M. S., 2014).
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5. After agreeing on the criteria chosen for the evaluation process, the evaluator
conducts a preliminary test of the proposed evaluation model and then makes the
necessary changes (Ismail M. S., 2014).

6. Collectand analyze data to prepare a study that then identifies areas for development.
(Ismail M. S., 2014)

7. Collect information and prepare a project about the organization's capabilities.

8. Reviewing performance development research and implementing plans for this
purpose. Evaluate the organization's performance using standard operating
procedures (Stewarts & Walsh , 2002).

9. Develop a draft job description that includes initial proposals for change.

10. Determine the organization's training needs. (Ismail M. S., 2014)

11.Developing a performance evaluation mechanism in the organization and keeping

records related to performance evaluation (Stewarts & Walsh , 2002)
2.2.6. Indicators for judging institutional performance

(Kira , 2011) pointed to a number of indicators and standards for evaluating institutional
performance, which are as follows:

1. Job satisfaction: It is an important indicator for evaluating organizational
effectiveness and can be defined as “a set of emotional feelings that people feel about
the work they are currently doing, and these feelings can be negative or positive”.
(Ismail M. S., 2014)

2. Organizational commitment: Employees’ behavior, presence, and absence are linked

to their impact on productivity, performance, and psychological tendencies, which in
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turn is reflected in the organization’s performance and its relationship with the
external environment (Kira , 2011).

3. Innovative thinking skills: Moving from failure to success requires human experience
and a mind capable of innovation, creativity and creative thinking, and distinguished
human capital is considered an important resource for innovation and
creativity(Gronroos, 2000).

1. Additional behaviors: These are positive and constructive behaviors that the
individual performs voluntarily in addition to the official role assigned to him. They
can be rewarded through a formal reward system, and they can help achieve
organizational effectiveness. Examples include solving (helping) colleagues, and
presenting work problems and suggestions. Which contributes to the development of
the organization and self-realization and accepts additional personal burdens without

complaint (Kotler & Keller, 2016).
2.2.7. Institutional performance evaluation models

In today's world, there is a rapidly changing and competitive environment between industrial
and service organizations, and therefore organizations try to provide goods and services at
the lowest cost and highest quality in order to survive, continue and grow, and therefore they
began to use performance, evaluation models and international excellence awards in
accordance with their activities and environment (Russell & Bernard, 2011)¢« There are three
types of general evaluation models: the Kaizen model, the balanced scorecard model, and the
European Foundation for Quality Management model, and the purpose of their use is to

improve and develop the quality of organizations’ activities as follows:
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1. The Kaizen model is a model that supports effective and efficient change to improve
and develop the activities of organizations to achieve excellence and excellence in
performance. Based on the famous saying that (change) begins from within, he
created the Japanese philosophy of Kaizen (Taichi Hono). When he wrote his book
in 1985, it was used to improve and develop the quality of performance and published
it to the world. The model has been applied in many countries, especially New
Zealand, the United States of America, Singapore, and the United States. United Arab
Emirates, Australia, Finland, France, and Canada. The foundations of this model have
been integrated by the Organization for International Development and Cooperation,
and the model includes five main standards: leadership, human resource management,
operations, and financial knowledge (Hamza, 2016)

2. Balanced Scorecard Model: This model works to transform the organization’s vision,
mission, and strategy into a set of financial and non-financial standards that the
organization needs to improve its performance. Many organizations in the world have
used it because of the tangible and intangible factors, and in 1992 (Kaplan and
Norton) because their point of view is that Intangible factors (from machinery,
property and inventory) represent competitive advantage (customer satisfaction,
employee and IT skills), as well as the financial aspect which represents tangible
factors. Therefore, the main axes of the model include the following: (Farooq &
Hussain, 2011)

= First axis: Market share (customers)
= Second axis: financial.

= Third axis: internal operations.
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= Fourth axis: growth and learning.
European Foundation for Quality Management Model: This model was presented by
the European Foundation for Quality Management (EFQM) as a means to evaluate
the level of performance of the organization and thus improve its performance. It is
represented in nine axes: (strategic leadership of employees, partnerships), resources,
processes, customer results, employee results, community results, and business
results. It is the most widely applied model in Europe for total quality

management.(Martin, 2015)

2.2.8. Standards for evaluating institutional performance:

1.

The strength of human resources management is based on the principle that the
organization is able to invest in the human element and that it is the most important
force in the work. Because it uses other elements, for example, work efficiency and
quality of results at work are linked to the presence of a work team or work group
characterized by high qualifications, extensive experience, and strong skills (Abueid,
Rehman, & Nguyen, 2023).

Competition with other companies and institutions and their offers to customers, price
reductions, gifts, etc.

The presence of a distinguished customer service center in terms of quality and
service, capable of responding to various inquiries, dealing with complaints received

from customers, and working to resolve them (Kotler & Keller, 2016).
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4. The presence of a strong and highly convincing marketing team that has the ability to
attract new customers, ensure continuous maximization of the organization’s profits,
and increase the monthly sales rate.

5. There must be a strong and effective financial system that can handle various
accounting processes for purchases, sales, prices of products and raw materials,
employee wages and other expenses (Robbins & Coulter, 2018).

6. The presence of an effective administrative system ensures good management of the
institution in terms of monitoring its work and ensuring that it is on the right track.

7. Familiarity with various administrative functions or processes, including planning,
organizing, directing and controlling, which in turn ensure the achievement of various
organizational objectives (Robbins & Coulter, 2018).

8. The ability to solve various problems.

9. The extent to which the organization is able to combat corruption and promote
integrity, transparency and accountability in line with its business interests.

10. Achieving the quality of financial information and the quality of financial reports by
activating the role of audit committees, the scope of application of tax laws, and the
accuracy of financial information disclosure, especially to shareholders, the

government, financiers, and others (Grénroos, 2000).
2.2.9. Obstacles to evaluating institutional performance:

There are a group of obstacles facing measuring the performance of any institution, and these

obstacles are represented in the following (Araeer, 2019)
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. The concept of service quality in establishments is difficult to define or is an abstract
concept that can be measured, due to the nature of the service, and this is due to the lack
of accurate evaluation and measurement results based on non-quantitative criteria. Also,
the product provided by government agencies is considered an intangible product, and
therefore it is difficult to determine the relationship between the costs of this product and
the income derived from it (Araeer, 2019).

Multiple goals and conflicting priorities: This means that the organization has multiple

goals, and not every goal has value, and therefore priorities conflict.

. The lack of a clear definition of each administrative unit within the institution: This

means uncertainty in defining the tasks of each administrative unit within the state
institution, which has led to overlapping powers of state agencies and contradictions in
terminology. Dual authority or authority, with poor description of their duties (Abueid,
Rehman, & Nguyen, 2023).

. The prevalence of daily routine in government agencies and departments: This means
that there are no reliable quantitative standards to measure performance, especially in the
face of non-measurable goals, in the absence of a long set of reference standards.
employment in the future (Araeer, 2019).

Functional inflation: means that most parts of the organization are dominated by
underemployment, leading to duplication of managerial responsibilities and irrelevant
organizational levels, leading to the absence of managerial institutions. Determine future

employment. (Gronroos, 2000).
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Political pressure means the presence of direct or indirect pressure from political
authority on a university institution to achieve certain goals that may have a negative
impact (Abueid, Rehman, & Nguyen, 2023).

Overlap in providing the same service: This means that there is no unfair competition
between a private university institution and a government university institution in terms
of service to the individual or society and the officials’ preference for the former (Abueid,
Rehman, & Nguyen, 2023).

Lack of reliability in measuring performance: This means that there is duplication in
measuring performance. There is an internal measurement in which the facts are clearly
revealed within the university, and there is another external measurement through which
the institution’s management accidentally presents a positive image to public opinion or
to the person who benefits from its services (Nafari , Ebrahim; Rezaei, Behrooz, 2022).

The social and cultural environment surrounding joint stock companies, which includes
the traditions and values prevailing in society, has led to an increase in the public’s desire
for luxury, and this has led to the complexity of procedures. In addition to functional
reasons (Araeer, 2019).

The prevailing forms of communication in companies, where employees’ thinking is
affected by a group of variables surrounding them, have led to extreme centralization and

attention to loyalty to the university director.

2.2.10. Method of evaluating companies’ performance using the balanced

scorecard
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Companies are always trying to change their policies to move from the current situation
to the future situation they want to be in and this transformation often requires management
actions, and these measures are usually implemented after measuring and benchmarking. The
evaluation stage considers the ability to measure and evaluate something and is one of the
indicators of the ability to manage it. By studying the history of administrative development,
we see that development was the focus of attention at the beginning of the twentieth century.
Increasing the efficiency of the worker’s human resources. For example, studies have
appeared showing how productivity increases with the strength of lighting and its availability
in factories. The motivation behind the power of light and increased production was the
knowledge that they were undergoing tests to measure production which changes their
behavior. The feeling of control and testing, and then after that in the sixties, seventies and
eighties, the stage of measuring production and development in performance began through
financial analysis and the study of financial indicators and indicators, but these financial
indicators were taken as a basis measure. About information that happened in the past (
Priliska & Kurniadewi, 2023).

In the early 1990s, a new method of performance evaluation emerged, known as the
balanced scorecard, a method that takes into account the balance between financial results
and the engine that drives growth, which is the balance between the short-term and the short-
term. Periods. Long-term, as well as the balance between tactics and strategy, because this
card consists of five basic dimensions: each of its dimensions is measured through a set of
metrics through which the company’s performance is evaluated, while the financial
dimension is measured by it. The return on investment, economic value added, profitability,

revenue growth rate, and cost reduction are measured through a set of indicators, and the size
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of customers is also measured through a number of indicators, in addition to the measure of
internal operations, which is measured by determining the extent to which the company
innovates new processes in product design. Develop and innovate manufacturing.
Operations, marketing, sales and services, and after-sales, especially after learning and
growth, are measured by the number of training courses and the degree of improvement in
employee performance, in addition to the environmental and societal dimension. They are a
number of indicators, the most important of which is the degree of the company’s
contribution to community development and building and improving public facilities (Al-

Jabali, 2016).

2.2. Previous Studies

1. (Priliska & Kurniadewi, 2023) Building Competitive Advantage Through Strategy

Map and Balanced Scorecard in Improving Company Performance

This study aims to build competitive advantage through the strategic map and the balanced
scorecard with its four dimensions (financial, internal operations, customers, learning and
growth) in improving the company’s performance in Central Java, Indonesia. The study used
a qualitative approach, and the results showed that PTTA can increase its competitive ability
and ensure the continuity of the company's business in the long term. PTTA may also adopt
the design of the Balanced Scorecard (BSC) to monitor strategy implementation on an
ongoing basis. By using a BSC, companies can ensure that all important aspects of the
business are well integrated into the company's strategy, and by implementing a BSC,

business objectives can be achieved in a targeted and measurable manner.
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2. (Rahayu, Yudi, Rahayu, & Musthafa, 2023) The relationship of balanced scorecard

perspectives and government organization performance measurement

The study aimed to analyze the causal relationship between the four perspectives (the
financial perspective, the internal operations perspective, the customer perspective, and the
learning and growth perspective) in applying the balanced scorecard and to analyze the
different performance of the four perspectives for the two groups of schools studied. The
research used the descriptive analytical approach and statistical analysis was conducted using
Smart PLS. 0.3 and an independent sample t-test. The results showed that innovation and
learning performance affect the financial and internal performance of the business. However,
innovation and learning performance did not impact customer satisfaction, nor did internal
business performance impact financial results. However, internal business performance did
not influence customer satisfaction performance. Customer satisfaction did not affect
financial performance, and the study came out with a number of recommendations, the most
important of which are: the necessity of creating synergy between all parties (the school and
organizations) to improve the school’s performance. Improving financial performance,
especially with regard to transparency and accountability, will help increase stakeholder
confidence in schools.
3. (Abueid, Rehman, & Nguyen, 2023) The impact of balanced scorecard in estimating

the performance of banks in Palestine
This research aims to study the impact of applying the balanced scorecard on the quality of
average profit according to the size of the company (bank) in banks listed on the Palestine
Stock Exchange during the period 2011-2019. To achieve this goal, the panel model was

estimated and a descriptive quantitative research design was used, where quantitative data
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was used as an alternative to both independent and dependent variables. The results showed
a statistically significant negative effect of customer perspective (CUS) and company size
(FS) on earnings quality (EQ). The results are that the financial perspective (FP), social
perspective (SP), learning and development perspective (LG), and earnings quality (EQ)
have no statistically significant effect. The results also showed that the quality of profits of
banks listed on the Palestine Stock Exchange is not high, and the study advised banks to rely
on the consistency of the balanced scorecard from a five-point perspective and not limit
themselves to financial performance alone. Users of Palestinian banks' financial statements
should not rely solely on the amount of net profit in the financial statements.

4. ( Thuong & Harwindar, 2023) The Impact of a Balanced Scorecard on Enterprise

Performance in Ho Chi Minh City, Vietnam

This empirical study presents a set of financial and non-financial performance indicators
based on the concept of the Balanced Scorecard (BSC). The relevant sample size to test the
model of this study is 265 Vietnamese companies, all of which apply the four balanced
scorecards (financial dimension, customers, learning, growth and internal operations), and
the descriptive analytical approach was used, as the data was collected using a questionnaire
that was applied to companies in Ho Chi Minh City. (HCMC). The results of the study
showed a statistically significant relationship between the use of BSC and the performance
of institutions. When companies change the key factors in the BSC, their overall performance
level also changes. The results of the study also showed that the overall performance of
institutions can include financial and non-financial components, and based on the results, the
researcher recommends that Vietnamese companies refer to the valuable information and

knowledge provided by this study and apply them to restructuring and strategic management.
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Therefore, they can achieve higher overall performance in business, management, operations

and production sectors.

5. (Chieh, Fu, & Yi, 2023) Applying the Balanced Scorecard to Build Service
Performance Measurements of Medical Institutions: An AHP-DEMATEL
Approach

The main objective of this study is to study the application of the Balanced Scorecard (BSC)

with its four dimensions (customer, financial, learning and growth, and internal operations)

to measure service performance in medical institutions, and by combining AHP and

DEMATEL the priority and causality of service performance standards are obtained. In

medical institutions. The descriptive analytical approach was used, as the results of this study

showed that the customer dimension is the most important for measuring the service
performance of medical institutions, and that the seven most important indicators for
measuring the service performance of medical institutions are “complete and comfortable
equipment, competitiveness of the medical profession, and continuity.” Treatment from the
patient to the hospital, and the arrangement of the medical profession, respectively. By clients

(VIP system), the full salary, wages, policy and medical income of the institution. In terms

of causality, if the complete services of medical institutions are improved, it will affect the

continuity of treatment from patient to hospital, the competitiveness of the medical

profession, and the income of medical institutions.

6. (Keshavarznia & Wallace, 2023) Applying the Balanced Scorecard and the Delphi
Method to Determine the Key Performance Factors for the Banking Industry in

lran
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The purpose of this study is to apply the balanced scorecard to construct service performance
measurements for medical institutions in Iran. The descriptive analytical method was used in
the study, and the population of this study is 20 experts from several banks in Iran. The
Meaningful Judgment Scale was used to reach a sample of 20 participants. The study
concluded that the success of banks in Iran depends on four scorecard perspectives (financial
perspective, internal operations perspective, customer perspective, and learning and growth
perspective) and four KPF systems; Three goals and five objectives of the KPF in relation to
stakeholders; Three internal process objectives and six KPF objectives; Three objectives and
three KPFs for learning and development perspectives. The specific objectives and key
performance factors are strategic business priorities to achieve success in the Iranian banking

industry.

7. (Mediaty, Selvi, Ningsih, Usman, & Putri, 2023) The Implementation Of Balanced

Scorecard In Indonesian Companies Companies: A Systematic Literature Review

The purpose of this article is to show the benefits of applying the balanced scorecard method
to companies in Indonesia. The method used to achieve this goal is a systematic literature
review by analyzing the findings of the 15 literatures discussed in this article. The results
showed that all fifteen companies simultaneously used four perspectives of the balanced
scorecard to measure financial and non-financial performance. Not only this, but some
literature also suggests that applying the balanced scorecard as a means of measurement can

provide a more structured and comprehensive picture of a company's overall performance. A



48

finding from the literature also highlights that through balanced scorecard, a company can
know its strengths and weaknesses, which can be an evaluation material for future

improvements of the company.

8. (Pasinringi, et al., 2023) Analysis Of Performance Assessment With The Balanced
Scorecard Approach And Development Strategy At Tenriawaru Bone Hospital In

2022.

The purpose of this study is to analyze how performance depends on the balanced scorecard
method with its four dimensions at Tenriawaru Bone General Hospital in Indonesia. This
study uses a mixed approach, i.e. qualitative and quantitative with a cross-sectional approach.
Collect data using questionnaires, interviews, and documenting observations. The sample in
this study was 100 patients and 89 staff to obtain data from the questionnaire. Based on the
BSC approach, the results showed that learning and development perspective scored
Tenriawaru 11.25, internal business perspective 33.5, customer perspective 13, finance 19.5,
and Tenriawaru Bone General Hospital's performance scored 1. It received 77.25 points and
was included in the list. Class A (Good) and maximum Class AAA (Very Good). We can
conclude that the lowest perspective is learning and growth. It is hoped that the administration
will evaluate all departments to improve the hospital's performance in the future. For further
research, it would be good to examine the relationship or influence between views on hospital

performance.

9. (Hegazy, Hegazy, & Eldeeb, 2022) The Balanced Scorecard: Measures That Drive

Performance Evaluation in Auditing Firms in UAE
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The purpose of this article is to create a framework with associated measures for developing
a balanced scorecard (BSC) for audit firms in The United Arab Emirates. The BSC is
designed to provide detailed performance evaluation metrics for five key components:
learning and development, customers, internal business processes, financial audit
perspectives, and corporate ethics. Four audit firms were surveyed using descriptive statistics
and confirmatory factor analysis to assess external auditors' opinions on proposed BSC
measures. The results show that the development and use of the proposed BSC measures will
increase the performance of audit firms. Audit firms will gain a competitive advantage
through a better understanding of different performance factors and strategies. The results
are valuable not only to audit firms, but also to supervisory boards, which can guide the
design of their oversight process by understanding the operation of systems in audit firms of

different sizes.

10. (Abd & Kazem, 2022) The relationship between the balanced scorecard and the
COBIT-5 standard in improving banking performance. Applied research on a

sample of commercial banks listed on the Iragi stock market.

The study aims to provide a definitional framework for the concepts and measures of the
balanced scorecard through its five dimensions (financial, customers, learning and growth,
internal operations, and social) and how to apply them with Standardcobit-5 and its impact
on improving banking performance within Iraq. The study used the descriptive analytical
approach and reached a number of conclusions, the most important of which is the weakness
of the banks selected in the study in achieving high percentages in the index and the suitability

of information technology systems for their purposes. There is a small advantage for Bank
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Ashur because banks use technology to support their business efficiency and
competitiveness, and compared to the rate of advancement in technology and information
used by other competing banks, this study recommends all needs. Improving the indicator of
commitment to the objectives of technological information systems among the banks in the
study sample, because the use of technological technologies by banks contributes to

supporting their business and thus increasing the efficiency of banking activities.

11. (Abdul Rahim & Hussein, 2022) The Effect of Application of Non-Financial
Dimensions of Balanced Scorecard on Performance Evaluation: An Empirical

Study from Saudi Arabia

The study applied the non-financial dimensions of the balanced scorecard (customer
dimension, internal operations dimension, learning dimension, and growth dimension). With
the aim of evaluating the performance and effectiveness of these activities in the College of
Sciences and Humanities, the researchers used the descriptive analytical method, and data
was collected from the college’s teachers and administrators. 112 questionnaires were
distributed. The questionnaire data were analyzed using exploratory factor analysis (EFA)
and confirmatory factor analysis (CFA), and hypotheses were tested using structural equation
modeling (SEM) through (Spss) and (Amos) programs. The results of the study showed that
the balanced scorecard contributes positively to evaluating the performance of the College
of Sciences and Humanities through customer and internal process indicators. The
performance of the College of Sciences and Humanities through the learning and growth

dimension.
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12. (Dahal, Ghimire , & Bharat , 2022) A Balanced Scorecard Approach for Evaluating

the Organizational Performance of Nepal Telecom

The purpose of the study is to evaluate the organizational performance of Nepal Telecom as
a case study through balanced scorecard. It adopted a quantitative research approach and used
secondary data to measure the performance of Nepal Telecom from 2016/17 to 2020/2021.
The results of the study showed that the overall performance scores of Nepal Telecom during
the study periods were 75, 83, 55, 45 and 47 out of 100 points. Performance over the first
two years represents exceptional performance before the COVID-19 outbreak, and
performance over the last three years represents average performance during the COVID-19
outbreak. These results enable managers to make long-term decisions that benefit the
organization. Future researchers could do similar work using primary data sources, as this

study primarily uses secondary data sources.

13. (Nafari & Rezaei , 2022) The relationship between human resource strategies and
organizational performance based on the balanced scorecard in a public hospital in
Iran: a cross-sectional study

The relationship between balanced scorecard-based human resource strategies and

organizational performance in a cross-sectional study among clinical and administrative

employees in a general hospital in Isfahan province, Iran, with a study population of 200

employees. Collected using two questionnaires, the main questionnaire included 32 items

examining human resources (including seven types of strategies) and organizational
performance strategies based on the balanced scorecard approach. The data were analyzed

by Pearson correlation coefficient and multivariate regression using SPSS, and the study
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found that hospital managers can consider developing human resources strategies (especially
the employee training and development strategy, employee reward and rewards strategy, and
compensation strategy). The study recommended that the results of this study be used to
improve hospital performance in a similar context

14. (Barabah & Qasim, 2021) The role of the balanced scorecard in evaluating the

performance of economic institutions, a case study of the Trans Canal Foundation

The research resorts to the balanced scorecard; Conceptual information about this tool: its
definition, importance, characteristics, objectives and dimensions, and determining the
degree of its contribution to evaluating the performance of institutions, as it is one of the most
important modern tools for measuring performance. On the theoretical side, we relied on the
descriptive and analytical approach in describing and interpreting the theoretical variables of
the study, and in a study on the procedural level, we studied the effectiveness of this tool in
evaluating the institution’s performance. An Algerian economic entity represented by Trans
Canal. The study concluded that the balanced scorecard gives a comprehensive and true view
of the organization’s performance, and despite the good indicators of the financial dimension
achieved by the organization under study, the overall performance of the organization was
weak and the organization failed to achieve its strategic goals with respect to the other three

dimensions (customers, internal operations, learning and development).

15. (Benkové , Gallo, Balogova , & Nemec , 2020) Factors Affecting the Use of Balanced

Scorecard in Measuring Company Performance
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The study presents the results of research into the factors affecting the use of the balanced
scorecard methodology in measuring the performance of companies in the engineering
sector. The study relied on hypotheses that were tested statistically using the Chi-square test
methodology. The main result of the study is the conclusion that there is a statistically
significant relationship between non-financial indicators and institutions that see the
importance of using the balanced scorecard methodology. This relationship was also
confirmed by calculation using a test with p = 0.0422. The study confirmed one of the main
research objectives, which is the importance of non-financial indicators in relation to the
concept of the Balanced Scorecard (BSC). These values confirm other research findings on
barriers to BSC use. The presented article evaluates the research results that confirm the
importance of using non-financial indicators and identifies the obstacles that prevent this use.
The study contributed to expanding knowledge about the concept of BSC, which we consider
a modern and future management tool, and supporting its application in companies so that

they can work within the framework of sustainable development.

16. (Truong, Nguyen, & Thi Quynh , 2020) Factors Influencing Balanced Scorecard

Application in Evaluating the Performance of Tourist Firms

This study examines the levels of influence of determinants on the application of the balanced
scorecard in evaluating the performance of tourism companies in Hanoi. This study uses data
on tourism companies in Hanoi during the years 2018-2019. The data used for analysis and
regression consisted of 135 observations. The alpha model, the EFA model, and the Cronbach
regression model were used to study the effect of different variables on the application of the

balanced scorecard in performance evaluation. The results show that two determinants,
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including tourism firms' internal factors (IF) and tourism firms' external factors (EF), have a
positive relationship with the application of the balanced scorecard in performance
evaluation. Based on the results, recommendations were made to improve the application of

the balanced scorecard in evaluating the activities of tourism companies in Hanoi.

17. (Daraghmeh & Saad , 2016) Using of the Balanced Scorecard for Performance

Evaluation: Empirical Evidence from the Listed Corporations in the Palestine

The purpose of this publication is to examine how Palestinian companies listed on the
Palestine Stock Exchange (PEX) use the four perspectives of the Balanced Scorecard (BSC)
to evaluate performance. This study used descriptive analysis to determine the results, while
this study used a survey to determine the opinions of financial managers about listed
companies. The study found that “financial managers use both a financial perspective and a
customer perspective when evaluating the performance of listed companies.” (2) Palestinian
listed companies do not rely on learning and growth indicators in their performance. (3)
Palestinian listed companies do not rely on indicators of business operations in their
activities. This study concludes that listed companies in Palestine do not rely on BSC
indicators to measure performance accurately and completely. Finally, the authors
recommend listed companies to use BSC to evaluate performance. It also urges the Palestine
Stock Exchange to oblige listed companies to use the BSC for strategic planning and

performance evaluation.
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18. ( Helles & Obaid, 2016) The extent of the possibility of applying the balanced
scorecard as a tool to evaluate the performance of the Gaza Governorates Electricity

Distribution Company “a field study”

This study aimed to determine the extent to which the balanced scorecard can be applied as
a tool for evaluating the performance of the Gaza Governorate Electricity Distribution
Company. To achieve the objectives of the study, a questionnaire was prepared and
distributed to employees working in all departments of the Electricity Distribution Company
in Gaza Governorate. The study relied on the descriptive and analytical approach. Among
the most important results of the study, the study indicates that it is possible to apply the
balanced scorecard to different degrees and dimensions, except after learning, growth It has
a negative impact and measures are applied that depend on the company's financial
performance. It also applies non-financial measures that can be classified into dimensions as
they relate to the company's strategy. The study concluded with some recommendations, the
most important of which are: the necessity of supporting and accepting the balanced
scorecard as an integrated and comprehensive system for strategic management by the
company’s management and increasing attention to human resources. Conducting training

courses that contribute to increasing employee efficiency.

19. (Abdulsamie, 2015) Assessing the balanced scorecard as a performance

measurement system in travel agencies

The main objective of this study is to examine the extent to which performance standards

certification can be applied as a tool for measuring performance in tourism agencies in
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Egypt. The literature presents definitions, advantages, and limitations of BSC. The study
is exploratory using a structured online survey targeting tourism managers. The study
sample included (86) managers. The main findings of the pilot study showed that
although BSC dimensions are widely used in travel agencies, the participants' managers
are not familiar with the BSC concept. This result indicates that there is no relationship
between the use of the BSC scale and awareness of this concept. The study also identified
key challenges that travel agencies may face when implementing BSC. Keywords:
performance measurement, balanced scorecard, performance measurement system, travel

agencies, strategic maps.

(Awadallah & Allam, 2015) A Critique of the Balanced Scorecard as a Performance

Measurement Tool

Due to the dynamic nature of business markets, organizations have witnessed rapid
changes in performance measurement systems over the past three decades as most
performance measurement tools have become more sophisticated. One of the most widely
used tools is the Balanced Scorecard (BSC). Within a decade of implementation, most
Fortune 1000 companies were implementing BSC standards. Despite its widespread
acceptance, a growing body of scholarship finds limitations to BSc, particularly in its
concept, application, and practice. The same body of research confirms that these
limitations can undermine the effectiveness of BSC or lead companies to abandon BSC
altogether in search of better alternatives for measuring performance. Therefore, the main

purpose of this article is to provide an overview or rather a critique of the BSC as a
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performance measurement tool and to discuss whether the BSC is in fact a universal

solution for measuring corporate performance.

2.3. Comments on literature review

All studies agree that the balanced scorecard is useful in evaluating organizational
performance across different sectors. The researcher found that while some studies
implement the balanced scorecard routinely, others have not yet adopted it, and its
importance remains controversial. This controversy is natural given the varying
administrative and economic systems in the countries where previous studies were
conducted. The following section will explore the extent of agreement and disagreement

with previous studies and highlight the unique aspects of this study.

This study aligns with many previous studies in terms of methodology, data
collection methods (questionnaires and interviews), and findings. For instance, it agrees
with (Rahayu et al., 2023) on the relationship between balanced scorecard perspectives
and performance measurement in government organizations and with (Abu Eid et al. ,
2023) on the impact of the balanced scorecard in assessing bank performance in Palestine.
Similarly, Thong and (Harwinder (2023) examined the balanced scorecard's impact on
organizational performance, while (Basinringi et al., 2023) and (Chieh et al. , 2023)
applied it to measure service performance in medical institutions. (Hegazy et al., 2022)
also addressed the balanced scorecard in performance evaluation, while (Abdul Rahim
and Hussein, 2022) focused on its non-financial dimensions. (Dahal et al. , 2022) used

the balanced scorecard to evaluate Nepal Telecom's performance.
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Other studies, including (Barba & Qasim , 2021), (Benkova et al. , 2020), (Truong
et al. , 2020), (Daraghmeh and Saad , 2016), (Halas and Obaid , 2016), (Abdel Samie ,
2015), and (Awadallah and Allam , 2015), explored its role in evaluating economic
institutions' performance across various sectors. Despite the common goal of improving
performance, differences emerged due to additional variables. For example, (Bryliska
and Korniadiowi , 2023) examined competitive advantage through the strategy map and
balanced scorecard, while (Mediaty et al. , 2023) focused on its implementation in
Indonesian companies. (Keshavarznia and Wallace ,2023) used the Delphi method with

the balanced scorecard to determine key performance factors in Iran's banking sector.

(Abdul and Kazem ,2022) studied the relationship between the balanced scorecard and
COBIT-5 in banking performance, and (Nafari and Rezaei , 2022) explored its link with
human resources strategies and organizational performance. This study is distinguished
by being the first to examine all Palestinian public shareholding companies listed on the

Palestine Stock Exchange in the West Bank.
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Chapter 3

Research Methodology

3.1 Introduction

This chapter outlines the research methodology used in the thesis. The researcher specifies
the research questions, research design, research approach, research audience, study sample,
selected sample, study tool, data collection method, and type of data analysis. Questionnaire

questions developed based on a review of the literature on the topic are also presented.

3.2 Research Method

To answer the research questions and collect data for analysis in this study, the descriptive
analytical method, which is a quantitative research method, was used. To achieve the
objectives of the study, the researcher collected data from different sources and compared

them to reach the most honest and reliable source.

3.3 Study Population

The study population included all managers in (46) Palestinian public shareholding
companies listed on the Palestine Stock Exchange in various sectors, such as services,
banking and financial services, industry, investment, and insurance. (3) companies were

excluded due to difficulty in reaching them and it was not possible for them to respond to us.
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The companies are (Palestine Stock Exchange, Palestinian Tamkeen Insurance, and Al-Quds

Real Estate Investments). Table 3 shows the distribution of companies according to sectors.

Table (3-1) Distribution of Palestinian Public Shareholding Companies Listed on the
Palestine Stock Exchange. (Palestinian Financial Market Authority, 2018).

Sector Number of listed companies
Insurance Sector 7
Investment Sector 10
Industry Sector 13
Service Sector 11
Banking & Financial services sector 8
Total 49
3.4 Study Sample

The study sample was selected from the overall study population. To determine the sample

size from the study population, the researcher categorizes companies in each sector and

identifies the number of managers and employees. This guides the researcher in determining

the size reliably and accurately. Additionally, each table from (3.2 ) below corresponds to a

specific sector, specifying the names of the companies and the number of managers and

employees as follows.

Table (3.2) Distribution of the Insurance Sector (Palestinian Financial Market Authority,

2023)
Name of Company Number of Number of
Manger Employee
Insurance Sector 100 1558
Investment Sector 37 2228
Industry Sector 159 2754
Service Sector 167 5073
Banking & Financial services sector 144 4327
Total 607 15940
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3.5 The Sample

According to the classification, the study population was approximately (15,940) in (49)
companies. While the sample size was (200) male and female managers, they were selected

using the stratified sampling technique, as specified in Table (3.6) located in Appendix No.

©)

3.6 Study Instrument

During the study, the researcher utilized both quantitative and qualitative tools, including
surveys for quantitative data collection. To gather data from the sample, the researcher
designed a questionnaire as a study instrument. The questionnaire consists of (52 statements)
divided into five sections, employing a five-point Likert scale for assessment, as illustrated

in Table (3.14) below.

3.7 Correction Style:

Some of the results generated by the Likert scale method were utilized, and the following

distribution was employed in correcting the questionnaire items:

Very high High Moderate Low Very low

5 4 3 2 1

Table (3.3): Correction Key

Mean Degree

4.21-5 Very High
3.41-4.20 High
2.61-3.40 Moderate
1.81-2.60 low

1-1.80 Very low

The researcher utilizes this scale because it is the most suitable and provides the best response to the questionnaire data.
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3.8 Survey Validity:

The validity of the survey was examined using two methods:

1.

Contextual Validity: The survey was presented to 4 academic supervisors and experts
in the study's field, and they confirmed that the survey is valid and suitable for
achieving the study's objectives.

Structural Validity: The validity of the structure was examined by measuring the
Pearson correlation between each section of the survey and its overall score. The
results showed that all correlations were statistically significant with P values less
than o= 0.05. This indicates a high internal consistency between the statements in the
survey and the tool to measure the intended purpose. This is evident in the table below

(3.4)

Table (3.4): Pearson correlations between the sections of the questionnaire and the overall

score of the questionnaire.

Section's Section's Tittle Pearson Sig
Number correlation
5 Financial dimension 762" .000
3 Customer dimension (Marketing) 814" .000
4 Internal Operations dimension .809™ .000
2 Developmental dimension (Learning and Growth) .836" .000
1 Management assessment of companies' performance .934™ .000

3.9 Reliability of the Questionnaire:

The reliability of the questionnaire was examined through the test of internal consistency and

calculating the coefficient alpha (Cronbach's alpha) for each section and for the entire

questionnaire. The reliability coefficient for the entire questionnaire is (.959), which is a good
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reliability coefficient for research purposes. The table below shows that the reliability

coefficients for all sections are acceptable, meeting the study's objectives.

Table (3.5): Reliability Coefficients for Questionnaire Sections

Section's Section's Tittle Reliability Number of
Number coefficient paragraphs
4 Financial dimension 848 10
3 Customer dimension (Marketing) 857 11
2 Internal Operations dimension 859 11
1 Developmental dimension (Learning and Growth) 877 10
5 Management assessment of companies' 837 10
performance
Total Questionnaire 855 52

3.10 Responses to the Questionnaire:

A total of 192 questionnaires were received from respondents. Although the researcher
visited executive managers, out of the 192 responses received, five were unusable as they did
not answer all the questions and did not provide useful information. Therefore, the total
number of usable questionnaires was 187 from all companies. Table (10.3) illustrates the

number of distributed and retrieved questionnaires and the percentage for each company.

3.11 Statistical Analysis:

Data analysis was conducted using the Statistical Package for the Social Sciences (SPSS)

version 26. Several statistical tests were utilized, including:

1. Means, standard deviations, and percentages.
2. Cronbach's alpha test.

3. Pearson correlation test.
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Independent samples t-test to measure the gender variable.
Analysis of Variance (ANOVA) test to examine differences in age, educational
qualification, job title, years of service, and the sector in which the company operates.

Multiple linear regression analysis to measure the statistical impact between study

variables.
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Chapter 4

Results

4.1 Introduction
This chapter provides a description of the study population and addresses the description
of the study tool, the procedures followed in implementation, and the statistical analyses used

in result analysis.

4.2 Sample Characteristics:
4.2.1 Gender

The results indicate a predominance of males in high-level administrative positions by
70.6%, compared to 29.4% for females. This dominance is attributed to Palestinian culture,
where women's involvement in this context began around 1980, and the women's
participation rate in the Palestinian labor market reached 20.1% in 2022 (PEPS).

Additionally, accessing these positions in those companies requires a longer period.

Table (4.1) Sample distribution according to Gender

Gender
Frequency Percent
Male 132 %70.6
Female 55 %29.4
Total 187 %0100.0

4.2.2 Age

These results indicate that young individuals constitute the majority of those in high-level

positions in Palestinian stock exchange companies, accounting for 33.2%. It appears that
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these young individuals have early career opportunities in leadership and management,
reflecting companies' desire to benefit from the vitality and innovation that youth can bring
to the managerial environment. In contrast, the age group between 30 and under 40 years old
comes second at 32.1%, indicating a significant presence of managers in this age group. The
percentage of managers aged between 40 and under 50 years old, approximately 19.3%,
suggests a continued representation of this age group in management, albeit to a lesser extent.
The age group exceeding fifty years old constitutes 15.5% of those in high-level positions,
indicating representation of experience and wisdom in management. Companies may prefer
leveraging the experiences of these managers in decision-making processes and guiding the

company toward sustainability and development.

Table (4.2) Sample distribution according to Age

Age (Years)

Frequency Percent

Less than 30 years 62 %33.2

From 30 to less than 40 years old 60 %32.1
From 40 to less than 50 years old 36 %19.3
From 50 or more 29 %15.5

Total 187 %0100.0

4.2.3 Academic Qualifications

These results show a notable distribution of individuals with university degrees among the
administrators within the institution, reflecting diversity in educational levels among
administrative staff. It is evident that 62.6% of administrators hold a bachelor's degree,
indicating that the vast majority of administrators have a university educational foundation.
On the other hand, 19.3% of them hold a master's degree, indicating a substantial number of
administrators who have achieved a higher level of education, perhaps occupying specialized

administrative positions. Those with a diploma constitute 12.3% of administrators, indicating
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a significant portion of administrative staff with moderate education. Finally, 5.9% of
administrators hold a Ph.D., reflecting a small but important percentage of administrators
with the highest levels of education, potentially specializing in specific fields or holding high-

level, complex positions.

Table (4.3) Sample distribution according to Academic Qualifications

Academic Qualifications

Frequency Percent

Diploma 23 %12.3
Bachelor's 117 %62.6
Master's 36 %19.3
Ph.D 11 %5.9

Total 187 %2100.0

4.2.4 Job Titles

The percentages of administrative positions in the company range from 6.4% to 12.8%.
Starting from the highest percentages, the Financial Manager leads with 12.8%, followed by
the Human Resources Manager at 11.8%, and then the Public Relations Manager at 10.7%.
The General Manager and the Chief Executive Officer follow with 9.1% each. The remaining
positions have closely distributed percentages, with the Sales Manager and Marketing
Department Manager at 9.6% and 8.6%, respectively. The Purchasing Manager and the
Chairman of the Board of Directors occupy the last two positions with percentages of 8.6%
and 7.0%, respectively. At the bottom of the list, the Operations Manager and the Information

Technology Manager share the same percentage, which is 6.4%.

Table (4.4) Sample distribution according to Job title

Job title
Frequency Percent
Chairman of Board of Directors 13 %7.0
Director general 17 9%009.1
Executive Director 17 %09.1
Director of Marketing Department 16 %8.6
Chief Financial Officer 24 9%012.8
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Director of Human Resources 22 %11.8
public relations manager 20 %10.7
sales manager 18 %9.6
Purchases Manager 16 %8.6
Director of Operations Department 12 %6.4
IT manager 12 %6.4

Total 187 %0100.0

4.2.5 Years of Service

The percentage distribution of service periods among employees reflects a clear distribution
of work experiences within the institution. It shows that 44.4% of managers have spent
between 5 to 10 years in service, indicating relative stability in the time frame and
commitment from these managers to stay with the company for a medium period. On the
other hand, those who have spent less than 5 years in service constitute 21.4% of the total,
likely indicating newer managers in the institution. Those who have spent more than 10 years

in service represent 34.2%, indicating the presence of an experienced and stable management

team contributing positively to the company's operations and overall performance.

Table (4.5) Sample distribution according to Sector Service

Sector Service
Frequency Percent
Less than 5 years 40 %21.4
From 5 to 10 years 83 %44.4
More than 10 years 64 %34.2
Total 187 9%100.0

4.2.6 Company Sector

The percentage distribution of different sectors within the institution reflects a distinctive
distribution that mirrors the diversity of activities and departments. The table shows that
23.5% of managers work in the banking and financial services sector, which is the largest

sector relatively. The insurance sector follows at 33.7%, indicating a significant
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representation of managers in this sector. In contrast, the industrial sector constitutes 6.4%
of the total leadership, reflecting a lesser focus on this sector by managers. The services sector
comes in second place at 21.4%, representing a significant part of the company's
organizational structure. This diverse distribution of managers across various sectors

highlights mutual interest in different activities, enhancing diversity and balance in the

company's structure.

Table (4.6) Sample distribution according to Sector Service

Sector Service

Frequency Percent
Industry 12 %6.4

Services 40 %21.4
Insurance 63 %033.7
Investment 28 %15.0

Banks and financial services 44 %23.5
Total 187 %100

4.3 Study Results:

The study addressed the main question: What is the level of application of The Extent of
Using The Balanced Scorecard In Evaluating The Employees Performance of Companies

Listed on Palestine Exchange?

The study results indicate that the level of application of the Balanced Scorecard model in
publicly listed companies on the Palestine Stock Exchange is generally high. Various
dimensions of the model, such as the financial dimension, customer dimension, internal
processes dimension, developmental dimension, and the Balanced Scorecard, as well as the
second domain, which assesses managerial performance for companies, showed high average

ratings ranging between 4.1063 and 4.1869.
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These high averages indicate that these companies have successfully implemented the
Balanced Scorecard model effectively. The high level suggests achieving an effective
balance in various dimensions of the model, including a focus on financial aspects, improving
customer service, enhancing internal processes, and developing capabilities and growth. This
reflects excellence in achieving strategic goals and improving the overall performance of
companies. This quantitative analysis demonstrates companies meeting the criteria of vision,
mission, and strategy, in addition to excelling in financial, customer, internal processes, and

developmental dimensions.

Overall, these results reinforce the effectiveness of using the Balanced Scorecard model
as an assessment and improvement tool for company performance. They show a positive
response to the application of this model in bringing about comprehensive improvements in

all aspects of organizational performance. This is evident in the table below (4.7).

Table (4.7): The level of application of using the balanced scorecard in evaluating the
performance of companies listed on the Palestine Stock Exchange.

Mean Std. Deviation Level

Financial dimension 4.1869 40801 High

After customers (marketing) 4.1645 42733 High

Internal operations 41131 42038 High

Developmental dimension (learning and growth) 4.1120 46320 High
Balanced scorecard 4.1454 .37888 High

Evaluating the administrative performance of companies 4.1063 42409 High
Total 4.1264 37124 High
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This study found that publicly listed joint-stock companies on the Palestine Stock
Exchange demonstrate a high level of application of the Balanced Scorecard model. The
results indicated the effectiveness of the model in achieving a balance in various dimensions,
such as the financial dimension, customer dimension, internal processes dimension, and
developmental dimension. Supporting these findings, previous studies, such as (Rahayu et
al., 2023), (Abueid et al., 2023), and (Thuong & Harwindar, 2023), also highlighted the
effectiveness of the Balanced Scorecard in improving organizational performance. This is
evident in companies achieving an effective balance in various strategic and operational

aspects, underscoring the model's role in enhancing strategic objectives and overall company

performance.

4.4 Analysis of Balanced Scorecard Dimensions

Analyzing the Balanced Scorecard in evaluating the performance of companies listed on the
Palestine Stock Exchange through:

4.4.1 Financial Perspective

The results indicated that the impact of the financial perspective on the performance of
companies listed on the Palestine Stock Exchange had an average score of (4.1869) with a
response level categorized as (very high). The highest average score was (4.3262), indicating
(The company follows its annual budget guidelines in its financial operations.) with a
response level categorized as (very high). On the other hand, the lowest average score was
(4.0856), relating to the statement (The company evaluates the impact of economic

fluctuations on its financial performance), with a response level categorized as (high).
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Table (4.8): Level of application of the financial perspective

Paragraph Mean Std. Deviation level
The company uses financial indicators to measure its] 4.2353 .62925 very high
performance.
The company follows its annual budget guidance in its| 4.3262 .61828 very high
financial operations.
The company is investing in new projects to enhance its| 4.2324 .57580 very high
financial performance.
'The company relies on financial analysis to make investment|  4.2204 .63229 very high
decisions.
The company adopts financial strategies to enhance its)  4.1337 .61197 high
financial balance.
'The company evaluates the impact of economic fluctuations|  4.0856 .64187 high
on its financial performance.
'The company tracks stock market indicators to understand its]  4.1720 .65963 high
financial trends.
The company follows industry financial performancel 4.1129 .66018 high
benchmarks to compare its performance.
The company relies on debt as a means of financing its| 4.1444 .65213 high
activities.
'The company invests in developing its employees® skills in thel  4.2204 .66561 very high
field of financial analysis.
Financial perspective 4.1869 40801 very high

This is clearly evident in the above table (4.8) results, which indicate that the financial

perspective plays a prominent and effective role in determining the performance of

companies listed on the Palestine Stock Exchange. It suggests that companies have
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understood and responded effectively to the financial factors surrounding them. The
researcher attributes this high response to the companies' ability to adapt to changes in the
financial environment and make sound financial decisions. The results also indicate that the
financial perspective has a significant and positive impact on the overall performance of

companies in the Palestinian stock market.

The results suggest that companies adhere to the guidance of their annual budget in their
financial operations, which is considered a vital and crucial factor for their financial
performance. This indicates that the company develops accurate and clear annual budget
plans and commits to following them in the context of its financial operations. This
commitment to budgetary guidance can contribute to improving financial resource
management and achieving better financial performance, enhancing the stability and success

of the company in the financial market.

On the other hand, the company's evaluation of the impact of economic fluctuations on its
financial performance at a "high™ level indicates that the company has a strong awareness of
the impact of changing economic conditions on its financial performance. The high
responsiveness suggests that the company places significant emphasis on evaluating external
economic conditions and their impact on its financial results. This deep understanding of
economic fluctuations can enhance the company's ability to make thoughtful strategic
decisions and effectively adapt its financial management to cope with economic

transformations.
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4.4.2 Customer Perspective (Marketing Dimension)

Answering the study questions, where the third question was:

The results showed that the impact of the customer's perspective (the marketing dimension)
on the performance of companies listed on the Palestine Stock Exchange reached an average
of (4.1645) with a response level (high). The highest was with an average of (4.3784), which
stated that (the company's management seeks to measure the satisfaction of service
beneficiaries through effective performance measurement tools, including direct interviews,
surveys, complaint records, and others), and it had a response level (very high). On the other
hand, the lowest paragraph with an average of (4.000) stated that (the company’s management
is continuously concerned with the quality of the services provided to service recipients), and

it had a response level (high)

Table (4.9): Level of application of the customer perspective (marketing dimension)

Paragraph Mean Std. Deviation level

The company's management seeks to measure the satisfaction off 4.3784 .63208 very high
beneficiaries of services through effective performance measurement
tools, including (direct interview, questionnaire, complaints register,
etc.)

The data and information available through the use of a credit card| 4.1925 .69200 high
helps the administration to improve the satisfaction level of service
recipients

'The company's management is interested in responding to complaints|  4.1230 .65653 high
from service recipients and addressing the defect as quickly as
possible.

The company's management seeks to know the opinions of service] 4.1237 .64160 high
recipients regarding the performance of employees to improve the
quality of service.

The company's management works to simplify the procedures for] 4.1613 .61143 high
providing services to service recipients and move away from routine.

'The company's management is concerned with the quality of services| 4.0000 .69156 high
it provides to service recipients on an ongoing basis.

The company's management is working to develop its business to] 4.0753 71640 high

provide services as quickly as possible.
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'The company’s management provides service recipients with means| 4.1658 .65526

explaining the required documents and the time period for receiving

the service.

The company's management deals with service recipients with| 4.1297 .65478

transparency and clarity

The company's management provides opportunities equally and| 4.1467 .67362

fairly.

'The company uses the number of complaints submitted by customers|  4.2865 .65032 very high
to achieve its customer satisfaction goal.

Customer perspective (marketing dimension( 4.1645 42733 very high

The results clearly indicate in the table below (4.9) that the impact of the customer
perspective (the marketing dimension) has a significant effect on the performance of
companies listed on the Palestine Stock Exchange. It shows that companies have effectively
responded to this marketing aspect and recognized the importance of focusing on improving
customer experience and understanding their needs. The results also indicate that companies
have successfully integrated the customer perspective into their strategies, focusing on
effectively meeting customer expectations and needs. This demonstrates that they have
adopted marketing policies and procedures aimed at attracting and retaining customers
effectively, contributing to the overall improvement of companies' performance in the

Palestinian Stock Exchange market.

The outcome further reveals that the company management actively seeks to measure the
satisfaction of service beneficiaries. The response level was "very high," indicating that the
tools used to measure the company's performance and understand the satisfaction of
beneficiaries are perceived as highly effective in achieving this goal. The use of tools such
as direct interviews, surveys, complaint records, and others demonstrates a strong
commitment to examining the experience of beneficiaries, understanding their needs, and

meeting their expectations. This implies that the company goes beyond merely providing
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services, showing a particular concern for ensuring beneficiary satisfaction and enhancing

their experience.

The results suggest that the company's management places significant emphasis on the
quality of services provided to service recipients, indicating a strong commitment and
dedication to ensuring the continuous improvement and elevation of service quality. This
ongoing commitment to assessing and improving service quality reinforces the company's
understanding of the importance of meeting the needs and expectations of service recipients.
The high degree reflects a dedication to achieving the highest levels of quality and complete
satisfaction for the beneficiaries. Therefore, the company consistently focuses on quality,
enhancing its reputation, and contributing to building strong and sustainable relationships

with service recipients, making it a preferred choice for customers.

4.4.3 Internal Operations Perspective

Addressing the study's questions, the fourth question was:

The results indicate that the impact of internal operations on the performance of companies
listed on the Palestine Stock Exchange is significant. The average score was (4.1131) with a
high response level. The highest average score was (4.2865), indicating that the company is
continuously concerned with measuring the satisfaction of its employees, with a very high
response level. On the other hand, the lowest paragraph had an average score of (4.0484),
stating that the company conducts workshops and training courses for its employees, also

with a high response level.
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Table (4.10): Level of application of the internal operations perspective

Paragraph Mean | Std. Deviation level
The company's management continuously supports its creative| 4.0968 .66681 high
activities at the level of all departments within it.
The company's management holds workshops and educational| 4.0484 .67610 high
courses for its employees.
'The company's management is developing the quality of services itf 4.0595 .68503 high
provides.
The company's management supports research activities and| 4.0595 .61832 high
successful proposals within it.
'The company's management seeks to use modern means and keep| 4.1344 .63091 high
pace with modern technology in providing its services.
The company's management ensures the regulatory measures 4.0811 .64177 high
taken to reduce risks.
The company's management measures the productivity of its| 4.1613 .62021 high
employees (the speed of completing work and transactions).
'The company's management relies on the principle of participation| 4.1196 .65857 high
by continuously listening to its employees.
The company works to improve and develop the skills of its] 4.0595 .70072 high
employees to provide and facilitate service without reducing the
quality of outputs.
'The company ensures the efficiency and effectiveness of internal| 4.1297 .65478 high
control procedures.
The company is interested in measuring the satisfaction of its| 4.2865 .67492 very high
employees on an ongoing basis.
Internal operations perspective 41131 42038 high

The above clearly appears in the table below (4.10). This result indicates that the internal

operations of companies listed on the Palestine Stock Exchange have a significant and

positive impact on their performance. It means that companies consider internal operations a

crucial factor in achieving outstanding financial performance. The result also indicates that
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companies effectively execute and manage their internal operations, contributing to the
accomplishment of their goals and vision in an impactful manner. Achieving a high level in
this dimension reflects efficiency and effectiveness in internal operations, playing a vital role

in organizational excellence and overall performance improvement.

On a higher note, this result indicates that the company places significant emphasis on
measuring employee satisfaction continuously. The response rate was "very high," indicating
that the company considers employee satisfaction a crucial element in its strategy and daily
activities. The focus on measuring employee satisfaction demonstrates attention to human
and social aspects within the company. The high degree of response reflects a positive
outlook of the company towards improving the work environment and relationships among
employees. The researcher explains this by stating that the company sees employee
satisfaction as a key factor in its success and excellence. Focusing on employees can motivate

them, increase their productivity, and contribute to achieving the company's goals.

The results also highlight that the company cares about developing the skills and
capabilities of its employees through conducting workshops and educational courses. The
response rate was "high," indicating that employees see these efforts in providing workshops
and educational courses as effective and important. The emphasis on developing employees'
skills reflects dedication to enhancing capabilities and continuous improvement. This
approach can be beneficial for the company in improving employee performance, increasing

work efficiency, and achieving company goals more effectively.
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4.4.4 Learning and Growth Perspective

The results demonstrated that the impact of learning and growth on the performance of

companies listed on the Palestine Stock Exchange was significant, with an average score of

(4.1120) and a high level of responsiveness. The highest average score (4.2228) was

associated with the statement, "The company seeks to use the best modern technologies to

disseminate knowledge among its employees,” with a very high level of responsiveness.

Conversely, the lowest score (4.0326) was linked to the statement, "The company provides a

suitable working environment for its employees (health services, public facilities, cafeteria),

in addition to safety programs for them,” which was also rated at a high level

Table (4.11): Level of application of the learning and growth perspective

Paragraph Mean Std. Deviation level
The company continuously enhances the values of creativity and| 4.1421 .66426 high
innovation among its employees.
The company seeks to use the best modern technologies to spread — 4.2228 .65229 very high
knowledge among its employees.
The company's management seeks to use modern technologies to] 4.1087 .66046 high
enhance employees' capabilities to improve performance
'The company is interested in attracting the best scientifically qualified]  4.1405 .69292 high
talent to raise its level of performance.
The company's management applies an effective incentives and|  4.0820 .66204 high
promotions system.
'The company works to link its incentive system to the productivity of,  4.1667 .64730 high

its employees and their behavior within it.
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'The company works to study and analyze the quality of the services it  4.0432 .65795 high
provides in order to ensure continuous excellence.
'The company's management provides a suitable work environment for]  4.0326 .66859 high
its employees (health services, public facilities, cafeteria), in addition
to safety programs for them.
'The company measures the extent to which its employees adhere to]  4.0376 67678 high
ethical standards such as integrity.
The company's management maintains its employees by creating aj  4.0919 67340 high
level of satisfaction and belonging

Learning and growth perspective 4.1120 46320 high

The results are clearly shown in the table below (4.11), indicating that the impact of
learning and growth on the performance of companies listed on the Palestine Stock Exchange
is high. There is a high level of interaction by companies with this learning and growth
perspective. It is understood that companies place significant importance on enhancing
learning and development processes within the organization. They focus on improving the
capabilities of their employees and developing their skills. Companies may have
implemented training programs and initiatives to promote continuous learning, stimulating
individual and organizational growth. The high level of responsiveness indicates that these
efforts have received praise and significant acceptance from both companies and their
employees, reflecting the importance of learning and development in enhancing corporate

performance and achieving strategic objectives.

Regarding the first paragraph, the results indicate that the company puts significant effort

into using the latest technologies and means to transfer knowledge among its employees. The
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high response suggests that these efforts have been highly successful, positively impacting
employee satisfaction and understanding of the information and knowledge necessary to
perform their duties effectively. These technologies may include the use of internet
platforms, smartphone applications, or e-learning systems. The use of cutting-edge
technologies demonstrates the company's commitment to providing an advanced and
innovative work environment, contributing to the effectiveness of knowledge transfer and

encouraging continuous learning among employees.

On the other hand, the results for the lowest-rated paragraph indicate that the company's
management provides a comfortable and suitable working environment for its employees.
The high response suggests that employees feel a significant concern for their well-being and
health in the workplace. Providing health services, public facilities, and a cafeteria reflects
the company's interest in employee comfort and creating an environment that encourages
productivity and well-being. Additionally, the presence of safety programs reflects the
company's commitment to ensuring the safety and security of its employees in the workplace,

fostering a positive atmosphere and contributing to effective work motivation.

4.5 Analyze employee performance

The results showed that the impact of employee performance on companies listed on (PEX)
is significant, with an average score of (4.1063) and a high level of response. The highest-
rated statement, with an average score of (4.3011), stated that "The manager provides
continuous feedback to employees to improve work quality,” and it received a very high
responsiveness level. Meanwhile, the lowest-rated statement, with an average score of

(4.0380), mentioned that "The manager sets standards to identify and correct errors within
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the company,” and it also received a high level of responsiveness. This indicates that the
manager's continuous feedback and the establishment of standards for error identification and
correction have a substantial impact on the companies' performance listed on the Palestine
Stock Exchange.

Table (4.12): The level of application of the performance impact on companies listed on

Palestine Exchange

Paragraph Mean Std. Deviation level

The manager sets performance measurement systems to| 4.2097 .69291 high

motivate the company's employees to achieve

The manager establishes an organizational structure that| 4.0860 .66829 high
contributes to determining methods for evaluating the

performance of the company's employees.

The manager focuses on monitoring influential behavior at| 4.0489 .66349 high
work.
The manager seeks transparency and clarity in the| 4.0806 .65673 high

administrative evaluation process.

/A manager employs a variety of methods when evaluating af 4.0757 .60316 high

company's employees.

The manager uses the opinions of service beneficiaries to| 4.0703 .65974 High

improve the performance of the company's employees.

The manager informs the company's employees of evaluation| 4.0699 .68217 High
criteria to reinforce positive values that contribute to

improving the work.

The manager sets standards for identifying and correcting| 4.0380 62171 High

errors within the company.

The manager monitors the performance of the company's| 4.0757 67944 High

employees on an ongoing basis.

The manager provides continuous feedback to the company’s| 4.3011 .63731 very high

employees to improve the quality of work.

Performance of listed companies 4.1063 42409 High
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This is clearly evident in Table (4.12) This result indicates that the impact of
performance on the companies listed on the Palestine Stock Exchange is strong. The high
responsiveness level suggests that these companies have understood this impact and
effectively responded to it. It is understood that the performance of these companies plays a
crucial role in their success and sustainability in the stock market. Companies have taken
effective measures to improve their performance, possibly implementing strategies and plans

to achieve positive results and enhance their position in the market.

The result of the highest-rated statement indicates that the manager provides continuous
feedback to employees to improve work quality. The high responsiveness level reflects the
effectiveness of this process and positive interaction from employees. It demonstrates the
management's commitment to developing and improving the performance of its employees,
highlighting its desire to enhance the quality of work within the organization. This approach
is considered part of the management's strategy to ensure the effective achievement of

organizational objectives.

Results for the lowest-rated statement suggest that the manager regularly establishes
standards to identify and correct errors within the company. The high responsiveness level
indicates a strong commitment from the manager to identifying and correcting errors as part
of management processes and performance development. This approach enhances quality
and effectiveness within the organization, contributing to overall performance improvement

and the achievement of company goals.
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4.6 Hypothesis Testing

Testing the first main hypothesis that states: There is significant difference between the level
of application of the balanced scorecard on The Employees performance of companies listed
on Palestine Exchange and the demographic variables (gender, age, educational qualification,

job title, years of service, sector in which the organization operates).
4.6.1 Gender

Testing the first sub-hypothesis that states: " There are statistically significant differences in
the level of application of the balanced scorecard on The Employees performance of
companies listed on Palestine Exchange according to the gender variable.” An independent
sample analysis (t-test) was conducted to verify differences in the level of implementation of
the Balanced Scorecard on the performance of companies listed on the Palestine Stock

Exchange concerning the gender variable (male, female).

Table (4.13): Results of independent sample analysis (t-test) in application of the
balanced scorecard on The Employees performance of companies listed on Palestine

Exchange according to the gender variable

Independent Samples Test

Sig. (2-

Gender N Mean |Std. Deviation F Sig. t df tailed)
Financial destination male 132 4.1901 40479 .061 .804 -.260- 2 .795
Female 55 4.1792 41930 -.260- 185 .795
Customer destination male 132 4.1627 42101 .076 782 -.088- 2 .930
(marketing) Female 55 4.1688 44606 -.085- 185 932
The destination of internal male 131 4.1043 40515 754 .386 -.437- 2 .663
operations Female 55 4.1339 45785 -.416- 185 .679
Learning and growth male 131 4.0983 47521 157 .692 -.622- 2 .535
destination (developmental) Female 55 4.1446 43572 -.644- 185 521
Performance evaluation of male 131 4.1096 43305 .206 .650 .165 2 .869
listed companies female 55 4.0984 40569 .169 185 .866
Total male 132 4.1259 .38100 .509 AT76 -.027- 2 .979
female 55 4.1275 .35010 -.028- 185 .978




85

The results of the independent samples test in various domains indicate no statistically
significant differences between males and females. The "sig 2" values suggest a lack of
statistical significance. In the financial perspective, the p-value was 0.795, while in the
customer perspective (marketing), it was 0.932, in the internal business processes
perspective, it was 0.679, and in the learning and growth perspective (development), it was
0.521. The results of the performance evaluation of listed companies showed a p-value of
0.866, and the overall p-value was 0.978. These values indicate no statistically significant
difference between genders in these domains, where the significance level exceeds the
commonly accepted threshold (usually 0.05). This means that there is a substantial and
meaningful statistical variation in the level of Balanced Scorecard implementation between

gender categories in listed companies.

The researcher attributes this difference to the importance of gender as a variable
influencing the implementation of the Balanced Scorecard in the Palestinian financial market.
This observed divergence in evaluation and performance may signify the influence of gender
dynamics on organizational decisions and the adoption of such tools by companies. The
researcher notes a greater difference in the total cumulative values, suggesting that this
impact may be comprehensive, encompassing multiple aspects of the Balanced Scorecard.
Understanding this can contribute to improving strategic planning and organizational
decision-making that considers the impact of social and cultural factors on corporate

performance.
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These results align with studies such as (Rahayu, Yudi, Rahayu, & Musthafa, 2023),
(Abueid, Rehman, & Nguyen, 2023), and (Thuong & Harwindar, 2023), which also support
the absence of statistically significant differences based on gender in the context of Balanced

Scorecard implementation in similar institutions.

4.6.2 Age

The sub-hypothesis two, which states " There are statistically significant differences in the
level of application of the balanced scorecard on The Employees performance of companies
listed in on (PEX) according to the age variable." was tested using a One-way analysis of
variance (ANOVA) to examine differences in the level of Balanced Scorecard
implementation on the performance of listed companies on the Palestine Stock Exchange
concerning the variable of age.

Table (4.14): One Way Anova results in applying the level of application of the balanced
scorecard on The Employees performance of companies listed in on Palestine Exchange

according to the age variable

ANOVA
Sum of Mean
Squares df Square F Sig.
Financial destination Between Groups 30.738 183 .168
Within Groups 225 3 075 447 719
Total 30.964 186
Customer destination Between Groups 33.476 183 183
(marketing) Within Groups 490 3 163 892 | .446
Total 33.966 186
The destination of internal Between Groups 32.053 182 176
operations Within Groups .640 3 213 1.211 | .307
Total 32.693 185
Learning and growth Between Groups 38.652 182 212
destination (developmental) Within Groups 1.040 3 347 1.633 | .183
Total 39.692 185
Performance evaluation of Between Groups 31.776 182 175
listed companies Within Groups 1.496 3 499 2.856 | .039
Total 33.272 185
Total Between Groups 24.799 183 136
Within Groups .835 3 278 2.054 | .108
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| Total | 25635 | 186 | | |

The results of the one-way analysis of variance test across various domains indicate no
statistically significant differences for the age variable, as the "sig" values suggest non-
significant statistical differences. In the financial perspective, the p-value was (.719), and in
the customer perspective (marketing) it was (0.719), in the internal operations perspective
(0.307), and in the learning and growth perspective (developmental) (0.183). The results of
the performance evaluation of listed companies showed a p-value of (0.039), and in the
overall perspective, it was (0.108). These values indicate no statistically significant
difference in age among managers in these areas, where the significance level is greater than
the commonly adopted level (usually 0.05). This means that there is a significant and
meaningful statistical variation in the level of implementing the Balanced Scorecard among

managers' age groups in listed companies.

The researcher interprets this result by emphasizing the importance of considering the
impact of age as a variable affecting the implementation of the Balanced Scorecard in the
Palestinian financial market. The observed difference in evaluation and performance may
indicate the influence of age dynamics on organizational decisions and the adoption of tools
like the Balanced Scorecard. The researcher notes a larger difference in the total values,
suggesting a comprehensive impact that encompasses multiple aspects of the Balanced
Scorecard. Understanding this can aid in improving strategic planning and organizational
decision-making, considering the social and cultural factors’ impact on corporate

performance.
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This finding aligns with previous studies such as Rahayu, Yudi, Rahayu, & Musthafa

(2023), Abueid, Rehman, & Nguyen (2023), and Thuong & Harwindar (2023), supporting

the idea that there are no statistically significant differences based on gender in the context

of implementing the Balanced Scorecard in similar institutions.

4.6.3 Academic qualification

Testing the third sub-hypothesis, which says, “There are statistically significant differences

in the level of application of the balanced scorecard on The Employees performance of

companies listed on Palestine Exchange according to the educational qualification variable.”

A one-way analysis of variance (Anova) test was conducted to verify the differences in the

level of application of the balanced scorecard. On the performance of companies listed on

the Palestine Stock Exchange according to the educational qualification variable

Table (4.15): One Way Anova results in application of the balanced scorecard on The

Employees performance of companies listed on Palestine Exchange according to the

educational qualification variable.

ANOVA
Sum of Mean
Squares Df Square F Sig.
Financial destination Between Groups .655 3 218 1.319 270
Within Groups 30.308 183 .166
Total 30.964 186
Customer destination Between Groups 744 3 .248 1.366 .255
(marketing) Within Groups 33.222 183 .182
Total 33.966 186
The destination of Between Groups .081 3 .027 150 .930
internal operations Within Groups 32.613 182 179
Total 32.693 185
Learning and growth Between Groups A77 3 .059 271 .846
destination Within Groups 39.515 182 217
(developmental) Total 39.692 185
Performance evaluation Between Groups .240 3 .080 441 124
of listed companies Within Groups 33.032 182 181
Total 33.272 185
Total Between Groups 181 3 .060 435 128
Within Groups 25.453 183 139
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| Total | 25635 | 186 | |

The results of the one-way analysis of variance (ANOVA) test in various areas indicate
no statistically significant differences for the educational qualification variable. The "sig"
values suggest no statistically significant differences, with a p-value of 0.270 in the financial
aspect, 0.255 in the customer perspective (marketing), 0.930 in internal business operations,
and 0.846 in the learning and growth perspective (developmental). The performance
evaluation results of listed companies show a p-value of 0.724, and overall it is 0.728. These
values indicate no statistically significant differences in these areas, where the significance
level exceeds the commonly adopted threshold of 0.05. This implies a substantial and
meaningful statistical variation in the application level of the Balanced Scorecard among

managers with different educational qualifications in listed companies.

The researcher interprets these results in terms of the importance of considering the
impact of managers' educational qualifications on the implementation of the Balanced
Scorecard. In the context of studying differences between various educational qualifications
of managers, it becomes apparent that there is variability that can significantly affect the
application of the Balanced Scorecard in listed companies. However, these differences may
not necessarily have statistically significant implications for the application level of the
Balanced Scorecard in listed companies. In other words, the variations observed in the results
may be due to random variation in the data, and not necessarily indicative of statistically
significant differences between the different groups in terms of educational qualifications.

This is sometimes explained by the weak influence of educational qualifications in
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determining the extent of adoption of the Balanced Scorecard in listed companies in this

context.

The "no statistically significant differences" result for the educational qualification variable
in this study aligns with the findings of Truong, Nguyen, & Thi Quynh (2020) and
Daraghmeh & Saad (2016), which suggest that educational qualifications may not have a
statistically significant impact on the use of the Balanced Scorecard in certain contexts.
However, this result differs from Helles & Obaid (2016), indicating that the factors

influencing the use of the Balanced Scorecard may vary in different contexts and industries.

4.6.4 Job title

Testing the fourth sub-hypothesis, which says, “There are statistically significant differences
in the level of application of the balanced scorecard on The Employees performance of
companies listed on Palestine Exchange according to job title.” A one-way analysis of
variance (Anova) test was conducted to verify the differences in the level of application of
the balanced scorecard. On the performance of companies listed on the Palestine Stock
Exchange according to the job title variable

Table (4.16): One Way Anova results in applying the level of application of the balanced
scorecard on The Employees performance of companies listed on Palestine Exchange

according to job title

ANOVA
Sum of Mean
Squares Df Square F Sig.
Financial destination Between Groups 1.515 10 152 .906 529
Within Groups 29.448 176 .167
Total 30.964 186
Customer destination Between Groups 1.878 10 .188 1.030 420
(marketing) Within Groups 32.087 176 .182
Total 33.966 186
Between Groups 3.461 10 .346 2.072 .029
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The destination of Within Groups 29.232 175 167
internal operations Total 32.693 185
Learning and growth Between Groups 2.786 10 279 1.321 222
destination Within Groups 36.906 175 211
(developmental) Total 39.692 185
Performance evaluation Between Groups 2.272 10 227 1.283 .243
of listed companies Within Groups 31.000 175 77
Total 33.272 185
Total Between Groups 1.993 10 199 1.484 149
Within Groups 23.641 176 134
Total 25.635 186

The results of the one-way analysis of variance (ANOVA) test across different areas show
no statistically significant differences for the job title variable, as indicated by the "sig"
values. In the financial perspective, the p-value is 0.529, in the customer perspective
(marketing) it is 0.420, in internal business operations it is 0.029, and in the learning and
growth perspective (developmental) it is 0.222. The performance evaluation results of listed
companies have a p-value of 0.243, and overall it is 0.149. These values suggest no
statistically significant difference in job titles among administrative managers in these areas,
where the significance level exceeds the commonly adopted threshold of 0.05. This means
there is a substantial and meaningful statistical variation in the application level of the
Balanced Scorecard among different job titles of administrative managers in listed
companies.

From the researcher's perspective, these results indicate that the job title variable for
administrative managers plays a statistically significant role in explaining the variance in the
implementation of the Balanced Scorecard in listed companies. Simply put, there are
statistically significant differences in the level of implementing the Balanced Scorecard
based on the job titles of administrative managers. This implies that job titles can be an
important factor influencing the adoption and implementation of the Balanced Scorecard in

companies. There may be differences in understanding or interaction with Balanced
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Scorecard concepts among different job titles, highlighting the importance of studying
cultural and organizational influences when analyzing the adoption of management tools in
specific contexts.

These results differ from studies such as (Mediaty, Selvi, Ningsih, Usman, & Putri, 2023),
(Pasinringi et al., 2023), and (Hegazy, Hegazy, & Eldeeb, 2022). These studies, in general,
emphasize the importance of the Balanced Scorecard as a comprehensive measurement tool,
indicating its effective operation across various sectors without significant statistical
differences based on job titles.

4.6.5 Years of service

Testing the fifth sub-hypothesis, which says, “There are statistically significant differences
in the level of application of the balanced scorecard on The Employees performance of
companies listed on Palestine Exchange according to years of service.” A one-way analysis
of variance (Anova) test was conducted to verify the differences in the level of application
of the balanced scorecard on Performance of companies listed on the Palestine Stock
Exchange for years of service variable

Table (4.17): One Way Anova’s results in applying the level of application of the
balanced scorecard on The Employees performance of companies listed on Palestine

Exchange according to years of service

ANOVA
Sum of Mean
Squares Df Square F Sig.
Financial destination Between Groups .016 2 .008 .049 .952
Within Groups 30.947 184 .168
Total 30.964 186
Customer destination Between Groups 133 2 .067 .362 .697
(marketing) Within Groups 33.833 184 .184
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Total 33.966 186
The destination of internal Between Groups .385 2 193 1.091 .338
operations Within Groups 32.308 183 77
Total 32.693 185
Learning and growth Between Groups 301 2 150 .699 498
destination (developmental) Within Groups 39.391 183 215
Total 39.692 185
Performance evaluation of Between Groups .014 2 .007 .040 961
listed companies Within Groups 33.258 183 .182
Total 33.272 185
Total Between Groups .016 2 .008 .056 .946
Within Groups 25.619 184 139
Total 25.635 186

The results of the one-way analysis of variance (ANOVA) test across different areas show
no statistically significant differences for the variable of years of service, as indicated by the
"sig" values. In the financial perspective, the p-value is 0.952, in the customer perspective
(marketing) it is 0.697, in internal business operations it is 0.338, and in the learning and
growth perspective (developmental) it is 0.498. The performance evaluation results of listed
companies have a p-value of 0.961, and overall it is 0.946. These values suggest no
statistically significant difference in the years of service among managers in these areas,
where the significance level exceeds the commonly adopted threshold of 0.05. This means
there is a substantial and meaningful statistical variation in the application level of the

Balanced Scorecard based on the years of service of managers in listed companies.

The researcher believes that this statistical variation may indicate that managers' experience
and understanding of the Balanced Scorecard may differ based on their years of service in

the administrative field. They may have better insights or understanding of the potential
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benefits or challenges related to implementing the Balanced Scorecard, and this can affect
their readiness to adopt this management tool. It is emphasized that further analysis and study
are needed to clarify the possible factors that may influence this variation and provide more
accurate conclusions about the relationship between years of service and the application of

the Balanced Scorecard.

Although previous studies do not directly address the variable of years of service as a factor
influencing the adoption of the Balanced Scorecard, we can attempt to understand this point
through the study of (Abueid, Rehman, & Nguyen, 2023) and the study of (Chieh, Fu, & Yi,
2023). In light of these studies, it can be said that despite the importance of other factors in
adopting the Balanced Scorecard, there is no strong explanation for the impact of the variable
of years of service in this context. This may be attributed to the fact that adopting the
Balanced Scorecard depends on other factors such as organizational culture and company

strategies rather than long service experience.

4.6.6 The sector in which the organization operates

Testing the sixth sub-hypothesis, which says, “There are statistically significant differences
in the level of application of the balanced scorecard to The Employees performance of
companies listed on Palestine Exchange on the variable of the sector in which the institution
operates.” A one-way analysis of variance (Anova) test was conducted to verify the
differences in the level of application of the balanced scorecard on The performance of
companies listed on the Palestine Stock Exchange according to the sector variable in which

the institution operates
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Table (4.18): One Way Anova’s results in application of the balanced scorecard to The

Employees performance of companies listed on Palestine Exchange on the variable of the

sector in which the institution operates

ANOVA
Sum of
Squares Df | Mean Square F Sig.
Financial destination Between Groups 1.347 4 .337 2.069 .087
Within Groups 29.617 182 .163
Total 30.964 186
Customer destination Between Groups 1.302 4 .326 1.814 128
(marketing) Within Groups 32.663 182 179
Total 33.966 186
The destination of internal Between Groups 1.488 4 372 2.157 076
operations Within Groups 31.206 181 172
Total 32.693 185
Learning and growth Between Groups 1.792 4 448 2.139 .078
destination (developmental Within Groups 37.900 181 .209
) Total 39.692 185
Performance evaluation of Between Groups .886 4 222 1.238 .296
listed companies Within Groups 32.386 181 179
Total 33.272 185
Total Between Groups 1.030 4 .258 1.905 JA11
Within Groups 24.604 182 135
Total 25.635 186

The results of the one-way analysis of variance (ANOVA) test across different areas show

no statistically significant differences for the variable of the sector in which the institution

operates, as indicated by the "sig" values. In the financial perspective, the p-value is 0.087,

in the customer perspective (marketing) it is 0.128, in internal business operations it is 0.076,

and in the learning and growth perspective (developmental) it is 0.078. The performance

evaluation results of listed companies have a p-value of 0.296, and overall it is 0.111. These

values suggest no statistically significant difference in the sector in which managers work in

these areas, where the significance level exceeds the commonly adopted threshold of 0.05.

This means there is a substantial and meaningful statistical variation in the application level

of the Balanced Scorecard based on the sector in which managers work in listed companies.
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The researcher believes that this statistical variation indicates that the sector in which
companies operate plays a crucial role in explaining the variation in the application of the
Balanced Scorecard. This variation may reflect differences in the nature of work or industry
that impact the strategies employed or the cultural understanding of the Balanced Scorecard.
However, it is always important to verify the context and conditions of each sector to
understand the underlying reasons for this statistical variation. Further analysis and study are
recommended to comprehend the actual dynamics and factors responsible for these
differences. These results align with the study (Daraghmeh & Saad, 2016), which
demonstrated that listed companies on the Palestine Stock Exchange do not accurately and

fully adopt BSC indicators for performance measurement within the sectors they operate.

4.14 Regression Analysis:

To investigate the second hypothesis, asserting a statistically significant impact of applying
the Balanced Scorecard dimensions (Financial Perspective, Customer (Marketing), Internal
Business Operations (Developmental), Learning and Growth) on the financial performance
of companies listed on the Palestine Exchange, a multiple linear regression analysis was
employed. The aim was to confirm the correlation between the implementation level of the

Balanced Scorecard and the financial performance of publicly traded companies in Palestine.

The results affirm the model's suitability at a 95% confidence interval. Notably, a statistically
significant relationship is observed, suggesting that using the dimensions of the Balanced
Scorecard (Financial Perspective, Customer (Marketing), Internal Business Operations

(Developmental), Learning and Growth) significantly influences the financial performance
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of companies listed on the Palestine Stock Exchange. This significance is clearly illustrated

in the table provided (Table 4.19).

Table (4.19): Model Summary

Model Summary

Model R R Square Adjusted R Square Std. Error of the Estimate

1 1202 519 .508 .29458

a. Predictors: (Constant), Developmental Dimension (Learning and Growth), Financial Dimension, Customer Dimension (Marketing), Internal Operations

The results of the model analysis indicate a statistically significant relationship between the
use of Balanced Scorecard dimensions and the performance of the listed companies on the
Palestine Stock Exchange. The correlation value (R) reached 0.720a, suggesting a strong
correlation between the measured dimensions and financial performance. The explanatory
ratio (R Square) illustrates that 51.9% of the variance in financial performance can be
explained by these dimensions. After adjustment, the adjusted explanatory ratio (Adjusted R
Square) shows a value of 50.8%. The Standard Error of the Estimate reflects the accuracy of
predicting financial performance, where a decrease in this value signifies an increase in the

accuracy of prediction using the measured dimensions in the Balanced Scorecard.

Table (4.20): ANOVAa

ANOVAa
Model Sum of Squares df Mean Square F Sig.
1 Regression 16.849 4 4,212 48.541 .000b
Residual 15.620 180 .087
Total 32.469 184

Analysis of Variance (ANOVA) for the model reveals statistically significant differences
between the independent variables (measured dimensions) and the dependent variable

(performance). The F value of 48.541a indicates a substantial statistical variance among the
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variables. The probability value (Sig.) being zero (.000b) signifies statistically significant
differences among the groups. Based on these results, we can reject the hypothesis of no
statistically significant differences between the measured dimensions and performance.
Consequently, the model proves to be useful in predicting the financial performance of listed

companies.

The regression line obtained can be utilized to predict the overall level of implementing the

Balanced Scorecard and the performance of companies.

The Level of applying business score card=0.879+(0.199 Financial dimension)+(0.184

customers (marketing))+(0.387 Developmental dimension (learning and growth))

Table (4.21): Coefficients

Coefficientsa
Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) .879 244 3.608 .000
Financial dimension 199 077 194 2.575 011
customers (marketing) 184 .088 .187 2.107 .036
Internal operations .008 .095 .008 .081 .935
Developmental dimension .387 .074 424 5.202 .000
(learning and growth)

The results indicate a statistically significant relationship between certain dimensions

of the Balanced Scorecard and the performance of listed companies on the Palestine Stock
Exchange. The study began by analyzing the confidence level in the model, revealing its
suitability at a 95% confidence interval. The results also uncovered a statistically significant
positive impact of the financial and customer (marketing) dimensions on performance, with

performance increasing as the values of these dimensions increase. Specifically, the results
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showed that each unit increase in the financial dimension corresponds to a 0.199 increase in
financial performance. Similarly, the customer (marketing) dimension exhibited a positive
impact, resulting in a 0.184 increase in performance.

On the other hand, the internal operations dimension did not show a statistically
significant impact on performance, with the relationship being weak and non-significant.
Regarding the development and growth dimension, a substantial positive impact was
observed, with financial performance increasing by 0.387 for each unit increase in this
dimension. The researcher believes that these results provide a deeper understanding of how
the dimensions of the Balanced Scorecard affect the performance of listed companies on the
Palestine Stock Exchange, enabling leaders to make better managerial decisions to improve
performance and achieve organizational goals.

This result aligns with the findings of studies such as Rahayu et al. (2023), which
demonstrated a significant relationship between Balanced Scorecard dimensions and the
performance of companies, including the impact of innovation and learning performance on
financial and internal business performance. Additionally, Thuong and Harwindar (2023)
showed a statistically significant relationship between the use of the Balanced Scorecard and
institutional performance, while Keshavarznia and Wallace (2023) indicated a connection
between the Balanced Scorecard dimension and key performance objectives and factors in
the banking industry in Iran. These studies support the meaningful results regarding the
statistically significant relationship between certain dimensions of the Balanced Scorecard

and the performance of listed companies on the stock exchange.
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Chapter 5
Summary and Recommendations

5.1 Study Results:

1. The study results reveal that publicly listed companies on the Palestine Stock Exchange
exhibit a high level of Balanced Scorecard (BSC) model implementation. This includes
various dimensions of the model such as the financial dimension, customer perspective,
internal processes, developmental dimension, and the overall Balanced Scorecard. The
high evaluation averages indicate the effectiveness of model implementation, achieving
a balanced performance across all dimensions. This overall excellence reflects the
successful accomplishment of strategic objectives and the overall performance
improvement of the companies.

2. The results indicate a high impact of the financial perspective on the performance of listed
companies on the Palestine Stock Exchange, with an average of (4.1869) showing a very
high response level. This signifies a prominent and effective role of the financial
perspective in determining company performance. The results suggest that companies
have effectively understood and responded to the financial factors surrounding them,
demonstrating a strong understanding of economic challenges and their impact on
financial performance. This high responsiveness reflects the ability to adapt to changes
in the financial environment and make informed financial decisions.

3. The results show a high impact of the customer perspective (marketing dimension) on
the performance of listed companies on the Palestine Stock Exchange, with an average

of (4.1645) indicating a high response level. The clear results emphasize that the customer
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perspective plays a significant and effective role in shaping company performance. The
findings suggest that companies have effectively understood and responded to customer
requirements and expectations, integrating the customer perspective into their strategies
to enhance service quality and customer satisfaction.

. The results indicate a high impact of internal processes on the performance of listed
companies on the Palestine Stock Exchange, with an average of (4.1131) showing a high
response level. This result implies that the internal processes of listed companies in
Palestine have a distinct and positive impact on their performance. Achieving a high level
in this dimension indicates that companies manage and execute their internal operations
effectively, contributing to the achievement of their goals and enhancing overall
performance.

. The results show a high impact of the learning and growth perspective on the performance
of listed companies on the Palestine Stock Exchange, with an average of (4.1120)
indicating a high response level. This result suggests that learning and growth play a
significant role in improving the performance of listed companies in Palestine. The high
responsiveness of companies to this aspect indicates a strong commitment to developing
human resources and fostering continuous learning, demonstrating effective strategies to
achieve growth and enhance overall performance.

6. The results indicate a high impact of employees’ performance on companies on the
Palestine Stock Exchange, with an average of (4.1063) showing a high response level.
This result suggests that the performance of listed companies is strong and has a

significant impact on their success and sustainability in the stock market. The high
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response indicates that companies have understood the importance of performance and
taken effective measures to improve it.

The results summarize that there are no statistically significant differences in the level of
Balanced Scorecard implementation on the performance of listed companies on the
Palestine Stock Exchange when considering several variables. This suggests that the
implementation of the Balanced Scorecard is equal across various individual categories
and studied variables, such as gender, age, educational qualifications, job titles, years of
service, and the sector in which the institution operates. The results indicate stability and
uniformity in implementing these methods without personal variables having a
significant effect in this context.

The results show a statistically significant positive impact between the use of Balanced
Scorecard dimensions (financial perspective, customers, internal processes, learning and
growth) and the performance of listed companies on the Palestine Stock Exchange. This
reinforces the research hypothesis regarding the positive impact of Balanced Scorecard
usage on financial performance.

The signals from the results indicate that the financial and customer (marketing)
dimensions of the Balanced Scorecard have a significant and meaningful positive impact
on financial performance. An increase in these two dimensions is associated with an
increase in performance, guiding companies to focus more on implementing these
dimensions to enhance their performance.

The results indicate that the internal processes dimension does not have a statistically

significant impact on performance. This suggests that companies' emphasis on improving
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internal processes does not show a significant effect on performance based on the

statistical model used.
5.2 Recommendations:

Based on the results extracted from the previous findings regarding the impact of the
Balanced Scorecard on the financial performance of listed companies on the Palestine Stock
Exchange, the researcher recommends several key actions. Companies are advised to
enhance their understanding of the Balanced Scorecard model and encourage the integration
of all dimensions, including the financial, customer, internal processes, and developmental
dimensions, to achieve effective balance in their performance. Additionally, companies
should focus on strengthening financial analytical capabilities and making prudent financial
decisions to ensure integration between financial dimensions and improvement in financial
performance. Furthermore, encouragement is given to enhance marketing strategies and
improve communication with customers to understand their needs, enhance service quality,

and improve the products offered.
5.3 Future Studies:

1. The Impact of the Balanced Scorecard on Financial Performance: An Applied Study on
Listed Companies on the Palestine Stock Exchange.

2. Analyzing the Impact of Customer and Marketing Dimensions in the Balanced
Scorecard on Financial Performance of Companies: A Case Study in the Palestinian

Market.
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3. Evaluating the Impact of Development and Growth Dimension in the Balanced
Scorecard on the Development and Innovation of Companies: A Study within the
Palestinian Economic Framework.

4. The Impact of Internal Dimensions on Operational Efficiency and Financial
Performance: An Exploratory Study in the Context of Publicly Listed Companies on

the Palestine Stock Exchange.
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Appendix No.1 : The questionnaire is in Arabic
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Appendix No.2 : The questionnaire is in English

Arab American University
College of Graduate Studies - Ramallah

Accounting Major

Dear Sirs/Senior Management of Joint Stock Companies,
Greetings,

The undersigned researcher is currently conducting a study as part of the requirements for
obtaining a master’s degree in Accounting and Auditing from the Arab American University.
The study is titled "The Extent of Using the Balanced Scorecard in Evaluating the
Performance of Companies Listed on the Palestine Stock Exchange.” Your valuable input is
crucial for the successful completion of this research. We kindly request you to answer the
questionnaire with the utmost accuracy and care. Please be assured that the information
provided will be used exclusively for scientific research purposes and will be treated with the
utmost confidentiality.

Thank you for your kind cooperation.

Sincerely,

Researcher : Hayat Daraghmeh
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Section One: Personal Information

Please provide the following details by selecting ( X ) in the appropriate box.

1.
2.

Gender: -[]Male -[]Female

Age:- [ ] Less than 30 years old. - [ ] From 30 to less than 40 years old. - [ ] From 40 to
less than 50 years old. - [ ] 50 years old and above

Qualification: - [ ] Diploma - [ ] Bachelor's degree - [ ] Master's degree - [ ] Ph.D. or
other

Job Title: [] President Board of Directors - [] General Manager - [ ] Executive Director

- [ ] Department Manager (Specify)

Years of Service: - [ ] Less than 5 years - [ ] From 5-10 years - [ ] More than 10 years
Sector: - [ ] Industry - [ ] Services - [ ] Insurance - [ ] Investment - [ ] Banks and other

financial services
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Section Two: Please put a tick ( x ) in the box that you think represents your answer.

Disagree Strongly

Disagree
numb Phrase Strongly

er e Agree | Neutral

First Area: The Balanced Scorecard: The Balanced Scorecard is a strategic management tool utilized for assessing and
appraising the performance of institutions with a direct connection to the realization of their strategic objectives. This
approach is founded on the fundamental principle that evaluating an organization's performance necessitates a balanced
consideration of diverse key elements influencing its overall effectiveness. The Balanced Scorecard encompasses a range of
indicators and variables, encompassing various dimensions crucial to organizational performance, such as financial
performance, internal operations, customer relations, and learning and development.

The First Dimension: Financial : The financial dimension serves as a pivotal axis in establishing both internal and external
benchmarks. It aims to gauge the extent to which the devised strategy and its subsequent implementations contribute to
achieving financial enhancements within the organization. This dimension involves the meticulous evaluation of financial
indicators, ensuring a comprehensive understanding of the financial health and efficacy of the institution's operations. By
focusing on financial metrics, organizations can align their strategies to foster sustainable growth and profitability.

1. | The company uses financial indicators to measure
its performance.

2. | The company follows its annual budget guidance in
its financial operations.

3. | The company is investing in new projects to
enhance its financial performance.

4. | The company relies on financial analysis to make
its investment decisions.

5. | The company adopts financial strategies to
strengthen its financial balance.

6. | The company evaluates the impact of economic
fluctuations on its financial performance.

7. | The company tracks stock market indices to
understand its financial trends.

8. | The company follows industry financial
performance  benchmarks to compare its
performance.

9. | The company relies on debt as a means of financing
its activities.

10.| The company invests in developing its employees'
skills in the field of financial analysis.

Dimension: Customers (Marketing): It is the axis that is concerned with setting standards for a set of external standards
that determine the company’s current and future status from the point of view of customers, suppliers, and the marketing
dimensions in which companies operate.

11.| The company's management seeks to measure the
satisfaction of beneficiaries of services through
effective  performance measurement tools,
including (direct interviews, questionnaire,
complaints register, etc.)

12.| The data and information available through the use
of a credit card helps management improve the
satisfaction level of service recipients
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13.| The company's management is interested in
responding to complaints from service recipients
.and addressing the defect as quickly as possible

14.| The company's management seeks to know the

opinions of service recipients regarding the
performance of employees to improve the quality
.of service

15, The company's management works to simplify the
procedures for providing services to service
.recipients and move away from routine

16.| The company's management is concerned with the
quality of services it provides to service recipients
.on an ongoing basis

17.| The company's management is working to develop
its business to provide services as quickly as
.possible

18.| The company's management provides service
recipients with means explaining the required
documents and the time period for receiving the
.service

19. The company's management deals with service
recipients with transparency and clarity

20.| The company's management provides
.opportunities equally and fairly

21.| The company uses the number of complaints
submitted by customers to achieve its customer
satisfaction goal.

The third dimension: Internal operations: It is the axis concerned with setting standards to describe the company’s internal
procedures, as it relates to all the company’s activities, events, and internal procedures that distinguish it from other
companies.

22. continuously The company's management
supports its creative activities at the level of all
.departments within it

23. management holds workshops and The company's
.educational courses for its employees

24.| The company's management is developing the
.quality of services it provides

25. management supports research The company's
.activities and successful proposals within it

26. management seeks to use modern The company's
means and keep pace with modern technology in
.providing its services

27. management ensures the regulatory The company's
.measures taken to reduce risks

28. management measures the The company's
productivity of its employees (the speed of
.(completing work and transactions
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29. management relies on the principle The company's
of participation by continuously listening to its
.employees

30, works to improve and develop the The company
skills of its employees to provide and facilitate
.service without reducing the quality of outputs

31| ensures the efficiency and The company
.effectiveness of internal control procedures

32] is interested in measuring the The company
.satisfaction of its employees on an ongoing basis

The fourth dimension is developmental (learning and growth): It is the axis that is concerned with setting internal and
external standards related to the foundations that the company adopts in its work in order to achieve short- and long-term
goals.

33. The company continuously enhances the values of
.creativity and innovation among its employees

34. The company seeks to use the best modern

technologies to spread knowledge among its
.employees

35. The company's management seeks to use modern
technologies to enhance employees' capabilities to
improve performance

36 The company is interested in attracting the best
scientifically qualified talent to raise its level of
.performance

37.| The company's management applies an effective
.incentives and promotions system

38.| The company works to link its incentive system to
the productivity of its employees and their
.behavior within it

39. The company works to study and analyze the
quality of the services it provides in order to ensure
.continuous excellence

40.| The company's management provides a suitable
work environment for its employees (health
services, public facilities, cafeteria), in addition to
.safety programs for them

41| The company measures the extent to which its

employees adhere to ethical standards such as
.integrity

42.| Company management maintains its employees by
creating a level of satisfaction and belonging

The second area: Administrative evaluation of companies’ performance: It is an organized and systematic method to evaluate
the extent of the company’s performance in achieving its own goals. Business evaluation includes many elements and
indicators that help in understanding the overall performance of the company and the areas in which it can help.

43.| The manager establishes performance
measurement systems to motivate the company's
employees to achieve

44.| The manager creates an organizational structure
that contributes to determining the methods for
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evaluating the performance of employees in the
company.

45.

The manager focuses on monitoring influential
behavior at work.

46.

The manager seeks transparency and clarity in the
management evaluation process.

47.

A manager uses a variety of methods when
evaluating a company's employees.

48.

The manager uses the opinions of service
beneficiaries to improve the performance of the
company's employees.

49.

The manager informs the company's employees
about the evaluation criteria to reinforce positive
values that contribute to improving work.

50.

The manager sets standards for identifying and
correcting errors within the company.

51.

The manager monitors the performance of the
company's employees on an ongoing basis.

52.

The manager provides continuous feedback to
company employees to improve the quality of
work.

Thank you for your kind cooperation

References used in writing the questionnaire

Juniper , Doaa. (2019). The level of institutional performance among heads of
academic departments in community colleges in light of re-engineering
. requirements. Master’s thesis, Al-Azhar University, Gaza, Palestine

Abu Markhiya, R. (2023). The extent of using and applying Balance scorecard
perspectives to the Evaluation Of a strategic performance Case Study of Palestinian
Listed Companies in Exchange Market. Master's thesis, Arab American University,
Ramallah.

Priliska, A.D., & Kurniadewi, M. (2023). Building Competitive Advantage Through
Strategy Map and Balanced Scorecard in Improving Company Performance. Journal
of Research and Community Service, p. Vol. 4No. 7.

Rahayu, S., Yudi, Y., Rahayu, R., & Musthafa, L. (2023). The relationship of balanced
scorecard perspectives and government organization performance measurement.
International Journal of Productivity and Performance Management, pp. Vol. 72No.
7, pp. 1881-1902.
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e Abueid, R.,Rehman, S. U., & Nguyen, N. T. (2023). The impact of balanced scorecard
in estimating the performance of banks in Palestine. EuroMed Journal of Business,
pp. Vol. 18No. 1, pp. 34-45.

Appendix No.3 List of arbitrators

Arbitrators Specialization Job title University

.| Prof. Dr. Zahran Daraghma Accounting Associate Professor Arab American
University

.| Dr. Abeer Estanabouli Business Administration Faculty member Arab American
University

.| Dr. Imad Ould Ali Human Resources Assistant Professor Arab American
Management University

.| Dr. Rajih Alawneh Accounting and Auditing Assistant Professor Arab American
University

.| Dr. Muhammad Talalwa

Financial Accounting

Assistant Professor

Al-Quds Open
University
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Appendix No.4 : Distribution of the number of employees and managers in Palestine

Stock Exchange institutions

21Table (3.2) Distribution of the Insurance Sector (Palestinian Financial Market Authority,

2023)
Name of Company Number of Number of
Manger Employee
AL-Ahleia Insurance group (AIG) 14 156
United Global Insurance (GUI) 30 195
Mashreq Insurance Company (MIC) 15 220
National Insurance Company (NIC) 9 270
Palestine Insurance Company (PICO) 12 206
Palestinian Takaful Insurance Company (TIC) 15 223
Trust International Insurance (TPIC) 5 288
Total 100 1558

Table (3.3) Distribution of the Investment Sector (Capital Market Authority,2023)22

Name of Company Number of Number of
Manger Employee
Arab Palestinian Investment Company (APIC) 6 1650
Commercial Real Estate Investment (AQARIYA) 3 3
Arab Investors (ARAB) 5 3
Arkan Real Estate (ARKAAN) 2 11
Jerusalem for Real Estate Investments (JREI) 9 -
Palestine Development and Investment Company (PADICO) 1 -
Palestinian Investment and Development (PID) 7 528
Palestine Industrial Investment Company (PIIC) 1 -
Palestine Real Estate Investment (PRICO) 1
Sanad for Construction Resources (SANAD) 2 70
Union for Reconstruction and Investment (Name not provided) - 33
Total 37 2228
23Table (3.4) Distribution of the Industrial Sector (Capital Market Authority, 2023)
Name of Company Number of Number of
Manger Employee
Arab Palestinian Paint Company (APC) 12 232
Palestine Poultry (AZIZA) 19 398
Beit Jala Pharmaceuticals (BJP) 23 456
Birzeit Pharmaceuticals (BPC) 26 432
Golden Wheat Mills Company (GMC) 6 47
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Jerusalem Cigarette Company (JCC) 9 101
Jerusalem Pharmaceuticals (JPH) 7 420
Palestine Plastics Industries (LADAEN) 8 145
National Aluminum and Profiles Company (NAPCO) 18 345
National Carton Industry (NCI) 13 77
Vegetable Oil Mills (Name not provided) 17 121
Total 159 2754
24Table (3.5) Distribution of the Services Sector (Capital Market Authority, 2023)
Name of Company Number of Number of
Manger Employee
National Towers (ABRAJ) 32 234
Arab Hotels Corporation (AHC) 18 231
Nablus Specialized Surgical Center (NSC) 14 345
Palestine Telecommunications Company (OOREDQO) 43 1234
Balaqar Real Estate for Development, Management, and Operation 18 454
(PALAQAR)
Palestinian Telecommunications Company (PALTEL) 23 1432
Palestinian Electricity Company (PEC) 7 198
Ramallah Summer Resorts (RSR) 8 32
Palestinian Distribution and Logistics Services (WASSEL) 4 123
Total 167 5073
25Table (3.6) Distribution of the Banking and Financial Services Sector (Palestinian
Monetary Authority, 2023)
Name of Company Number of Number of
Manger Employee
Arab Islamic Bank (AIB) 35 678
Bank of Palestine (BOP) 15 1,799
Palestinian Islamic Bank (ISBK) 11 692
Palestinian Investment Bank (PIBC) 24 356
Palestine Stock Exchange (PSE) 11 45
Al-Quds Bank (QUDS) 27 990
Safa Bank (SAFABANK) 7 234
National Bank 14 543
Total 144 4327
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Appendix No.5 Stratified sampling technique

26Table (3.7) Stratified sampling technique

Name of Company Number of
Manger
Insurance AL-Ahleia Insurance group (AIG) 10
Sector United Global Insurance (GUI) 10
Mashreq Insurance Company (MIC) 9
National Insurance Company (NIC) 5
Palestine Insurance Company (PICO) 10
Palestinian Takaful Insurance Company (TIC) 6
Trust International Insurance (TPIC) 8
Name of Company Number of
Manger
Investment Arab Palestinian Investment Company (APIC) 2
Sector Commercial Real Estate Investment (AQARIYA) 1
Arab Investors (ARAB) 2
Arkan Real Estate (ARKAAN) 2
Palestine Development and Investment Company (PADICO) 1
Palestinian Investment and Development (PID) 2
Palestine Industrial Investment Company (PIIC) 1
Palestine Real Estate Investment (PRICO) 1
Sanad for Construction Resources (SANAD) 1
Union for Reconstruction and Investment (Name not provided) 2
Industry Sector | Number of Manger Number of
Manger
Arab Palestinian Paint Company (APC) 1
Palestine Poultry (AZIZA) 2
Beit Jala Pharmaceuticals (BJP) 1
Birzeit Pharmaceuticals (BPC) 2
Golden Wheat Mills Company (GMC) 1
Jerusalem Cigarette Company (JCC) 2
Jerusalem Pharmaceuticals (JPH) 2
Palestine Plastics Industries (LADAEN) 3
National Aluminum and Profiles Company (NAPCO) 2
National Carton Industry (NCI) 0
Vegetable Oil Mills (Name not provided) 1
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Service Sector | Number of Manger Number of
Manger
National Towers (ABRAJ) 0
Arab Hotels Corporation (AHC) 2
Nablus Specialized Surgical Center (NSC) 0
Palestine Telecommunications Company (OOREDOOQO) 9
Balaqar Real Estate for Development, Management, and Operation 1
(PALAQAR)
Palestinian Telecommunications Company (PALTEL) 14
Palestinian Electricity Company (PEC) 2
Ramallah Summer Resorts (RSR) 2
Palestinian Distribution and Logistics Services (WASSEL) 2
Number of Manger Number of
Manger
Arab Islamic Bank (AIB) 10
Banking & | Bank of Palestine (BOP) 10
Financial Service | Palestinian Islamic Bank (ISBK) 10
Sector Palestinian Investment Bank (PIBC) 10
Palestine Stock Exchange (PSE) 10
Bank of Jerusalem (QUDS) 10
Safa Bank (SAFABANK) 10
National Bank 10
27Table (3.11): Number of Distributed and Retrieved Questionnaires and the Percentage for
Each Company
Corporation Number of Number of The
Questionnaire | Questionnaires percentage
s distributed Return
Arab Orient Insurance Company (AIG) 10 10 100%
United Global Insurance (GUI) 10 10 100%
Mashreq Insurance Company (MIC) 9 9 100%
National Insurance Company (NIC) 5 5 100%
Insurance Palestine Insurance Company (PICO) 10 10 100%
Sector Palestinian Takaful Insurance Company 100%
6 6
(TIC)
Empowerment Palestinian Insurance 8 8 100%
Company (TPIC)
total 58 58 100%
Corporation Number of Number of The
Questionnaire | Questionnaires percentage
s distributed Return
Arab Palestinian Investment Company
(APIC) 2 2 100%
Commercial Real Estate Investment 1 1 100%
(AQARIYA)
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Arab Investors (ARAB) 2 2 100%
Arkan Real Estate (ARKAAN) 1 1 100%
Palestine Development and Investment 3 1 339%
Company (PADICO)
Palestinian Investment and Development 1 1 100%
(PID)
Palestine Industrial Investment Compan
Investmen (PIIC) pany 2 2 100%
t Sector Palestine Real Estate Investment 1 1 100%
(PRICO)
Sanad for Construction Resources 0 0 0%
(SANAD)
Union for Reconstruction fmd Investment 1 1 100%
(Name not provided)
total 14 12 86%
Corporation Number of Number of The
Questionnaire | Questionnaires percentage
s distributed Return
Arab Palestinian Paint Company (APC) 1 1 100%
Palestine Poultry (AZIZA) 2 2 100%
Beit Jala Pharmaceuticals (BJP) 1 1 100%
Industry Birzeit Pharmaceuticals (BPC) 2 2 100%
Sector Golden Wheat Mills Company (GMC) 1 1 100%
Jerusalem Cigarette Company (JCC) 2 2 100%
Jerusalem Pharmaceuticals (JPH) 2 2 100%
Palestine Plastics Industries (LADAEN) 3 2 67%
National Aluminum and Profiles 5 ) 100%
Company (NAPCO)
National Carton Industry (NCI) 0%
Vegetable Oil Mills (Name not provided) 1 1 100%
total 17 15 88%
Corporation Number of Number of The
Questionnaire | Questionnaires percentage
s distributed Return
National Towers (ABRAJ) 0 0 0%
Arab Hotels Corporation (AHC) 2 2 100%
Nablus Specialized Surgical Center 0 0 0%
(NSC)
Palestine Telecommunications Company 9 9 100%
(OOREDOO)
Balagar Real Estate for Development,
Service Management, and Operation 1 1 100%
Sector (PALAQAR)
Palestinian Telecommunications 14 10 1%

Company (PALTEL)
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Palestinian Electricity Company (PEC) 2 2 100%
Ramallah Summer Resorts (RSR) 2 2 100%
Palestinian Di.stribution and Logistics ) ) 100%
Services (WASSEL)
total 32 28 88%
Corporation Number of Number of The
Questionnaire | Questionnaires percentage
s distributed Return
Banking & Arab Islamic Bank (AIB) 10 10 100%
Financial Bank of Palestine (BOP) 10 8 80%
Service Sector Palestinian Islamic Bank (ISBK) 10 10 100%
Palestinian Investment Bank (PIBC) 10 9 90%
Palestine Stock Exchange (PSE) 10 9 90%
Bank of Jerusalem (QUDS) 10 10 100%
Safa Bank (SAFABANK) 10 9 90%
National Bank 10 9 90%
total 80 74 93%
The Overall Total 200 187 94%
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