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Abstract: The Balanced Scorecard is a comprehensive strategic performance measurement and management
tool that has transcended the idea of relying solely on traditional financial measures to evaluate organizational
performance. This paper aims to provide an in-depth theoretical review of the Balanced Scorecard concept,
tracing its origin and development by Kaplan and Norton. The research analyzes the four main perspectives of
the scorecard: financial, customer, internal business processes, and learning and growth, explaining the
importance of achieving balance and integration among these perspectives to translate an organization's
strategy into actionable and trackable objectives, measures, targets, and initiatives. The research reviews the
multiple benefits of implementing the Balanced Scorecard, including improved strategic communication, goal
alignment, enhanced decision-making, and support for continuous improvement. It also discusses the essential
steps for effectively designing and implementing the scorecard, and the challenges and critical success factors

forits application in various types of organizations. Furthermore, the paper addresses recent developments and
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contemporary applications of the Balanced Scorecard in diverse contexts such as the public sector, non-profit
organizations, and sustainability management. The research concludes that the Balanced Scorecard represents
a powerful and flexible framework that enables organizations to manage their performance strategically and

comprehensively, and achieve sustainable excellence in a complex business environment.

Keywords: Balanced Scorecard, Strategic Performance, Kaplan and Norton, Financial and Non-Financial
Measures, Financial Perspective, Customer Perspective, Internal Business Process Perspective, Learning and

Growth Perspective.

dadda .1

Azl e« Aalatd) AW ulal) dad o B adl s lilly suaatlly 4o bl oo U1 8 pmlall Jloe¥l Ay 3
Adlad,y Azl Lel)) )8 dymgtd of ol JSi luuoslly colalaidl ¢lof quidnd Laasg 2481 ¢ letiudd] e wilally
Jalge o) AU il gzedl oloes el s paosl 403y cllaty dsshall sl e 7 el o) cilusedlls lalaill o)1 aal
(Ittner & Larcker, cnalagll gl wlaxlly HKuY! @lyuds s ludl cldeall 3:LSy L3I Loy Jie dewls 6,51

.1998)

seaall 3 1l Ayl a¥) wlea¥) ASTy al u>K" (Balanced Scorecard - BSC) 03lgall oo¥1 a8l o3 5y« 3lewedl lia
i 2yl8,la Az (3)47:\ Jlas 3850 Js¥(David Norton) (1435 duassg(Robert Kaplan) ¢dLI 39y Lo Sy
¢15¥1 48l oyshas. (Kaplan & Norton, 1992) " el 355 1 uplall :031 92kl ol o¥ 28lay" (15223 1992 ale guds,
Loshy Aamy e Slally clobaill seluy Jols gl Jae U] J1 ols¥l Gulia) allas syme e 0315l

Ao Aty olast B e sl Slautgadls iy CH1a¥l (o AlalSa e yarma ) Lgamslals

cpoall 1da Hslaty 8LAS Cumdl Jgliew. oleall oY) d8lay a9l Fanie Gylas (ol yaiul a5 ] ol lia oy
Gedaty puasat! Lwldl Slglasedl (o yatui WS cilalarall Bacnill ouslgd ddliag cuwludl da ¥l salayl Julsg
ells ) 28Layl Anwlal 7 leidl Jolses adotll ddoe dalgs 1B 3l Slsamlly (Alady Gilsall c1a¥) bl
(oedd po Apaganill lBldly cilelhaall Calizes § A8Ua U 5 ppnlall cilagdazlly dpumdl cilpslaall ) Gl 3ot

(g A 0¥ B0y 810K Uit Lay3¥ guas

O3l o l0¥) ABlay o gid yolasg LA 2

Boludy Butsly 4Gl 48,4 8 due LS Lpd Lt e Bl oyl Amy Bl yotd A5 039l 1Y) ABlhay 0 gin b
e151 ulsad Bugur Gyl (e Gl g Auslyll s (e Bl O L 01 0y (e lduawdl) J5lgT (3 3939 (IS
ol dl osizldl Juogs.  (Kaplan & Norton, 1992) sull 8yuad Ul Lulall de guladdl 3SU1 3ol oS, ad)

9-1 (#)3 «JLae¥! 8abiys 233Lazd¥ cluolyull Al

12/30/2022

!




12/30/2022

Gl gl sl lyually dugalll e Joua¥l § wllatiloddl Jlea) ) 5052 48 LU &ldsll e boyall slazed

?44_\.)? I Y lalall o1oY a.vb.'uj Aol 3).‘6." Lla EJ‘J;)U BE:I™ ‘,LQ.CJUQS U)‘}-LU ela¥l Wl O9ir999 uM.vK ‘5_\5

sy Sl

Slicealus ,la5 3 9uus a8t (The Financial Perspective) JU|oadl @

Lk Ll a8 (The Customer Perspective) oibillaay @

Boydts (3l e Haldeadl 2l (The Internal Business Process Perspective) 4dsludl oldeadluay @
s

el e L5yu8 e blaxdl LuSay 245 : (The Learning and Growth Perspective) goidlg olaiddl iay @
¢ nac=idlg

bl dligls Azl A Calaadl oyt 81aT cmpnl e wtslall o Acgazma 3yzme O3lsall olo¥) Adllay (S5
dl Azl L dazmys 03l9all e10¥1 A3l LS (3(1996a) 555539 O ST sull Bad 2 lasdll dada¥ly
P s el pllas 5yme ] A8l ol Je(The Balanced Scorecard: Translating Strategy into Action) " <
oledg ccnilyalilly Blua¥l daelgag Llio a3y Liszmal flul usdss e luully Silalaill deluy (el il 8yls) allas

gessladl @l iy (Al ¥ Blua¥l Budns g il

(Strategy- " Az sl AL Az oll lucslly culalasll” 4 Aol 310 zoatd cBgll 5950 O3lsl ela¥ A8llay oyyglas
Aadaiall cilus gl ool Aaslgag «Aoesl ¥l 3,1 9llg il il oyt Lolseiul @iy o> (Focused Organizations)
- (Kaplan & Norton, 2001) S5 Zelazell Azl blaa¥l aa calolall

O3l gl ol &y slayi .3

oS o3y olelatl) 1aT e Gl Gsle Lo S Jiey <AlelSaog Ayl slagl Zanyl oy 03lgabl ¢1o¥1 A8lay (055
Lhy Beims @ paludy Slalaill )l vy US 3 (usslally C31a¥)

(The Financial Perspective) JUW|.adl 1.3

el pasats LeSIls ol Lpaalus cladss Audsy AU Ldlual Guaxs § labaill 7 Les e (ulsdy dadl s @i
it &pudadl U

ol Giela (J5 ! 3l Jie (Profitability) duse | o

9-1 (#)3 «JLae¥! 8abiys 233Lazd¥ cluolyull Al

! 12/30/2022




12/30/2022

. (Return on Equity - ROE) &SI Ggé> Je uilall ((Return on Investment - ROI) Lol de ilall o
.(Revenue Growth) olsl ¥l gas @

.(Cash Flow) ayuadl eolasasdl e

. (Economic Value Added - EVA) d8Lall dolazdd daall o

¥ Gla Jlay JU csd) o ¥ AU uglall e gramdl 2SI 3okt (aad 03lsall elo¥) @8lhay oo (0 02,01 (e
5195 Alon o po K lyze 2L CBlua¥l 0585 o s Lol Hasd 315 (e Ly lolal o8 ALl bl uas
. (Kaplan & Norton, 1996a) (sblas «deldiw! « ga3) Slalaill 3L

(The Customer Perspective) Ll aay 2.3

ol ting Lgerlis (L3l caladyis la Lzl b 0 Llontng Lplatios Ralitell cilsll 23] udu (e adl 1da 5,
ol 1 3 AnLadl el ranass Juslall sl e JUI 7 Letdl Buaons! lisels

. (Customer Satisfaction) (5Ll Loy @

. (Customer Retention) 3Ll Llaws¥1 =¥iasg (Customer Loyalty) (5Ll s¥g o
. (Customer Acquisition) su> ¢Mes luiS| @

.(Market Share) 4dgull Laxll o

. (Customer Profitability) Jieall 4oy @

.(Brand Value) a)l=ill &adlall days o

Aozl Bagl ¢ paudl Jie) digyudy gl Lo ods ¢ (SLHI (po Adurad ) w8 |ad) s il colelaidl e comy
ladgnll sda duds e Lryud Sl uliag Cdlaal 299 (LY
(The Internal Business Process Perspective) adsldl olleal! uay 3.3

B L3l udns! Lod (55 of cbelall e s &) Bty ) A5 101 bl samiy dyans bl 10 i
: (Kaplan & Norton, 1996a)clukeal] (e 2wy ole gazma O Sale dadl 1 Joda Ledlee ool 2liy

dl Jssosdl 8y Julasy By Slodsg Slxiie yushs Jie : (Innovation Processes) ¥ Sldes o
Bl

e JISI Jelasy csyenll Alidis 30 LSy oz iyl 859> Jie : (Operations Processes) adiddlll oldoall o
kel de g

9-1 (#)3 «JLae¥! 8abiys 233Lazd¥ cluolyull Al

! 12/30/2022




12/30/2022

Bag>9 « byl 69l8Cad Llmiudl dcpus i ¢ (Post-sale Service Processes) acdl aay b s Sildes o
@.a_" el

Lol ulsad (i aib99 2asall 3l de il ST L @) Ayl lieadl dpas clucwslly slalaill e ooz
el Ly

(The Learning and Growth Perspective) goilly elaill aay 4.3

et (il @lantl e labaill 3,08 (e 585 G (631 A slay¥ dule 0545 o) eluddl adl i yuiny
Ay ¥l M Bole dad! i Jecda. Lugalll e Llgual Aeaisy

el (lygs ¥ iaag V99 cealiayg ccnabs gl s Jia : (Employee Capabilities) cnalogll cilyud o
bl c8oll 99 28,8l leglall 1845 Jia: (Information System Capabilities) Slaglall elas lyud o
Ao 1938 Aend) Al 86 LaSs el yall 3l @ed
o Aslolly (Sailly (ploll Joally SIS 23La5 Jie ¢ (Organizational Climate) ool #LLI o
il 8l uadl
il L iy A1l clbeall 3 suenll Baint] 2aUI ol el o clalaill (Ko cadl a3 5Lt o)
Jaglall (ol e 8o L AU bl 3udoeig « 5L3
O3l gall ol oYl dlay gudas il g5 4

: (Kaplan & Norton, 2001; Niven, 2002) e ¢y «lebaield aslgall cpe duaadl ¢3lgall ela¥1 @8y sudas 484y

oliag Blual I 83,2l) &l Ladly Wl gt (e 28l welud e J) Aemsl Aud| &ays o

dpaiil] ALl8g Badxs oilyolieg
Sl e (QU Calzdl i) 21591 (o g cile e 3SAN pue W8I auas elo¥l § O3lgil! Budms o
Al 5,33 Calg!
@ lsiad) arand Lzl Juosid misly Jos slbly AS5dw 24T 1855 1 220] Al Juolodll (s @
lelasd

Lol &zl Al Slua¥l ae celalally wlylo¥l Calual Zeclse e delud :alyoldly Blual¥l daslga o
AeJg¥1 3 ol gz 31kl duzmsiy cAalaiall
Byl STy Juandl clyl 8 3Ll (e cpoyaall e luad &35l9109 Aol laglan 485515 yall 3lisl dlas jujal @

9-1 (#)3 «JLae¥! 8abiys 233Lazd¥ cluolyull Al

H 12/30/2022



12/30/2022

ccdaally 5eall Lol tyummiy Lelal 2dla (oo clalaill (S 2 paiand | cpnmilly 251 ] @latll e
Letsbess Lamslinol (e 21 cdlaadll eyl

58lszedly SlBISLL 3yally cxdelall elal Loyt ol A8l ol ieiaal (o Say :n LA o 1581 L,

Azl LY Bla¥l 3uam sl lalaill § ot S ldosun s gs :adebudl Bals;

319l 1591 ABlhay Badaty pwasal ol ghas

(Kaplan & Norton, 1996b; &l cilghasedl sale Jodd umein ddoe O3lgall o 1Yl A8y 3udaty rasai callazy
:Rohm, 2002)

Aol Arululdl oedlly dluylly 25,0 s

worilly Slgasally Lt I Al ) Sl sl o alaial) doladl Azl ¥l g5 ol puglas
ey daylile Blua¥l sia 055 O camy sdas ¥l A8ladl slanl (e way JST B! Al CBlua¥l iyozs
(S 3azs O oy 13Le) Aaladl &z gl Y| Bpdzes

0555 O e 1=l Sdua JSI (Key Performance Indicators - KPls) £ 0 At I o L | g ozes
(S il i C2S) . 81uadl 3udims gomi audill sebo uSials (uleill AL Luislall sia

Taul] Jswosl! mabas gl srudl o Lo s ubeda JST (Targets) csluzud | dyuses

S el il (2 L :sldazud | e 400U (Strategic Initiatives) &z | Awd | &lysbd | uyees
Sladdis oy

Sluadl o Al SN missd Lopay BloT (2g: " (Strategy Map)duzs! Fudl dbsyladl" ks
Cola¥) it 3 (5eilly latll o) Lo ciay 3 coluadl Buins eabliay Sy A8l slas¥l e Aol
(I el @3 bl @ s ol cllaadl Jia) 65331 slan¥l (3

C1aadly sl el wd (oo IS slalaall § ligiadl ezt 3lgall sls¥1 28lay Jesags
AOF- - o FV-STRYY

AUl CBlual po 381 gly SLBLI plas Haslge

Lrazlre iy 4uSaalips B1aT ileall elo¥) &8lay (19S5 o) camy sa8Uadl Cpumig el Ayeudl das (L
Azl Ay Ll § olpaadl 1Sl allanly Lgsassis

£ lamidl Jalgeg 053l9ab 1 oY) Aallay Gesas s

(Bourne etal., L (o cbgauall (any dalgy ud Lagdas o ¥ c3leall oY1 @8l 50801 wlgall (o @iyl e
:2000; Lingle & Schiemann, 1996)

AU a7 Letd Uil ol Libadl 815301 al5ls s oty slelall 0531 wes pads

9-1 (#)3 «JLae¥! 8abiys 233Lazd¥ cluolyull Al

10

H 12/30/2022



12/30/2022

e § Ligae olucudlly lalaill (i does 18 il (utsliag Blual ) dema! fwd] ez s sgaio
A8 Ll ) (uSad 1 bl uplally Cilaad)

Syze utly Dl all dm gty ol o¥ 5,1 8107 28U (3655 O oz 18,181 cp0 ¥y ol ! e Lo yalll xS
bl pamd ollss

AaLs) Als, 510 dBla ) cnalsgll a6y 8 cnaldgll B cpo il daglie

Aalaal) SUledl Juloeig pazed 298 ciloglae @las 3929 Al Gadas cdlasy :Lelddsy liled] aox gaio
Zalusll eulally

Jlad S LKL allag, 28lad) Loy pue

sl pran! Lseal megis Wl Juoss § Jisl

L) Jalgall Blelye cams «053loabl ola¥) A8lay 3edas 7 Lni olasss ligasall sda e sl

Lelad) 8,103 (e $98 pe39 alA

Al s 3 ool i e S Bl o g’
AUl pusasy paosas dule § cpdlagl] 1)

AUl a5l g9 Blual Jeo peiwdly Jladll Juolgall
Al pladiel 2dsS e ol yoll U1 syl s
biled) Jelmiy pon Aelos peud Bgd Silaglas plas yighs
Blidy Jole JCao A8l sl 381 gedly lBL pllas Lo,
cpnilly A L1 o 5 pana Relos 28lall BoclatLiic!

315l o139 A8Uad 5 polal | culipdatlly dyumdl ol glatl]

Slalaill ¢ ls5l Calize ool Al degite cilapdaty cilyglas 0315l ¢1o¥) A8y il Bye Jo¥ Loaguds dis
1&\5\.3.“;.”‘9 QLM}LB

sia Al conlidd BBl ) CagSS 0 sam | pe Slumwplly Slalailly aladl g Uadll 3 a3ladl Gedas
IS Lele 2SI ol slan¥) Jyasd @y JUI zydl g gueladdl Ldua (0685 ¥ 08 (&)1 luplly olalaidl
.(Kaplan, 2001) axball Cleal daas Al gudzes de 1SN Jio ccalisen

Adudl) Aelarwd (g5l zas @3 :(Sustainability Balanced Scorecard) daluiudl &gl ¢fo¥l d3la,
utslin a0 9l Aaluiedl] uals day 23La] M5 (o 0315l o1o¥1 A8y Hlb) & (2p0LardVlg duclaazly
. (Figge etal.,, 2002) &udadll a1 slay¥l (pass dalaznd

9-1 (#)3 «JLae¥! 8abiys 233Lazd¥ cluolyull Al

! 12/30/2022



12/30/2022

5355 a8 (G Azl bbbl 28l ag i) A8ladl ol s ploliedl 5ylalks G3lgad! ¢1o¥1 Aolay dayy @
alua¥l guams e

‘cﬂsgglta;-lAALZL&ﬂL}eJ;Lw31¢;¢ﬁ¢a;LQngH)}@é:léuagl@*AaSszJLgﬂQ5ﬂ§ﬁ|e!¢élu| .
Asladl o1ol Joo Juolgtdl dueudy « yylatdl slaels  ualall alig

e1o¥ Al po ilers Auelam of 230,8 olol wlilhay yighai :3yally cnleladl Goium o WBlaidl asas o
Aabarall el

auls 8

Sl (2 s eolo¥ uliat allas sy oo AST Ll cogie 2 (o ST L Laygils diie «033l9al) 0¥ A8lkay ST 0!
O O3ls2)) Bedizmiy Ayl JLadh I Laemaslilaly Lasy Zomys oo Slucseslly cilalail) Koy ol zeailial Joe
AUalSrog Aol 3185 g5 IM5 (ye AS AL CBlua¥l Budmes gomi (alssll praz 352 Aaclgng celo¥ Cuilg Calizes
sl lpeialy Leldes cpuceiy (Juadl l)ld 3l e Sluwdlly labaill glsall ¢lo¥1 Aol aelud elo

aglall gl e 7 Lesld 201 il sl

I e clacully clalaill Lagas of oS @) wilsall ol Liudas 4ty a8 &l clsaall e ol e
aoall solas Slyaial aey Srolall Jlos¥l iy § Lee @2 ¥ 3151 Llams sloall olo¥l 28lad) Jlaall aluasaud!
Aoty ol L el 3udms ) (ad @ lelaial] gu 8101 (o3l9all o 0¥1 A8lay Jas o1 adgall (o ailapdat

=l

Bourne, M., Mills, J., Wilcox, M., Neely, A., & Platts, K. (2000). Designing,
implementing and updating performance measurement systems. International Journal of
Operations & Production Management, 20(7), 754-771.

Figge, F., Hahn, T., Schaltegger, S., & Wagner, M. (2002). The Sustainability Balanced
Scorecard — linking sustainability management to business strategy. Business Strategy and the
Environment, 11(5), 269-284.

Ittner, C. D., & Larcker, D. F. (1998). Are nonfinancial measures leading indicators of
financial performance? An analysis of customer satisfaction. Journal of Accounting Research, 36,
1-35.

Kaplan, R. S. (2001). Strategic performance measurement and management in nonprofit
organizations. Nonprofit Management and Leadership, 11(3), 353-370.

9-1 (#)3 «JLae¥! 8abiys 233Lazd¥ cluolyull Al

12/30/2022




12/30/2022

Kaplan, R. S., & Norton, D. P. (1992). The balanced scorecard—measures that drive
performance. Harvard Business Review, 70(1), 71-79.

Kaplan, R. S., & Norton, D. P. (1996a). The balanced scorecard: Translating strategy into
action. Harvard Business Press.

Kaplan, R. S., & Norton, D. P. (1996Db). Linking the balanced scorecard to strategy.
California Management Review, 39(1), 53-79.

Kaplan, R. S., & Norton, D. P. (2001). The strategy-focused organization: How balanced
scorecard companies thrive in the new business environment. Harvard Business Press.

Krejcie, R. V., & Morgan, D. W. (1970). Determining sample size for research activities.
Educational and Psychological Measurement, 30(3), 607-610.

Lingle, J. H., & Schiemann, W. A. (1996). From balanced scorecard to strategic gauges:
Is measurement worth it? Management Review, 85(3), 56-61.

Niven, P. R. (2002). Balanced scorecard step-by-step: Maximizing performance and
maintaining results. John Wiley & Sons.

Rohm, H. (2002). Improve Your Organization’s Performance with the Balanced
Scorecard. Balanced Scorecard Institute.

! 12/30/2022

9-1 (#)3 «JLae¥! 8abiys 233Lazd¥ cluolyull Al




