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Abstract
The purpose of the study was to assess the implementation of Balanced Scorecard in Minjarshenkora 
district offices and thereby to see the extent of Balanced Scorecard implementation success and 
identify the major challenges encountered during the implementation process,To see the extent of 
BSC monitoring and evaluation systems in Minjar Shenkora district offices and then provide 
alternative recommendation to the identified challenges. To attain these objectives, the study 
employed descriptive survey method. Accordingly, survey questionnaire, and interviews questions 
were prepared and pilot tested and administered to a sample of 114 subjects which are composed of 
8Heads, 10 Core Process owners and 98 employees. A total of questionnaires were properly filled in 
and returned. Interview and document analysis were also made to complement the information 
obtained. All the closed ended questions of the questionnaires were analyzed quantitatively using 
percentage, means and standard deviation whereas the data obtained from open ended questions 
and interviews were transcribed and narrated to supplement the quantitative data. The major 
findings of this study indicated that the readiness for Balanced Scorecard plan and implementation 
made by the offices were good. The planning phase was done properly in terms of strategic plan 
preparation, theme identification, and strategic perspectives, corporate objectives and measures 
preparation. With regards to Balanced Scorecard implementation, it was in direct stage at corporate 
level and at process level; however, it was at near the beginning stage in individual level. Lack of 
adequate knowledge on Balanced Scorecard, insufficient participation, lack of consistent monitoring 
and evaluation, gaps in setting measurement and targets in the cascading process, resistance to 
change and in ability to automate at individual implementation process, lack of incentive and job 
displacement is also one of the factors that lead the employees’ resistance to the implementation of 
the BSC, problems of delivering continuous training and far beyond the offices are the major 
problems. The researcher concluded that the major causes of the above challenges were derived 
from lack of understanding of the tool and its early attachment of performance of the employee with 
payment. It is recommended that the offices have to create enabling environment to increase the 
involvement of employees especially in designing phase revise the cascaded objectives, automate the 
implementation process and organize discussion as well as awareness creation program to check 
and recheck the implementation process.
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CHAPTER ONE

1. INTRODUCTION

1.1Background of the Study
Balanced scorecard is established by a process that builds consensus and clarity about how to 

translate strategy in to operational objectives and measures. This means that the scorecard represents 

the collective knowledge of managers of the organizations. The scorecard projects is not an initiative 

to improve measurement system but rather to make change in the way the organization views and 

manages itself (Kaplan Norton, 1996). Balanced scorecard has a capability for organizations to keep 

the balanced in terms of objectives; financial and non-financial measures, lagging and leading 

indicators; and external and internal performance. Balanced scorecard is used to accomplish the 

following management process: clarifying and translating vision and strategies; communicating and 

linking strategies objective and measure; planning, targets and aligning strategic initiatives and 

enhancing strategic feedback and learning (Kaplan Norton, 1996). 

In Ethiopia, balanced scorecard was first introduced in Addis Ababa city administration, which it 

has implemented it based on the best practice of the city Charlotte that experience sharing was 

conducted in 2002 E.C Addis Ababa is a capital and central of political, economic, social and 

cultural activities of the Federal Democratic Republic of Ethiopia. Balanced scorecard (BSC) is a 

milestone in an effort to create developed and democratic country. Accordingly, implementing the 

national policies in line with missions, visions, the country is only possible by measuring all the 

activities of the organization (The role of leadership on the implementation of BSC, 2002 E.C). As 

well, when the strategic balanced scorecard prepared in 2002 E.C, the directives was provided in 

which the strategies balanced scorecard should be based on the growth and transformational plan 

of Ethiopia (GTP). In its own part,  civil service sectors  have their own development program and 

also designed by Civil Service Reform (ECSR) (2001 E.C).Additionally, Ministry of Civil Service 

on the manual of "change masses building of federal civil service" state balanced scorecard is the 

only management tool that used for performance result based measurement (2005E.C).                         

According to the strategic manual (2002) for the implementation of balanced scorecard Addis 

Ababa City Administration, justification for launching balanced scorecard is to develop strategy 

that focus on public organization, to build up results based measurement system and develop new 
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attitude of employees who choose to be measured only through their results. In addition, it was 

adopted to sustain the results those have been achieved by implementing BPR, the increasing 

desires of improved accountability both politically and administratively that is meant to improve 

performance ranging from "good to great" etc. 

According to Ministry of Capacity building the Civil Service Reform Program some organization: 

Transport and Communication, Agriculture and Rural Development, and Foreign Affairs ministries, 

together with agencies they oversee, are building a balanced score card (BSC) after successfully 

implementing BPR.BSC is a performance management tool for measuring whether the smaller scale 

operational activities of a company are aligned with its large scale objectives in terms of vision and 

strategy. The Revenues and Customs Authority, Commercial Bank of Ethiopia, Development Bank 

of Ethiopia and Ministry of Health are on their way to implement Balanced Core card. As presented 

by Haimanot (Ministry of Capacity Building (MoCB), 2013) 

The implementation of balanced scorecard in civil service offices have taken ten years; however, in 

capacity to execute strategy of civil service sectors that have barriers on implementation of strategy 

in vision, people, management and resources though balanced scorecard exists to overcome this 

incapacity. 

Even though researches had been done in the field, there are numerous deficit in case of showing the 

benefits or and the drawbacks of the before and after the practice of the reform.   Therefore, balanced 

scorecard (BSC) has not yet known either in the right track or not but the researcher assessed the 

implementation of balanced scorecard in the Minjar Shenkora district offices.
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1.2. Statement of the problem
According to Kaplan and Norton, the Balanced Scorecard enables companies to modify strategies 

[KN96a]. Companies in a highly dynamic environment have to change their strategy constantly, 

which, leads to frequently changing the measures in the BSC. In a critical analysis of the BSC, 

Norreklit stated that companies in dynamic surroundings will frequently change their measures, 

resulting in a substantial uncertainty margin regarding the usefulness of the defined indicators. In 

general, it is difficult for an organization to establish performance measures for activities with which 

the organization has very little or no experience. Therefore, as measuring effects is particularly 

difficult in companies which constantly have to adapt to new situations, the BSC is not applicable 

for companies in highly dynamic environments.

In Minjarshenkora district offices the BSC was launched since 2009. However, as indicated on civil 

service report in the district, there are a skill gap on the leaders as well as the employees and also 

lack of commitment to implement the BSC effectively in their offices to improve their performance. 

To familiarize the newly deployed changes with the employees the educational leaders have taken 

the initiative for facilitating different opportunities. For this Carter (1995:98) indicated “if the staff 

do not know how to manage new practices, then the leader can provide information on this 

problems, demonstrate how it might be done, or arrange to visit other institutions”. However, it can 

be  understood from the report of 2011and 2012 of the offices and from the experience the leaders 

themselves do not well understand how the reform programs could be planned and also have lack of 

commitment as well as skills to measure the daily performance progress of their employees instead 

they measure their employee quarterly.

According to the annual report (MSCSO2010) most of the employees were frustrated about the 

newly deployed reform program and with those of full challenges the offices has implemented BSC 

in their offices and try to evaluate the progress of the implementation process. As stated on the 

report, even though BSC was implemented in the officesleaders and employees are engaged in daily 

routine activities and sometimes inclined to the old bureaucratic work systems. Most of the time 

human beings do not willingly accept the new changes smoothly. Carter (1995:1) identified as, when 

peoples are optimistic nature about the newly introduced reform program it is possible to take 

control of change and to direct it in order to realize effectively to improve the performance of the 

organization.
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When leaders retrieved to the old bureaucratic system to focus on day to day management as 

restrictions began to shrink and realizing that they lacked knowledge as well as experience to cope 

with the new situation and also they turned for help to the methods already proved. On the basis of 

the annual report of (MSCSO, 2012) there was a planning skill gap on the employees as well as the 

leadership levels in most of Minjarshenkora district offices to implement BSC in the offices.  This is 

the main problem for the offices to cope up the change as a system and keep its sustainability. In the 

bureau the process owners measure their employees and their processes performance and these 

activities help to achieve the strategic objective of the organization with in the strategic plan years of 

the office.

On the other hand, most of the offices have not system to receive feedback about the strategic 

implementation of organizational activities of the offices of Minjarshenkora and do not have a 

chance to support their employees for a better achievement. For this issue Kaplan and Norton 

(1996:15) indicated that, “managers in organizations today do not have a procedure to receive 

feedback about their strategy and to test the hypothesis on which the strategy is based”.  In spite of 

all this fact, the management members of the offices did not have a well established mechanism of 

evaluating their employees whether they are working towards achieving their objective. Measuring 

the performance of the organizations in all levels of the office was not conducted up to the desired 

standard and does not usually involve the stakeholder of the offices.

The reform has not working as a system and not well organized at all levels hierarchically in the 

offices. In relation to this, most of the leaders and employees of the offices do not give adequate 

attention to the reform rather than plan preparation and producing reports at the end of the months. 

Moreover, the monitoring and evaluation culture of the offices has not as such focused on the 

problem of the system.

To indicate possible solutions for the challenges of the implementation process on the reform 

program this study was undertaken on the district. Therefore, the study, based on the aforementioned 

challenges, seek out answers for the following basic questions:
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1.3. Research Questions
1. How is BSC implementation practice in Minjar Shenkora district offices?

2. To what extent the BSC were planned and implemented in Minjar Shenkora district offices.

3. To what extent is the BSC monitoring and evaluation system is takes place in Minjar Shenkora 

district offices.

4. What are the achievements of BSC implementationin Minjar Shenkora district offices? 

5. What are the future prospects and challenges of BSC implementation in Minjar Shenkora district 

offices?

1.4. Objectives of the Study
1.4.1General objective of the study
The general objective of this study is to assess BSC implementation practices of BSC 

implementation in Minjar Shenkora district offices.

1.4.2. Specific objectives of the study
Specifically this study intended to achieve the following objectives 

1. To examine the nature of BSC implantation practice in Minjar Shenkora district offices.

2. To examine the how BSC is planned and implemented in the offices of Minjar Shenkora district.

3. To examine the nature of BSC monitoring and evaluation system practicein offices 

4. To investigate the achievement of BSC implementationin civil service offices 

1.5. Significance of the Study
There are challenges in the building and its implementation hopefully the result of this investigation 

will contribute to solve problems related to the design and implementation of the BSC in Ethiopia 

public sector. Yet BSC is among the modern and complicated management tools that require through 

understanding of its methods application be effective. Therefore; the importance of this study are 

significant for the following reasons by Indicating the barriers to the effective implementation of 

scorecard as well as the key drivers of effective balanced  score card practitioner  in offices of 

Minjar Shenkoradistrict and else .The study wasprovided some on the way about balanced scorecard 

implementation to the management of Minjar Shenkora district and other else. It could be a good 

indicator for decision makers to identify the gap between the expected benefits of the balanced 

scorecard and the existing benefits that the offices is getting and also it could fill the current gaps in 

practical literature for further studies, by providing guidelines to leaders for the effective use of 

leadership actions and positively contributes to the effective implementation of scorecard (BSC).
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1.6. Scope of the Study

In order to make the study more manageable, geographically the study was delimited in Amhara 

regional state North shoa zone in case of Minjar Shenkora district offices to asses  practices of BSC 

implementation process in the offices. The study was also delimited only the assessment of the 

practices of BSC. Eventhough the researcher has cover the challenges taking in to account the 

resource constraints the study carried out in Minjar Shenkora district offices.

1.7. Limitations of the study
It is obvious that research work could not be free from limitation, that matter this study was also 

constrained with some limitations. In conducting this study the researcher faced several barriers. In 

addition, shortage of properly documented data, internet accesses and appropriate reference material 

were the hurdle with regard to effective completion of the study. 

1.8. Organization of the study
The research divided in to five chapters.

Chapter 1 gives the Background information and problem statement. It also highlights the basic 

research questions, objectives of the study, significance of the study, scope of the study, limitations 

of the study, organization of the study and definition of terms, Chapter 2 discusses the key concepts 

that are used in the paper to place the problem in a broader perspective of literature, Chapter 3 

concentrates on the research process, research methodology, and research design population and 

sampling procedure, methods of data collection and methods of data analysis, instrumentation of 

variables and reliability and validity of the research, Chapter 4 presents the analyses part 

andChapter5 Summarize the findings, the conclusion part and recommendations in order to assist the 

organizations in the future.

1.9. Definition of terms
Balanced Scorecard: Balanced Scorecard is a strategy management system that helps managers to 

translate organization strategy into operational objectives and implement it (Kaplan and Norton 

1996).

Tiers: the levels through which the balanced scorecard is implemented throughout the organization. 

Usually, the first tier scorecard is the corporate level scorecard and the last tier scorecard is the 

individual or employee level scorecard.
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Balanced Scorecard Perspective: it’s a way of regarding situations, facts and judgingtheir relative 

importance on a proper or accurate point of view or the ability to see in thatway.

Corporate scorecard: is a tool that facilitates the implementation of long terms goal andstrategies 

through a mechanism of measurement.

Performance Measure: An indicator of performance that show how successful we are inachieving 

our outcomes.

Index:It is a combination of several individual measures combined in some way to resultin a single, 

overall indicator of performance.

Performance management: is a systematic process for improving organizationalperformance by 

developing the performance of individual and teams. It is a means ofgetting better results from the 

organizational, teams and individuals by understating andmanaging performance with an agreed 

framework of planned goals, standards andcompetence requirements

Cascade: The process of developing aligned scorecards throughout an organization eachlevel of the 

organization will develop scorecards based on the objectives and measure. Itcan influence from the 

scorecard of the group to which they report.

Lagging indicators: measures that represent the consequences of actions previouslytaken, which it 

also referred to as lag-indicators. They frequently focus on results timeand characterize historical 

performance. Employee satisfaction may be considered a lagindicator. A good balanced scorecard 

must contain a mix of lag and lead indicators.

Leading indicators: these measures are considered the “driver” of lagging indicators.There is an 

assumed relationship between the two that suggests that improvedperformance in a leading indicator 

will drive better performance in the lagging indicator.

Strategic management system: describes the use of the balanced scorecard in aligningorganization 

short time actions with strategy often accomplished by cascading thebalanced scorecard to all levels 

of the organization, aligning budgets and business plansto strategy, and using the scorecard as 

feedback and learning mechanism.
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CHAPTER TWO

2. REVIEW OF THE RELATED LITERATURE

2.1. Conceptual Framework
The concept of Balanced Scorecard was introduced by Kaplan and Norton in a Harvard Business 

Review Article on “The Balanced Scorecard-Measures that Drive Performance” in 1992 as an 

alternate to traditional way of measuring performance. A series of articles and books were written by 

Kaplan and Norton to expand the BSC concept into a strategic management system, providing 

guidance on what companies should measure to translate business goals into an action plan. 

The word “Balance” in the term Balanced Scorecard means balanced consideration given to long and 

short term objectives, financial and non-financial measures, leading and lagging indicators and 

internal and external performance perspectives both. According to Kaplan and Norton, “Balanced 

Scorecard is a business management concept that transforms both financial and non-financial data 

into a detailed roadmap that helps the organization measure its performance and meet long and short 

term objectives. It translates mission and vision statements into a comprehensive set of objectives 

and performance measures that can be quantified and appraised”

Kaplan and Norton (2000), described that Balanced Scorecard tell you the knowledge, skills and 

systems that your employees will need (Learning& Growth) to innovate and build the right strategic 

capabilities and efficiencies(Internal Process) that deliver specific value to the market (Customer) 

will eventually lead to higher shareholder value(Financial).

Malina and Selto (2001), in their empirical study made an attempt to find the effectiveness of the 

Balanced Scorecard (BSC) as a management control and strategy communication device and 

accumulate evidence regarding the challenges of designing and implementing the BSC faced by 

even a large, well- funded company. The results indicated disagreement and tension between top and 

middle level management regarding the appropriateness of specific aspect of BSC as a 

communication, control and evaluation mechanism. Paula, Sadma and Henry (2015),concluded that 

to succeed, an organization must add value for all perspectives in both the financial and non-

financial aspects of the business and suggested for implementing BSC successfully, it must be 

supported by various matrices, mechanism and factors for achieving long term profitability. 
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Abdullah, Yahya, &Naeem (2013), concluded that BSC must not focus only on past, it must be 

future oriented to affect future organizational performance and approach of BSC is somewhat 

objective. Further they added, common BSC measures should be adopted by all SBU’s and 

organizations to ensure uniformity in performance evaluation and responsiveness of BSC to external 

situation of business environment be ensured. 

Zizlavsky (2014) concluded that balanced scorecard is a strategic control system that has the merit of 

balance between financial and non-financial metrics and between internal and external factors 

affecting business innovation strategy. It links strategic objectives (long-term orientation) with 

annual budgets (short-term orientation), clarifies and gains consensus about strategic goals, tracks 

individual and collective performances, and defines and communicates company goals to its internal 

and external stakeholders. Abdalkrim (2014) found that positive relationship exists between the four 

perspectives in the BSC model and organization performance in Sudanese private sector companies. 

The study implied organizational strategy should clearly communicate to private sector managers so 

as to increase their consciousness of the BSC performance management potential. Gupta et al. 

(2004), in their article titled, “Balanced Scorecard – An Emerging International Performance 

Measure”, revealed that measuring organizational performance has been an important area and it has 

undergone continuous development and modification. 

Anand, Sahay and Saha (2005) found that the adoption rate of Balanced Scorecard in India is 

45.28% which compares favorably with 43.90% in the US. The financial perspective has been found 

to be the most important perspective followed by Customer, Shareholder, internal business and 

learning and growth perspective. The environmental, social, and employees perspective also figure 

in it. The difficulty in assigning weight age to the different perspective and in establishing cause and 

effective relationship among these perspectives has been found to be the most critical issues in the 

implementation of the Balanced Scorecard in Corporate India. Pandey, (2005) in his article on 

“Balanced Scorecard: Myth and reality” concluded that BSC helps in tracking the performance and 

providing quick feedback for control and evaluation. It is a simple, systematic and easy to 

understand approach for performance measurement. Ghosh and Mukerjee (2006) concluded that in 

spite of theoretical superiority and comprehensiveness, the balanced scorecard approach for 

measuring corporate performance has some practical difficulties which are mainly associated with its 

development and implementation. They suggested that to make balanced scorecard more useful it is 

required to refine the concept and develop a better understanding of the critical success factors for 

successful deployment. Farooq and Hussain (2011) concluded that Indian Organizations have 
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incorporated the dimensions of BSC as a performance measurement tools and use it to create change 

and improve performance. They suggested that private and public sector organizations differ on the 

dimensions of technological change while service and manufacturing organizations differ on 

financial perspective. Statistical tools such as t-test and correlation were applied to achieve the 

objectives of the study.

 Vichore (2013) concluded that for the government and non-profit organizations, given the 

competitive environment, greater balanced scorecard performance measurement diversity may be 

expected to greatly focus on measures of output and outcomes such as better community services, 

but may also include input measures such as employee learning and growth, quality and natural 

resource consumption. This paper was based on literature review done in past. Singh and Sohani 

(2014) concluded that BSC is a very significant strategic management tool which helps an 

organization not only to enhance performance but also decide the strategies needed to be customized 

so that the long term objectives are achieved. The application of BSC ensures the consistency of 

vision and action which is the first step towards the development of a successful organization. 

Appropriate implementation can ensure the development of capabilities within an organization 

which will help it in developing a competitive advantage.  

2.2 Balanced Scorecard as Measurement System
For the first time Kaplan and Norton (1992) developed a Balanced Scorecard as a measurement 

system of organizational performance and improving the services of the office and to offer a 

comprehensive understanding of their organizations. In the education office educational leaders need 

a measurement system, which provides forward-looking information of their organizations 

improvement and makes it possible to carry out the necessary modifications to the processes before 

they turn into organizations inefficiency. 

The civil service offices of was implemented a new framework of the BSC to measure the 

performance of the office since 2009 in each levels of the offices. According to Kaplan & Norton 

(2001:22) the Balanced Scorecard has implemented in different office since the first time of 

establishment and introduced the concept as a new agenda for measuring the performance 

organizations. In the education office for the last ten years different reform programs were practiced 

to improve the office performance and to bring transformation.  The newly introduced measurement 

system of the BSC is also brings transformational change on the performance of the office as if 

implemented effectively on the office. Salaman and Asch (2003:25) justified as the modern & 
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existing approach which brings organizational change & transformation is in different ways 

concerned with the improvement of organizational performance. 

The Balanced Scorecard has an instrument used to measure the performance of the offices and 

employees. Performance measures are a key tool for organizations that have thrown out the annual 

planning process (Parmenter, 2010:20). It clearly indicates the progress of the employee’s 

performance as it implemented effectively. As Kaplan and Norton (2001:99) explained performance 

measurement systems usually are a combination of standard measures, which is useful for evaluating 

the progress of organizational goal achievement and customer satisfaction in relation with the 

predetermined strategic objectives of the organization. 

Performance measures help leaders and others assess the status of their agencies’ performance and 

gauge their progress in delivering effective programs (Poister, 2003:4). Performance measurements 

are important for leaders and employees to know the extent to which how they satisfying their 

customers, to be more understanding on process, to base decision on facts and to identify 

improvement points of the organization.

Leaders would take action, prior to the next meeting, to start filling in the gaps to ensure they 

avoided further uncomfortable questioning (Parmenter, 2010:12).The implementation of the 

Balanced Scorecard in the organization will have directly beneficiary on the management part to 

lead the systems effectively by controlling the work flow to achieve the strategic objectives of the 

organizations and give a chance for leaders to monitor the progress of the employees. 

In relation to the customer perspective in the organization the Balanced Scorecard can measure how 

the organizations are working in the side of customer acquisition, satisfaction and retention. By 

measuring the past performance it needs to re-adjust the organizations working systems for serving 

effectively to their customers. As Kaplan and Norton (2001:115) to make the organizations more 

efficient and effective on their activities the Balance Scorecard is the best management tool for 

quickly changing and adjusting the organization to a newly formulated strategy.  To effectively 

understand and implement it the BSC can change the organizations overall performances.

2.3 Balanced Scorecard Perspectives
An accurate picture of strategy execution, it must be painted in the full palette of perspectives that 

comprise it; therefore, when developing a Balanced Scorecard, we consider these four: Customer, 

Internal Processes, Employee Learning and Growth, and Financial. Niven.R. Paul (2006) 
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Customer Perspective   when choosing measures for the Customer perspective of the Scorecard, 

organizations must answer three critical questions: Who are our target customers? What is our value 

proposition in serving them? And what do our customers expect or demand from us? Sounds simple 

enough, but each of these questions offers many challenges to organizations. Most organizations will 

state that they do in fact have a target customer audience, yet their actions reveal an “all things to all 

customers” strategy. 

1. Operational excellence: Organizations pursuing an operational excellence discipline focus on low 

price, convenience, and often “no frills.” Wal-Mart provides a great representation of an 

operationally excellent company.

 2. Product leadership: Product leaders push the envelope of their firm’s products. Constantly 

innovating, they strive to offer simply the best product in the market. 

3. Customer intimacy: Doing whatever it takes to provide solutions for unique customer’s needs 

defines customer-intimate companies. They don’t look for one-time transactions but instead focus on 

long-term relationship building through their deep knowledge of customer needs. Regardless of the 

value discipline chosen, this perspective will normally include measures widely used today: 

customer satisfaction, customer loyalty, market share, and customer acquisition, for example. 

Equally as important, the organization must develop the performance drivers that will lead to 

improvement in these “lag” indicators of customer success. Doing so will greatly enhance your 

chances of answering our third question for this perspective: What do our customers expect or 

demand from us?  

Internal Process Perspective: In the Internal Process perspective of the Scorecard, we identify the 

key processes the firm must excel at in order to continue adding value for customers and ultimately 

shareholders. Each of the customer disciplines just outlined will entail the efficient operation of 

specific internal processes in order to serve customers and fulfill our value proposition. Our task here 

is to identify those processes and develop the best possible objectives and measures with which to 

track progress. To satisfy customer and shareholder expectations, you may have to identify entirely 

new internal processes rather than focusing your efforts on the incremental improvement of existing 

activities. Product development, production, manufacturing, delivery, and post sale service may be 

represented in this perspective. 
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Many organizations rely heavily on supplier relationships and other third-party arrangements to 

serve customers effectively. Such organizations should consider developing measures in the Internal 

Process perspective to represent the critical elements of those relationships. 

Employee learning and Growth Perspective: If you want to achieve ambitious results for internal 

processes, customers, and ultimately shareholders, where are these gains found? The objectives and 

measures in the Employee Learning and Growth perspective of the Balanced Scorecard are really the 

enablers of the other three perspectives. In essence, they are the foundation upon which the Balanced 

Scorecard is built. Once you identify objectives, measures, and related initiatives in your Customer 

and Internal Process perspectives, you can be certain of discovering some gaps between your current 

organizational infrastructure of employee skills (human capital), information systems (informational 

capital), and the environment required to maintain success (organizational capital). The objectives 

and measures you design in this perspective will help you close that gap and ensure sustainable 

performance for the future. 

As with the other three perspectives of the Scorecard, we would expect a mix of core outcome (lag) 

measures and performance drivers (lead measures) to represent the Employee Learning and Growth 

perspective. Employee skills, employee satisfaction, availability of information, and alignment could 

all have a place in this perspective. 

Many organizations I’ve worked with struggle in the development of Learning and Growth 

measures. It is normally the last perspective to be developed. Perhaps the teams are intellectually 

drained from their earlier efforts of developing new strategic measures, or they simply consider this 

perspective “soft stuff “best left to the Human Resources group. No matter how valid the rationale 

seems, this perspective cannot be overlooked in the development process. As I mentioned, the 

measures you develop in this perspective are the enablers of all other measures on your Scorecard. 

Think of them as the roots of a tree that will ultimately lead through the trunk of internal processes 

to the branches of customer results and finally to the leaves of financial returns (Niven, 2006) 

Financial Perspective:Financial measures are a critical component of the Balanced Scorecard, 

especially so in the for-profit world. The objectives and measures in this perspective tell us whether 

our strategy execution— which is detailed through objectives and measures chosen in the other 

perspectives—is leading to improved bottom-line results. We could focus all of our energy and 

capabilities on improving customer satisfaction, quality, on-time delivery, or any number of things, 

but without an indication of their effect on the organization’s financial returns, they are of limited 
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value. We normally encounter classic lagging indicators in the financial perspective. Typical 

examples include profitability, revenue growth, and asset utilization.  

2.4. Types of Balanced scorecards
German companies quoted on the stock exchange a high support for ambivalence in the BSC 

concept. They defined three types of BSCs: (Mollmen, n.d) 

• Type I BSC: a specific multidimensional framework for strategic performance measurement that 

combines Financial and non-financial strategic measures. 

• Type II BSC: a Type I BSC that additionally describes strategy by using cause-and-effect 

relationships.

 • Type III BSC: a Type II BSC that also implements strategy by defining objectives, action plans, 

results and connecting    Incentives with BSC, 50% of the examined companies that use the BSC 

appeared to work with a type I BSC, 21% with a type II BSC and 29% with a type III BSC. Only the 

companies that use type III BSC are in position to fully benefit of the BSC as a performance 

management system that bridges the gap between strategic plans and real activities. However, 

linking the reward system to the BSC has some risks. The question arises whether or not measures 

on the BSC are right. Are the data for the selected measures reliable? Could there be unintended or 

unexpected consequences in how the targets for the measures are achieved? Despite the risks of 

linking the reward system to BSC, it seems reasonable to assume that companies are able to steer the 

organization according to the strategy (described by BSC measures and cause-and-effect chains) if 

they reward managers on the basis of BSC measures. The study of shows that companies 

implementing a more developed BSC (particularly Type III) rely more on the BSC approach and are 

more satisfied with their BSC than those with a less developed BSC.

 In the majority of organizations, the implementation of the BSC is a difficult process. The types 

defined can be interpreted as three typical evolutional steps in the process of BSC implementation. 

Half of the companies that use the BSC were not able to obtain cause-and-effect relationships. One 

reason for this could be that those companies have only recently started the process of 

implementation. It is also likely that a large number of the companies that are using the type I BSC 

might find it too difficult to obtain cause-and-effect relationships.
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2.5. Benefits of Balanced Scorecard
The balanced scorecard holds a major importance in most organizations in both private and public 

sectors .Balanced scorecard helps in promotion of a systematic development of vision and strategy 

and enable the identification of all activities that act as a trigger to reach established goals. 

Therefore: the understanding of how things are carried out at all management levels.(Oriento, 2010).      

2.6. The challenges of BSC implementation
Some of the key impediments of using the BSC include; too few measures per perspective which in 

turn makes an organization fail to obtain a balance between leading and lagging indicators or non-

financial and financial indicators; Measures selected in the Scorecard do not reflect the organization 

strategy which happens when the organization tries to apply all their Key Performance Indicators 

(KPIs) into each perspective without screening only for the measures that are linked to its strategy. 

Therefore the organization’s strategy is not translated into action and the organization does not 

obtain any benefit from the Balanced Scorecard; Lack of senior management commitment where 

delegation of the BSC project is left to middle management and defining the project as performance 

measurement. This has been described as one of the most common causes of failure since the focus 

and alignment to implement strategy is lost. This is a process that can only be led from the top and 

too few individuals are involved resulting to lack of shared commitment which is required to align 

the organization. (Wangombe, 2013)                             

A good balanced scorecard should have an appropriate mix of outcomes (lagging indicators) and 

performance drivers (leading indicators) of the company’s strategy. Therefore, when the 

organization constructs too few measures in each perspective, it fails to obtain a balance between 

leading and lagging indicators or non-financial and financial indicators. In a case where organization 

adopts too many indicators and in this case, the organization will lose focus and cannot find any 

linkage between indicators. Sometimes the measures selected for the scorecard do not reflect the 

organization’s strategy. This happens when the organization tries to apply all their Key Performance 

Indicators (KPIs) into each perspective without screening only for the measures that are linked to its 

strategy. Therefore the organization’s strategy is not translated into action and the organization does 

not obtain any benefit from the Balanced Scorecard.  

The financial measures are the dependent variables and are the retrospective, lagging indicators. 

Some organizations are tempted to make this linkage quantifiable but since lag time is difficult to 

predict and numerous factors may influence the result, a quantitative link cannot be established. 

Therefore, they should not make a quantitative link between non-financial leading indicators and 
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expected financial results. Delegation of the project to middle management and defining the project 

as performance measurement is described as one of the most common causes of failure, by missing 

focus and alignment to implement strategy. This is a process that can only be led from the top. The 

senior leadership team must work together to build and support the implementation of the Balanced 

Scorecard, including objectives, measures and targets. If not, there cannot be the shared commitment 

which is required to align the organization.  

To be effective, the Balanced Scorecard, including strategy and action to support implementation 

must eventually be shared with every member of the organization. If there is no deployment system 

that breaks high level goals down to the sub process level where actual improvement activities 

reside, significant process improvements throughout the organization fail to generate bottom line 

results. If the implementation takes too long, it can happen that during the implementation process, 

the strategy has changed. This results in the fact that some of indicators have become obsolete and 

requires new indicators. Measuring with wrong indicators can distract an organization from its 

strategy. Support for the linkage of compensation to strategic measures can only occur effectively 

when it is part of the process of strategy translation in the organization. These are some of the 

various challenges that organizations face on their way to using balance score card as tool for 

performance measuring. (Molleman, n.d)  

2.7. Building & Implementing Balanced Score Card (BSC)
The organizational challenges and implications encountered in implementing analytic methods like 

BSC require that implementers focus on three axes of considerations: 

1. The people issues and challenges in change management

 2. The process issues that require a removal or /and addition of new processes to enable the 

transformation 

3. The technology that sustains and enables the continuous improvement (Nair, 2004)  

2.7.1. Building Balanced Score card Implementation Process
Each organization is unique and may wish to follow its own path for building a Balanced Scorecard. 

We can describe, however, a typical and systematic development plan that we have used to create 

scorecards in dozens of organizations. If executed properly, the four-step process will encourage 

commitment to the scorecard among senior and mid-level managers and produce a "good" Balanced 
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Scorecard that will help these managers achieve their program objectives. (Kaplan and Norton, 

1996)      

The initial impetus for constructing a Balanced Scorecard can arise from the need to :( Kaplan 

and Norton, 1996)      

Clarify and gain consensus about vision and strategy, build a management team, communicate the 

strategy, Link reward to achieving strategic objectives, set strategic targets,align resources and 

strategic initiatives, sustain investment in intellectual and intangible assets, or Provide a foundation 

for strategic learning.

2.8. Phases of the Balanced Scorecard
Unlike the BPR, which has three phases, BSC has nine phases. The first six are called preparation 

phases while the last three are implementation phases (BSCI, 2013; AACBB, 2013a). There are 

distinct activities that the organization undertakes in each phase. The first 6 stages are balanced 

scorecard building/preparation steps while the last three are execution phases (BSCI, 2008; Niven 

2002; AACBB, 2013a). 

Stage 1- Assessment:  

In this stage, the organization conducts thorough assessment of the current situation of the 

organization and the environment it operates in. It focuses on analysis of key issues and challenges, 

usually using PEST (political, economic, social and technological) and SWOT (strength, weakness, 

opportunities and threats) techniques in order to identify what needs to be done to achieve success in 

the current and predicted environment. It is very essential phase to have stakeholder and 

management buy-in (AACBB, 2013a; Stellar Leadership Ltd., 2013). 

Stage 2- Strategy Development:   

The organization decides on elements of its strategy, including strategic objectives for the four 

perspectives (financial, customer, internal business processes and learning and growth). The primary 

attention, at this stage, rests on customer needs and financial necessities and how the organization 

intends to deliver these through Internal Processes, and Learning and Growth (Stellar Leadership 

Ltd., 2013). 
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Stage 3- Objectives Development: 

In this phase, strategic themes are translated in to tangible and feasible strategic objectives. Strategic 

objectives are fundamental building blocks for a strategy and define the organization’s strategic 

intent. At this step, the organization defines core strategic objectives for all the four perspectives of 

the organization. 

Stage 4- Strategic Map: 

It is the stage where we link strategic objectives in a web of cause and effect relationships. For 

instance, a plain causal linkage of strategic objectives would be: “the improved processes lead to 

shorter customer lead times, improved on-time delivery, and fewer defects experienced by 

customers; the quality improvements experienced by customers lead to higher satisfaction, retention, 

and spending, which drives, ultimately, higher revenues and margins”. All the strategic objectives 

are interlocked together in cause-and-effect chains, beginning with employees, going through 

processes and customers, and ending in greater financial performance or customer satisfaction 

depending on the nature of the organization i.e. business or public entity (Kaplan, 2010: 21). 

Stage 5- Performance Measures/Indicators:  

At this phase performance measures/indicators are developed for each strategic objective along with 

baseline or benchmarking data and clear targets. It is quite important to identify a basket of measures 

so as to make sure that both qualitative and quantitative results are properly considered. As rule of 

thumb the number of measures should be between 2 and 5 (Stellar Leadership Ltd., 2013).  

Stage 6- Initiatives:  

This is the phase where programs and projects that lead to the materialization of the strategic 

objectives are identified and agreed. The initiatives (programs and projects) are vehicles that carry 

and move the organization towards the strategic objectives and targets (Ibid). 

Stage 7- Automation:  

This phase is concerned with development and availing of appropriate software for simplified 

performance tracking and reporting, and knowledge sharing. Automation facilitates provision of the 

right performance information at the right time to the right people/decision makers (AACBB, 2013a; 

Stellar Leadership Ltd., 2013). 
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Stage 8- Cascading:     

The eighth step is concerned with getting the organizational strategy down to all units/departments, 

and individual employees in the organization. The cascading process is done based on the 

conformity between the nature of the task and the nature of the unit/department, and staff member. It 

is based on the cascaded plan that each unit or individual’s performance is evaluated at the end of the 

year (AACBB, 2013a). 

Stage 9- Monitoring and Evaluation: 

This phase includes key activities such as designing monitoring and evaluation system; developing 

evaluation plan; evaluating actual performance against planned strategic objectives; and taking 

corrective measures based on the results (Ibid).

2.9. The success factor for BSC implementation
 Two factors separate the best managed organization from the other factors (1) superior strategy 

making & entrepreneurships, and (2) competent implementation and execution of the chosen 

strategy. There is no escaping the fact the quality of managerial strategy and strategy implementing 

has a significant impact on organization performance. (Thompson & strict land, 2004). In response 

to this problem, now focus on key strategy performance areas, various initiatives linked to score 

objectives became more focused and have resulted in teams achieving much better results. 

(Kaplan & Norton, 2004).

2.9.1. Six Success Factors for BSC Implementation

Success Factor One: Understand Self
 Many organizations seek BSC to mobilize their strategy when they find difficulty expressing their 

strategy. Others join the BSC wagon to communicate strategy or to operational performance 

measures when they have a history of incapacity to make and stick to a decision. BSC cannot solve 

the problems that are found in the basic building blocks in an organization.( Kaplan & Norton,2004)     

Success Factor Two: Understand the BSC Learning Cycle

Champions who lead BSC efforts are fast learners who expect others to move and be motivated by 

the same ideas and at the same speeds. Unfortunately, this is seldom the case in organizations. 

Furthermore, organizations learn and adopt new methodology differently. But there are some distinct 
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phases that methodologies like BSC go through. These phases, once understood, can be enabled for 

fast organizational absorption or adoption. Understanding how they evolved in the phases will help 

organizations pace themselves and watch for the signs that permit them to move along in the phases. 

Success Factor Three: Know the Road Map for Implementation
BSC implementation requires focused attention on the people, process, and technology fronts. 

Besides all the theory and real-world experience, this success factor is about what to do to drive the 

project. There is no magic in this success factor except for the significant activities that go into 

implementing the project using meetings, goals, and objectives, selection criteria for vendors and 

consultants, choice of champions and team members, and the attainment of support

Success Factor Four: Treat BSC as a Project
 Several successful BSC implementations have learned that the best way to make BSC a part of the 

business culture is to “projectile” and “productize” the endeavor. If organizations are product- and 

project oriented, making the project have ship dates, product-freeze schedules, and product lifecycles 

only enhances the chances for use. Furthermore, treating the clients of the information as your 

customer’s forces formalism for success.( Kaplan & Norton,2004)          

Success Factor Five: Use Technology as an Enabler
 Technology has come a long way in the years that BSC has been endorsed and implemented in 

organizations. Given the sophistication of these technologies, BSC implementations can take full 

advantage to accelerate the projects using technology as enabler.

 Three main technological Frameworks exist in the market thus far: 

1. Enterprise wide performance management systems

 2. Stand-alone but integrated BSC systems or business intelligence systems 

3. In-house custom-built BSC systems All of these systems may seem different, but they can be 

viewed with a common framework for learning and implementation.                                      

Success Factor Six: Cascade the Scorecard

 Many team members are so excited about pilot programs that they charge like rhinos in a straight 

line and at high speed. Their passion drives them to work long and hard hours, demanding 



21

everything from everyone. They gather data through interviews and use hand-drawn process charts 

to accelerate the results. They finish the project and produce the finest reports in the history of the 

company. The project leader gets a large and heavy plaque for his or her cubicle and the celebration 

Begins. If the project does not consider all the elements to cascading BSC across multiple lines of 

business, multiple countries and cultures, the pilot project will fall in between the phases of pilot to 

production. The sixth success factor is the one that moves BSC from project ignition to a way of 

doing business. (Kaplan& Norton, 2004)

2.10. The BSC Implementation Practices in Ethiopia
In Ethiopia as indicated on the introductory part different reform programs were deployed at 

different time and now the BSC was also implemented since 2009 in the entire civil service office 

throughout the nation to improve its performance in its service deliveries (MoCB, 2009). Recently 

all the federal institutions and the states were implemented the newly introduced Balanced Scorecard 

to improve their service deliveries (MoCS, 2016). As indicated on the report Ministry of Civil 

Service and all the civil service bureaus of the states were evaluated the progressive improvements 

of the reform program implementation practices and find out the challenges to facilitate the 

implementation process quarterly. 

Concerning the civil service office of Minjarshenkora district the annual report of the Office (2012, 

2013, 2014 and 2015) indicated that the Balanced Scorecard was implemented. At all levels of the 

office the plan was prepared based on the Balance Scorecard formants. With the implementation of 

the Balanced Scorecard in the office team working systems was developed in the office. The system 

can be linked to the nature of the BSC as an instrument capable of promoting continuous 

improvement in the performance of the office of Minjarshenkora. 

According to the BSC implementation training manual of (MoCB, 2014), the high level of 

information sharing and the clarification and communication of the strategic objectives, goals and 

action plans of the education office also conducted to a change of the principles underlying 

interactions and practices. In all levels of the office now have a much more direct monitoring over 

their own progress and effectiveness of their action plan and the BSC perspectives related to the 

strategic objectives of the offices?

To implement the Balanced Scorecard in each office effectively, it requires mobilizing leaders at all 

levels for change. Organizations depend on the documentation for offices and training during the 

implementation of the change, for consistency within the staff, for understanding a method or 
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process, for a common definition of the change and for instructions (Langley & et al., 2009:182). 

Some form of training is usually required to implement the change agenda in the sector effectively. 

According to Carlson (1996:137) successful leaders are those who motivate their employees to a 

higher function with continuously taking specific actions that enable the process to shift forward 

towards predetermined outcomes of the organization. Furthermore Carlson (1996:137) investigated 

the organizations with their challenges with a rapidly changing their working environment office and 

employees are advanced in a transformational process. 

As Kwamin ( 2012:4) discussed to place a useful direction in the organization the participants have 

to be open both to taking into consideration the reform in what they are currently do and also to 

think where they should be forward the progress of the organizations. As observed from different 

literature leaders should change their office by integrating their employees for success. 

It is now implementing the Balanced Scorecard and has a significant impact on key aspects of the 

operation of the office strategic objectives. On the bases of the reform implementation manual of 

(MoCB, 2010) formal control moments were created: the managements are meeting twice in a 

month to evaluate the progress of the organizations activity and also the working systems are 

evaluated and measured weekly with all the team members in each department and the quarterly 

management and quality meeting are conducted. These meetings are transformed the performance of 

the office by monitoring into a formal, periodic, and planned process, which is done by all processes 

of the office involving the employees from each of the hierarchical levels in the offices. But 

practically in the civil service office of the district as it indicated above all the participants should 

not give adequate attention for the formal procedure to monitoring the progress of their 

implementation practices. It is necessary to bring cultural changes in the office with certain factor on 

the implementation of a new management tool. 

To overcome the challenges in the office it becomes visible the benefits of the reform through the 

principles orienting everyday interactions and practices. However, and to some extent, the BSC 

adoption and the regular formal meetings it triggered seem to have contributed to a noticeable shift 

of the education office well-known working culture towards a more formal one and modernizing 

working systems.

On the other hand the financial sector’s regulator, the National Bank of Ethiopia (NBE), is the 

leading state-run institution yet to implement business process re-engineering (BPR). The Ministry 

of Finance and Economic Development (MoFED) and Federal Civil Service Agency who are in a 
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trial BPR implementation phase are also criticized for slowing in the overall implementation. The 

Ministry of Capacity Building (MoCB) regards the three institutions as key agencies in its BPR 

operations and explains their under-performance has influenced various federal agencies. (MoCB, 

2013) 

BPR first began as a technique for the private sector to help organizations fundamentally rethink 

how they do their work in order to dramatically improve customer service, cut operational costs, and 

become world class competitors. The MoCB has been striving to reproduce it in the public sector 

here for more than three years and currently has four ministries that have fully implemented BPR. 

MoCB civil service reform program director, Transport and Communication, Agriculture and Rural 

Development, and Foreign Affairs ministries, together with agencies they oversee, are building a 

balanced score card (BSC) after successfully implementing BPR. BSC is a performance 

management tool for measuring whether the smaller-scale operational activities of a company are 

aligned with its larger-scale objectives in terms of vision and strategy. 

The Revenues and Customs Authority, the Commercial Bank of Ethiopia, the Development Bank of 

Ethiopia and the Ministry of Health are on their way to implementing BPR after successful trials. 

Considering the implementation of BSC in such minister offices and district offices the researcher 

tries to identify best practices and drawbacks in MinjarShenkora district offices
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CHAPTER THREE

3. RESEARCH METHODOLOGIES

3.1. Brief Description of the Study

3.1.1. Location
This study conducted in Minjar Shenkora woreda, which is found in Amhara National regional state 

in North Shewa zone. It is located 135 KM south east of Addis Ababa and 230 KM south of 

DebreBirhan. Its total area is about 2294.63 km2. Arerti town is the center of this woreda. The 

woreda divided in to 30 kebeles of which 4 are urban kebeles and the rest 26 are rural kebeles. 

Considering relative location Minjar Shenkora woreda is surrounded by Hagere Mariam Kesem 

_woreda (in the North), Berehet_ woreda (in the East), Fentale_ woreda of oromiya region (in the 

south) and Lumme and Gimbichuworedasoforomiya region (in the West).The study mainly focus to 

assess practice of   BSC in 24 civil service offices and tried to address the expected drawbacks and 

best practices with appropriate solution for those gaps.

3.1.2. Research Methods
The research method utilized for this study was descriptive, which was based on, primary data and 

secondary data obtained through different documents.

This employed with the intention of getting the general image of the practices and a problem of the 

implementation of BSC in Minjar shenkora district offices. The descriptive research involves a 

clearly defined problem and definite objectives (Best and Kahn, 1989).  Therefore, descriptive 

research is employed, because, it enables the researcher to have a wider overview of the practices 

and  problems of the implementation of BSC in order to reveal the current practices and to elaborate 

some of the challenges facing on the selected research area. 

3.2. The Study Population
This study was incorporate the population of civil servant in Minjar Shenkora district offices of 24 

sectors, under these sectors there were 34 head, 38 process owners and 910 employers.the total 

population of  this research is 982.
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3.3. Data Types and Sources
This study has used both primary and secondary sources of data. The primary data was obtained 

through the designed Questionnaires and interview. The secondary data has gathered from different 

annual district’s magazines, published and unpublished research documents, web sites.

3.3.1 Source of Data
This study has used both primary and secondary source of data. The study should largely depend on 

primary data, which was collected through survey method by using self designed questionnaires both 

close ended and open ended and interviews. The primary source of data was collected from head 

office of civil service office in Minjar Shenkora district in  general Secondary sources of data was 

obtained from the annual reports, proclamations, manual, regulations library sources (books and 

articles) and information contained from web-pages were used for the study.

3.4. Research Design
 This studyhas useddescriptive type in order to meet the research objectives and address the research 

questions by analyzing the immediate situation. Data hascollectedthrough questionnaire, 

interviewand data couldanalyzewith both qualitative and quantitative techniques. 

The reason why the researcher has useddescriptive research design is that descriptive research design 

has the following advantages 

Using descriptive design one can collect large amounts of data from a large sample of the target 

population, descriptive research design is an economical way to gather information, and 

comparatively simple way for making generalization about the population andDescriptive studies are 

useful to understand the characteristics of organizations that follow BSC practice and it help to 

explain the activities in detail (Sekaran, 2000)

3.5. Research Approach
Broadly speaking, there are two main research approaches frequently used in the literature, namely, 

quantitative and qualitative. According to (Bryman, 2001) a newly  research approach that means 

adopting research strategy employing more than one type of research approach  is very important, 

acceptable and recent one. Mixed research approach refers to emergent methodology of research that 

advances the systematic integration or mixing of qualitative and quantitative data within a single 

investigations or sustained program of inquiry. The basic premise of this methodology is that such 

integration permits a more complete and synergistic utilization of data than do separate quantitative 

and qualitative data collection and analysis (Cressand Clark, 2011).
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This researcher hasapplied mixed research approach because using mixed method has the following 

advantages.Mixed research approach presents opportunity for skills enhancement (Coser, 

1975),provide opportunity that deflects attention away from theoretical work that often specific to a 

particular disciplines .Thus, it may encourage things “outside the box”, a practice to be welcomed 

(Coser, 1975) andaccording to (Bryman, 2001) Because mixed research approach is a multi-strategy 

research implying the application of a number of different research strategies related to a complex 

range of research questions and complex research design in addition, to get deeper information by 

triangulating data gathering through questionnaires and interview, as stated by(Johnson and 

Christensen, 2005) Triangulation is a basic tool to justify and to the result which will obtain from 

different methods that are studying similar events.

3.6. Sampling techniques and Sample size determination
The target populations in this study were 24 (twenty four) offices has selected purposely in 

Minjarshenkora district from 27north shoa zone district. In Minjarshenkora district offices there 

were 24 offices such as: Purposive techniques have used to select employees heads and process 

owners in the offices for different reasons: to increase a samples statistical efficiency, to get 

adequate & reliable data and this selection could help in getting variety responses on the practice of 

BSC implementation.And apply random sampling to select the employees in each office.

From the above offices there are 34 heads and vise- officers, 38 process owners and 910 officers.  

The information get from the offices indicate total staff members consist in24 (twenty four) offices 

are 982.The sample size using a simplified formula provided byKothari (2004), formula was applied. 

To get more representative this formula was select. 

n=Z2*p*q

        d2

 Where:             n = desired sample size

 Z = confidence level

 P = estimated characteristics of the study population

 q = 1-p



27

d= level of statistical significance

Since there is no estimate of the population of the targeted population which have a particular 

characteristic 50 % is recommended to use. Thus P= 0.5, and 1-P= 0.5.  

The researcher will considers the 95 % level of confidence, the corresponding standard normal 

deviate or standard value is Z=1. 81 and the desired level significance (margin of errors at 95% 

confidence) are 0.05. 

The reason why, the researcher will use the Z static 95 % level of confidence is that more than this 

sample size cannot be manageable for the study.  Based on this:-

n= (Z2pq) /d2

Where Z= 1.81,      p= 0.5,        q= 1-0.5,          d= 0.05

n= (1.81) 2 (0.5) (0.5)

             (0.05)2

                                     n = 327

Since the total number of the offices is 982, which are less than 10,000 then the sample size of the 

offices was determined by using:-

nf=   (n)/ (1+n) / N)

      Where:-

          n= sample size when the population is calculated (327)

          N = the population of the study (982) 

nf= the sample size of the offices

According to the above formula:-

nf = (n)/(1+ n) /N))

nf= (327) /(1+327 / 982))

                       =327/1.332

                       = 245

245 sample employees,process owners and heads of Minjarshenkora district offices which were 

selected from office. Hence the proportion of the sample size will be:-
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Table 1: Sample frame of offices Population

No

Name of the  organization Population Rate of sample Sample size

1 Administrative offices 70 7.1% 17

2 Administrative & peace affaire 8 0.8% 2

3 Justice 7 0.7% 2

4 police office 6 0.6% 1

5 truism& culture 6 0.6% 1
6 road& transport 12 1.2% 3
7 youth& sport 15 1.5% 4
8 employer & social affair 8 1% 2
9 education office 63 6.4% 16
10 civil service 28 3 % 7
11 health office 230 23.4% 58
12 maniple city 52 5.2% 13
13 female & children 15 1.5% 4

14 trade & market development 30 3% 7

15 technique & enterprise 36 3.6% 9

16 finance & economic development 56 6% 15

17 Agriculture  130 13.2% 33

18 Environmental conservation & 
land administration

48 5% 12

19 Cooperatives 24 2.4% 6
20 water resource development, 19 2% 4
21 government communication 26 2.1% 5
22 animals & fish resource 

development offices
78 8% 20

23 8 0.8% 2
24 Peace affair 7 0.7% 2
Total 982 100% 245
Source: Minjarshenkora district civil service office (2018) human resource data.

3.6. 1. Sampling Techniques
Sampling was usually to select representatives from the entire population, which was powerful and 

determinative mechanism of the total study because the information to be gained from the sample 

could be considered as the representative of the total population. It was also very important that 

sampling frame has to be as comprehensive as possible; to minimize information distortion. For this 
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study the samples were taken by simple random sampling techniques. The head of offices and 

process owners were taken purposively and the employees were taken by random sampling. The 

reason why it was used these methods to select the respondents were to get adequate primary 

information from all the leadership members and professional staffs.

3.6.2. Methods of Data Collection
The primary data, which is the main source of information for the study was collected from sample 

target process owners, head officers and performers using questionnaire and interviews methods. 

Questionnaires of both open ended and close-ended type are used to clarification by for information 

sought from respondents. A semi-structured interview was conducted with director of strategic 

management office so as to enhance the internal validity of the instrument.

3.6.2.1. Questionnaire
The questionnaires are adapted from HailemariamAbaynehAnteneh who conduct a research on the 

assessment of Balanced Score Card implementation in the case of Gulele sub-city education 

officesand modified bySimegnewTefera (PhD) (2018)through modification test.The questionnaire 

prepared normally in English but to make it easily understandablefor the whole respondent fairly the 

researcher translate collaboratively with language professional .The questionnaire has  two parts, the 

first part was prepared to collect information about respondents’ background. The second part of the 

questionnaire was designed to collect information on the practicesof Balanced Scorecard 

implementation in Minjarshenkora district offices. The Questions were prepared in the form of likert 

type attitude scales, and the level of agreement was indicated in five-points ranging from strongly 

agree to strongly disagree and Very Low  to Very High and alsoNot Observed to Very Serious.

3.6.2.1. Interview
In addition to the questionnaires, structured interview was prepared to collect data from 

Minjarshenkora district offices ofheadsand process owners of the office. The interview guide 

contained both structured questions focusing on the practices and problems of the Balanced 

Scorecard implementation, measures taken to overcome the challenges and addressing strategies to 

effectively implement the reform program in the office for serving their customers which 

participated in the offices.

3.7.1Methods of Data Analysis
The researcher could analyze the data gathered through questionnaires and interview by using 

Frequency, percent and mean to interpretation demographic characteristics and analyze data 
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quantitatively. The data was presented using table, graphs, chart and descriptive format. On the other 

hand, data gather through interview analyze qualitatively to strengthen the study. 

3. 7. Reliability and Validity Test

3.7.1 Reliability Test
Reliability analysis refers trustworthiness, consistency and dependability of a measuring instrument 

to improve the reliability of the data. Cronbach Alpha the most commonly applied estimate of a 

multiple item scales reliability. Test reliability of data was checked by calculating Cronbach alpha 

value for all corresponding variables. As described by Wallach and Wells (2003) the values of 

Cronbach alpha between 0.80 and 0.95 are considered is good. Thus, as per the analysis had made 

through using SPSS soft ware  

3.11. Ethical Issues
The researcher consider the research values of voluntary participation, confidentiality, anonymity to 

ensure protection of respondents from any possible harm that could arise from participating in the 

study . Thus, the researcher clearly introduced the purpose of the study as a partial fulfillment of a 

masters study program and requested the respondents to participate in the study on a voluntary basis 

such that refusal or abstaining from participation could permit. The researcher also assured the 

respondents’ confidentiality of the information given and protected from any possible harm that 

could arise from the study since the findings would be used for the intended academic purpose only.
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CHAPTER FOUR
4.1. Data Presentation, Analysis and Interpretation

This chapter deals with the presentation, analysis and interpretation of the data collected from 

Minjarshenkora district office leaders, process owners and employers. The chapter has two sections. 

The first one deals with general characteristics of respondents, while the second part is concerned 

with analysis of data related to the basic questions. 

The questionnaire distributed to the leaders, process owners and employers were filled and returned. 

In similar manner, the researcher has collected, 8(3.3%) of those questionnaires distributed to 

leaders, 10(4%) of those questionnaires distributed to process owners and 227(92.6%) were also 

collected. All together out of 53 questionnaires distributed tothe leaders, process owners and 

employers from these respondents98% questionnaire were returned.

4.2. Characteristics of the Respondents
This part presents the samples of the study on their sex, age, educational qualifications and working 

experiences of the leaders, process owners and process owners were sources of data. The data 

obtained from the respondents was presented by using percentage

Table2. Characteristics of Respondents

 Respondents
No %

S/N Categories

 M 127 51.8
             Sex F 118 48.21.

 Total 245 100.0
20-25 83 33.9
26-30 62 25.3
31-35 41 16.7
36-40 32 13.1

Age (in years)

41&> 27 11.0

2.

Total 245 100.0
Certificate 19 7.8
Diploma 35 14.3
1stDegree 180 73.5
Masters 10 4.1

3. Educational level

PhD 1 .4
Total 245 100.0

4. Work experience(in years)
1-5

136 55.5

6-10 58 23.7
11-15 26 10.6
16&> 25 10.2

Total 245 100.0

Source:-Research Data 
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In Minjarshenkora district offices heads, process owners and employees from all categories of sex, 

educational qualification and years of experience were participated in filling out the questionnaire. 

This was made in order to increase the comprehensiveness and reliability of the data, out of 53 

questionnaires distributed to the offices, 8(3.3%) of those questionnaires distributed to leaders, 

10(4%) of those questionnaires distributed to process owners and 227(92.6%) were also 

collected.(98%) copies were returned and used for the analysis.

As indicated in chapter four table 118(48.2%) of the total respondents were females working in the 

offices. The percentage of male respondents constitutes larger part 127(51.8%) in fact; the number of 

female and male respondents is proportionally, given the total number of male and female 

employees in Minjarshenkora district offices. The other point was respondent experience, 

136(55.5%) Respondent in between 1- 5 years experience which shows those are young expertise, 

58(23.7%) respondent in between 6-10 year experience those are young enough age expertise, 

26(10.6%) respondent inbetween11-15years experience those aremiddle aged expertise  and above 

16 years experienced 25(10.2%) respondent. From these one can deduct that more than 50 % of 

respondents are worked in their job under the range of 1- 5 years. This shows that more than half of 

the respondents are yet less experienced and it‘s believed to provide continuous training specially for 

the new entrant employers.

Table 2 in chapter four indicated that number of respondents 180(73.5) were first-degree holder 

where as 10(4.1%) respondents were second degree holders this indicates most of our respondents 

were first degree holders. In general most of the participants in the survey are literate people who 

have already achieved different levels of education.19 (7.8%) were certificate. that is why the 

researcher need to translate the questionnaire in to Amharic. Actually those respondents who are 

believed to be responsible to know about and practice issues related to BSC. Finally the respondents 

were asked to indicate their hierarchical position in the organization. Table 2.tell that 7.4 % of the 

respondents are from the management and the remaining 92.6% are non-managements of the offices.

4.2. Implementation of balanced scorecard
The offices readiness to design and implement balanced scorecard (BSC) can be seen in terms of 

strategic plan preparation, leadership commitment, and employees’ supportiveness. Hence, the 

respondents were asked to respond on their office readiness to design and implementation of BSC. 
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The items in table 4.2.1 below were specifically designed to examine the degree of readiness of 

Minjar shenkora district offices to BSC. The result showed that the 4.5% respondents rated very high 

and 55.9% of respondents regarding strategic plan preparation rated as moderate. This implies that 

there has some draw backs regarding to the preparation of strategic plan in the offices

Table 3 : Rating on BSC Readiness Factors by employers

Well prepared 

strategic plan

Leadership commitment 

for BSC

Balanced scorecard 

(BSC)training offered to you

Valid 243 243 243
N

Missing 2 2 2

Mean 2.97 2.65 2.68

Median 3.00 3.00 3.00

Std. Deviation .878 .99 1.03

Minimum 1.00 1.00 1.00

Maximum 5.00 5.00 5.00

Source:-Research Data 

No initiative in an organization, regardless of its potential, has any chance of success without a 

sponsor in top management (Jhonsen, 2005). The same applies with balanced scorecard Niven 

(2005) stresses the importance of top management for the success of the balanced scorecard 

initiative. He argues that if top management does not support the BSC initiative, and more 

importantly, does not appreciate its role in solving real life problems, the BSC will show average 

results and will probably fail.

 As shown above in table 4.2.1 Manager‘s readiness for leadership commitment was rated an 

average of 2.65 of the respondents. This data shows that the management of the district offices has 

moderate commitment. The same is true employee supportiveness rated as low. Moreover, the 

responses of interview showed that there was low acceptance at the beginning period of BSC 

process. Therefore, the offices readiness were moderate level, however, the supportiveness of 

employees require attention. Before the offices begins the work of the design phase, it must arrange 

the groundwork for design and the implementation of BSC; this may include training, assessment of 

external and internal organizational environment, and a carefully designed BSC plan to guide the 

work of the BSC teams, and then the design process will be started. As indicated in the literature 
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review, out of the nine steps of the BSC steps, six of them are in the design phase, the steps also 

include the preparation period.

 In addition, the interviewees said that the training given by civil service office in the district level to 

the employees was not adequate, it is like an introduction, even the number of days given to the 

training was limited, and it was not clear enough to understand the idea of BSC.

Table 4: Balanced Scorecard (BSC) Plan phase

Source:-Research Data

In the assessments of Minjarshenkoradistrict office‘s readiness for BSC (in table 4.2.2), 51.4% of the 

respondents agreed and strongly agreed that the BSC plan was prepared.

As indicated in table 4.2.2 above the resource allocation for BSC, average (2.95) of respondents was 

agreed and majority of the respondents nearly respond similarly. 

In addition,interviewed respondent were agreed that there is a resource to design and implement. In this 

part, the data was collected through interview, document analysis and questionnaire analysis and 

interpretations were made. Accordingly, analysis and discussion of the findings presented as follows. To 

implement balanced scorecard successfully, several conditions have to full fill such as planning and 

setting target, linking with resources and management process balanced score card, automation, and 

conducting balanced score card at each level of organization the respondents 

were asked about BSC committee establishment, 56 % of the respondents confirmed that the BSC 

design was began with committee establishment.

Civil service office 
was planned for 

BSC

Necessary resources 
were allocated for 
BSC design and 
implementation

Balanced scorecard 
(BSC)training offered 

to you

Valid 243 243 243
N

     Missing 2 2 2
Mean 3.22 2.95 2.68
Median 4.00 3.00 3.00
Std. Deviation 1.08 1.07 1.03
Minimum 1.00 1.00 1.00
Maximum 5.00 5.00 5.00
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Concerning the BSC Committee, Generally the respondents’ opinion in table 4.2.2 and the result of 

interview revealed that except the allocation of resources, majority of the respondents agreed that the 

offices prepared.

Table 5.Performance of the Offices on Strategic Plan Preparation

Source:-Research Data 

The additional significant thing in the plan phase of BSC is the preparation of strategic plan. 

Strategic plan preparation starts with the data gathering from different resources, such as an 

interview with head offices, review of documents and research papers; and it also includes meetings 

and other communication among the organization‘s leaders. As shown in table 4.2.3 above, 

(3.399)average of respondents confirmed that the strategic plan was prepared by top level 

management. 

Respondents were further asked about the analysis of relevant document and the adequacy of 

employee discussion on strategic plan. Majority of the respondents average of (3.00) agreed as 

indicated in table4.2.3 above, which indicated that relevant documents and information were 

analyzed adequately for strategic plan preparation; where as some of the respondents were 

disagreed. Moreover, most of the time, the strategic plan was prepared by top level management 

(process owners); as result the participation of employee in preparation process was limited. 

Generally, the opinion of respondents indicated that the strategic plan was prepared with limited 

involvement of all respective body of the offices. 

Strategic plan was 
prepared by head office

Relevant document and 
information were 

adequately analyzed

Employees adequately 
discussed on draft Strategic 
plan

Valid 243 243 243

N

Missing
2 2 2

Mean 3.39 3.02 2.90
Median 4.00 3.00 3.00
Std. Deviation 1.02 1.03 1.14

Minimum 1.00 1.00 1.00
5.00

Maximum 5.00 5.00
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Table 6.the Strategic Theme Identification in Minjarshenkora district Offices

Source:-Research Data 

In item 1 of table 4.2.4, respondents were asked about whether the themes are focused on the main areaof the 

district offices. The thematic area of the offices expected to address the customer service of the offices.  Majority 

of respondents, that is, an average of (3.21)of agreed that the themes of the offices focused the main service area 

of the offices, while the remaining did not decide in their response. With respect to the linkage of themes, an 

average of (3.23) of respondents agreed that the themes of the offices linked with the activities of the offices. In 

connection with this, Majority of the respondents agree and with the issue Regarding the result of themes helped 

the offices to achieve its mission and vision, as shown in it table 4.2.4, above  respondents confirmed that the 

result of themes helped the offices to achieve its mission and vision. In general, table 4.2.4 revealed that those 

selected themes addressed customer service of the district offices, and it linked with process activities. This may 

help the offices to achieve its mission and vision:

The idea addressed the 
customer service

Idea result helped to achieve the 
office‘s mission and vision

Valid 243 243
N

Missing 2 2

Mean
3.21 3.23

Median 3.00 3.00

Std. Deviation 1.08 1.07
Minimum 1.00 1.00
Maximum 5.00 5.00
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N % N % N % N % N %

The 

idea 

address

ed 

the 

custome

r 

service

25 10.2 83 33.9 70 28.6 49 20 16 6.5 3.2140 1.08497

Cxfvcghuhyghiklk Idea 

result 

helped 

to 

achieve 

the 

office‘s 

mission 

and 

vision

18 7.3 98 40 74 30.2 30 12.2 23 9.4 3.2387 1.07210

Table7. The Preparation of Strategic Perspective in the Offices

The Four perspectives are 
sufficient to measure the 

corporate performance of the 
office

There was relationship among the four 
perspective

Valid 242 243
  N

 Missing 3 3

Mean 3.19 3.35

Median 3.00 4.00

Std. Deviation 1.07 1.00

Minimum 1.00 1.00

Maximum
5.00 5.00

ITEM

SA A UD DA SD

mean

Std.

Deviati

on

N % N % N % N % N %

The 

idea 

address

ed 

the 

custome

r 

service

25 10.2 83 33.9 70 28.6 49 20 16 6.5 3.2140 1.08497

2. Idea 

result 

helped 

to 

achieve 

the 

office‘s 

mission 

and 

vision

18 7.3 98 40 74 30.2 30 12.2 23 9.4 3.2387 1.07210
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The aim of perspective with a Balanced Scorecard is to examine the strategy, making it clearer 

through the lens of different viewpoints. From Minjarshenkora district offices BSC document, the 

researcher observed that four perspectives (Financial, Customer, Internal Business Process, and 

Learning and Growth) were selected to the offices. Accordingly, as shown in item 1 table 4.2.5, 

average ofrespondents (3.19), showed that there was agreement and it shows little difference of the 

respondent on those selected perspectives. This indicated that the four perspectives were enough to 

Minjarshenkora district offices. As indicated in table 4.2.5, above the average of respondent Support 

Process confirmed that there was a relationship among the four perspectives and the 7.75% 

respondents undecided. In addition, the strategic map of the office‘s in BSC document confirmed 

this point. Concerning the relationship of perspectives, the result showed that there was relationship 

among the four perspectives. In table 4.2.5: The Preparation of Strategic Perspective in the Offices 

can be seen by respondents (n=242); The Four perspectives are sufficient to measure the corporate 

performance of the office (Mean = 3.2, SD = 1.07645), There was relationship among the four 

perspective (Mean = 3.19, SD = 1.0044), These The Preparation of Strategic Perspective in the 

Offices were scored on a likert – type scale tool. The researcher used the one sample t- test to 

compare the mean of the group with in case of the items in Table 4.2.5 accepted the null hypothesis. 

Therefore, there is no significant difference among respondents in responding

4.3 The Preparation of Strategic Objectives
For the success of the offices, objectives should be customer focused. Therefore, respondents were 
asked whether the designed objectives are customer focused, the above the average of respondent, 
(3.28) responded that the objectives were customer focused as indicated in table 4.2.6.below.

Table 8: The Preparation of Strategic Objectives

The objectives are 
customer focused

The objectives were 
designed in relation to 
the four perspective

The relationship of objectives under 
each perspectives (Strategy Maps) 

provide clarity and serve as 
powerful communication tools

Valid 242 242 242
N Missing 3 3 3

Mean 3.28 3.33 3.21

Median 4.00 4.00 3.50
Std. Deviation 1.10 1.05 1.08
Minimum 1.00 1.00 1.00
Maximum 6.00 5.00 6.00

Source:-Research Data 
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Concerning the relationship between the designed objectives and the four perspectives (Financial, 

Customer, Internal Business Process and Learning and Growth) average of (3.33) of the 

respondents confirmed that the objectives were designed in relation to the four perspectives as 

indicated in table 4.2.6 above.

After designing the objectives of each office, the strategic map will be followed. The strategic map 

helped to see the relationships of objectives under each perspective. In relation to this point, the 

researcher observed that there is a well-designed strategic map on the BSC documents of the offices. 

Besides, the researcher also asked the respondents with respect to strategic map, how the strategic 

map helped the offices as a communication tool and its clarity to understand the overall relationship 

with objectives. An average of 3.21 of respondents agreed that the strategic map was clear and it 

served as a powerful communication tool. The remaining was disagreed as indicated in table 4.2.6 

above. This shows that the strategic map is used as a communication tool, which helped to 

understand the overall relationship among objectives of the offices. The Preparation of Strategic 

Objectives was scored on a likert – type scale tool. 

4.3.1  Rating on Performance Measure
Performance measures are metrics used to provide analytical basis for decision making and to focus 

attention on what matters most. They answer the question;-How is the organization doing at the job 

of meeting its strategic objectives? In addition, the performance measure is used to identify the gap 

between the actual performances with targeted result. Accordingly, the respondents were asked how 

much the performance measures were used to evaluate performance and how it helped the offices to 

achieve the designed objectives. Average of (3.35) respondents agreed that the performance 

measures helped them to see the actual performance against the expected result and the rest not 

decided as indicated in table 4.2.7 below. Moreover, the quarter and annual report of the offices 

showed that the offices measured its performance against the expected result. In addition, 

information obtained from interview showed that overall achievement of the offices reported to the 

respective government bodies using BSC report format.
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Table 9.: Rating on Performance Measure

Source:-Research Data

4.4 The Implementation Phase of BSC in Minjarshenkora district Offices
Table 10 Reviewing and Evaluating Cascaded BSC

Alignment to 
Corporate 
Scorecards

Alignment to 
Strategy

Appropriaten
ess of 

Objectives & 
Measures.

The clarity 
and 

simplicity of 
activities 

stated under 
each

The discussion 
conducted with civil 

service  office 
employees on

Valid 242 242 242 242 242
N

Missing 3 3 3 3 3
Mean 2.78 2.95 3.06 2.86 2.91
Median 3.00 3.00 3.00 3.00 3.00
Sd. Deviation .98 .93 .94 .96 1.07
Minimum 1.00 1.00 1.00 1.00 1.00
Maximum 6.00 6.00 6.00 6.00 6.00

Source:-Research Data Source

57.5% Balanced Scorecard is primarily an instrument of change, it is critical to craft a 

communication strategy and plan. Objectives of the plan may include: building awareness, providing 

education on key concepts, generating engagement and commitment, encouraging participation, 

generating interest and providing results to interested parties (Paul R. Niven, 2002).  Cascading 

Performance measures of the  
civil service office determine 

the achievement of the 
objectives

Performance measures is used to 
evaluate performance against 

expected results

Valid 242 242                
N Missing 3 3
Mean 3.35 3.26
Median 4.00 4.00
Std. Deviation .92 1.11

Minimum 1.00 1.00

Maximum 5.00 6.00
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process is developing Balanced Scorecards at each level of the organization. These Scorecards align 

with organization‘s highest-level Scorecard (Corporate Scorecard) by identifying the strategic 

objectives and measures that lower level departments, and groups will use to track their progress in 

contributing to overall goals (Paul R. Niven, 2002). Accordingly, Minjarshenkora district offices had 

cascaded the Corporate Scorecard to group and individual level.

As indicated in table 4.3.1 above the respondents were asked to evaluate the cascading process of the 

offices, above the average (2.78) of respondents replied that the alignment of cascaded scorecard 

with corporate scorecard was high, whereas the rest of the respondents rated as moderate. This 

clearly indicated that the corporate scorecard aligned with the cascaded scorecard. With regard to the 

alignment of the cascaded BSC to expertise responded that the alignment was high. This shows that there 

was alignment between cascaded BSC and strategy as indicated in table 4.3.1 above.

In order to check the appropriateness of objectives and measures, the respondents were asked to point out 

their view on this issue. The data in table 4.3.1 above showed that average (3.0) of respondents agreed, 

whereas the rest of the respondents rated as moderate.

From data obtained from the interview showed that some processes had team based activities, those 
activities evaluated at team level, because of this it was challenging to cascade objectives and 
measures. On the other hand the nature and behavior measures were also difficult for the cascading 
process. Therefore, the offices should give attention for cascading process, especially, in group 
objectives and individual measures. About the simplicity and clarity of activities the Officers rated 
as high, whereas the rest respondents rated as moderate and low

Table 11 Rating on BSC implementation level

VH H MO L VLN
o ITEM

N % N % N % N % N %

Mean
Std.
deviatio
n

1. Implementing at 
Corporate level

19 7.
8

77 31
.4

10
9

44
.5

2
1

8
.
6

15 6.
1

3.2656 .95089

2. Implementing at 
core process level

12 4.
9

78 31
.8

94 38
.4

4
2

1
7
.
1

15 6.
1

3.1245 .96666

3. Implementing at 
individual Level

28 11
.4

72 29
.4

88 35
.9

4
3

1
7
.
6

10 4.
1

3.2697 1.01954
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Source:-Research Data

BSC is a way of measuring organization, success and the performance of individuals (Niven, 2002). 

In order to see the implementation level of the Minjarshenkora district offices, the researcher asked 

the respondents to assess the current level of BSC implementation in the offices. As indicated in 

table 4.3.2 above, the respondents 31.4% of the respondent rated the level of implementation at 

Corporate was high while the rest moderate. Regarding the level of implementation at core process 

level, 36.7% of respondents rated as high, while 38.4% rated moderate as indicated in table 4.3.2 

above.   Concerning the implementation of BSC at individual level, respondents rated as 40.8% high 

and 35.9% were moderate while 17.6% were low.

Responses from open ended interview revealed that the level of implementation at individual level 

was not like as corporate or core- process level rather it was at early stage. In general, table 4.3.2 

shows that BSC was fully implemented at corporate level and at core-process level, however, at the 

individual level some respondents was not satisfied with implementation. Therefore, the 

implementation of BSC at individual needs attention

4.4.1: Rating on BSC Implementation Problems at Individual level

of Minjarshenkora district offices
The implementation of BSC at individual level is in a weak position by various problems; some of 

them are communication problem, design problem, lack of commitment among leadership, 

problems, lack of adequate knowledge on BSC, internal resistance to change etc. In light of this, 

attempt was made by the researcher to assess the major problems encountered in BSC 

implementation at individual level. The respondents of the offices were asked to rate the major 

problems faced in the offices to implement BSC at the individual level. As indicated in of table 4.3.3 

below: majority of respondents 34.7% said serious 17.6% of expertise replied that the 

Communication problem was somewhat serious, where as 30.6% of them replied as the problem was 

observed but not serious. In addition the interview result indicated that there was communication 

problem was somewhat serious.
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Table 12: Rating on BSC Implementation Problems at Individual level of

Minjarshenkora district offices

Problem in Inappropriate 
design

Lack of 
commitment 

among 
leaders

Information 
technology 

problem

Internal 
resistance to

Lack of 
adequate 

knowledge on 
BSC

Valid 241 241 241 241 241 241
N

Missing 4 4 4 4 4 4
Mean 2.84 3.05 3.31 3.19 3.32 3.34
Median 3.00 3.00 4.00 3.00 3.00 3.00
Std. Deviation 1.28 1.29 1.26 1.22 1.184 1.32
Minimum 1.00 1.00 .00 1.00 1.00 1.00
Maximum 5.00 5.00 5.00 5.00 5.00 6.00

Source:-Research Data 

VS=Very serious, S= Serious, SWS = somewhat serious, ONS =Observed but not serious NO = Not 

observed 

The problem faced due to inappropriate design, 18.8% of expertise was rated as serious and very 

serious, and 18.4% of the respondents said that the problem was somewhat serious as indicated in 

table 4.3.3 above.  

Lack of commitment among leaders can also be one of the constraints to implement BSC at 

individual level. As shown in tables 4.3.3 above, by 50.6% of expertise indicated that the problem 

was serious and very serious, 22% respondents was rated as somewhat serious 14.3% of the 

respondents replied that there was observed but not serious problem in leadership commitment; 

additional information from interview indicated that there were somewhat serious problem of 

commitment among leaders.  

One of the problems in evaluating the individual performance was information technology problem. 

The researcher tried to see this aspect of the problem, in this regard, 39.6% of expertise replied that 

there was serious problem, and 29.4% respondents replied that there was somewhat serious; this is 

due to automation problem at core process and individual level as indicated in table 4.3.3 above. 
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Employee supportiveness for change is important for smooth implementation of BSC; contrary to 

this employee resistance to change is obstacle for successful implementation. The researcher asked 

the respondents to rate this problem, Majority of the respondents, that is, 48.6% of respondents 

indicated that the problem was serious and very serious, and 21.6% rated as somewhat serious; 

whereas the remaining 28.1% said that the problem was observed but not serious as indicated in 

table 4.3.3 above 

The other problem in the implementation of BSC was lack of adequate knowledge on BSC. With 

regarding to this, 47.3% of respondents said that the problem was serious and very serious. On the 

other hand, 19.6% of expertise replied as the problem was somewhat serious, the remaining 22.4% 

said that the problem was observed but not serious as indicated in table 4.3.3 above. Generally, all 

the problems existed in the offices, inability to evaluate performance using information technology 

(inability to start automation), resistance to change and lack of adequate knowledge on 

BSC were the major problems in the implementation of BSC at individual level.  

Table 13: Rating on the relevance of BSC to Minjarshenkora district offices

                                                          BSC Relevance  
Valid 241

                            N
Missing 4

Mean 3.31
Median 3.00
Std. Deviation 1.05
Minimum 1.00
Maximum 5.00

Source:-Research

The researcher had also required the opinions of the respondents on the relevance of BSC to the 

offices. As it is shown in the table 4.3.5 below, Majority (68.96%) of the respondents responded that 

the BSC was highly relevant and 22.2% rated moderate to the offices. These shows that majority of 

the respondents agreed with BSC relevance.



45

Table 14: Frequency of Monitoring and Evaluation of BSC Implementation

Participation in Design Process  
involves  head of the offices, core 

process, sub-core process, 
Employees and customers

Participation in Implementation Process  
involves  head of the offices, core 

process, sub-core process, Employee and 
customer

Valid 240 240
N

Missing 5 5
Mean 2.7708 2.7958
Median 3.000 3.000

Std. Deviation
.95592 .96160

Minimum 1.00 1.00
Maximum 5.00 5.00

Source:-Research 

Every day, at the end of every week, at the end of every Month, at the end of every quarter of the 

year, there was no any mechanism

The experience of monitoring and evaluation of BSC implementation leads to identify the weakness 

and strength that overlay the way for better future performance. As displayed in table 4.3.5 above, 

42% of respondents that is majority of them, indicated that monitoring and evaluation of the  offices 

were conducted at the end of every quarter of the year while by 4.5% of respondent rated at the end 

every week,.

Additional information from the respondents indicated that the monitoring and evaluation frequency 

was at the end of every quarter of the year.

4.5 Major Success of BSC in Minjarshenkora district offices
The offices implementation of balanced scorecard (BSC) can be seen in terms of linking daily 

activity with vision, achievement of objectives, encourages learning and improvement and also 

equipped employee with accountability. Hence, the respondents were asked to indicate their 

agreement using a 5-point scale, with SA being strongly agreed, A being, agreed and UD being, 

undecided, D being disagreed and SD being strongly disagree on the success of the offices in using 
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BSC. They were also invited to assess the success on, which listed below in tables 4.4.1. As 

indicated in table 4.4.1below, by 69.7 % of the respondents agreed that the offices were successful in 

the linking of vision with employees’ daily activities while 21.2% respondents were undecided.

Table15: Rating on the Success of balanced scorecard (BSC) implementation of 
Minjarshenkora district offices

In ability to 
get sufficient 

information on 
BSC design & 
implementatio

n

Scorecard 
terminologies are not 
consistent with the 
culture of the civil 

service office.

BSC have had 
relatively little effect 
on civil service office 

performance.

Inability to reach 
consensus on objectives 

and Measures

Valid 238 238 238 238N Missing 7 7 7 7
Mean 2.93 3.14 2.97 3.00
Median 3.00 3.00 3.00 3.00

Std. Deviation 1.06 1.00 1.06 1.11
Minimum 1.00 1.00 1.00 1.00
Maximum 5.00 5.00 5.00 5.00

Source:-Research Data
SA = Strongly Agree A= Agree UD = Undecided DA = Disagree SD = Strongly Disagree
With regard to BSC support to achieve process objectives, 59.6% of the respondents made their 

agreement whereas 19.3% of respondents rated undecided as indicated in table 4.4.1 above, With 

regard to employee equipped accountability as indicated in table 4.4.1 above respondents agree and 

strongly agree by 79.5%, while 20% respondents were undecided.

The majority of the respondents indicated agreed and strongly agreed by 57.9 and 24.5% of the 

respondents don’t decide that BSC encourages learning and continuous improvement as indicated in 

table 4.4.1 above. With regard to the offices  has been more profitable since the adoption of the BSC, 

majority of the respondents indicated agreed and strongly agreed by 55.5%while,24.9% of 

respondents were not decided the remaining 16.3% of respondents were not agreed as indicated in 

table 4.4.1 above. The other important points asked respondent was about BSC has increased 

employees’ understanding of strategies majority of the respondents 59.6% of said agreed, while 

23.7%of respondent’s undecided as indicated in table4.4.1 above.  Additional information from the 

interviews indicated that BSC linked organizational vision with daily activities and also, encourages 

learning and continuous improvement since; education offices had been more profitable. Generally, 

the majority of respondents confirmed for each item, that the offices were successful in terms of 
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process objective achievement, learning and continuous improvement, and with the linking of the 

offices vision in daily activities.

These rating on the Success of balanced scorecard (BSC) implementation of Minjarshenkora district 

offices were scored on a likert – type scale tool. The researcher used the one sample t- test to 

compare the mean of the group with in case of the items in Table 4.4.1, the decision was: Fail to 

reject the null hypothesis. Since the calculated value of t (Item 1, 3, 5 and 6) are greater than the 

critical value (1.375) and (item 2and 4) are less than the critical value (1.375). I accept the null 

hypothesis and accept the alternative hypothesis. Therefore, there is no significant difference among 

respondents in responding.

4.6 Major Challenges of BSC in Minjarshenkora district Offices
Table 16: Rating on the challenges of BSC Design and Implementation

BSC linked the 
vision with 

daily activities

BSC helped 
the processes 

to achieve 
their 

objectives

BSC 
equipped 
employee 

with greater 
accountability

BSC 
encourages 
learning and 
continuous 

improvement

The civil 
service office 

has been 
more 

profitable 
since the 

adoption of

BSC has 
increased 

employees‘ 
understanding 
of strategies

Valid 238 238 238 238 237 238
N

Missing 7 7 7 7 8 7
Mean 2.89 2.98 2.57 2.85 2.38 2.51
Median 3.00 3.00 2.00 3.00 2.00 2.00
Std. Deviation 1.13 1.12 1.19 1.08 1.02 .97
Minimum 1.00 1.00 1.00 1.00 1.00 1.00
Maximum 5.00 5.00 6.00 5.00 5.00 5.00

As indicated in table 4.5.1 above, 2.89 mean of the respondents showed their agreement on the 

problem of insufficient information, whereas the rest of the respondents were undecided. With 

regard to inconsistency of BSC terminology to the culture of the offices, 35.3% of respondents rated 

agree, whereas 6.1% of them did not decided show on the problem as indicated in table 4.5.1 above

During implementation some activities are difficult to cascade at individual level, Lack of equal 

understanding among employees and leaders on BSC, resistance to change, weak support of leaders, 

lack of adequate knowledge and skills, politicizing the tool, lack of BSC understanding and early 
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cascading, Lack of commitment on leadership quality demonstrated by the offices.  There is also 

problem of understanding between the head officers and the core process owners to give support to 

the officers,The lack of incentive and job displacement is also one of the factors that lead the 

employees’ resistance to the implementation of the BSC, Inadequate continuous monitoring and 

evaluation the performance, problems of delivering continuous training and far beyond the heads and 

process owners. The major cause of the above challenges derived from lack of understanding of the 

tool and its early attachment of performance of the employee with payment.
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CHAPTER FIVE

Summary, Conclusions and Recommendation

5.1. Summary
The study has found that Minjarshenkora district offices are preparing their annual plans and 

implementing balanced scorecard (BSC).The design and implementation of Balanced Score Card 

may take an organization to a grand success. It can overcome many problems because it can link all 

the perspectives of organizations. 

Thus, Balanced Score Card, therefore, is a very important strategic management tool which helps an 

organization not only to measure the overall status of an organization but also the performance of 

individuals. Proper implementation of Balanced Score Card can ensure the success of an 

organization. However Minjarshenkora district offices have applied BSC since 2003 E.C as strategic 

management system and have faced challenges with its implementation as indicated below 

To this end, an attempt was made to evaluate the outlooks of the offices heads, process owners and 

employees towards the BSC implementation practices and to explore the problems and constraints as 

well as to investigate any related issues of concern. Finally the study made an effort to come up with 

suggestions and forwarded recommendations. 

A descriptive research was employed, and the related literature was reviewed. To get adequate 

information on the BSC implementation of the offices primary data was collected from 

leaders,process owners and employees. To get additional information secondary data was collected 

from the document room of the offices. Concerning on the sample size of the study all heads and 

process owners which have 72 (100%) and 245 of the employees were selected through purposive 

and random sampling techniques respectively. The first subjects purposefully selected for the study 

were the district office heads, process owners and employees.  Employees at all levels were selected 

on the basis of simple random sampling technique.  

Regarding to the respondents most of the leaders, process owners  and employees of the offices were 

males, youngsters, first degree graduates and juniors in their working experiences. As it observed 

from these most of the leaders, process owners and employees of the offices has well energetic 

groups to perform their activities when they got adequate training on the newly deployed reform 

program. 
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Different data collected tools were employed to carry out the study which includes questionnaire, 

interview, and document analysis. Out of 245 questionnaires 242(100%) were filled and returned. 

Interview was conducted with the offices heads and process owners. Finally, a careful inspection of 

document was made to get available secondary information.  Lastly data was collated, filled, 

presented and analyzed using percentage, mean and median and standard deviation.  As observed 

from the findings, the offices tried to implement the reform programs. To indicate the BSC 

implementation practices and to identify the challenging factors of BSC implementation the 

respondents rated each item using five-point Likert scale (strongly agree to strongly disagree). 

The analysis made therefore, identified the following major findings. 

 As per the information secured from interviewees, the offices heads and process owners did not 

support and empower their employees as it expected from there and did not get consultancy services 

during the implementation of the BSC on the offices. Most of the employees do not committed to 

effectively implement the reform program in the offices. In general the BSC did not implement 

effectively and efficiently for improving the performance of the offices service deliveries and 

planning and designing process of BSC lies on the heads and process owners. 
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Conclusions
The study confirmed that Minjarshenkora district offices had good readiness and preparation in 

terms of strategic plan and in leadership commitment whereas employee supportiveness for BSCwas 

low. Also, readiness of offices in allocation resources was not satisfactory. It was found that the 

activities performed under the plan phase of BSC were good. This indicated that the plan phase was 

properly done in terms of strategic plan, theme identification, and strategic perspectives, objectives 

and measures preparation.  

 Basically, successful implementation of BSC requires adequate participation of management body, 

employees and customers. Participation of each and every employee in plan preparation is quite 

essential to bring about agreement on balanced score card targets at preparation stage. As we have 

seen in the literature review, participation of employees in setting their own goals, targets and 

measures motivates them to improve their performances. Individuals contribute their share less 

unless they are involved in   planning what their organizations desire to achieve. Empirical studies 

have shown that performance of employees participated in setting goal processes was much higher 

than their peers who did not participate in planning process (peter,  Norton and Petita, 

1992).Concerning this, the findings showed that the participation of  employees specially in the 

design process was low.Whereas heads and process owners had high participation.

Different guidelines and manuals have been prepared and being used in the area of balanced score 

card implementation .The majority of the interviewees stated that the balanced scorecard was a very 

helpful instrument supporting a strategy‐focusing process and it even helped them to build up a 

performance measurement system. 

Concerning the level of the implementation of BSC, the study indicated that BSC was fully 

implemented at corporate level and at core process level. However, in individual level, it was at near 

the beginning stage and it had also some challenges in cascading process of measurements and 

activities.  

The major strengths of Minjarshenkora district office in the building of the corporate BSC 

are: 

As the researcher statedthe offices has properly analyzed the internal weakness and strength and of 

the external threats and opportunity in formulating strategic plan. The corporate vision, mission and 

core values are well defined.  It was also discovered that the offices has done evaluation at the end of 
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every quarter of the year to see the result of the implementation. But, it seems less effort is made to 

evaluate it and the culture of discussion on the implementation process was not satisfactory. About 

the attitudes of employees towards BSC, the result of the study indicated that majority of the 

employees accepted BSC, but they still have complaints.         

This study was conducted to assess the practice of Balanced Score card implementation in 

Minjarshenkora district officeThe findings of this research would be benefited by helping those who 

are working in Minjarshenkora district officein yielding and providing clear and comprehensive 

understanding of what is going on within what situation and extent regarding the implementation of 

Balanced scorecard in relation with expecting goals, outputs and outcomes on the offices to identify 

gaps, weakness and areas of inefficiency so as to improve the implementation.  

The extent of implementation was focus area of this research. The study asses themajor happenings 

encountered during the implementation of BSC in the offices. BSC helps the employee and the 

organization in order to enhance their knowledge in regarding to their organization vision, mission 

and objectives; it also enhances the knowledge of effective time management, commitment to work, 

having responsibility for their work.  

The readiness for BSC design and implementation made by offices has to be encouraged. The 

planning phase was done properly in terms of strategic plan preparation, theme identification, and 

strategic perspectives, corporate objectives and measures preparation. The relevance of BSC also 

accepted by majority of respondents, and hence, the researcher conclude that BSC would be 

appropriate for measuring the performance of the offices as well as the individual level.  

With regards to BSC implementation, it was in a well-brought-up stage at corporate level and at 

process level; therefore today as a result of this reform tools more bureaucratic tendencies were 

minimized somehow and issue of flexibility, responsiveness and accountability to provide socio-

economic service have been given better attention. 

In addition, the positive impressions indicated in the study are evident that service delivery is 

observably improved in terms of reducing the set time of process and delivering speedy services to 

the public at large. However, this positive attitude towards the tool and its contribution to the 

organization is an implication of the tool’s future prospects, but this does not mean that the 

contribution is smooth, because the tool brings so many challenges that even abolish the 

contributions. These are exploitation of targets, resistance to change, weak support, lack of adequate 
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knowledge and skills, politicizing the tool, lack of BSC understanding and early cascading, lack of 

commitment on leadership quality demonstrated by twenty four offices. There is also problem of 

understanding among the heads and process owners to give support to the employers. The lack of 

recognition, incentives and job displacement is also one of the factors that lead the employees’ 

resistance to the implementation of the BSC. 

Lack of continuous monitoring and evaluation, delivering continuous training

The major cause of the above challenges derived from lack of understanding of the tool and its early 

attachment of performance of the employee with payment. Totally, one may conclude that, the 

researcher valued the offices effort to apply BSC at all level of the hierarchy. In addition, to achieve 

the expected results, the offices may need to develop necessary training program regularly the 

system and prepare continuous discussion evaluation on BSC to improve the attitude and interest of 

the employees as well as enhance the heads. So in order to solve the above challenges and problems 

and to utilize the tool efficiently the following recommendations are drawn. 
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Recommendations
Based on the findings of the study and conclusion, the following recommendations are drawn to 

enhance the offices’ efficiency and effectiveness in the implementation of BSC. The participation of 

employees and stakeholders were low. Therefore the offices conduct training as well as organize 

experience sharing program and workshop. The management team should assess the status of staff 

awareness towards BSC process  

I advise that the offices as well as the concerned zonal and/or regional expertise should revise the 

cascaded objectives, activities and measure for better achievement. Avoid early cascading to 

individual level (employees); cascading to individual level should be made after objectives the 

measures are properly refined up or at the corporate level. 

Since there are some problems regarding Resistance to change is the major problem among 

employees; however they accepted BSC with some complaints. Thus, it is advisable to evaluate 

employees’ reaction to BSC implementation. If there is negative reaction to the implementation, then 

discussion or awareness creation about the implementation should be organized.  

As the research finding predictable above the majority of the offices’ staffs do not have adequate 

knowledge about BSC. Therefore well structured, systematic and continuous training has to provide 

for employees and management bodies. Active communication helps every staff member reach 

common understanding of the organizational vision, strategies and goals as well as points them to 

the programmers and this lead to desired outcomes. Besides, the top management has to 

communicate the status and progress of the organization’ BSC through different communication 

channels.  

Evaluating of BSC process should start from the very beginning to the final steps. It should not be a 

one time at the end of quarter of the year or after six months. The implementation of BSC will get 

refined and eventually become successful if we do evaluation in every step of the implementation 

process. Therefore, the offices or the core   process should arrange regular program every month to 

check and re-check the implementation process, to bring about the expected result and also align the 

strategy to motivate through the incentive and reward systems.   
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APPENDIX A

DEBRE BERHAN UNIVERSITY
College of Business and Economics

Department of Management
Dear respondents,

I am postgraduate student in DebreBerhan University. I am conducting this study for the partial 
fulfillment of Master of Business Administration (MBA). You have been selected as a valuable and 
knowledgeable participant in this research in titled with “Assessment of Balanced Score Card 
practices in civil service offices in North Shewa Zone: The case of Minijarshenkora Civil service 
offices”. The objective is to find out the exact information about the implementation of BSC in 
Minjar shenkora district offices. The questionnaires are completely anonymous and confidentiality is 
assured, for the research to provide correct results, it is important that you answer all the questions as 
honestly and truthfully as possible. The result of this questionnaire will be utilized for the sole 
academic purpose and hence, any information you give me will not affect by any means, your 
personal benefits and privacy.

Thank You.    (+2519) Email: 

SECTION –I, Demographic Information
Please provide me with some information about yourself. Please make a cross "(×) or √"

1. Which age brackets are you belong?     □   20-25 year’s  □   26-30 years  □   31-35 year’s                                             

□   36-40 years  □ 41and above 

2. Sex?       □ Male          □Female

3. Your level of formal education?  □ High school □ TVET □ Diploma   □BA/BSC/ LLB    □ 

Master’s    □ PhD

4. How long have you been working in your current position?   □1-5 year’s □ 6-10 years □ 11-15 years    

□16 years and above

5. Your current job level? □ Manager   □ HR head □Employee    other to specify-----------
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SECTION II: QUESTIONNAIRES
Listed below are descriptive statements about BSC practices, for each statement please indicates to 

which degree you display the behavior described.Please make a cross "(×) or √"in the box

KEY:SD= strongly disagree DA=Disagree UD=Undecided A=Agree SA=Strongly 
Agree

VL= Very Low L=Low Mo= Moderate H=High VH=Very High

NO=Not Observed ONS=Observed but Not Serious SWS=Somewhat Serious S=Serious
VS=Very Serious 

Statements VL L Mo H VH

#1. Readiness Factors by employers 1 2 3 4 5

1.1. Well prepared strategic plan
1.2. Leadership commitment for BSC
1.3. Balanced scorecard (BSC)training offered to you

SD DA UD A SA
#2. Balanced Scorecard (BSC) Plan phase 1 2 3 4 5

2.1. Civil service office was planned for BSC

2.2 Necessary resources were allocated for BSC design and implementation
2.3 BSC committee was established

SD DA UD A SA
#3. Performance of civil service Offices on Strategic Plan Preparation 1 2 3 4 5

3.1 Strategic plan was prepared by head office
3.2 Relevant document and information were adequately analyzed

3.3 Employees adequately discussed on draft Strategic plan
SD DA UD A SA

#4.The Strategic Theme Identification in Minjarshenkora district 
Offices

1 2 3 4 5

4.1 The idea addressed the customer service
4.2. Idea result helped to achieve the office‘s mission and vision

SD DA UD A SA
#5. The Preparation of Strategic Perspective in Minjarshenkora 
district Offices

1 2 3 4 5

5.1 The Four perspectives are sufficient to measure the corporate performance of the 
office
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5.2 There was relationship among the four perspective
SD DA UD A SA

#6. The Preparation of Strategic Objectives 1 2 3 4 5

6.1 The objectives are customer focused
6.2 The objectives were designed in relation to the four perspective
6.3 The relationship of objectives under each perspectives (Strategy Maps) provide 

clarity and serve as powerful communication tools
SD DA UD A SA

#7. Rating on Performance Measure 1 2 3 4 5

7.1 Performance measures of the  civil service office determine the 
achievement of the objectives

7.2 Performance measures is used to evaluate performance against expected 
results

VL L Mo H VH

8. Reviewing and Evaluating Cascaded BSC 1 2 3 4 5

8.1. Alignment to Corporate Scorecards

8.2 Alignment to Strategy

8.3 Appropriateness of Objectives & Measures.

8.4 The clarity and simplicity of activities stated under each

8.5 The discussion conducted with civil service  office employees on
Implementation

VL L Mo H VH

9. Rating on BSC implementation level 1 2 3 4 5

1 Implementing at Corporate level

2 Implementing at core process level

3 Implementing at individual Level

1 2 3 4 5

10. Rating on BSC Implementation Problems at Individual level of 
Minjar-Shenkora offices

NO ON

S

SWS S VS

1. Problem in

2. Inappropriate design

3. Lack of commitment among leaders

4. Information technology problem

5. Internal resistance to

6. Lack of adequate knowledge on BSC
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VL L Mo H VH

11. Rating on Participation of Different groups in BSC 1 2 3 4 5

Participation in Design Process  involves  head ofthe offices, 
coreprocess, sub-coreprocess, Employees and customers
Participation in Implementation Process  involves  head ofthe offices, 
coreprocess, sub-coreprocess, Employee and customer

VL L Mo H VH

12. BSC Relevance 1 2 3 4 5

1 BSCRelevance

13. Frequency of Monitoring and Evaluation of BSC Implementation

1 2 3 4 5

1. frequency of each core process monitors and evaluates balanced
scorecard implementation

2. Every day, at the end of every week, at the end of every Month, at the end 
of every quarter of the year, there was no any mechanism

SD DA UD A SA

14. Rating on the Success of balanced scorecard (BSC) 
implementation of Minjar-Shenkora district offices

1 2 3 4 5

1. BSC linked the vision with daily activities

2. BSC helped the processes to achieve their objectives

3. BSC equipped employee with greater accountability

4

.

BSC encourages learning and continuous improvement

5. The civil service office has been more profitable since the adoption of
the BSC

6. BSC has increased employees‘ understanding of strategies

SD DA UD A SA

15. Rating on the challenges of BSC Design and Implementation 1 2 3 4 5

1. In ability to get sufficient information on BSC design & implementation

2. Scorecard terminologies are not consistent with the culture of the civil 
service office.

3. BSC have had relatively little effect on civil service office performance.

4. Inability to reach consensus on objectives and Measures
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አባሪ - ሀ

ደብረብርሃንዩኒቨርሲቲ

ቢዝነስእናኢኮኖሚከስኮሌጅ

የማኔጅመንትትምህርትክፍል

የተወደዳችሁናሙናተጠኝዎቼ

እኔበደብረብርሃንዩኒቨርሲቲየድህረ- ምረቃተማሪነኝ::በሥራአመራር (Business Administration) 

ለማስትሬትድግሪትምህርትማሟያይህንጥናትበማካሄድላይእገኛለሁ::የጥናቴርዕስ#የሚዛናዊዉጤት

ተኮርሥርዓትትግበራምዘናበሰሜንሸዋዞንምንጃርሸንኮራወረዳ$የሚልሲሆንእርስዎለጥናቱጠቃሚእ

ናበዕዉቀትላይየተመሠረተተሳትፎእንዲያደርጉተመርጠዋል::የጥናቱዓላማበምንጃርሸንኮራወረዳሲ

ቪልሰርቪስጽህፈትቤትሥርባሉ 

ጽ/ቤጾችሚዛናዊዉጤትተኮርሥርዓትእየተተገበረስለመሆኑትክክለኛመረጃማግኘትነዉ::መጠየቆቹ

ለጥናቱትክክለኛዉንዉጤትእንዲያስገኙሙሉለሙሉበናሙናጥናትተረጋግጠዋል::እርስዎታማኝእ

ናዕዉነተኛምላሽለሁሉምመጠየቆችመስጠትዎጠቃሚነዉ::የዚህመጠይቅዉጤትአገልግሎትላይየ

ሚዉለዉለትምህርትዓላማብቻነዉ::

በመሆኑምእርስዎየሚሰጡኝማንኛዉምመረጃበምንምዓይነትሁኔታየግልጥቅምዎእናግላዊማንነትዎ

ላይጉዳትአያደርስም::

አመሰግናለሁ



VI

ክፍል - I: - ግላዊመረጃ

እባክዎ ! ለግላዊመረጃጥያቄዎችበሳጥንዉስጥ የ ‹ X ›ወይም ‹ √ › 
ምልክትንበማስቀመጥመልስይስጡ

1. በየትኛዉየዕድሜምድብዉስጥይገኛሉ? 20-25 ዓመት□   26-30 ዓመት□   

31-35 ዓመት□   36-40 ዓመት□  41 ዓመትእናበላይ□
2. ጾታወንድ□ሴት□
3.የትምህርትደረጃዎ?  የ2ኛ 

ደረጃያጠናቀቁ□በቴክኒክእናሙያሥልጠናየተመረቁ□በዲፕሎማየተመረቁ□
የመጀመሪያዲግሪ□ማስትሬትድግሪ□የፍልስፍናዲክትሬት□

4. አሁንበያዙትኃላፊነት/ሥራላይለምንያህልጊዜአገለገሉ?      ከ1-5 ዓመት□   

ከ6-10 ዓመት□  ከ11-15 ዓመት□16 ዓመትእናበላይ□
5. አሁንያያዙትሥራደረጃ?   

ሥራመሪ□የሰዉሓብትቡድንመሪ□
ባለሙያ□ሌላየሚገልፁትካለ -----------

ክፍል-II:-የጽሁፍመጠየቅ

መመሪያ፡- 
ከዚህበታችየሚዛናዊዉጤትተኮርሥርዓትትግበራገላጭተግባራትተዘርዝረዋል:: 
እባክዎ! ለእያንዳንዱገላጭተግባርስምምነትዎንበሣጥኑዉስጥ‹X ›ወይም‹ √ › 
በማስቀመጥያመልክቱ::

ማዉጫ፡-

 SD= በጣምአልስማማምDA= አልስማማምUD= አልወሰንኩምA= እሰሰማማለሁSA= 
በጣምእስማማለሁ

VL= በጣምዝቅተኛL=ዝቅተኛMo=መካክለኛH= ከፍተኛVH=በጣምከፍተኛ

NO=አልታየምONS= ቢታይምአሳሳቢአይደለምSWS= 
በመጠኑአሳሳቢነዉS=አሳሳቢነዉVS=በጣምአሳሳቢነዉ
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ተ.ቁ ተግባር VL L Mo H VH

1. ለሠራተኞችዝግጁነትምክንያቶች 1 2 3 4 5

1.1 ስትራቴጂክዕቅድበደንብ/በአግባቡመዘጋጀቱ

1.2 ለሚዛናዊውጤትተኮርስርዓትአመራሩያለውቁርጠኝነት

1.3 የሚዛናዊውጤትተኮርሥርዓትስልጠናለእርስዎመሰጠቱ

SD DA UD A SA

2. የሚዛናዊዉጤትተኮርሥርዓትየዕቅድዝግጅትደረጃ
1 2 3 4 5

2.1 በሲቪልሰርቪስ ጽ/ቤትሚዛናዊዉጤትተኮርሥርዓትታቅዷል

2.2 ለሚዛናዊዉጤትተኮርሥርዓትቀረጻናትግበራአስፈላጊየሆኑሀብቶችተመድበዋል

2.3 የሚዛናዊዉጤትተኮርሥርዓትኮሚቴተመሥርቷል

SD DA UD A SA3. በስተራቴጂክዕቅድዝግጅትላይየሲቪልሰርቪስ ጽ/ቤትአፈጻጸም

1 2 3 4 5

3.1 ስትራቴጂክዕቅድበዋናዉ ጽ/ቤትተዘጋጅቷል

3.2 ተገቢነትያላቸዉሠነዶችእናመረጃዎችበበቂመጠንተተንትነዋል

3.3 ሠራተኞችበስትራቴጂክረቂቅዕቅድላይበበቂመጠንተወያይተዋል

SD DA UD A SA

4 በሲቪልሰርቪስ ጽ/ቤትየስትራቴጂክጉዳዮችንመለየት 1 2 3 4 5

4.1. የተለዩጉዳዮችደንበኞችንአገልግሎትአመልክተዋል

4.2. የተለዩጉዳዮችዉጤትየጽ/ቤቱንተልዕኮእናራዕይለማሳካትአግዟል

SD DA UD A SA

5. የሲቪልሰርቪስ ጽ/ቤትስተራቴጂክዕቅድዕይታዎች 1 2 3 4 5

5.1. የጽ/ቤቱንመካክልለኛአፈጻጸምለመለካትአራቱዕይታዎችበቂናቸዉ

5.2. በአራቱዕይታዎችመካክልዝምድና/ግንኙነትአለ
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ተ.ቁ ተግባር SD DA UD A SA

6 የስትራቴጂክዕቅድዓላማዎችዝግጅት 1 2 3 4 5

6.1 ዓላማዎቹደንበኛ-ተኮርናቸው

6.2 የተቀረፁትአላማዎችአራቱንእይታዎችአስተሳስረዋል

6.3

SD DA UD A SA7 የአፈፃፀምመለኪያዎችንማደራጀት

1 2 3 4 5

7.1 ሲቪልሰርቪስ ጽ/ቤትየአላማዎችስኬትአፈፃፀምመለኪያዎችንአስቀምጧል/ወስኗል

7.2 የአፈፃፀምመለኪያዎችየአፈፃፀምውጤቶችንከሚጠበቀውውጤትአንፃርለመለካትጠቅመዋል

VL L Mo H VH8 ለፈፃሚየወረደውንሚዛናዊውጤትተኮርሥርዓትማጠቃለልናመገምገም

1 2 3 4 5

8.1

8.2 ከስትራቴጂክእቅድጋርመጣጣም

8.3 የአላማዎችናመለኪያዎችተገቢነት

8.4 ግልፀኝነትናቅለትበያንዳንዱተግባርስርተገልጿል

8.5 የሲቪልሰርቪስ ጽ/ቤትከሰራተኞችጋርየትግበራውይይትአካሂዷል

VL L Mo H VH

9 የሚዛናዊውጤትተኮርስርዓትንትግበራደረጃዎችንማደራጀት 1 2 3 4 5

9.1 በበጽ/ቤትደረጃመተግበሩ

9.2 በዋናስራሂደትደረጃመተግበሩ

9.3 በያንዳንዱሰራተኛደረጃመተግበሩ



IX

ተ.ቁ ተግባር NO ONS SOS S VS

10 በምንጃርሸንኮራወረዳሲቪልሰርቪስ 
ጽ/ቤትየሚዛናዊውጤትተኮርትግበራበባለሙያደረጃያጋጠሙችግሮች

1 2 3 4 5

10.1 የውስጥ/የግልችግር

10.2 ተገቢነትየሌለውየውጤትተኮርአቀራረፅ

10.3 በአመራርየሚታይቁርጠኝነትማነስ

10.4 የኢንፎርሜሽንቴክኖሎጂችግር

10.5 የአስተሳሰብመካችነት

10.6 በሚዛናዊውጤትተኮርስርዓትላይበቂእውቀትአለመኖር

VL L Mo H VH11 በሚዛናዊውጤትተኮርስርዓትየተለያዩቡድኖችንተሳትፎማደራጀት

1 2 3 4 5

11.1 የቀረፃሂደቱ፤ የጽ/ቤትኃላፊዎቸወን 
፣ዋናየስራሂደቶችን፣ንዑስስራሂደቶችን፣ሰራተኞችንእናደንበኞችንያሳትፋል

11.2 የትግበራሂደቱ፤ የጽ/ቤትኃላፊዎቸወን 
፣ዋናየስራሂደቶችን፣ንዑስስራሂደቶችን፣ሰራተኞችንእናደንበኞችንያሳትፋል

VL L Mo H VH12 የሚዛናዊውጤትተኮርስርዓትተገቢነት

1 2 3 4 5

የሚዛናዊውጤትተኮርስርዓትተገቢነት

VL L Mo H VH13 የሚዛናዊውጤትተኮርስርዓትአተገባበርየክትትልናግምገማተከታታይነት

1 2 3 4 5

13.1 የያንዳንዱዋናስራሂደትየውጤትተኮርትግበራክትትልናግምገማተከታታይነት

13.2 በየእለቱ፣በሳምንቱመጨረሻ፣በወሩመጨረሻምንምአይነትየትግበራክትትልናግምገማዘዴየለም
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ተ.ቁ ተግባር SD DA UD A SA

14 በምንጃርሸንኮራወረዳሲቪልሰርቪስ 
ጽ/ቤትሚዛናዊውጤትተኮርስርዓትየትግበራውጤታማነትንመለየት

1 2 3 4 5

14.1 የውጤትተኮርስርዓቱከእለትተግባራትራዕይጋርይያዛል

14.2 የውጤትተኮርስርዓቱየስራሂደቶችዓላማዎቻቸውንእንዲያሳኩደግፋል

14.3 ውጤትተኮርስርዓቱሰራተኞችንለበለጠተጠያዊነትአብቅቷል

14.4 ውጤትተኮርስርዓቱመማማርንናተከታታይመሻሻልንያበረታታል

14.5 ሲቪልሰርቪስ ጽ/ቤትሚዛናዊውጤትተኮርስርዓትንበማለማመዱበጣምውጤታማሆኗል

14.6 ሚዛናዊውጤትተኮርስርዓትየባለሙያዎችንስትራቴጂዎችግንዛቤአሳድጓል

SD DA UD A SA15 የሚዛናዊውጤትተኮርስርዓትቀረፃናትግበራተግዳረቶችንመለየት

1 2 3 4 5

15.1 የሚዛናዊውጤትተኮርስርዓትቀረፃናትግበራላይየችሎታማነስ

15.2 በሲቪልሰርቪስ 
ጽ/ቤትየአሰራርተለምዶየስኮርካርድስያሜዎች/ቃላትተለምዶቋሚነትያላቸውአይደሉም

15.3 በሲቪልሰርቪስ 
ጽ/ቤትአፈፃፀምውጤትተኮርስርዓትበአንፃራዊነትትንሽውጤትያስገኛል

15.4 በዓላማዎችናመለኪያዎችላይየጋራስምምነትለመድረስየችሎታማነስ
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Appendix B
Interview

DEBRE BERHAN UNIVERSITY
College of Business and Economics

Department of Management

Interview questions with Heads and Process owners of minjarshenkora district 

officesDear respondents;

The purpose of this interview question is to enable me to carry out a research for the partial fulfillme

nt of master’s degree in Business Administration (MBA). The research focuses on “AssessmentofBa

lancedscorecardPracticesinMinjarSenkoradistricoffices”.  I kindly seek your assistance in responding

 to the questions listed below. Any information you present will be kept utterly confidential and be u

sed only for academic purpose. Your cooperation and prompt response will be highly appreciated.

Thank You in advance!

1. Do you think the office leaders facilitate to create awareness about the reform to their employees? 

If it was done what was the result? _______________________________________

    ___________________________________________________________________________

2. Do all the employees of the offices participate on the planning phase? If not what was themain 

reason?__________________________________________________________

___________________________________________________________________________

3. How was the trend of leadersto support & empower their employees & allocating and organizing 

adequate resources?____________________________________________________

   ___________________________________________________________________________

4. What is the result you observed in implementing the BSC in the offices? ________________

  ____________________________________________________________________________

5. Do you have regularly evaluating the progress of organizations, teams and individual 

performance? __________________________________________________________________
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 _____________________________________________________________________________

6. Do you think that the leaders and employees of the offices supporting the district to implement the 

reformprogram? _____________________________________________________________

 _____________________________________________________________________________

7. What were the barriers to bring progressive improvements in the offices? ________________

 _____________________________________________________________________________

8. What do you suggest to bring progressive improvement in the offices performance? ________

_____________________________________________________________________________

9. What contributions expected from the government, leaders, stakeholders & employees to be 

effective reform program in the offices?_____________________________________________

  ____________________________________________________________________________

10. Do you think that the offices communicate all the employees on the strategic objectives of the 

offices? ____________________________________________________________________

 _____________________________________________________________________________


