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AUSTRACT 

Strategic manag ment is th~.:: . nrt , scit;nCe and craft o[ formulating, implementing and 

-fun tit)n:tl dt' l'i sions that will enable an organization to achieve its long

lt i. til pmc0ss of' specifying the organization's mission, vision and 

h l inp polici ·s and plans, often in terms of projects and programs, which 

ned t achieve these objectives and then allocating resources to implement these 

li ies, plans, projects and programs.The balanced scored card is designed to give 

c mpanies the information they need to e1Tectively manage their business strategy 

ta tically. The scorecard is similar to a dashboard in a ca r. As you drive yo u can glance at 

the dashboard to obtain real-time information on how much fud remains and the speed 

you are travelling. The study design was a case study aimed at gelling detaib .i 

information regarding the process of balanced scorecard implementation and challenges 

that Family Bank had encountered. Primary data was collected from the company staff. 

This was a case study, therefore content analysis was quite useful. '1 h~.: study round out 

that Family Bank had used balanced scorecard as strategic managcm nt tool, which was 

implemente I by all employees. 'I he study al o found that there wen.: key tngc:-; used in 

the implementation of balance corecnrd tl hu11ily Bank. 1 h · tudy tuthcr round the 

imp! m nt tion o B at J•amily Bank nc untere 1 chHII n 

limit d ourc . Hn lly r 

fu h I I' 

p nt . 
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HAPTER ONE: INTRODUCTION 

1.1 Background of tlu: Stud , 

Finunci l in tituti\ n' likl :my oth0r concerns reqt1ire new capabilities for competitive 

n l 1 ainu! by the ability of a firm to mobilize its intangible assets rather 

tin in ,nd managing tan gibl e assets. Intangible assets include goodwill, good 

n me, well thought processes, enicient staff etc. Once thi s is effectively done, a 

firm i able to retain the loyalty of exis ting customers as well as develop new 

1 lationships, introduce new and innovative services desired by targeted customer 

segment, grow its market share and improve the bottom line as well. 

In order for organizations to achieve these objectives, they have fully adopted Strategic 

1 ·fanagement in all areas of their operation. The discipline offer various tool s that when 

well applied delivers good results. One such strategic management tool that can be able 

to objectively measure the performance of a !inancial institution and c nsecutivdy hdp it 

achieve its objective is the ~alanced scorecard. 'l he balanced core card is a strafe ,j · 

planning and management system that i used extensively in busine~!\ to nli '11 btt ine. 

activities to th vision and trategy of the org· niz ttion. It also a si to itn) rov int ·mal 

and xt mal communic tion n I monil r r, utiznti m 1 rfl rm mce ' in t 

nd m ifi lly 1· mil B nk nn ur ~ pul ti n tu 

h dir t lin •ith th nd 

lll Ill 11 



individually to ascertain the weight given to each perspective by Family Bank. It will also 

focus mainly on th hallt>np_cs thnt the institution bas encountered in its efforts to employ 

the balanced · · t~:) c.n·s ns 11 stra tegy implementation tool. Ultimately the Bank is 

focu d n im n inl' sl rvie~.: (kli vcry, increase market share and Gtls tomer satisfaction. 

It' . ) lh n · 1hat we want to es tabl ish how the Balanced scm e card can be used 

a measure, wlmt arc tll e chall enges there in and may be offer proposals on 

r overcoming them. 

1.1.1 The oncept of Strateb'Y , 

Strategic management is the art, science and craft of formu lating, implementing and 

evaluating cross-functional decisions that will enable an organization to achieve its long-

term objectives· It is the process of specifying the organization's mission, vision and 

objectives, developing policies and plans, often in terms of projects and programs, which 

are designed to achieve these objectives and then allocating resources to implement these 

policies, plans, projects and programs . Strategic managcnH!nt seeks to coonlinate and 

integrate the activities of the various fHnctional areas of, busincss in order to achieve 

long-tenn organizational objectives (David, l9X9). 'I he str te •ic managenwnt !ram work 

is bas on the finn's i ion n i mi i m which th r" ft r h ·Jp in r rmulation o Inn •-

t rm r nizntion 1 goal . 'I h 'I roj 'I \111 r th llll ' th \( , I 

ti n hi v . \ th it hn1 t 

in th tiv m nn r. 

ty1 i 11 pl nn r ui I th hi 

tl lt \11 r tl 



supervision of the organizntion1
S top management team or senior executives. According 

to the logical increm nt:1lisn1 perspective (Quinn, 1978), the top management teams set 

.md :mh-llnits develop spcciftc strategies al1Cl tactics needed to 

re ·pond to l'llvimnrncrJtal challenges. Strntcgic management provides overall 

di1 ti n t th cn1<'t prisl; and is closely related to the field of Organization Studies. 

ll implementation comes arter strategy has been formulated. It is the most 

hallenging stage and determines the success or failure of strategy. It is concerned with 

aligning organisational structure, systems and the processes with chosen strategi es. This 

stage is often referred to as the action phase of the strategic management process. Various 

scholars argue that it is the most important phase in execution of strategy. 

1.1.2 Challenges of Strategy Implementation 

Reed and Buckley (1988) discussed challenges associated with strategy implementation 

identifying four key areas for di cussion. The first one is the need for a clear fit between 

strategy and structure. '!hey claim that the debate about which com s first is irrekvant 

provided that there is congruence in the context of the operating environment. Another 

is when rn, na cment style is not appro1 ri tle lot the stmtc • , b~.:ing 

imp! m nt l. hey it th nm1 le o the · nli pten uri \I ri k t kcr '•hn may b m 

r h 11l ' in 11 H pt i t hH " 

y inv lvin r tr n hrn nt" 

n th r ' im1l rn nt ti nth 1 11 

tl tt l 



availed for strategy implernenta1ions arc insurricient then it becomes diffi cult to meet the 

overall objective of ensuring n 'Crtnin strategy is implemented. Other additional 

challenges hi hH~•hkd b s hnl<1rs include, poor communication, unclear strategic 

i11t ntion 

t II ) ti U tl 

ntliclinp pt io ritics in efTcctive senior management team, weak cross 

t Jination <..:lc. 

l .l. ' Uulan d corccard 

The balanced scorecard is a strategic management tool mainl y used in performance 

management. It translates an organization's mission and strategy i n1o a balanced set of 

integrated performance measures. It complements the tradi tional financial perspective 

with other non-financial perspectives such as customer satisfaction, internal banks 

process as well as learning and growth. The balanced score card has evo lved over time to 

not only become a measurement tool but to also become a strategic management tool 

aimed at providing a clear understanding of where an organization is as l~u· as its linancc, 

processes customers and people are concerned. 

'I he 13 lanced score car I is de igncd to g1ve hanks tlw information the · need to 

lectiv lyman g th ir bank trategy ta tically. '1 h • c He m.l is si11il 1 to a !1 hhoard 

m ncar. you driv you can 1 me at he da hbo ml to >l t in r 'il-tilllt: in format illn 

u h hO\ much fu I r m m th r tr v llin • th ' ll h \ , 

rd l r vid ti in tituti n 

th u h p r nn n m in m nn r 



Implementing the balanced s orecard as ihe strategic management tool of choice is a 

trend that is well on it \ a. in mnn' or ):mi za li ons worldwide. Initially introduced in the 

early 1990s as a t I t lwlp l ompnni es translate their corporate mission to all levels 

org)'tllL~.utiou. th I Hh l d S{'<ll Gnrd is wid ely acknowl edged to have moved beyond this 

id olo ' . It 1 n \ become as a strategic change management and performance 

111 n nt proce s. ~urrently in Kenya more than sixty percent of companies are 

·un nll using the balanced score card allhough with chall enges. 

une by the Institute of Management Acco untants (lMA, 1995) estab li shed that 

more than 50 percent of the large companies are using some form of balanced scorecard. 

This is reflective of the power and simplicity of the balanced scorecard to provide 

direction for all levels and areas of the organization. The balanced scorecard, developed 

by Kaplan and Norton (1996), is a management system that gives business people a 

comprehensive understanding of business operations. But still after more than 15 years it 

is surprising that there are still many business people unconvinced about the utility and 

effectivenes:s of the balanced scon:card and even more surprisin ~ is the number or 

or anization giving up on it through their own misapplication or misu ·~,; or th · tool. 

Kl t and arlin, (2000), in their study highli 'ht the: eun ·nt busin · . clim lt. rc.:qttiii..:S 

h ving b l\ n fin ncial ll lm n u1 lo d vl'iop 

e r ur hi llllil tl 

uh indi iti , Ill 

rti ul r ill I l 'r U! 

th. 



1.1.4 Banking ector in Kenya 

In Kenya, the Bankin ~'u.' tt)l' is t'\)111j)OSCd or the cntral Bank of Kenya, as the 

regulatory auth ri t .m l tilt tt .pu l n t ~d tH\lllely Commercial 1 anks, Non-Bank Financial 

In titut i n BUt l au:;. /\ s of :1 I st December 2009, the banking sector compri sed 

which w~re co mmercial banks and 2 mortgage flnance companies,. 

)ll\lll 1 I bank and mortgage fina nce companies are li censed and regul ated under the 

n mking Act, Cap 488 and Prudential Regul ations issued there under. Foreign Exchange 

Bureaus are licensed and regulated under the Central Bank or Kenya ( 'BK) Act, Cap 

491. Out of the 45 commercial bank institutions, 1'3 are locall) owned wh ile the 

remaining 12 are foreign owned. Among the locally owned financial i stitutions t l ll~ re are 

3 banks with significant Government shareholding 28 privately and th ..: remaining two are 

mortgage finance companies. 

Performance of the banking sector has always been rated as strong. 1 his is because these 

in titutions have consistently achieved satisfactory improved operations results despite 

high market competition and other conorn ic indicators pointing to th' contrmy. 'I his hns 

m inly b en ttri buted to the majority of the c in tit ut ion~ mbra .ing th~ h tl .mc · I 

rd ll cte y implem ntati n to 1 im d at breakin th ll o th t'Oillp'lll 

m m 11 hi vable obj tiv f th un nn 

ny n tim in 1d r t m 

h . 
r m m vih1 nt n h 

ni • 1 ill r fi 1 th 1 r 

ntire 



1.1.5 Family Bank L imited 

Family Bank (form rl. l•.nnil , Finnncc Building Society) was registered as a Building 

Society on ~ l t lilt 19R,I i n I ' 1\Y<l , under the Bui lding Societies Act and 

cottttnt.:u in tilt, cnrly 1 9H5. Family Dank converted into a fully- Oedged 

U>ttllll ·ill l n m ny 2007 and til e muiu driver for its conversion was the need to 

l) t 1\ i r , nge of products aod services to its customers. 

1· mil Bank is regulated by the Central Bank of Kenya (CBl'') and is frequently 

in 'pee ed using CAMEL ratings which look at Capi tal, Assets, Management, Earn ings 

and Liquidity. Its ratings by the CBK have been ntvourab le over lite years. The Bank is 

also a member of the Deposit Protection Fund (OPP) meaning that the customers' 

deposits are protected. It's also a member of Kenya Banker's Association and hence 

participates in discussions that affect the Banking Industry in Kenya. 

From only one branch in early 1985, the bank has grown to be an institution with 55 

branches countrywide covt.:ring even out of the eight province in Kenya . Since 

inc pti n, l·amily Bank ha b n providin • affordabl linancial •tvi ·es to tht.: medium 

nd low r incom amer . 'I he pro uct nnd n'I c are w II r earch d and tailor-m 1d • 

uit th n o its u tom d fin it I 111 I it t '\I I • t 

m 11 n m liLUn 

Ill l th J ri ll 



In an effort to effectively compete with the other 42 banks and al so to protect its niche 

market, Family bank departed fr m the 1rnditionnl financial perspective measurements 

and embraced the balan ed s' r~.' :ml ;)S n tool to assess its performance and identi fy 

areas that 11eeded imp1 )\ m n1 . 1 fkt•tiv~.· 2007 the Bank embarked on a training of all its 

en1pl oye~, 011 lh . tn tcpie lllHnagemenl and the use of the balanced scored 

l;Hn l 1; 1 111 1 lll 1 erfonnancc management aimed at assisting the bank realize its 

L)h j • tiv )t' ' ing dominant player in its targeted market segment. 

1. .. Re 'earch Problem 

The need to remain competitive, productive and open to the challen ges of the future in 

the face of a constantly dynamic environment is becoming more importan t than ever. The 

demand for more and more innovative products and services cont inue to increase each 

year. The need to constantly grow the bottom line is more immense now than ever before 

while the nature and the current demands of employees continue to pose a real challenge. 

In appreciation of these key environmental challenges, Family Bank has embraced 

strategic management in totality and has embraced the balancl!d score card us the ideal 

to I to measure performance. ·y he scorecard has been used by the lhnk as a tool aimed at 

tran fomling the vi ion < ll I th. mi ion into a compreh ·nsivc et or pL'I form me. 

rn ure . It h 

hi h I v I of mmitment , n tim . 

rd h b n in ' ti Ill 

ful s ut 1r I pr 11111\llH: dcmmd a 

tu 1 , Ill 

hi h in lu 

ilu . I 

u 

n pu li 

11 I I 



scorecard for employee performance management in commercial banks in Kenya, 

(Mucheru, 2007): The applicmion or the balanced scorecard in implementation of 

strategy at KRA (K m. u, :?OOo) nnd npplicatio n of the balanced scorecard in strategy 

appl ication at B r ll\ h.111l ' ( l ~cn : 11 o, 2007). Majori ty of the researchers have therefore 

l lin! wi1h tl w upplication of the score card without taking the study 

er ing the question of' what arc the chall enges the Banking sector and 

m 11 p i 1cally Family Bank in its endeavour to use the balanced score card as a 

stt 1teg • implementation tool? 

l. Objective of the Study 

This study is aimed at establishing the challenges of the balanced sco red as a stra tegic 

implementation tool at Family Bank. 

l..t Value of the Study 

This study is specifically aimed at ensuring that the concept, theory and pructtsc of 

strategic management is enhanced. Over a long time studies ha ·c concentrated 111 

discu sing the e.·tent of the u e of the balance scored. 'I here are. therefore many other 

fi et f thi cone pl that huve not he ·n ii.11ly e..·lwustcd. !·or e · mph: stu li · on the 

h II Ill fi I l>y many institution in implem nt 1tion can b · repli " 11 d in m 

ur t omm n pr hl m 



CHAPTER T\VO: LlTERATURE REVlEW 

2.1 Introduction 

This chapter r thl' hkt.t1111l' nvailnhk~ on strategic management and balanced 

ti n 1 1 ~.:nls Ill ~ tll l!or~ ti cal fram ework on strategic management, 

m nt nnd ha l anced scorecard . Tile second section reveals the process 

re card implementation as a strategic management tool. Empirical studies 

in th area ha e also been reviewed. 

l .- oncept of trategic Management 

trategic management is the art, science and craft of fo rmulating. implementing and 

evaluating cross-functional decisions that will enable an organization to achieve its long

term objectives· It is the process of specifying the organization's mission, vision and 

objectives, developing policies and plans, often in tcn.ns of projects and programs, which 

are designed t achieve these objectives and then allocating rcsourc ·s to implement these 

policie!i, plans, projects and programs. 

trategic manag rnent eks to c or limn and integr 1tr the 1 ·tivitie ol the vm iou 

uncti nnl a bu in in or I r to hicve Jon -t rm or •tmiz tinn 1l nl ·c.ltiv 

. Th m nt fr mew rk i firm' 

mi n whi h th r nnul ti n ti 

pin 

in th 

n 111 r. 



2.3 Challenges of trateg)' lmplemcn1;ltion 

Reed and Buckley (l li 'Cll~~l' tl chnllcnges associated with strategy impl ementation 

ident ifying four k ' l'' disl~ lt ssion . Th(;y acknowledge the chall enge and the need 

for n cl ,u· tit n hahp nnd structure. They claim tbal the debate about which 

, nt ptovidcd there is congruence in the context of the operating 

uvit Hllll nt 

l~ e nt trticles on local and foreign compantes confirm notable barri ers to success !'ul 

..:tlateg' implementation about which there appears to be a degree of acco rd including 

Beer and Eisenstat's (2000) who assert that six silent killers or strategy implementation 

comprise: a top-down/laissez-faire senior management style; unclear strategic intenti on'5 

and conflicting priorities; an ineffective senior management team; poor vertica l 

communication; weak co-ordination across functions, businessc. or borde rs; and 

inadequate down-the-line leadership skills development, insufficient resource allocation 

(Aosa, 1992; Beer and bisenstat, 2000). 

2.4 Balanced corccard as a Strateg ic Mann gcmcnt T ool 

Kapl n nd rton in thdr tudy r v led that the n 1 nc i tb Hll 

m n t trate y. hey b nn \ ith th 

niz tti 

thin . ut m th 

h rt -t 1111 h ' i r 

11 



But what were the appropriate mensures of future performance? If financial measures 

were causing organizations 1L d 1 the wrong things, what measures would prompt them to 

do the right things? h . n ,, L'r tmncd out to be obvious: Measure the stra tegy! Thus all 

of the obje .tiv n llll. \Ills ()1\ <I nnltl tl<.:ed Scoreca rd - financial and nonfinancial -

·hould b • d dv I fl m 1lll~ or l;UJiY.ation's vision and strategy. Allhough we may not have 

th implications at the time, the Balanced Scorecard soon became a too l for 

tntn ''in t tegy a tool ·for dealing wllh the 90 percent fa ilure ra t.e (Kaplan and 

Norton. OOlb). 

1.- The Background of the Balanced Score Ca rd 

The concept of the balanced scorecard was first presented in the early 1990s. By 2000 

some surveys indicated that a majority of firms in the United States, and Scandinavia 

used scorecards, or at least intended to do so soon. The concept has since then arrived in 

Africa and is fully embraced. In Kenya it's more used in the private sector and the 

Government is yet to embrace the same. The number of software packages for scorecard 

on the market has been growing and exceeds one hundred today. In only ten years, thl' 

ide of the balanced scorecard h c rtainly m de its mHrk. (Cladcnn . 2000) 

Jv n within lhe pri ·tte s tor, finan i I st t m lll!.i ~,.: nnot pwj rl • tpllll'l~ thl' kind of 

n ur m nt th t r re mr 

J r mpt n 

pr r 11 int n 

UJ 11 

ll 



They are part of a top down driven process, driven by the mission and strategy or the 

"Business Unit". The me. sun~s nrL~ 1 halnnce between external measures for customers 

and shareholders nd im nul 1\\L';I:\Illl~S or business processes, innovation and learning 

tll'Hau 

mu. 1 .1lsn he struck between measures of pnst perrormance and 

futmc plt lotmancc. It is possibl e to use the balanced scorecard as a 

m nt system to rna11agc strategy over the long run (Po ll , 2001 ) . Kahibu 

th t the measures sckcted for the scorecard present a tool for leaders to use 

in mmunicating to employees and other stakeholders the ex terna l drivers by whi ch the 

Hlld gH Wth. 

org nization will achieve its mission and strategic objectives. 

Latshaw and Choi, (2002) states that traditionally, organizations measu red their 

performance on short-term financial measures; however the balanced scorecard 

approach extends this to including measures of performance rel ating to customer, 

internal processes and learnin g and growth need· of their people 'l his broader locus 

brings in a longer term, strategic dimension to the business, by not only looking at the 

short-term financial performance, but nlso how the organisation i going about dt:livering 

the re ult , and checking on the overall .. trategic health" of lh or 'aniz ttion. By 

cusing on th e non-financial dimension , th rganization c n a sit p 1~ nn m 

in buildin k y 1 , bilitie , r quir d in tem1 of it 

th utu . hi p rticul rly r lev nt to mp ni l n r-t 1m lll n 1 

r turn , mp tiliv th th I k th 

ill thr l n th n' hilit I 

m n, 



2.6 The Process of ing the Balance Scored in an Organization 

At the highe t l vel 'ithin :m or)n ni s<ltion the strategy will define the specific 

per fonnauce m . 1.md:Hds t'l~quired in each of these non-Jinancial areas. This 

proce hip to dt~ !ine itl very specific terms the "definition of success" 

th n-finandal areas, together with their relative importance weightings, to 

t embrace these requirements in their day to day activities. Once thi s 

1111 l ed for the organisation as a unit, these measures are transferred to individuals 

tlu ugh ut the organisation, by creating individual "l3alanced Scorecards": This 

in onnation and the subsequent decision to change somethi ng is critical to the strategic 

learning process, which should continuously modify strategies to re!lect this "real time 

learning, (Johnsen, 2001). The Balanced Scorecard approach extends into linking 

employee rewards to performance in all four areas, with suitable weightings applied 

reflecting the relative importance of each area. In some instances companies see the non

financial measures of such importance that a "threshold" level of performance is set Cor 

ach Of the non-financials. ')his approach cle 1rly indicateS to t:lllJ }Oyt:t:S the levd oi' 

importance the organisation places on future cap·tbility build ing d st1. tcgic is:m · , whil~ 

t th s me tim r ognizing hort r-tcrm finan i I p rfl m1 u1c ( ,ad ·nn ·, 2000). 

. h bu in unit in th r nization it d 1 ur lt 
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measures. Therefore, managers eyaJuating multiple subordinated units including superior 

managers may under use or t"\ l'n ignM' the un iqlJC measmes desi gned for each unit 

Judgmental diffi ult i in u in • uniqu~~ m~,,~ures may be compounded when the manager 

wl1o CHrrie Ut uni t• Jl rll)llli:II IC • t.:v<lluulion does not actively participate in 

m ( atd :llld, conseq uently, may not appreciate the significance of 

. Under l!SC or unique lllCHSUres reduces the potential bene lits of the 

recard beca\lsc the unique measures are imrortant in capturing the tmit's 

1u ine rategy (Appelbaum and Reichart, 1998); (Kaplan and Norton, 200 l a) such as 

1 1 rket share, extent of innovation and customer satisfaction . 

\Vaal (2003) in his study indicates that the balanced scorecard rctai11s traditional financial 

measures but financial measures tell the story of past events, an adequate story for 

industrial age companies for which investments in long-term capabilities and customer 

relationships were not critical for success. 'I hese financial measures are inadequate, 

however, for guiding and evaluating the journey that information age companie · must 

make to create futur value through inv stmcnt in customers, supplil:rs, employee , 

proc s s, te hnol gy, ~md innovation . 

... 7 'I h Puqw c and u c of tin· Balanc • Sl'O t ' l' Card 
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The scorecard is balanced: the four p~rspectives nim [or a complete description of what 

you need to know ab ut th bu. i1wss. First, th0re is a time dimension going from bottom 

to top ...... uiTent pro 1t l ilit l t~. m:1y L1rgely he ll consequence of what was done last 

q unrtet or I 

y 'Ill' 

blllh 

Ill hin r •· 

n '• .I ilb :Ill' added now it should have conseqttences for next 

man c. 'llw scorecard is al so bal anced in another way: it shows 

nd extemal nspects of' the business. 1l is obvious that a "well -o iled 

intemal processes is important in any business, and may not always 

·on-elate\\ ith extemal perceptions. On the other hand, customers' views and the contacts 

th t ha e been established in the market-place are also important too. 

Finally, the scorecard is linked through cause-and-effect assumpt ions. Among its most 

important uses is to reflect on how strong these linkages arc, what time delays they 

involve, and how certain we can be about them in the face of external competition and 

change. 'I he balanced scorecard contains a diverse set of per~ rmancc measures, 

spanning financial performance, customer relations, inh:rnal business processes, and the 

org nization's leaming and growth activities (Kaplan and orton, 1992). 'l hi~ large ~et or 

m ur is designed to c· pture th firms' desir d bu ine stntc •y and to in ·lud driv r 

f P rformanc in all arec importan to th finn Kaplan md 011 n. 1 ()( , . U r nf th 

re rd 
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both the current and future retums. They also impact in the general environment under 

which the business is d n . There- nrter the score card also ensures that there is a clear 

way of measuring r nn.1n' . :md n ·hievcmcnt in each role. It then goes further and 

. nd nllocn l 's a mark. for each role performed and meL Reward 

11nd (Htni tun nt ci< litwcl and il becomes easy to action on either. This lool 

h leur role to play as far as strategy implementation is concerned Jil a 

lin m ·i 1 in titution. 
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CH PTER THREE: RESRARCII METHODOLOGY 

3.1 Introduction 

'I hi. chupt ·r 

th 

inr t n ti n 

· the llll tl l<)dl)1opy 1 hnl wi 11 be used in gathering the data, analyzing 

lhl, Jt~s ull s. I !ere lhc researcher is aiming at explaining the 

t b u::~ed to col lcct and analyze data to get pr per and maximum 

ted to the subject under study. 

'1 het i a lot of think through over the subject under discussion to cn<:;urc that the correct 

approach is granted. That is whether the study will require qualitative or quantativc data 

and \ hether it will require a survey or indeed it 's a case study. Subsequent data 

collection and analysis methods are defined. 

3.2 Re earch De ign 

This is a case study since the unit of analysis is one organisation. It is aimed at get tin, 

detailed information regarding the process or balanced score<.:md implementation and 

challeng s that Family Bank limited h s encountered. 'I he ca e ::;tudy has h · ·n desigtwd 

du to th natur o stu y b ing c n uct I. 

rding t Yin {19 9 tudy llow nm ati n t I 

m nin ful nt. K th ri 20 thnt u 

in nd i I unit . It i till d in i 'I th 

111 limit l 
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3.3 Data Collection 

Primary data will b 

e. tablish th · pr 

ll t'tlt'd frt)tn tlw nank stnfC by use of interview guides in order to 

.11\d t h:tlknpt\!'1 of implementing the balanced scorecard as a 

n ~.nl 1< ol :11 Fa111ily Bank . Interview guide will be designed and 

tht u h intc1vi w and discussions to key informants vvill include 5 senior 

n 5 departmental heads. The interview guide will comprise of open ended 

JU It ill be an in depth interrogation into the operations of the Bank, and how 

the lanced score card has impacted the performance there of. 

1ugenda (1999), notes that such questions allow for a gn;ater ckpth or response. 

econdary data sources will also be used to provide additional infnnnalion. This will be 

obtained from already documented materials such as in-house publications, in house 

training materials and periodic performance reviews. 

3.4 Data Analy i 

This is th breaking down of the dat collection and establ i bing i r then; un: any 

rr l ti ns of th information provided. 'I he complete I in terview guides wi ll h · c lit ·d 

ing th , .. will l c it Ill b , 

riv fr Ill th thi 

tu y. n lyti rutinizin mm n th 

m furth r ·pl 

umqu ituti n. ill 

11 ult tl h lr 
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Being a case study, content analysis will be most use ful. Nachamias and Nachamias 

(1 996) describe it as te 'hniquL~ u ::;~d to make inferences by systematically and 

objectively identif ,in JLl itil' t' h:ll':ll~ t ~.: ri s ti cs and messages. Ensur ing repeated issues 

mthu t , plor.t lion or d ~vdoping areas of further study around them. 

d liti 11l llllltti n p1ovidl:d for when an interviewee is answering a parti cul ar 

1 quires analysis. Thcrcallcr c.lrawillg the necessary conclusions from the 

llected is fundamenta l to the success or the study. 

This will be the best method of analyzing the qualitati ve data that wil l be co ll ected !'rom 

the interviews and discussions. The same wi ll also be useful in assisting the Researcher 

identify clear and concise challenges that the Bank is encountering and also fo rm a basis 

for further study especially in the area of identify possible ways of overcoming the 

challenges. The impact on the subject, theory and practise of strategic management and 

strategy implementation will also be adduced. 



CHAPTER FOUR: DATA ANALYSIS AND INTERPRETATION OF RESULTS 

4.1 Introduction 

'I his cltftptet pr nt tlh <1.11:1 !indi nps of' the study and their analysis there of. The data 

WI!. '. tth u h intcrvi w guides <mel analysed using content analysis. According to 

tit 1md, II five senior managers and Jive departmental heads projected in the 

pt i 'II h per to be interviewed were interviewed which makes a response rate of 

0 
• The commendable response rate was achieved at after the researcher made fnlntic 

eti01t at booking appointments with the senior managers and heads or department despite 

their tight schedules and making phone call s to remind them of the in terview. The 

interview was also focussed and well directed aimed at addressing particular issues 

captured in the research problem. 

4.2 General Information 

By interviewing the top and departmental managers or the Bank, there was concerted 

e on to ensurt; that a r~presentativc data was collected. 'J he :;tudy, in an crforl to gan'c 

the int rview es \ rking ·xperien ·in thl! banking Sl:ctor nnd Family bank, th ·question 

br ck t wa r ·qu . Thi wa m nnt l en ut th tt th p )pic inlet vi ·wed 

unde the b nk w II; it' op ting pt r I ' and 'I c.kd 

rdin t th th 1r tm I ft m 

II th m h 



In an effort to establish the interviewees' competence and convers~mce with mailers 

regarding Family Bank, the 'tu :ly nskcd q11 'Stions on the years that the interviewees had 

worked for the R nk. . · ')1 linp to tlw interviewees' response, all o[ them bad worked 

fo1 the Bank for 1v • l :n s :1s Ill OSI promotions are internal , within the Bank. The 

h nee had the udva11tagc of' good command and responsibility 

head of departments and experi ence and ap titude owing to their years of 

in the Bank. To the question on the interviewee designation, the interviewees 

inl 1vi w · ,' 

w re 11 in charge of various functional areas. 

4.3 Balanced corecard implementation process 

To the question if the bank use the balanced scorecard as a strategic management tool 

interviewee the interviewee were all in agreement the balanced scorecard was indeed in 

use in the banks as strategic management tool. The interviewee was further requested to 

indicate who was involved in the implementation or balance score card, there were 

various responses which included; senior managers, all t:mployt:es, ntirc management, 

human re ourc~ managers, section hca b , line managers and management at alllevds. 

Th int rviewee wa reque t d indi 'tl~; , pproach u d to imp! 'lllL'nl the Bal.tn · ·d 

II 

t I 
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To the question on the ke) tages thnt \Vere used in the implementation of balance 

scorecard at Family Bank, tht: stndy fi ndi ng show that the stages were; overview by 

external con.ultant t tht lt,,\1 d l) r d i rt.t'.tors in co nsultati on with the senior mru1agement, 

tnfl i11 cwt y d ~: partment , fo rmulation o f' the scorecard by staff 

in c u·ult tti n ith up JVi~ots ,training of lower and midd le management for 

n l external consultants ,implementati on of the scorecard ,evaluation of 

lh Hi n the reviewing of the scoreca rd by ex terna l consu ltant. 

n the requirement of for successful implementation or balanced ~corecard at Family 

Bank. the interviewees, said that the requirement were; commitment or the staff, 

communication to all staff, should be understood before implementation, sensitization of 

member staffs, training by consultants, involvement of all staff members, ownership or 

balance scorecard by members, incorporation of bank strategies and the balanced 

scorecard should be ,measurable, realistic, time bound and should be agn.:ed upon by all 

members. To the question whether strategy was impkmented at the same time with 

bal need scorecard at •amily Bank, the data finding showed that the strategy of' th, 

bank h d been implemented befor. th fonnulatio n and imph.:m ntation or bal~ll\\.:ed 

recnrd t F mily B nk, thi clearly shm ~ th t banks trnl gy •i ri" to th· btl 
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To the question what were the key !'·lC.tors thnt led to the implementation of balanced 

scorecard as a tool for :sti h.: 'it mnn <\ ' L~m ' nt , the data Cindings showed that these fa ctors 

were; cost, p r:fi m1 n · in ttrms l) ( rL'S tilts, was ta ge, need for change to new appraisal 

ntethod 

hppllli 

n th 11 till ' w te not perl(mning as mnrkct leaders, fairness in 

\11( N1ta!L;gy and make it operational, need to link bndget with 

r bjcctivc mcnsurcnlcllt tool, need to align starr gnals with the Banks 

tnne management and maximizing ava il abl e resources. It was further revcakd by 

th tud that Family Bank did not use the scorecard so rtware in the im plementation of 

th b l need scorecard. 

4.4 hallenge of implementing balanced scorecard 

The study, in an effort to establish whether strategy implementation was a challenge 

before adoption of balanced scon~ card, asked tht: intervi ewee whl'!hL·r stm\L' 'Y 

implementation was a challenge before balanced score card was. According to the 

intervieweeS' reSpOn e, Strategy implernentHlion wa~ a chnllcngt.: b f 11.: the ttdoption of' 

ore c r r v alin' that th r wa a bit f Ia · it ' by ~:mpl ye ·s to 1n ·pt thi 

chang th u h n w they have a a1 t I , nd th y ar ·oping\ 11. 
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the study that the implementation also inhibits individual freedom by making staff 

concentrate on the laid d0\\11 crnid~_'lincs nncl it restri cts responsibility to what it is stated 

in balanced score · ri. " tlh.: qn~stitm on wh~thcr the int erviewees encountered cultural 

or behavioural b rd t in tlh impknw11tati0 11 or balanced score card, from the response 

th all nprccd they encountered cultural or behavioural barriers in 

th • imp! m nt n of balanced score card. This clearly shows tha t cultural and 

hanges were challenge to the implementa ti on of balanced score card 

It' · al revealed by the study that most of the in terviewees [elt it was a challenges 

because. people fear change and they always believe in doing what they have been used 

to, every member of staff should be involved in the implementation process and not 

sabotage, resistance to change from norms, pre[erence to old performance measurement 

tools, training and user acceptance wasn't ynough, different pinion based on 

backgrounds and timeframe on performance of task were not strict. It was also 

e:stablished by the study that interviewees had to, entrench individual accountability, the 

b nk held training sessions, team building, incentives were providtd nd undt:t"tnnding 

lr in the light of the bank· vision , nd mis ion in ord~r to coumer 

cultural nd b h viournl barri . There wa al o thr Ht •h crutiny of st tfl who h td 

ultu 1 

tru turin 
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The study also found from the interviewees thnt the main challenges they faced from the 

implementation of balan s~ rce:nrd \Wrc; cultural barriers, fear of change, limited 

resources for tminin , I. k l t in 1\wmnt i{)n, ltlck of measurement for some obj ectives, lack 

illll ,(lll . 1 •k 

f t ponsibility, prcf'crcncc to older measurement, organization 

mmitmcnt by staff' ,1ni strust between staff and management, presence 

nd relying on other secti on due to interdependence. 

l h inter ie ~ees, on what is the role of senior management in solving challenges faced 

m l need score card implementation, The interviewees said that ,the role of senior 

management in implementation of balanced score card were; ana lysing the strategy of the 

Bank, defining the various roles that will consti tu te the achievement of strategy. 

Providing clear and measurable goals and objectives, facilitating the accomplishment of 

balanced score card goals, elaborating and expounding key areas of score card to the 

staff. The management also has a fundamental role of supervising the implementation 

process from beginning to end, making the implementation acceptable by inviting 

ontributions from all members of stal f, providing clarification of the various issues 

rais d, ttouble hooting, drawing of balanced ·core c ml implementation process, 

ing a hi vem nt of I ' er 1 v I employt:: ~ , enli htenin talf on the imp lrtanee or 
or rd in h lpin fulfil b uk 
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To the question, \ •hi h ~tt.llt: 1 i L ~ mnnngemcnt used in order to overcome the balanced 
score card implem nt Hi\'ll dulknp ~·s , th t: dnta findin gs showed that management used 
vat iou trat 

inc I u l i; 

lhr >ll •h 

' 1ll\\l hn l n n c~·d score card implementation chall enges, these 
nus ·, olleri np perlcmnancc pegged rewards, close monitoring 

t. involvcrnt:rlt in crartill g some or the targets, job ro tation and 
m upward development or the card provision of' proper informntion, 

f guides to solve these challenges, guidance by human resource managers ami 
te m uilding. 

The tud. also found from the interviewees solutions to the ma or implementation 
challenges were; having common goals through creation of team synergy and integrating 
performance, rewarding best performers, defining bank goals and objectives, ali gning or 
corporate and individual goal, making balanced score card acceptable and n:!lecting 
proper appraisal, more training to stnn: hiring or e:ternal consttl mts to review the 
bal need core card, drawing clear and simple balanc d core card, roper provision or 
r ourc n ed, dis minati n f the ne de I information ani 1 r pl;r monilt ling or 
perfonn n 



CHAPTER FIVE: • 11\IARY, CONCl ,llSlON AND RECOMMENDATIONS 

5.1 Introduction 

'J hi s c:hapler pre •nt · l t)\l dlSCIISSiO il of' key data findings, conclusion drawn [rom the 

md tccomm~ndations J1lade there-to. The conclusions and 

n ar~ in qu~sl of addressing the research qu,..,stlon or achieving at 

h bjective which was to ~stabli sh the challenges of the balanced score card as 

l ·tt1teg implementation tool at Family Danl< Limited. 

-·- Di cu · ion of Findings 

The study established that Family Bank Limited had used balanced scorecard as strategic 

management tool, it was also established that the board of directors, senior managers, all 

employees, entire management, human resource managers, section heads, line managers 

and management at all levels were involved in the implementation or balanced scor~; card 

at Family Bank Limited. On which approach was used to implement the scorecard at 

l·amily Bank Limit, i, the findings of th · study shov.;e l that th · ap] roaches used wen!· 

n of year apprai al, tr ining and di cu sion, involvin, all the ~ tar 1~vit.:win' to makl.:' 

ry h ng , thr u h s ti 
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wh m 
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From the findings the tudy re:vt>als that the key stages used in the implementation of 

balance scorecard at F. mil n.mk Limill'd wt.::rt.::; overview by external consultant in 

consultation with th b t nl ditu'l\)ts tn tll0 st.::nior management, consullancy advice to 

fn11mdn tinn or the :-;corecard by staff in co nsultation with 

low 1 and tlliddle management lor implementation by external 

.lllpl m ntation of the .scorecard ,evu luation or the card and the reviewing or 

th rd b .. external consultant. 

n the requirement for successful implementation of balanced scorecard at Family Bank 

Limited, the finding of the study showed that the requirement for successful 

implementation were; commitment of the staff, communication t all staff, the process 

should be before implementation, sensitization of member staffs, training by consultants, 

involvement of all staff members, ownership of balance score..:ard by members, 

incorporation of banks stmtegies and the balanced scorecard should be ,nH.:asumble, 

reali tic, time bound and should be agree I upon by all member~. ·1 h data limlin 'S nl o 

howed that the strategy of the bank had b en impl mcnt d b fore he rormulation and 

impl m nt ti n f balan d orecard t Family Hank Limit d. 
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and maximizing available re our'es. It \\ ~1s l'mther revealed by the study that Family 

Bank Limited did not u th :s 'l)tl'l'.lrd ~l) lhvarc in the implementation of the balanced 

scorecard. hom the tin lin 1 11hl' study, it was established that strategy implementation 

wa.. a chall ll •e th .ldl)ption o! balance score card. The finding of the study 

nne·· posed by top down congruence of goa ts were; lack or 

cla s sta , sta! r may not be aware of the ::?;oal, mission, vision, 

h they are related to them, understating of what bal uncec.l score card entail 

by the taff, lack of alignment with staff goals, poor co mmunication and that top 

nun gement make unrealistic decision about balanced score card which they expect 

l wer management to adopt. 

It was also established by the study that the balanced score card implementation ntso 

inhibits individual freedom by making staff concentrate on the laid down guidelines and 

it re trict:s responsibility to what it is stated in balanced score card. n whether the staff 

encountered cultural or behavioural barrier in the implementation of balanced score 

c rd, the findings showed that they encountered cultural or bdm ioural bmricr · in th 

implem nt tion of bal ncc::d c re car I. 'I hi cleaily how that ulturnl and h h 1vioural 

t th implem ntlti n f b Ian d cor card 
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different opinion based on ba ·kgrounds and timdrame on performance of task were not 

strict. ft was also revealed b~ ti\L' stndv that int~rvicwecs had to , entrench individual 

accountability, the b nk h ll t. inin!'S .cssions, team building, incentives were provided 

a11d uttdet lfiHdin • H • t'fll d in the li ght of the ba11ks vision and l1"llSSiOn in 

(lJ I 'I t ) () lllllt 

'lh tulv I und rom the interviewees that the main challenges lhey faced from the 

impl m nt ti n balance score card were; cullural barri ers, fear of change, limited 

r · 1U! for training, lack of information, Jack of measurement for some objectives, lack 

t cl rity ,overlap of responsibility, preference to older measun.:rnent, organization 

tructure, lack of commitment by staff ,mistrust between staff and management, presence 

of many measures and relying on other section due to interdependence. 

On what is the role of senior management in solving challenges faced in balanced score 

card implem~ntation, The finding of the study established that the roh.: of senior 

manag ment in implementation of balance score card were· acilitating the 

ccomplishment of balance score car goal , laborating and e/1 mmding k ·y m a of' 

r c rd t the staff, up rvi ing th implem nt tli n pr , making balnnc 

m 11t ti n pt bl by invitin ntributi 11 ,pr viclin lnrifi ni n 

• rd impl mnt ti n pi . 
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The data finding of the study further estnblished thnt the strategies management used in 

order to overcome the balan s re :wd impkm~ntntion chall enges included; awarding 

honuses, offering perform n · .' 't d tcwn rds, clos0 ntoniloring lbJ ugh reviews, staff 

involve ll tt:nt in ctflftit • ' 11H tnq • ·ts, job rotulio n and training, botlom upward 

( md, provision or proper information, provi sion of guides 

to t1 lv · th · . guidance by human resource managers and team building. 

Fw m th hnding the study also found that the major jmplemcntalion challenges were; 

having l: mm n goals through creation of team synergy and integrating perform ance, 

re\ ':.u·ding best performers, defining bank goals and objecti ves, ali gning of corporate and 

individual goal, making balance score card acceptable and ref1ecting proper appraisal, 

more training to staff, hiring of external consultants to review the balance sco re card, 

dra\ ing clear and simple balance score card, proper provision of resource needed, 

dissemination of the needed information and proper monitoring of performance. 

~onclu i n and Rccomm ·ndation. 

It i th n on lu le th. t I· mily Bank Limited had us~d balanced S( "~rccard ·ts strakgic 

nt to l, which w impl m nt ·d by b ard )1 dir cto1 •ntnr man•tgcr ·, II 

mpl ntir n r UJC m na Jr • ti nh II 
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The researcher also concludes th t thl' "kt'Y ::\ t 1 'CS used in the in1plementation of balance 

scorecard at Family Bank Limit .1rc.· 11\c.'rv i~..'w by external consul tant in consultation 

wi th the bnmd of dir · t cnim m:ll l:lpemenl , cnnsultancy advice to key staiT in 

Lve r y d p111 trn nt, 11 n 1 I th :-;<orLc:ml hy staf'f' in consultation with supervi sors, 

m m1 dl manaec..:rncnt f(ll irnplemcnlati on by external co nsultants, 

i111pl ·n1 nltl1 n the c recard, evaluation o!' the card and the revi ewing of the 

, 'l)l ' td ' temal con ultant. 

I her ~e r'-'her further concludes that the challenges encountered in the implementation 

of balanced ~oorecard are strategy implementation before the adoption of balance score 

card, challenges posed by top to down congruence of goals which includes; lack or 
ownership by lower class staff, staff may not be aware or the goal, und~rstating of what 

balance score card entail by the staff, lack of alignment with staiT goals, poor 

communication and that top management make unrealistic deci ·ion about balance score 

card which they expect lower management to adopt and inhibition of individual f'recdom , 

cultu I and beh vioural barrier , limi ed res urcc D >r training, lack )f information, Ia ~k 
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pegged rewards, close monitoring through r~vi ~w~. s!n iT involvcme11L in crafting some of 

the targets, job rotation and trninin ') ht~1 1 t)m npwartl d 'vc\opmenL of balance score care\ 

provision of proper infOml ti ll~ ]It 'j ion Ol jl llid ~S to so lve these challenges, guidance 

Thr tudy II· 1 111\lll n that middle level management should be used in solving 

core card implementation by facilitating the acco mplishment 

)t'e ard goals ,elaborating and expounding key areas of balance sco re card 

to the staff! 'Upervising the implementation process, making balance score card 

implementation acceptable by inviting contribution ,providing clari fi cation, trouble 

·hooting, drawing of balance score card implementation process, assessi ng achievement 

of lower level employees, enlightening staff on the importance or balance score card in 

helping fulfil bank strategies, coordination between top management and low level 

man gement and acting as source of information. 

~.4 Limitation of the ~tud 

Thi wa c tudy on implementnti n fbal n ed cor nnl at Famil Bank Limited. 

It there nnot b lized rc uniqu r m :, h th r. 'I hi stuly 

uld t th b nkin indu try. noth r limit ttit n 

th tu y , r 0 

Ull 

in ul lU bi 11 th findin • lh 



5.5 Suggestions for further study 

The study was looking at th h lllltl!lt's t) f' tlw hnl<lllccd score card as a strategy 

irnplttrtentation tool 1t l• mil l • nl Limikd Previous studies have been done on 

II lll 'V' lP 

irnpl) t'l tnt will 

b mpanies in other industri es. This study recommend s 

Implementation in the bankin g industry as a whole. Also 

"' e tudies in differen t bankin g sectors. The learnin g's and 

p nen li m these should be by institutions intending to implement the card . Also 

u 'efhl will be a tudy on integration of the balance score card in the performance 

management proce!>S in depth and across the banking sector. 

-.6 Implication of the tudy on Policy, Theory and Practice 

In this study, the focus to investigate whether banks implementing the ba lanced score 

ard outperform bank!> within the same banking industry on key financial measures. 

Although the balan e core card has gained popularity among managers as a perfmmance 

me surement tool, littl empirical evidence exists to sub tantiatc clai n that the balance 

cor c r pr mot s uperior financial performance wh n ompar cl to a traditional 

P r rm n e m ur m nt y t m. We find evidence of up 1 ior fi nciul p ·t-fonn nee 

impl m ntin c rd wh n mpar i t n n- \ 'llnn re 

tl tr ri ntit 

n hi l. 



One concern about the implementation of the bnlrtnccd scorccnrd in terms of diversity 

management is the variable natur f thL ~i.-'~ ni fiL':mcc tha t's attributed to diversity_,issues 

as the balanced scorecurd refl 1 .md intl !1nlk:-l the va lues or organisations as well as 

qtwntit ative obj ctive . Wh Jllu·pti() t\S nhout divcrsily arc misinformed, the ri sk is 

hnl their vision or diversity is, communicate this and train 

nd it, build objectives into business planni ng and perrormance 

md monitor and review progress. 

ln 1 9_ Kaplan and rorton argued that managers should no t only focus on financial 

mea ·ures \ hen taking decisions. Non-financial criteria also had to be taken into account. 

When integrated carefully and in a balanced manner in a "scorecard" it would provide 

managers with a brief but comprehensive and timely view or their business. Four 

different key perspectives were identified as being critical and thus should be included, 

i.e. the financial, customer, internal business- process/learning, and growth perspectives. 

In 1996, th same authors extended their view stressing the import· nc~ of aligning tlw 

s or rd infom1 tion \ ith th · bu incs tratcgy. 

Tot ic o Is effici ntly int tangibl • bj cti I 
<.1 Ill'\ lll~ ' thc;y 

: cl rifyin 

tiv nd m • m 

nh n in 

p ir 

n 



continual process, and mobilize chan0 e through e:xeCllt ivc lenders hip. Thus, in their work 

Kaplan and Norton gradually m \'cd 11cn11 d~ li n i n g, the balanced score card as a 

comprehensive perfotmancc m · lilt !lll nt s stl~m to t h ' h<llnnccd score card as a strategy 

itnpletll t:lltatiott tool to 1 ·alit l onttol pe t fort lHltlCe mcasHremcnt and managemenl. 

olvntitlU:iut tp nd e exist. 

'l'his ·tud • l'Hlti ut~ to understanding effective usage of Lbe balc.illce score card. f irs t, 

de.: pit it, 1 rami e, managers should be aware that balanced score card use docs no t 

automatically impro e company performance. Under Lb e label balanced score card 

ditferent manners of interpretation and use are possib le, each with serious pit!~lll s. This 

study has emphasized the importance of the strategy for balanced score card use. The 

results suggest that BSC use that complements corporate strategy will positively impact 

performance. ~owever, mechanistic use without a clear link to corporate policies and 

practices will hinder performance and may even decrease it. In other words, a focus on 

performan e measurt=ment instead of perfonnancl.! management will impede the 

r lization of or anizational objective and m ven prov~; counter pmd uct i vc by 

hurting cornp ny p r onnanc . 1 hus balanc d c re • r \ inv tm nt. will only pay nff if 

they in lin ith rtantt m ph \. th 

1 u \ •h th r 

y. 

11 I m I' •ith 

. u 

n tl lt ill in II ti 1\ l 



areas, and may help create momentum pnrti ' ulnrly when people with a positive attitude 

towards adoption are selected. 'l hi ' ill 'lm l1rm top mn nngcment ~:tl pporl , underline the 

strategic importance of the pr ~ 1 . nd m.1 lwlp ov~r ·omc res istance. 

Crcat t a lll tdtidi lllen i 

lllell ·mi11 g 111d 111 >nil in 

t:omdd ., ·d t k t 

l.llh l <I hm;c lim: sd of pcrCormance indicators, and slati 

unplc measures initially, and focu:$ nn Lbe ones that are 

anizational control and strategy . 1 ntrod ucc more unique 

1n ·asut · ub 1u ntl that better reflect the specifi c market and strategic conditi ons of 

lh bunk unit in rder to build a more tailored measurement system. This fine- luning 

involve an iterati e process and should be based on careful monitoring of initi al 

balanced score card measurement effectiveness. Careful validati on of Lh e instrument's 

effectiveness in measuring firm efficiency and effectiveness is critical. 

A proactive stance critical to top management should be alertness to the dynamic 

environment of the firm affecting the fit between its strategy and the balanced score card. 

Changing contexts may r(>quire varying the set of indicators used and re-ba lancing the 

b lan ed sc re card -profile across the perspectives, rather than just line-tunin' tht: 

m urement ystem.ln nclusion, th results o the study support tl way thl! balancL·d 

to c mplement corp rat tr tegy nd th · ' y th a!, n cd core card 

1 rfonn n I k I 

ul im1 1 m nt ti n. 
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APPENDICES 

APPE DI '1: l J TERVlE\V GlJlDR 

Instructions: (Please read tf1e 11• tn .·t 1.\ .fti\•,·n 111/r/ rll/.1'\llc'l' tlw q11estions as appropriately as 

possible). You are reques·ted /(J amwtl tit ~ '' ~rinm h •low to the hest qj'your knowledge. All answers 10 

question\' below will /Jt· trmfeil w til t.f 1 f c~mfirlenlillltty anrl ot 110 time will the researcher quote your 

mt.l'll'ers verbat/111. 

St.~diou . llad •round lnt rmation 

1. Establish th ge bracket of the interviewee? 

2. Establish the highest le\'el of academic qualification. 

3. Establish the years worked in Family Bank? 

4. Establish the designation? 

ection B. Balanced scorecard (B C) implementation proce · · 

I. Does the bank u e the balanced s orecard as a strategic management t ol? 

2. Who is involved in th~ implementation of the BS , at your company? 

3. What i th approach u rd to implement th B tlanc d < recard at J·amily Bank? Wer. 

th re 111 ll d? 

h t r th th tt ~ u d in imp! m ·nt ti n 

I• mily B nk? 

h uif m ful imJ I m nt ti n Ut rd 

l ll tim n t 

I i h p 



7. What are the key factors that were considered in the im plementation of the balanced 

scorecard as a tool for strategic management b , ihe bnnk? 

8. Does Family Dank use the scorecard s t\ •.lrL in impl ' m ' nl nli on < f the balanced score 

card ? 

Part. C : ( 'hallt·ug('S or ll tJI It•ltl •tt li I ' tlH· Ba la tH'Cd S(·orccard 

l. Wus :-> lnll q;,Y intpl ''' nltti, n hallenge bcf(m.: BKC was adopted? JfYcs why? 

. Wllnl nr. Sl1ll1 or th hallenges posed by top down congruence of goals? 

. Doe B implementation inhibit individual freedom? 

4. Did ou encotmter culture behavioural barriers? 

5. \Vhy do you think it was a challenge? 

6. What did you do to cope with the challenge? 

7. What are the main challenges faced in the implementation of the balanced scorecard at 

Family nank? 

8. Wh t b th rol of m nag r m s I in I S 'implemt:nlati m'l 

th m na ·m nt u m r r t lVeicom th 1 illlpl·ment ttion 

m ur B nk? 

10. th 1 ibl luti n t th m 1J r im1I m nt ti n h lien Ill ur 



APPENDIX 2: INTRODUCTION LETTER FROlV[ U.O.N 

I ros~ ~ttr ~~f ~~~~~~ 
scnooL 011 nusnmss 

lviDA PROOJllAMlVIT1 

DATE ............ ...................................... . 

TO WHOtJIIT MAY CONCERI\!. 
.-j ~ {' 

The be arer of this letter .... .. ':-. .. ~: i .":: .. ~~~ ........ J·~J1 . ..1 
1 

: • •• ' ' .. ~ • • • • • • .... .. .. .. 

Registration No .... . ... J) .. <:::. 1 .\ . P.\.~J .. q .\?_:··.1\ . :·.~ .(.; ~ ~\1. (- .......... .............. .. 
IS a b ona fide continuing s tudent in the Master of Business Adrnintstru l ton (MBA) deur t!t. 
prog ram 111 this University. 

lie/she is required to subr11it as part of hl./her courseworl· ass ssment: 
report on a management problem. We would like the students tlo til il ptojt Is on 1e( I 
problems a -e ing tmns in Kenya. We would, til r for , c pprec1 t ~ your 
enable him/h r colt ct d ta In your org mLanon. 

111e results of Ul · r port w1ll b u 
will b avalle to the lnt rvi w or 

p111 pos " and d 01 y of tl) 11\t' 



APPENDIX 3: ACKNOWLEDG 1 • NT LETTER FROM FAMILY BANK 

Th Cordlnator 
MB pmgramme 
School of Busmess 
University of Nairobi 

Dear Sir, 

RE: JAMES KARINGA 

''!~ I ' ' . I , I 
I , , 

Please be advised that the above named person who is a stud nl of yoU! 

university has requested to be allowed to interview Senior nd Mltltllo 
Management staff of the Bank among others. This is in pursuit of his post 
graduate program in your university. 

This letter serves to confirm that the request has since been granted and lle hus 
managed to talk to 10 members or management of tho bunk inclutlmg tt1o 

undersigned on real issues touchmg on performance managern"nt and th 
balanced score card. 

Thank you. 

Yours Faithfully 


