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ABSTRACT

Most Non-Governmental Organizations (NGOs) areanizpd around specific issues
such as alleviation of poverty HIV/AIDS, educatidmalth, human rights, natural resources
management, agriculture, alternative trading, dredvarious kinds of vulnerability. Currently,
the performance of NGOs is on focus especiallydonors and other partners including the
target community. Previously, the NGOs were opegatvith a target to impact on the livelihood
of the poor. Majority of the NGOs focused more artial impact rather than the financial
equivalent returns. The nature of performance nreasent in the NGO sector did not include
financial accountability, however, this has changed many NGOs are now concerned with
financial accountability of the projects to thekstlaolders and more so to the donors. The
purpose of this study was to establish the effectss of the Balanced Scorecard in measuring
performance of Non-Governmental Organizations isukiu County. Specifically the study
determined customer related factors, internal m®ee related factors, learning and growth
related factors, and financial related factors asymonents of the Balanced Scorecard (BSC)
perspectives in measuring performance of Non-Gawemnal Organizations in Kisumu County.
Kisumu County was chosen because it hosts heacesfdf NGOs operating within the lake
basin region and provided study participants. Tthdystargeted 30 active NGOs within Kisumu
County with a focus on livelihood. These NGOs wer@rovide 90 top managers to participate
in the study. A saturated sample of all 90 top ngarawas included in the study. However, only
64 top managers were involved leading to a respateeof 71.1%.Sampling procedure involved
purposive selection of 3 top managers including@ountant, monitoring and evaluation officer
and programme officer /manager. All eligible papants were given equal chance of
participation unless they declined to participaData was collected using semi-structured
guestionnaires. The questionnaires were structiménl sections thematically organized to
capture the Balanced Scorecard key performance ureraent elements including customer
perspectives, internal business processes pengggclearning and growth perspectives and
financial perspectives. Each element had a seteaf measures on which measurements were
based. Descriptive statistics were run to estalihghaccuracy of entry of scores by assessing
range, mean, standard deviation and normality td.daferential statistics mainly hierarchical
regression was used to assess the contributionadi ef the perspectives as performance
measurement concepts by objectives as outlinede fiffdings revealed that the customer
perspective was effective in measuring performamteNGOs with eight (8) out of ten item
measures accounting for a variance of 52.46% ofafa variability of the customer perspective.
The internal process perspective was effectivea@asuring performance with 10 out of 12 items
emerging key areas of practice accounting for &amae of 42.19% of the total variance. It was
also noted that out of the 11 item measures that extracted, 8 were significant. The findings
revealed that presence of well designed and worgmgdard Operating Procedures (SOPs) was
significant in the internal processes perspectiearning and growth related factors had all the
item measures identified as key for measuring grepgective accounting for 55.08% of the total
variance. Finally, the financial perspective had itdm measures put to test for their
effectiveness in the NGOs. 13 item measures regista variance of 56.87% of the total
variance of the financial perspective. The findirajsthis study suggest that the BSC is an
effective performance measurement tool among thO§lG
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CHAPTER ONE

INTRODUCTION

1.1 Background of the Study
Non-Governmental Organizations (NGOSs) are effectivange agents in socio-economic

sectors including poverty reduction, HIV and AlD&Jucation, health, human rights, natural
resource management, agriculture, alternative ngpdind the various kinds of vulnerability
(Liston, 2008). Over the last decade, NGOs as qfatie voluntary sector have become major
players in international development particulamydeveloping countries. They have evolved
over the years from ‘relief and welfare’ to ‘smaltale local development’ and currently
‘sustainable development systems’ (Korten, 198 f1S&mt, 2003).

Performance in NGOs first came into focus sooaralforld War Il when the extent of
their performance problems were first exposed @natigized. The sector had been increasingly
criticized for lack of professionalism and inabjilto meet targets (Courtney, 2002). The 1960s
and 1970s saw significant growth in the numberadfintary Non-Profit Organizations. This was
partly a result of public interest in the work o6Rs and partly because governments saw these
organizations as a convenient and inexpensive medndelivering public services and
implementing development policies. Performance Measent (PM) in non-profits is more
complex than in for-profits due to multiple and stiimes contradictory stakeholder demands,
complex missions and the fact that NGOs also hawkemonstrate their legitimacy through their
contribution to society (Greiling, 2010). SawhitidaWilliamson (2001) argued that many non-
profits have difficulties in measuring progresgarmms of realizing the organization’s vision. For
this reason, they advised the NGOs to focus onetln@ain areas namely; measuring how

efficiently the organization is using and mobiligimesources, measuring the efficiency of its
1



employees and finally measuring how the organimasgorogressing in its attempt to achieve its
vision. The frameworks and systems commonly usedstess the success of donor-funded
development projects are based on an underlyinghrgsson that NGOs should be accountable
to their key stakeholders, most importantly to ittdonors and beneficiaries (Cutt and Murray
2000). But accountability is not just about donontrol. It includes the fulfillment of public
expectations and organizational goals as well sgoresiveness to the concerns of their wider
constituency.

In Britain, Moxham (2010) conducted a study aodnd that NGOs demonstration of
accountability was manifested mainly by scrutinyegpenditure. The potential of performance
measurement for improving the organizational eifectess was hardly mobilized. In addition,
the design of PM was moulded to meet the speagfjuirements of institutional donors with
little attention to other aspects of performancasueement.

In the United States of America, Zimmermann anev&ts (2006) conducted another
study to investigate the use of performance measeme in 149 South Carolina Non-Profit
making Organizations. In their study, they foundtt®5% of the organizations reported that they
conducted evaluations of their programmes and &esviA further 75% indicated that they use
outcome indicator which were not further specifiadhe survey. In addition, 52.6% reported
that the initial motivation for performance measnemt was to meet grant or contact
requirements and therefore the PM was imposed &m from outside. 22% of the organizations
listed accountability and effectiveness as thdimpry motivation, followed by 7% which hoped
to get more external funding. Surprisingly, only 6%bted for improving services as their
primary motivation. From the above findings, itiglear indication that majority of non-profits

in the USA conduct performance measurements maolas to meet donor requirement (for
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continuous funding) but not for accountability agffectiveness. This has been illustrated by a
paltry 22% of the sampled population who condud®dl for accountability and effectiveness
compared to 52.65 who did conduct it as a donarirement.

In developing world, there is limited literaturea ®erformance Measurement of NGOs.
However, there have been attempts by few schatarsvestigate performance measurement of
NGOs. For instance in Brazil, Campos in 2010 cotetli@ study to investigate performance
measurement among non-profits. It was found thaessed competition among non-profits for
external resources and the necessity for Brazil@amprofits to enhance their credibility was the
main force behind the effort to introduce perforcamrevaluation (Campost al 2010). It can
therefore be deduced that in Brazil just like int@n and USA, PM is basically an instrument
for responding to external obligations and not simas a tool for improving internal processes
or an instrument for communicating the value NG@site.

In Egypt, Ghoneim (2011) conducted a study andp$ssn40 non-profits to investigate
the impact of strategic planning on mission achneset in Egyptian Non-Profit Organization
using the BSC. His findings revealed that the Eigyphon-profit sector is neither managerially
nor technically equipped to apply either formalattgic planning protocols or performance
assessment tools like the BSC. It was concludedntioat NGOs in Egypt operate only at higher
levels of financial efficiency in order to guaramtideir continued survival.

In Kenya, Waweru and Spraakman (2009) conductatudy of microfinance NGOs
operating 15 branches in Kenya; found that the N@&=d more team based measures than
individual measures. Although the microfinance NGd$ not have the BSC, team measures
included quality of customer service, profits rewergrowth, quality of portfolios and ratio of

operating expenses to revenue. However, this gaalysed on limited attributes of performance
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leaving out other key attributes, especially thegelt out in the Balanced Scorecard, necessary
in performance measurement.

Despite the above shortcomings of NGOs concerpgrormance measurements, the
global operating environment for NGOs has changethat it has become highly competitive
and there is need for good governance as donotseamening concerned with issues of financial
accountability, transparency, value addition, leggicy and overall credibility of NGOs.
(NANGO, 2006; Fowler 2001; Le Roux and Wright, 20I®arman, 2009). In the past two
decades, there has been a significant change frast me’ culture within the non-profit sector.
There is not only a pressure of ‘doing well whit@rdy good’ but also the pressures to document
it (Summers and Kanter, 1987). Paton (2003) alswws by asserting that the NGOs today
operate in an environment permeated by ‘expectsitioh measurement. This has led to an
increasing interest in how best to design and apgly performance measurement frameworks.

There are a number of performance measurementvarke that have been developed
to measure performance of various organizationdudimtg Strategic Measurement and
Reporting Techniqgue SMART (Lynch and Cross, 1998)cKinseys 7s (Peters and
Waterman,1980;1982) ; Logical framework ( USAI®70s) ; Input-Output model (Epstein
and Buhovac, 2009) ; Performance Prism (Neely, Adand Crowe); European and Foundation
for Quality Management [EFQM] Excellence Model (Lisy1999), Result Based Management (
UN,2000) and Balanced Scorecard [BSC] (Kaplan anddw, 1992). Despite the development
and adoption of these many performance measuretoelst some researchers have reported
unsuccessful implementation of comprehensive pedoce measurement systems in NGOs

(Kaplan, 2001; Ritchie and Kolodinsky, 2003; Moxh&10).



Historically, organizations have measured theifggenance primarily if not exclusively
with measures derived from financial data (Zimmern004). However, financial measures do
not tell NGOs how much public value they have prmilithrough their efforts. Their goals are
social goals not financial ones; in addition, thealue is not measured primarily by the
willingness of customers to spend their money tesome the goods and services offered. It is
measured instead by non-financial measures consisith their social mission (Moore, 2002).

Despite the development and adoption of these ma@yormance measurement
frameworks, some researchers have reported unsficc@smplementation of comprehensive
performance measurement systems in NGOs (Kaplabl;2Ritchie and Kolodinsky, 2003;
Moxham, 2010). Many theories and conceptual modale been created for the private sector
and these may be difficult to apply to the pubgctsr or on non-profits, as they do not take into
account the specific needs and conditions in tisestors (Drucker, 1990). Jegers (2002) also
notes that there is little literature on the subjeith regard to both theoretical and empirical
research on the matter.

However, Kaplan (2001) argues that the Baldn8eorecard is suitable for and can be
adapted to the non-profit organization since thare numerous successes that have been
reported in the non-profit world who have impleneghthe BSC in the developed world. For
instance in USA: the Mayo Clinic, the Special Olyosp Duke Children’s Hospital, the Boston
Lyric Opera, while in Germany there is the DiacoRaundation of Neuendettelau or dioceses of
Roman Catholic (Kaplan and Norton, 1996; Curtrigtetl 2000; Kaplan, 2001; Meliones, 2002;
Martello etal 2008; Breyer and Horneber2002).

The Balanced Scorecard was introduced as @@oomeasurement system to compensate

for over-dependence on financial measures. Wheantes to nonprofits, focus has rarely been
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on financial performance (Kaplan & Norton, 2001)st#udy conducted by Rigby and Bilbodeau
found that out of these existing performance measant frameworks, Balanced Scorecard
emerged as the most popular performance measuremedé¢l accounting for about 57%
application by managers (Rigby and Bilbodeau, 2605awrie, 2005). In nonprofits, there is no
framework except the BSC that possesses the ataligmonstrate that investments in capacity
have a direct and positive impact on delivery altidnately, the ability of the agency to achieve
its vision (Lettset al, 1999). They further argue that it is the onlyniework that allows any
organization to cogently display how their outlaycapacity, in the form of employee training or
research and development of the best practicesdwpeld tangible benefits for customers and
stakeholders.

The BSC developed for use by for profits (adogtechon-profits in 2001 by Kaplan) to
address the added value that firms produce beyiomules profit, proposed a unified vision and
strategy for viewing performance as a ‘balance’ mgnthe following four elements which
Kaplan and Norton called perspectives: financiagtomer, internal processes and learning and
growth as key performance measurement dimensiotmikand Martin, 2001; Speckbacher
2003); Moxham and Boaden, 2007; Woods and Grunt#068), The financial perspective
identifies how the company or organization wishedé¢ viewed by its stakeholders, while the
customer perspective determines how the companyewito be viewed by its customers. The
internal business processes perspective deschieeBusiness processes at which the company
has to be particularly adept in order to satisfy #hareholder and its customers. The
organizational learning and growth involves thenges and improvements which the company

needs to realize if it is to make its vision comeet(Kaplan and Norton, 1992; 1996).



The advantage of the BSC as a performance managénot is that, it links together the
measures of the four perspectives in a causal ¢heoagh a balanced representation of financial
and non-financial measures (Kaplan and Norton, 19B6e ‘balance’ in the BSC relates to the
three areas that are neglected in the financialopeance business model. It focuses the
management’s attention on the ‘drivers’ of perfanee by explicitly encouraging inclusion of
‘lead’ as well as ‘lag’ indicators (Niven, 2005; d@wer, and McDonnell, 1995; Ahn,
2001;Eccles, 1991; Fitzgerakt al, 1991; Atkinson and Brander, 2001). In Kisumu QGgun
there are a number of NGOs that have been tryingitmate against issues that affect rural
livelihood in the wider Kisumu County. Limited att@ts have been made to establish whether
these numerous number of NGOs give priority to Bewensions of performance, especially
those prescribed in the BSC. Moreover, whethemp#réormance dimensions are cutting across
all the NGOs or not, has not well been establistiedenya, most of the NGOs rely on the
Logical framework as a gauge for measuring perfocea However, this performance
measurement framework is mainly applicable at therational level, where performance is
measured against the achievement of outputs amoroes. This calls for the establishment of a
more holistic performance measurement frameworkititrporates measures of both lead and
lag indicators to enable the NGOs achieve theirsiois. One of such frameworks is the
Balanced Scorecard (BSC), which has been succhssipplied in the business sector and
NGOs particularly in the developed countries anduldbobe more relevant to test in the
developing world. This study seeks to establishefifiectiveness of BSC as an ideal performance

measurement framework among sampled NGO withinrisCounty.



1.2 Statement of the problem

Most Non-Government Organizations are organizemlrad specific issues such as
alleviation of poverty HIV/AIDS, education, healtfhuman rights, natural resources
management, agriculture, alternative trading, dmel arious kinds of vulnerability (Liston,
2008). Currently, the performance of NGOs is orufoespecially for donors and other partners
including the target community. Previously, the N§&3fere operating with a target to impact on
the livelihood of the poor. Majority of them focusenore on social impact rather than the
financial equivalent returns. The nature of perfance measurement in the NGO sector did not
include financial accountability, however, this ltlnged and many NGOs are being concerned
with financial accountability of the projects taetbtakeholders and more so to the donors.

In Kisumu County, there are a number of NGOs haate been trying to mitigate against
issues that affect rural livelihood in the widessimu County. Limited attempts have been made
to establish whether these numerous number of NG@s priority to key dimensions of
performance, especially those prescribed in the .BEBIGreover, whether the performance
dimensions are cutting across all the NGOs or ast fot been well established. Most of the
NGOs rely on the Logical framework as a gauge foeasuring performance but, this
performance measurement framework is mainly applécat the operational level, where
performance is measured against the achievemenitptits and outcomes. A study conducted
by Waweru and Spraakman (2009) among micro-fin®&@©s operating 15 branches in Kenya
revealed that NGOs used more team based measwesintiividual measures. This study
focused on limited attributes of performance andrehy leaving out other key attributes,
especially those spelt out in the BSC necessapeiformance measurement. This calls for the

establishment of a more holistic performance mesasant framework that will incorporate
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measure of both lead and lag indicators to endldeNiIGOs achieve their missions. One of such
frameworks is the Balanced Scorecard (BSC), whiek heen successfully applied in the
business sector and NGOs patrticularly in the dgeslacountries and would be more relevant to
test in the developing world. The BSC has a nundfebenefits to effective and credible
measures. Internally, performance measurement itelgify strengths and weaknesses in the
organization. Where problems are uncovered, theymghlight where quality is threatened and
contribute to subsequent attribution of responigibilThey may also indirectly enhance
productivity by ensuring more effective use of i@®es and organizational capacities as well as
helping managers prioritize activities and targesources more effectively. In addition, it
facilitates internal communication by summarizirgmplex situations and reducing the scope
for ambiguity and misunderstanding. It is for treason that this study aimed at establishing the
effectiveness of the BSC as an ideal performancasarement framework on performance of

NGOs within Kisumu County.

1.3 Pur pose of the Study
The purpose of this study was to establish thectffeness of the Balanced Scorecard on
performance of Non-Governmental Organizations isukiu County.
1.4 Objectives of the Study
This study was guided by the following Objectives:
1) To determine how customer related factors as a ooeg of the Balanced Scorecard affect
performance of Non-Governmental Organizations isukkiu County.
2) To assess how internal processes related fact@sasiponent of Balanced Scorecard affect

performance of Non-Governmental Organizations isukkiu County.
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3) To establish how learning and growth related facts a component of Balanced Scorecard
affect performance of Non-Governmental OrganizationKisumu County.
4) To assess how financial related factors as a coemonf Balanced Scorecard affect

performance of Non-Governmental Organizations isukiu County.

1.5 Resear ch Questions

The following research questions were used to gindestudy:

1) How do the customer related factors as a compooérithe Balanced Scorecard affect
Performance of Non-Governmental Organizations?

2) How do the internal business process related facés a component of the Balanced
Scorecard affect Performance of Non-Governmentghf@irzations?

3) How do the learning and growth related factors asraponent of the Balanced Scorecard
affect Performance of Non-Governmental Organizatfon

4) How do the financial related factors as a comporwnthe Balanced Scorecard affect

Performance of Non-Governmental Organizations?

1.6 Significance of the study

This study aimed at collecting information thatulb show the effectiveness of the
Balanced Scorecard on performance of Non-Goverrahéhtganizations in Kisumu County.
The findings of this study may be useful to proj@etnagement team to implement policies that
may address the challenges faced by Non-Governif@rganizations in implementing projects.
It may also contribute to the body of knowledgeeesally in the strategic management by

understanding performance measurement and managantae voluntary sector in developing
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countries thus helping to test generalizabilitytted performance management frameworks. This

may be achieved through publications in wider restup and disseminations in public forums.

1.7 Basic Assumptions of the Study

The study was carried under the following assunmgtio

That Balanced Scorecard is an effective performaneasurement framework for NGOs.
It was assumed that the respondents would co-@earad show willingness and honesty in
giving the researcher information. In addition, ttespondents who took part in the study
answered questionnaires accurately and without mpegsonal bias. That the respondents were
knowledgeable to assess, evaluate and commentréorrRance Measurement practices in their
organization. Similarly, it was assumed that thstrumments used for the study appropriately
measured the perceived effectiveness of the Balai@m®recard on performance of NGOs.
Finally, the sample chosen for the study was a faepresentation of the entire targeted

population.

1.8 Limitations of the Study

This study should have been conducted in all tbe-Sovernmental Organizations in
Kenya since there are very few empirical studies pamformance measurement in Non-
Governmental Organizations (NGOs), however duéte aind financial constraints, geographic
delimitations and a smaller sample were employ@mnesrespondents were unwilling to give
information while others were out in the field thghout the entire study period. In addition, the
NGOs surveyed represented those registered in Kepgating in Kisumu County; therefore,

the study can only be generalized within the stoolyulation.
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1.9 Delimitation of the study

This study was delimited within the BSC framewarid among the top three managers
of Non-Governmental Organizations selected to @gdte in the study in Kisumu County. The
study was delimited to Kisumu County since most MG® Nyanza Province are based in
Kisumu. In addition, only semi-structured questiain@s were used as the main instrument of

data collection.

1.10 Definition of Significant Termsused in the Study

Balanced Scorecard is a concept that complements financial and fireamcial measures to

measure and monitor the organization’s ability tdldoup both tangible and intangible assets

like the skills and capabilities of its employeesstomer acquisition and retention.

Customer Related Factors these are factors that incorporate performancectefemess as

perceived by various customer segments.

Effectiveness of Balanced Scorecard refers to the ability of a Non-Governmental Orgatian

using the Balanced Scorecard to achieve its stggats and objectives.

Financial Related Factors are financial strategic objectives and financiafg@nance measures

that provide evidence whether or not an organin&itinancial strategy is yielding profitability

and decreased costs.
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Internal Process Related Factors refersto those factors that capture organizational opmrat

and processes necessary to meet customer expestatid increase their satisfaction.

Learning and Growth Related Factors are those factors that encompass organizationireul
tools, technology, infrastructure, skills and cajads required to achieve the organizational

objectives.

Perfor mance M easurement is a means of assessing progress against stadéslayal objectives
in a way that is unbiased and quantifiable. It edso be defined as the process of defining
monitoring and using objective indicators of thefpenance of the organization and programme

on a regular basis.

Performance M easurement System is a set of indicators that an organization useguantify

both the efficiency and effectiveness of its progmaes.

Performance of Non-Governmental Organizations refers to the extent to which NGOs

accomplish their objectives and goals to ensurethi@gamission is meet.
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1.11 Organization of the Study

This research project report is organized inte fihapters. The first chapter which is the
introduction consists of the background informatadrthe study that has closely been followed
by the statement of the problem and purpose of watimd this study. In addition, objectives of
the study have also been stated together with n@seaestions. Further this chapter includes the
significance of the study, basic assumptions ofstiey, limitations of the study and finally the
delimitation of the study. Chapter two discussesl literature review with specific emphasis on
performance measurement, the concept of the Balasmorecard and the sub-themes of
customer, internal processes, learning and growth fanally financial perspectives. The last
section of this chapter is a summary of the litamtreview. The third chapter explained the
methodology which had sub-sections on researchgesarget population, sample size and
sample selection techniques, data collection ingnts and measurements, data collection
procedure, data analysis plan, pre-testing of rebBeanstruments and finally ethical
consideration. Chapter four has data analysis ptasen and discussion and finally the fifth

chapter gives a summary of the findings conclusioth recommendations.
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CHAPTER TWO

LITERATURE REVIEW

2.1 Introduction

This chapter provides a review of literature regay the study. The first section
discusses the concept of performance of Non-Goventeth Organizations (NGOs) followed by
the concept of Balanced Scorecard; the next sediam the customer perspective which was
closely followed by internal processes perspeciive learning and growth perspective was also
presented. The financial perspective came nextaddition, the theoretical and conceptual

frameworks were also discussed. The last sectialt &h summary of literature.

2.2 The concept of Performance of Non-Governmental Organizations

The terms performance measurement and performayacegement complement each
other, but are often confused in practice and terdiure (Hatry, 2002; McHargue, 2003).
Performance measurement can be defined as thespratequantifying the efficiency and
effectiveness of action covering a wide varietypjanizational systems and functions including
standards costing and variance analysis, budgetsf@ecasts, operations management and
guality management, and incentive and reward sys{&mmanuel et al 1990; Johnson and Gill,
1993; Kaplan and Atkinson, 1998; Otley, 1999; Sisyd000; Anthony and Govindarajan, 2001;
Neely et al ( 1999) and Garrison et al, 2003).

While attempting to clarify the difference, Speakber (2003) describes performance
measurement as a specific definition of the orgdimn’s primary objectives and performance
management as a specification of how managemensiales can control organizational

performance. Performance measurement is criticadhé& non-profit sector, due to increased
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competition from proliferating number of agenciall,competing for scarce donor funding and
increased demands for accountability to donorsntkedia, and the public in general ( Kaplan,
2001).

Non-Governmental Organizations evaluate theirqarnce by developing performance
measures and then collecting data related to tmosasures. Some of the most common
measures used by NGOs include workload and outpditators, unit cost and efficiency
measures, outcomes and effectiveness measureg, alieustomer satisfaction, external audits,
and industry standards and benchmarks (Carman).2007

In the recent years we have witnessed a shiftinvitie corporate sector from a reliance
on backward-looking, financially focused performanmeasures to the strategic use of
contemporary, broad based performance measurenmehtre@nagement systems. Generally
referred to as contemporary or strategic performameasurement systems, these systems
typically comprise causally-linked measures, captwth financial and non-financial aspects of
performance, and are aligned with organizationaltegy (Webb, 2004; Chenhall, 200%here
are a number of performance measurement tools lihae been developed to measure
performance of various organizations including tefyjec Measurement and Reporting Technique
SMART (Lynch and Cross, 1999); McKinseys 7s (Petard Waterman,1980;1982) ; Logical
framework ( USAID, 1970s) ; Input-Output model figin and Buhovac, 2009) ; Performance
Prism (Neely, Adams and Crowe); European and Fdiordéor Quality Management [EFQM]
Excellence Model (Lewis, 1999), Result Based Managd ( UN,2000) and Balanced
Scorecard [BSC] (Kaplan and Norton, 1992). Destiite development and adoption of these

many performance measurement tools, some researchave reported unsuccessful
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implementation of comprehensive performance measeme systems in NGOs (Kaplan, 2001;
Ritchie and Kolodinsky, 2003; Moxham, 2010).

Getting right performance information to the rigigople in the organization at the right
time will greatly increase the ability of the grotgreach or even exceed its goals. This can be
done through different ways including clarifyingategies by translating the objectives of the
NGO quantifiable measures as vague feel-good dEpisaare eliminated and the objectives are
defined in a manner that everyone can understaddagdhwork to achieve the set objectives
(Hartnett and Matan, 2011). The NGOs can also comizate strategic objectives by translating
high level objectives into practical operationaljeatives. Leadership must communicate
throughout the organization on exactly how thegeatives will be accomplished.

Hartnett and Matan (2011) continue to argue ti@atNGOs must also plan the strategies
by setting achievable goals for every initiativehan the organization. This concept is integral to
the success of the Balanced Scorecard (BSC) bedatasks are not accomplished, objectives
and goals will not be met. Finally, they shouldoafecus on feedback strategy by paying
attention through establishing a process for coetinfeedback so that learning takes place at all
levels and the insights gained through the BSCrteman permeate and define the organization.

There are a number of operational benefits tocetfe and credible performance
measures. Internally, performance measurement ideltify strengths and weakness in the
organization. Where problems are uncovered, they imghlight areas where quality is
threatened and contribute to the subsequent dtoibwof responsibility. They may also
indirectly enhance productivity by ensuring moréetive use of resources and organizational
capacities as well as helping managers prioritcd&ities and target resources more effectively.

In addition, it facilitates internal communicatidoy summarizing complex situations and
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reducing the scope for ambiguity and misunderstepdCzarnecki, 1999). Every non-profit
should measure its progress in fulfilling its mssi its success in mobilizing resources, and its
staff’s effectiveness on the job (Sawhill and Véitlison, 2001).

Historically, organizations have measured thenfquenance primarily if not exclusively
with measures derived from financial data (Zimmern#004). However, financial measures do
not tell NGOs how much public value they have prmilithrough their efforts. Their goals are
social goals not financial ones; in addition, thealue is not measured primarily by the
willingness of customers to spend their money tesome the goods and services offered. It is
measured instead by non-financial measures consisith their social mission (Moore, 2002).

Therefore the NGOs should strive and put in pl&®erformance Measurement
frameworks that will both take into account bothaficial and non-financial measures. One such
framework that incorporates both financial and fioancial measures is the Balanced
Scorecard. Rigby and Bilodeau conducted a stud30®b and found that among the different
Performance Measurement Frameworks (PMF), BSC dceréo usage. In addition, another
study conducted by Abdel- Kader and Wadongo (2@ddnd that majority of NGOs operating
in Kenya use the Logical framework but this framewis mainly applicable at the operational
level, where performance is measured against thiexaament of outputs and outcomes. It is for
this reason that this study aim to establish tifiecé¥eness of the BSC as an ideal framework

that incorporates both financial and non-finanoialasures of performance.

2.3 The concept of the Balanced Scorecard

The Balanced Scorecard is a carefully selected ofeineasures derived from an
organization’s strategy. The measures selectethéoscorecard represents a tool for leaders to

use in communicating to employees and externalebtzklers the outcomes and performance
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drivers by which the organization will achieve ritgssion and strategic objectives (Niven, 2002
pl2). The BSC can also be defined as a set ofureraents that give top managers a fast, but
comprehensive view of the business including opmrat measures on customer satisfaction and
the organization’s innovation and improvement atigs as well as financial measurements
(Martin, 2006).

The BSC was developed to address a number offismmi weaknesses associated with
‘traditional’ performance measurement systems winehe dominated by short term, backward
looking or ‘lag’ financial metrics (Eccles, 1991rdSs and Lynch, 1992; Kaplan and Norton,
1992; Doyle, 1994; Brander and McDonnell, 1995;tEBimsand Manzoni, 1997; Atkinson and
Brander, 2001). Traditional systems that measwebtlsiness performance were based on short
term financial goals. Such systems are no long@rogpiate to master the challenges that
confront companies nowadays. Besides taking intesideration the objectives of relevant
stakeholders, companies have to ensure that thaiegy is translated into corresponding actions
(Ahn, 2001). The BSC is distinct from other strateigeasurement systems in that it contains
outcome measures and the performance drivers obmds linked together in cause and effect
relationship ( Kaplan and Norton, 1996) making pegformance measurement system a feed
forward control system ( de Haas and Kleingeld,9)99

The BSC was introduced in 1992 by Kaplan and &fords a business performance
measurement tool. In the original BSC, four dimensicommonly referred to as perspectives
were key in helping organizations achieve theifovis and strategies. This included financial,
customer, internal business processes and fingdisning and growth perspectives (Kaplan and
Norton, 1992, 1996, 2001). The original BSC had pikespectives effectively interlinked with

one another while determining vision and stratedyN&Os. This implies that the four
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perspectives must exist for an organization to nmneags performance. According to Lawrie
(2005), the BSC evolved in three distinct phades;ariginal BSC fondly referred to as the first
generation BSC evolved from 1990-1996. Its focus mare on how to use the BSC to measure
performance. In the second phase, BSC shifted tsvamproving the management of
performance at organizational level from 1996-206Qhe last phase, (which covered the period
2000 to date) the BSC method evolved into a cleagang and replicable process for strategic
management. All these evolution processes focused on the business sector. In 2001, Kaplan
began to shift the BSC focus towards non-profit imglorganizations with modification of the
bottom line from financial (making profit) to custer satisfaction. This trend was later
borrowed by other scholars (Niven, 2008:2003:20089 have demonstrated the need to apply
this theory in the NGO sector. This new trend o 8SC has been applied in developed
countries with reported success especially in f@taompanies and UK companies. However,
there is scanty literature on the theory’s appiicain developing countries including Kenya.

A Balanced Scorecard initiative begins with idBmiig strategies derived from the
organization’s vision and mission. Strategic thearesthen developed by viewing the vision and
mission statements from four distinct perspectivesuding the financial, customer, internal
business processes and learning and growth (KagidnNorton, 2004). According to Yang,
Cheng and Yang (2005), the BSC applied in privatererises differ in two ways: vision and
mission which are more important to NGOs than teifess; financial perspective is not the
overriding priority as profit is not the most impamt issue to NGOs. Therefore NGOs should
place their shareholders and customers at thefttpew BSC and use the customer perspective
to develop internal processes, and learning andtgrperspectives to maximize customer value.

For non-profits to successfully acquire externaildimg, maintain government contracts, retain
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competent staff and/ or address the outcome, neléeacommunity stakeholders, they need to
continuously improve their ability to measure résih order to make decisions that lead to long
term sustainability (Forbes, 1998). The applicapitif the different perspectives of the BSC has
not received much attention in the NGO sector apeeally in Kenya leading to a critical focus
on the key BSC elements as discussed in the sudisesgctions.

2.4 Customer related factors on Perfor mance of Non-Gover nmental Organizations

The customer group was traditionally understoogeaple or organizations that buy or
use the business or organization’s products (Riet;2006). On the basis of this, it is apparent
that the NGOs may serve three ‘customers’ segmamisiding donors, constituents and
employees. According to Kaplan and Norton (1992¢, ¢customer perspective of the Balanced
Scorecard (BSC) has to incorporate performancetefésmess as perceived by various customer
segments. Based on the assessment informationdg&iam the customer perspective, the
organization can easily identify critical perforncenmeasures in the other three perspectives
(internal processes, learning and growth and firmdnd<aplan and Norton (1992) further argues
that monitoring customer processes through the B&@s non-profits collect information about
customer’s perceived value, service quality, dejitene and costs, and customer’s satisfaction.
Thus, they will be able to align their strategi@anmd to the achievement of higher customer
intimacy, superior service quality perception apérational Excellency.

Hartnett and Matan (2011) supports the foregoingument by asserting that this
perspective is about the donor, volunteers or tien users of the services) experience, which
is found by measuring satisfaction and retentionvel$ as assessing the non-profit's market in
its niche. Recent management philosophy has shovwncaeasing realization of the importance

of customer focus and customer satisfaction. Tlaeedeading indicators: if the customers are
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not satisfied, they will eventually find other slipps that will meet their needs. Poor
performance from this perspective is thus a leadhdgator of future decline, even though the
current picture may look good (Kaplan and Nortd92).

Niven (2003) concurs that being able to satisfgtemer needs is fundamental to all
corporations and to achieve positive financial Itss(both in the short and long term), many
organizations gear themselves towards their cusw@ed also include them in their mission.
According to Kaplan and Norton (1996) by includitige customer perspective in the BSC,
organizations are forced to translate abstracemstants into tangible and actionable measures.

Hartnett and Matan (2011), assert that every N®Qulsl measure the attitude of its
strongest and most loyal customers (supporterggito the most for the organizations. Keeping
donors and volunteers engaged and enthusiastidantifying ways to do that through the BSC
provides an incredible advantage for any orgaromatiHassan (2010) argues that the
determinants of NGOs’ success are the relevansergices provided to social needs, which is a
sole assessment of customers.

A study conducted by Morlegt al (2001) found that approximately 78% of NGOs
conducted client surveys designed to measure cestsatisfaction, client outcomes to be used
as performance measures. This finding is compatab&arman and Fredrick’s 2008 result that
67% of NGOs collect data on consumer or particigtisfaction on regular basis. From the
foregoing arguments NGOs should therefore put @awgimechanisms that will enable them get
feedback on customer satisfaction for them to zeatlheir missions. This is because customer
satisfaction will also enable them access more diummling which would ensure their continued

survival.
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2.5 Internal Processes related factors on Perfor mance of Non-Gover nmental Organizations

The internal processes perspective captures mesagegarding organizational operations
and processes necessary to meet customers’ expestanhd increase their satisfaction (Kaplan
and Norton, 2000); Niven,2008). In other words, ititernal business processes are more about
value chain management. Revising and improvingnatebusiness processes is dependent upon
performance measures identified by the customeppetive of the BSC (Niven, 2008).

This perspective involves measuring the cost,utinput and quality of the non-profits
key operational processes. This internal focusgieaders a thorough understanding of how
well the non-profit is running and can help thentedmine which programmes and services are
meeting the real needs of the community (Hartnett atan, 2011). According to Balanced
Scorecard theory, creating customer value andfaetiien as defined in the customer perspective
entails the efficient operation of a specific imi&rprocess within the organization, in order to
serve the customer. These processes need to befiedeiand measures developed to track
progress. To satisfy customers, new processes raay to be developed instead of making
incremental improvement on existing ones (Kaplad &lorton, 1996). Common measures
within this perspective are lead times, error rep@nd quality and productivity measures
(Niven, 2002).

A study conducted by Atkinson (2006) to investigtte role of the Balanced scorecard
in strategy implementation found that in the ingnorocess perspective, key goals and measures
should highlight critical skills and competencigspcesses and technologies that will deliver
current and future organizational customer andnfirel success. Niven (2003) argues that the

NGOs must select and measure those processes ithé¢ad to improved outcomes for the
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customers, and ultimately allow them to work thmission. These processes to be selected must

flow directly from the objectives and measures emas the customer perspective.

2.6 Learning and Growth related factors on Performance of Non-Governmental
Organizations

Operating as mission-based organizations, NGQ@shedvily on the skills and alignment
of their staff to achieve their socially importagals (Niven, 2003). According to Makakane
(2007), learning and growth perspective is aboupleyee training, the organizational culture,
tools, technology, infrastructure, skills and cajigds required to achieve the organizational
objectives. It is essentially the foundation upohick the organizational success is built. The
measures in this perspective are the enablerd tfeabther perspectives as they will ultimately
lead the organization to achieve its results.

Fletcher and Smith ( 2004 ) also concurs by suggeshat the learning and growth
perspective was the leading indicator of internadibess process which in turn, was the leading
indicator of customer satisfaction. A degree ofliayement in internal business and the level of
customer satisfaction will also affect the finahgarspective. Kaplan and Norton (2000), argue
that this perspective captures information aboumndiu capital and information technology
needed to achieve competitive advantage. Sincesti#@ and the volunteers represent the
organization’s major resources it is in order thair performance is appropriately measured.

Learning includes mentors and tutors, ease of aamwation among workers that allow
them to readily get help on a problem when it isde&l. Decisions concerning training and skill
building can be based on, in part, their levelmé\ledge about the organization. The leadership

should in addition take into account the busindsiéssheeded to advance the mission, donor
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development, marketing and branding, leadershimneonication and the use of technology to
support every aspect of the organization (Hartawedt Matan, 2011). Niven (2003) observed that
motivated employees with the right mix of skillsdatools operating in an organizational climate
designed for sustaining improvements are the kgyetfients in driving process improvement
working with financial limitations, and ultimatetriving customer and mission success.

According to Niven (2002) organizations do notséxn a static, isolated environment:
competition, new technology and other changes gaskiard the customer expectations and
performance requirement of the organization, tlmeeeforganizations should always strive to
learn all the time in order to actually know whagit customers really want.

2.7 Financial related factors on Performance of Non-Gover nmental Organizations

According to Hartnett and Matan, (2011) and Nijv&002), the financial perspective
includes the measurement of operating income, metur capital and economic value added.
NGOs just like for profit companies, must have bdsonderstanding of their financial situation.
Timely data on funding sources cost of servicesamthead costs must be incorporated into the
non-profit’s strategic plan to provide a completetyre of the situation. The leadership must be
comfortable with the financial statements and btglgéich provide a solid basis for operations
and build confidence with funding, grantors andeotsources of revenue.

This perspective can also be defines financiaategiic objectives and financial
performance measures that provide evidence of whethnot the company’s financial strategy
is yielding increased profitability and decreasesbkts. This view also captures how the
organization must look to the customers in ordesuoceed and achieve the organization’s
mission (Ronchetti, 2006).  Niven (2008) assertd the financial perspective of the BSC is

imperative for non-profits because it captures imiation about how efficiently they are using
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scarce resources and public/donor funds to offalityuservices. This perspective improves
organizations accountability towards the public aemghances its fund raising potential,
consequently, making mission achievement much irantinNiven (2003) and Lindvall (1995)
further argue that no organization, regardlesstofsiatus, can successfully operate and meet
customer requirements without financial resouré@sancial measures in the public and non-
profit sector scorecard model can best be seenithsr eenabler of customer success or
constraints within which the group must operatecakding to Niven (2002) an organization
which is using significant time and resources oproning internal processes may effectively
add little value if these improvements are notgfated into improved financial performance.

Financial performance of NGOs can also be definddrms of financial accountability.
Financial performance has been one of the key eltsme measuring overall performance and
evaluating effectiveness of non-profits (Speckbacl2®03; Ritchie and Kolodinsky, 2003;
Sowa, Selden and Sandfort, 2004; Mc Cathy, 20074. fa& as donors and community
stakeholders are concerned, financial accountalidduses primarily on a non-profits reputation
for fiscal transparency and honesty as reflectetheriRS 990 forms for organizations with over
$ 25,000 in annual revenue (Keating and Frumki®320More often than not accountability is
represented by the data on these IRS forms antlieouse of external independent auditors,
operating standards, audit committees and boardserése (Whitaker et al 2004; Greenlee,
Fischer, Geer, Macher and Cole, 2008).

A part from fiscal transparency, financial efficey relates to the amount of money
needed to bring in revenues and access fundingcesumRitchie and Kolodinsky (2003)
identified three categories of financial performaricat foundations use to evaluate the financial

efficiency of non-profits: fundraising efficiencfiscal performance and public support. The last
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approach to assessing financial accountabilityei$gpmance based budgeting ( Joyce, 1997) in
which funding and spending are linked to the dctoals strategies, programmes, revenues,
services and results (Moravitz, 2008). Performapased budgeting consist of the following
critical elements: creation of strategic plankilg missions with programmes, link strategic
objectives to goals through a performance plan,thisdbudget to support the performance plan
and priorities based on the financial resources amdgessing progress against the plan
periodically. Melkers (2008) argues that this ajyoio encourages non-profits to move away
from traditional line item budgets to those thaé druly linked to service outcomes that
document their social impact. Although NGOs are fmméncial generating entities, they are
accountable to the funds donated by the benefacidrerefore a clear measurement and
indication of how financial resources are managecblne critical and necessary elements for
NGOs’ performance evaluation (Bin Md. Som, H. am@fig Nam, R.Y., 2009c).

The frameworks and systems commonly used to sgbessuccess of donor-funded
development projects are based on an underlyinghrgsson that NGOs should be accountable
to their key stakeholders, most importantly to ittdonors and beneficiaries (Cutt and Murray
2000). But accountability is not just about donontrol. It includes the fulfilment of public
expectations and organizational goals as well sgoresiveness to the concerns of their wider
constituency. It is also noted by Herzlinger andté¥house (1995) that NGOs with high asset
turnover are considered as generating more progesnon services than those with low asset
turnover. Moreover, NGOs with low turnover are mditeely to invest their assets to earn
income than to provide services. The liquiditygatieasures the relationship between assets and

liabilities and also helps to determine the coesisy of goals and resources.
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2.8 Theoretical Framework

A theory is a set of interrelated variables formetb propositions that represents a
systematic view o phenomenon by specifying relatiamong variables, with the purpose of
explaining natural phenomena (Creswell, 2009). Téisdy was based on the Balanced
Scorecard theory by Kaplan (2001) which was modifrem Kaplan and Norton (1992) BSC.
Since the bottom line for NGOs is to satisfy thaistomers, the mission of NGOs is moved to
the top. The financial perspective is moved togbeond place because though their aim is not to
make profit, they need the finances to satisfyrtloeistomers. This means that the financial
perspective and the customer perspective have ¢m liee same level. In addition, the customers
can only be satisfied if the organization engage@iernal business processes together with
employee learning and growth.
2.9 Conceptual Framework

The conceptual framework was adapted from the rigalh Scorecard theoretical
framework by Kaplan and Norton (1992) to explore téfficacy of the framework as a
performance measurement tool within the Non-Govemtal Organization (NGO) fraternity. In
this framework the four main perspectives of perfance measurement dimensions were
modified within  NGO/NPO mission and strategy. Inisthcontext, each performance
measurement perspective had a number of item nmesagurelation to the mission of the NGO.
The measures focused on all areas that attemptecefiiect the perspectives within the
organization. In addition, measurement items waigned towards the achievement of the

NGO'’s Mission. These item measures have been sumedan figure 4.1
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I ndependent variables (I nput) Through put Dependent variable (Outcome)

Customer Per spective M easur es

-Service charter, objectives related to custom&®,information materials,
achievement of customer objectives, stakeholddicjzation, suggestion box,
honesty courtesy transparency, response time,roestsurvey, stakeholder
participation

Customer Per spective

Internal process Per spective M easures
-needs assessment, participatory approaches, nraggweaisal, functional

procurement procedure, feedback mechanism, regatistem, working I nternal process R

standard operating procedures, defined businesgegges and flexibility to » Perspective

improve internal processes

L earning and growth Per spective M easur es R Performance  of
-prioritize training, networking, partnering, motti@n, provision of reading Learning and growth » NGOs

material, refresher courses, free internal, eqppbdunity, flexibility to change | ———p Per spective —

focus and provision to hire expertise

Financial Per spective M easures
-expenditure as budgeted, expenditure within thimxae, expenditure on need Financial Perspective
arises basis, flexibility on budget adjustment,toadrover purchases, control
over cheque payment, control over bank accounty@oover payroll, control
over fixed assets, regular financial statementsfimahcial reports for managers

Figure 1.1 Conceptual Framework
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Relationship of variablesin the Conceptual Framewor k

In this study the dependent variable was perfooaarof Non-Governmental
Organizations (NGOs). The performance of NGOs iangitied in terms of the ability of an
organization to achieve its set goals within a giyeeriod of time and with the resources
available. The independent variable was the Bathrfseorecard (BSC). The BSC has four
components fondly referred to as perspectives nametomer, internal processes, learning and
Growth and financial. The perspectives are intkdth with one another while determining
vision and strategy of NGOs. The BSC framework wgserationalized such that the customer
perspective focused on measures including presersmrvice charter, quality objective related
to customers, availability of ICT materials, avhildy of a suggestion box, honesty, courtesy,
transparency, definite response time, stakehgdgicipation in project design, implementation
and monitoring of activities, regular customer s activities that respond to immediate needs
of the customers, lastly ensuring that customeateel objectives are achieved. The internal
processes perspective focused on item measuresasutdeds assessment, participatory project
design, participatory monitoring of activities, aparticipatory evaluation of activities, manager
employee appraisal, employee self-appraisal, adedihed functional procurement procedure, a
well defined communication mechanism, a well defimeporting system, well designed and
working Standard Operating Procedure, a well defiteisiness process and flexibility to
improve on the internal business processes. Thaitgaand growth perspective focused on
training of employees, motivation, networking, parships, provision of ICT/ information
materials, availability of equal opportunity forogvth, frequent refresher courses, free internet

facilities, flexibility to change focus, provisidior expertise and organizational tours and staff
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retreat. Finally, the financial perspective focusen item measures including expenditure
incurred as budgeted, regular financial auditilfiéity to incur expenses on need arises basis,
proper accounting records, proper control over Ipases, proper control over payments by
cheques, proper control over bank accounts, cootref employee payroll, control over fixed

assets, financial reports for managers and dononsse of finances among others and financial

adjustment during inflation.

2.10 Summary of Literature Review

This chapter reviewed literature on various stsidiet have been carried out on the use
of Balanced Scorecard (BSC) on performance of NomeBmental Organizations (NGOs). The
BSC has four dimensions commonly referred to aspsstives that are key in helping
organizations achieve their visions and strategié®se included customer, internal business
processes and finally learning and growth and itrential perspectives.

The customer perspective enabled organizationgaiuslate abstract statements into
tangible and actionable measures. Recent managgohdosophy has shown an increasing
realization of the importance of customer focus emstomer satisfaction. These are the leading
indicators, if the customers are satisfied, thely evientually find other suppliers that will meet
their needs. Therefore, NGOs must strive to satis®/ needs of their customers that is the
donors, constituents and employees.

The internal processes perspective captured mesasegarding organizational operations
and processes necessary to meet customers’ expestand increase their satisfaction. In other

words, the internal business processes are mongt &btue chain management. Revising and
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improving internal business processes is depeng®ort performance measures identified by the
customer perspective of the BSC.

Learning and growth perspective was about thermzgtonal culture, tools, technology,
infrastructure, skills and capabilities requiredachieve the organizational objectives. It was
essentially the foundation upon which the orgaropal success was built. The measures in this
perspective are the enablers of all the other pets@s as they ultimately led the organization to
achieve its results.

Lastly, the financial perspective defined finahc&rategic objectives and financial
performance measures that provided evidence ofhehetr not the company’s financial strategy
was yielding increased profitability and decreasedts. This view also captured how the
organization must look to the customers in ordestcceed and achieve the organization’s
mission. This perspective of the BSC was imperafive non-profits because it captured
information about how efficiently they are usinguse resources and public/donor funds to offer
guality services. In addition, it improved organiaas accountability towards the public and
enhances its fund raising potential consequentBkas mission achievement much imminent.
No organization, regardless of its status couldcessfully operate and meet customer
requirements without financial resources. Theretganizations must put in place mechanisms
that would ensure financial accountability.

Based on the literature review, there was neegstablish how relevant the BSC was in
measuring performance of the NGOs. Previous studie® demonstrated its applicability in
measuring performance in the profit-making orgatmraand especially in the developed world.
The literature also indicated that there was againg trend in research where the focus was on

the BSC applicability in the NGOs performance measient system especially in developed
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countries; however, there was limited applicabitfyBSC in performance in the NGO sector in
developing countries. This study aimed at closhngsé gaps by determining how key elements

in the BSC were applied within the NGO sectors enifa.
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CHAPTER THREE
RESEARCH METHODOL OGY

3.1 Introduction

This chapter described the research methodologly vilag used in the study. These
included research design, target population, thepkasize and sampling procedure to be used.
It further explained the research instruments teireloyed in the study, a pilot study, measures
to test reliability and validity of the study, datallection procedure and data analysis techniques.
Finally, the chapter specified the ethical requieats followed throughout the period of data
collection and after data collection.
3.2 Resear ch Design

Research design refers to the systematic stepgpstt accomplish the purpose of the
study. According to Kothari (1990) research designthe arrangement of conditions for
collection and analysis of data in a manner thatsaio combine relevance to the research
purpose with economy in procedure. This study astbpt cross-sectional study design where
data was collected once within a predetermineddest one month and analyzed. This design
was appropriate because it did not allow for amyfof manipulation of variables and it helped
in assessing relationship between variables as tene during the period of assessment.
Sekaran (2006) observes that, unlike longitudimadlys design, cross-sectional study design is

cost effective and less time consuming since dataliected once.

3.3 Target Population
The study population was drawn from NGOs operatingisumu County. This county is

located in Nyanza and borders Lake Victoria to West, Siaya, Vihiga and Nandi counties to
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the North, Kericho County to the East and Homa Baynty to the South. The region covers an
area of 2,086 Kmand has a population of 968,909 individuals. Tteysestablished a sampling

frame (population) made up of 3 top managers inofydprogramme/project managers,
monitoring and evaluation, and accountant of Now&Bomental Organizations. Since the

eligible number of NGOs was 30 the target poputatay this study was 90 managers.

3.4 Sample size and Sample selection

This section covered sample size and sample swmiexftthe study.
3.4.1 Sample Size

Sample size refers to the actual number of subjeltbsen as a sample to represent the
population characteristics. Based on the sampliamé established which was made up of 90
top managers. All the 90 managers were eligibletiier study and hence a saturated sample
included to participate. A reliable and a valid géarshould enable the researcher to generalize
the findings from the sample to the population undeestigation (Sekaran, 2006). This implies
that generalization of findings of this study couwdly be made within this population or

sampling frame and within Kisumu County.

3.4.2 Sampling Selection

Sampling is the process of selecting a sufficremhber of elements from the population,
so that a study of the sample and an understaradirtg properties or characteristics would make
it possible to generalize such properties or charatics to the population elements (Sekaran,
2006). In this study, non-probability sampling wéheil the participants had equal chance to be

chosen as sample subjects was used in samplirdiseleA purposive selection was done where
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the participant were chosen on the basis of thedwkedge and participation in the performance
measurement system. Based on this criteria, topethmanagers; the programme/project
manager, monitoring and evaluation manager, andate®untant of 30 Non-Governmental
Organizations (NGOs) operating in Kisumu Countyravpurposively selected. The managers
by virtue of being in the management position agstlsuited to respond to information about

performance measurement.

3.5 Resear ch Instruments
This section covered the research instrumentsibet used in the study.

Data was collected using semi-structured quessives. The questionnaires were
structured into sections thematically organized dapture the BSC key performance
measurement elements including customer perspsctiernal business processes perspectives,
learning and growth perspectives and financial gemsves. Each element had a set of item
measures on which measurements were based. Mea&siseof key variables were done by
objectives as follows:

To determine customer related factors as a commpook the Balanced Scorecard
perspectives in measuring performance of Non-Gawerntal Organizations in Kisumu County,
all measures such as presence of service chaquigity objective policies related to customers,
availability of ICT materials, availability of a ggestion box, honesty, courtesy, transparency,
customer standard of operation, response timepgstservice and cost formed statement based
guestions using a Likert scale system of measureorea continuum ranging from 1-5 where 1

corresponds to strongly disagree and 5 corresptonstsongly agree ( see annex 1).
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To assess internal processes related factors esmponent of Balanced Scorecard
perspectives in measuring performance of Non-Gawemnal Organizations in Kisumu County,
all measures such as needs assessment, partigipabgect design, participatory monitoring of
activities, participatory evaluation of activitiesjanager employee appraisal employee self-
appraisal and procurement procedure formed statiebewsed questions using a Likert scale
system of measurement on a continuum ranging frednwlhere 1 corresponds to strongly
disagree and 5 corresponds to strongly agree dresex 1).

To establish learning and growth related fact@rsa aomponent of Balanced Scorecard
perspectives in measuring performance of Non-Gawerntal Organizations in Kisumu County,
all measures such as training of employees, netagyrlpartnerships, organizational tours and
staff retreat will form statement based questiagiagia Likert scale system of measurement on a
continuum ranging from 1-5 where 1 correspondsttongly disagree and 5 corresponds to
strongly agree (see annex 1).

To assess financial related factors as a compafiddalanced Scorecard perspectives in
measuring performance of Non-Governmental Orgaioizatin Kisumu County, all measures
including expenditure process in relation to budggpenditure rate, financial audit, flexibility
on use of finances among others and financial &dgrst during inflation formed statement
based questions using a Likert scale system of une@&nt on a continuum ranging from 1-5
where 1 corresponds to strongly disagree and Bgponds to strongly agree.

3.5.1 Pilot Testing

A pilot study was carried out among 15% of the gl@nsize amounting to 14 eligible

respondents. These respondents were part of teetaglsample to be used in the study so they

were excluded from the study sample. The pilotydbpted the same procedures and sampling

37



technigque adopted in the main study. After pigdting data was analyzed, the resultant product
was used to provide suggestions on how the res@astiiments could be reviewed and revised
to become suitable for the study. This was donardier to test for the validity and reliability of

the research instruments.

3.5.2 Validity of Research I nstruments

Validity refers to the extent to which recordedsetvations accurately reflect the
construct they intend to measure (Judd, Smith armtd€, 1991). Construct validity was
assessed by evaluating the opinion of the resporaigaminst each score using principle axis
factoring. The researcher used simple, clear anéamabiguous language in the instruments. The
supervisor reviewed the tools to see if they andWwerobjectives and research questions. After
the exercise of data collection, all the questiesawere verified to check if all the questions

were well answered to the end to ensure validityadiected data.

3.5.3 Rdliability of Research instrument

Reliability refers to the extent to which a reshainstrument yields consistent results or
data after repeated trials (Mugenda and Mugend3)2mn this study reliability was tested using
split- half method to measure internal consisteotyhe items measuring each construct. The
research instrument was administered to the 15%eofespondents and data obtained split into
two sub sets (the sets had odd numbers and evehemsimAll even numbered items and odd
numbered responses in the pilot study were commeépdrately. Reliability test statistics based
on Cronbarch alpha revealed coefficients greaten th7 across all perspective measures. This

indicated an acceptable instrument.
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3.6 Data Collection Procedure

The researcher obtained a research permit framN&tional Council of Science and
Technology headquarters allowing her to collecadabm Non-Governmental Organizations
(NGOs) in Kisumu County. The 90 questionnaires waen administered by the researcher to
the respective managers in their offices upon bapkn appointment.

3.7 Data Analysistechniques

This section dealt with the data analysis techréghat were employed in the study.

Data was analyzed using descriptive statistics &hguantitative and qualitative
approaches were used. Quantitative data analysisdaae by objectives. Data collected using
semi-structured questionnaires was entered intosfital Package for Social Sciences (SPSS)
version 19.0 spreadsheet and cleaned. Descrightistss were run to establish the accuracy of
entry of scores by assessing range, mean, stade@ardtion and normality of data. Inferential
statistics mainly hierarchical regression was usedssess the contribution of each of the
perspectives as performance measurement measu@gduyives. In this analysis all the item
measures for each perspective were subjected toiplege analysis followed by factor analysis
and finally linear regression to show the most Wig@acticed aspects of the key measures of
perspectives. All the data were analyzed at 95%l lefssignificance on=.05 and the degrees of
freedom depending on the particular case was datedn

Qualitative data was analyzed using the contealtyars method which entailed grouping
data with similar meanings and themes together.ifftoemation obtained by the observational

sheet was used to cross check and add on the afiomygathered questionnaire.
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3.8 Ethical Consideration

Before the study was conducted, the proposal wesepted to the University of Nairobi
for approval. Relevant local authorities were infed of the study for clearance to access the
Non-Governmental Organizations. Verbal consent saaght from the respondents before they
participated in the study. The respondents who ehos participate were assured that the
information they gave was confidential and would be used for any other purpose except for
this study. Every questionnaire remained anonymassthe respondents were only assigned

identity numbers instead of writing their names.

CHAPTER FOUR

DATA PRESENTATION, INTERPRETATION, ANALYSISAND DISCUSSION
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4.1  Introduction
This chapter presents findings of the study uridematic areas namely Questionnaire
Response Rate, Background of the study particip&histomer perspective, Internal Processes

perspective, Learning and Growth perspective amallfi Financial perspective.

4.2  Questionnaire Response Rate

Response rate refers to the percentage of subyelcts respond to questionnaires
(Mugenda and Mugenda, 2003). The study set outinuraster 90 questionnaires to a sample of
30 Non-Governmental Organizations. However, onlyjGdstionnaires were returned duly filled
and completed. This meant 71.1 % eligible respoate This was attributed to 12 respondents
who were either out in the field through the ensitedy period or declined to participate and 14
respondents who were used in the pilot study. iEhis line with Mugenda and Mugenda (2003)

who noted that a response rate of 60% is good aegpanse rate of 70% and over is very good.

4.3 Background information

The study sought to investigate the backgrounth@frespondents. They were classified

into two categories; demographic characteristick@ganization characteristics.

4.3.1 Demographic Characteristics of the respondents

This section presents analysis of the demogragbsgcriptions of the respondents by
gender, age, nationality, position in the orgam@atnd duration of service. This information
was necessary to give an overview of the charatiesiof the respondents. The results of the

analyses are summarized in the subsections below.

4.3.1.1 Distribution of Respondents by Gender

41



To establish the distribution of the top 3 manad®r gender, the respondents were asked
to state their gender to assess whether the Nomi@mental Organizations were in line with the
constitutional requirement that ‘any organizationstnhave 30% representation of either gender.

Table 4.1 indicates the results.

Table 4.1Distribution of Respondents by Gender

Gender Frequency Per cent
Male 43 67.2
Female 21 32.8
Total 64 100

Table 4.1 shows that out of the total number spomdents 64, 43 (67.2%) were male
while 21 (32.8%) were female. Even though the iistron was slightly skewed towards the
males, the findings indicate that the NGOs in Kisu@ounty were in line with constitutional

requirement of 30% representation of either gender.
4.3.1.2 Distribution of Response by Age

The researcher purposed to assess the ages mefsfiendents who were sampled for the

study. The total number of respondents was 64 lamdesults are summarized in table 4.2
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Table 4.2 Distribution of Respondents by Age

Age Frequency Per cent
20-35 38 59.4
36-50 26 40.6
Total 64 100

Table 4.2 shows that out of the 64 respondents panticipated in the study, the youthful age
bracket 20-35 was 38 (59.4%) while 36-50 was 266%). This implies that majority of the top
managers are in the youthful age bracket. Thigig grucial for project implementation as these
age bracket is full of energy needed for projegilamentation.

4.3.1.3 Distribution of Respondents by Nationality
The researcher sought to establish the distributiothe respondents according to their

nationality. The results are summarized in tab® 4.

Table 4.3 Distribution of Respondents by Nationality

Nationality Frequency Per cent
Kenyan 63 98.4
Foreigner 1 1.6
Total 64 100

From table 4.3 out of the 64 respondents, majaitthe respondents 63 (98.4%) were
Kenyans. There was only 1 (1.6%) foreigner. Thiplies that the majority of those in the top

management of NGOs we have in Kenya are headeathisl(Kenyans).
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4.3.1.4 Distribution of Respondent by Position in the Organization

The study sought to assess the particular positi@id by the respondents who were
sampled for the study. The total number of respotsde@as 64 and the results were summarized
in table 4.4

Table 4.4 Distribution of Respondents by Position in the Organization

Position in the or ganization Frequency Per cent
Programme/project manager 37 57.8
Monitoring and evaluation manager 10 15.6
Accountant/finance officer 17 26.6
Total 64 100

Table 4.4 shows the distribution of the responslegtposition in the organization. Out of
the 64 respondents, 37 (57.8%) of the respondesrts programme/project managers, they were
closely followed by accountants/ finance officefd (26.6%) and lastly the monitoring and
evaluation managers 10 (15.6%). This could bebatted to the fact that some organizations do
not have the monitoring and evaluation departmbuatssource for these services from external

consultants.

4.3.1.5 Distribution of Respondents by Duration of Service
It was also of interest to establish the distitnutof the respondents according to their
duration of service to ascertain whether they wameversant with performance measurement

practices. The responses were summarized in table 4
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Table 4.5 Distribution of Respondents by Duration of Service

Duration of Service Frequency Per cent
Less than 6 months 4 6.3
6-12 months 7 111
Over 12 months 53 82.5
Total 64 100

Table 4.5 shows the duration that the respondedshad in their various organizations.
Out of the 64 respondents, 53 (82.5%) had stayédkin organization for more than 12 months.
This was followed by those who had stayed for Gaidhths 7 (11.1%) lastly those who had
stayed for less than six months 4 (6.3%). This iegplhat the information that was given in the

study was given by those who had stayed in thentzgaon for more than 12 months.

4.3.2.10rganization characteristics

The study sought to establish the classificatibthe various NGOs that were visited.
This is because NGOs are organized around diffdieises including livelihood, capacity
building, and those that focus on both livelihoaw acapacity building. The responses were
summarized on table 4.6.
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Table 4.6 Distribution of Respondents by Classification of NGOs Focus

Focus of the or ganization Frequency Per cent
Livelihood 30 47.5
Livelihood and Capacity Building 18 27.9
Capacity Building 16 24.5
Total 64 100

Table 4.6 shows that out of the 64 respondent$43®%) indicated that the NGOs they
represented mainly focused on livelihood, follonwsd NGOs that focused on both livelihood
and capacity building 18 (27.9%) while those thatulsed on capacity building were only 16
(24.5%). This implies that most NGOs majorly foausimproving the livelihood so as to lower
the poverty levels given that the Nyanza regioroetiog to Kenya Demographic Health Survey

(2010) has been classified as poor.

4.4 Customer per spectiverelated factors asa component of the Balanced Scorecard

The researcher sought to find out how customiate@ factors as a component of the
Balanced Scorecard affect performance of Non-Gawemal Organizations. The customer
perspective had 10 items measures including presafne service charter, presence of objectives
related to customer service, existing relevant iQatérials, existing suggestion box for
customers, values of honesty, courtesy and traespwr definite response duration for customer
feedback, stakeholder participation in design, angdtion and monitoring of activities, regular
customer satisfaction surveys, activities that oesipto immediate needs of the customers, and
finally ensuring that customer related objectives achieved. These item measures were put to
test for their applicability in the Non-Governmdn@rganizations (NGO) working in Kisumu

County. Descriptive statistics were run for all fkems to assess for the accuracy of entry of
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data, mean score for each item and normality. Tdl8eshows the means recorded across all

item measures.

Tabled. 6 Mean customer per spectiveitem measures

Customer perspective item measures (n=64) Min Max Mean SD Skewness
Presence of Service charter. 1.00 5.00 414 1.05 -1.387
Presence of objectives related to customer service 1.00 5.00 4.45 .92 -2.159
Existing relevant ICT/information materials 1.00 5.00 4.40 .95 -2.038
Existing suggestion box for customer 1.00 5.00 3.38 1.54 -.341
Values of honesty, courtesy and transparent. 2.00 5.00 4.64 .68 -2.290
Definite response duration for customer feedback. 1.00 5.00 3.96 .89 -.634
Stakeholder participation in design, implementa

and monitoring of activities. 2.00 5.00 455 71 -1.537
Regular customer satisfaction surveys. 1.00 5.00 3.80 1.23 -.899
Activities that respond to immediate needs of

customers. 1.00 5.00 4.47 .89 -1.783
Ensuring that customer related objectives 2.00 5.00 4.53 71 -1.475
achieved.

Table 4.6 shows that high means above average neeoeded across all item measures
with three items, existing suggestion box for costcs, stakeholder participation in design,
implementation and monitoring activities and lastlgular customer satisfaction surveys
registering the lowest means. All the item measwe® normally distributed except for the case
of presence of objectives related to customer seyvexisting relevant ICT/ information
materials and definite response duration for custdeedback.

Further analysis was conducted to identify thoses$ that were strongly practiced by the
organizations. All the 10 item measures for custoperspectives were first tested for sample
size adequacy using Kaiser Meyer Olkins (KMO) araitiBtt's test of sphericity. The results
indicated that the sample size was adequate fdr gam (KMO=.705;y2=163.037; df=45;
p<0.05) leading to factor analysis. These item messwere further subjected to extraction to

determine which factors could be extracted. Theaetmeen summarized in table 4.7
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Tabled.7 Total variance explained by customer perspective factors

Initial Eigenvalues Rotation Sums of Squared Loadings
% of Cumulative
Factor Total % of Variance Cumulative % Total Variance %
1 3.072 30.72 30.72 1.726 17.258 17.258
2 1.693 16.93 47.65 1.448 14.476 31.733
3 1.230 12.30 59.96 1.311 13.111 44.844
4 1.009 10.09 70.045 762 7.619 52.463
5 .926 9.26 79.30
6 .551 5.51 84.81
7 .504 5.04 89.85
8 .387 3.87 93.72
9 .348 3.48 97.20
10 .280 2.80 100.00

Table 4.7shows the number of possible item meadina could be extracted from the
customer perspective measures. About 10 possiblerfacould be extracted, however based on
the standard eigenvalues set at 1; only 4 factstets were valid. The overall variance for the
customer perspective item measures accounted fethébyactors was 52.46 %. These findings
confirm that the information gained from the cusésnperspective can be used by an
organization to identify critical measures in otlperspectives (internal processes, learning and
growth and financial). Factor 1 registered the bgihvariance of 17.25 % followed by Factor 2
(14.48 %) then Factor 3 (13.11 %) and finally Fadt¢7.619 %).

The subsequent analysis displayed the four Faatoasrotated factor matrix revealing

three factor clusters, and a single factor itenmdigated in table 4.8
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Table 4.8 Rotated Factor Matrix for Customer Perspective

Customer per spective item measur es (n=64) 1 ) Factor 3 A

Presence of Service charter. 659

Presence of objectives related to customer service. .793

Existing relevant ICT/information materials .663

Existing suggestion box for customer

Values of honesty, courtesy and transparency. .828

Definite response duration for customer feedback.

Stakeholder participation in design, implementataa monitoring 633

of activities. '

Regular customer satisfaction surveys. 727
Activities that respond to immediate needs of thet@mers. 719

Ensuring that customer related objectives are aebie 797

Table 4.8 shows that when small coefficients veengpressed to below 40 percent in the
Principal Axis Factoring based sarimaxrotation, only those items displayed in the takére
extracted as key measures of the customer pergpeCnly 8 out of the 10 item measures were
extracted. These item measures included presenee sgfrvice charter, objectives related to
customer service, existing relevant ICT/ informatimaterials, values of honesty, courtesy and
transparency, stakeholder participation in desigiplementation and monitoring of activities,
regular customer satisfaction surveys, activitibat trespond to immediate needs of the
customers, finally ensuring that customer relatej@ciives are achieved. It emerged that 2 item
measures were not extracted. This included presaihaesuggestion box and definite response
duration for customer feedback. This implies thase item measures that were not extracted are

not widely practiced in NGOs in Kisumu County.
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In order to show the distribution of fastoall the item measures were loaded into a factor
space. These results are displayed in figure 4.2

Factor Plot in Rotated Factor Space

Factor 2

Figure 4.2 Distribution of customer perspective itemsinto factor loading space

Figure 4.2 shows the item measures that were tbade a factor loading plot. Those
factors that were not extracted were excluded. diditeon, Factor 4 item measure; the

organization conducts regular customer satisfactioneys was shown clustered around Factor
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3 item measures since depicting the fourth dimensia three dimensional representation was

not possible.

Further analysis was done to show the magnituderedictors of Factor 1. The model
output revealed that the three items includingpitesence of a well stated service charter, a well
stated objectives related to customer service, aaling relevant ICT/information materials
significantly explained up to 86.7% of the totalrimace in customer perspective category-1

(R=0.867, F=137.92, p<0.05). Table 4.9 summarizesd factors.

Table 4.9 Regression Analysisof customer perspective category -1

Unstandardized Standardizet
Coefficients Coefficients
Factor 1 Model (Y) B Std. Error Beta t Sig.
1 (Constant) -5.648 .285 -19.791 .000
) .323 .061 .303 5.316 .000
Presence of Service chartetyy
Presence of objectives related 633 074 523 8.610 000
customer serviceXp)
Availability relevant 339 065 289 5178 000

ICT/information materialsX3)

Table 4.9 shows an attempt to establish the mostegul predictor of factor 1. It
revealed that the presence of a well stated obgstielated to customer service was the best
predictor of factor 1[{=0.523, t=8.61, p<0.05). This was followed by thesence of a well
stated service chartep£0.303, t=5.316, p<0.05) and availability of relevdCT/information
materials to customers3£0.289, t=5.178, p<0.05) This clearly indicatestthGOs have

implemented measures that are tailored toward mestoeeds.
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A similar analysis for Factor 2 was done usingresgion to display the strength of
prediction of the organization activities that resg to immediate needs of the customers as
well as ensuring that customer related objectivesaghieved. The two customer perspective
category-2 measures significantly accounted fo7 96.of the variance (R=0.907, F=308.54,

P< 0.05). The results are presented in table 4.9

Table 4.10 Regression Analysisfor customer perspective category -2

Standardized
Unstandardized Coefficients Coefficients

Factor 2 Model B Std. Error Beta t Sig.

1 (Constant) -7.062 .290 -24.322 .000
Activities that respond t 553 062 430  8.941 000
immediate needs of tt
customers.

Ensuring  that — custom 1.013 077 631 13.110 .000
related objectives al
achieved.

Table 4.10 shows the regression model which redetilat the most powerful predictor
of customer perspective category -2 was ensuriagdhstomer related objectives are achieved
(B=0.631, t=13.110, p < 0.05) followed by immediadsponse to the needs of the customer
(B=0.43, t=8.941, p < 0.05). This implies that orgations have put in place mechanisms that
ensures that customer related objectives are amthiand those that respond to immediate
response to the needs of customers are also pléade.

Customer perspective category-3 (Factor3) alsothadmeasures which were further
tested as predictors in a linear regression akdncase of Factor 1 and 2. The two customer
perspective category-3 measures significantly ausalifor 83.6 % of the variance (R=0.836,

F=161.47, P< 0.05) and these are presented in4alle
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Table 4.11 Regression Analysisfor customer per spective category-3

Standardized
Unstandardized Coefficients Coefficients
Factor 3 Model B Std. Error Beta t Sig.
1 (Constant) -7.830 445 -17.593 .000
Values of honesty, courtesy a 1.247 107 .728 11.618 .000
transparency
Stakeholder participation | 449 .102 .276 4.409 .000

design, implementation ar
monitoring of activities

Table 4.11 shows the regression model which redetiiat the most powerful predictor
of customer perspective category -3 was value®poésty, courtesy and transparengyl(.247,
t=11.618, p < 0.05) followed by stakeholder paption in design, implementation and
monitoring activities [§=0.449, t=4.409, p < 0.05). This implies that tH8®k have put in place
mechanisms that ensure that the customers arevawoin the projects for successful
implementation of projects.

A similar analysis for customer perspective catggd (Factor 4) which had a single
item measure was done using linear regressionsfgayi the strength of prediction. The single
customer perspective category-4 measure, the @ag#m conducts regular customer
satisfaction surveys significantly accounted for5%4 of the variance (R=0.715, F=158.73, P<

0.05) and the results were presented on table 4.12

Table 4.12 Regression Analysisfor customer per spective category-4

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) -3.279 274 -11.988 .000
The organization conducts .864 .069 .848 12.599 .000

regular customer satisfaction

surveys.
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Table 4.12 revealed that the organizations conthgilar customer satisfaction survey
was a powerful predictor of customer perspectiviegary -4 ($=0.848, t=12.60, p < 0.05).
This implies that the NGOs in Kisumu County condrggular customer satisfaction surveys.
This finding confirms Morleyet al (2001) study that found that approximately 78%iN@&Os
conduct client surveys designed to measure custeatisfaction, client outcomes to be used as
performance measures. These findings are compa@i@arman & Fredrick (2008) who also
noted that 67% respectively of NGO conducted clmntveys designed to measure customer

satisfaction.

4.5 Internal Processes Per spective related factors a component of the Balanced Scor ecard

The internal processes perspective captures mesagegarding organizational operations
and processes to meet customers’ expectationsnanehse their satisfaction. The study sought
to assess how internal process related factorscasnponent of the Balanced Scorecard affect
performance. This perspective had 12 item measwie® test for their applicability in the Non-
Governmental Organizations (NGO). Descriptive stats were run for all the items to assess for
the accuracy of entry of data, mean score for atah and normality. These have been

summarized in Table 4.13
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Table4.13 Mean Internal Process per spectiveitem measures

I nternal business per spectives M]n_ ng[ Me;an SD . S_ke:wn&ss
Statistic  Statistic  Statistic Statistic Statistic SE
The organization conducts needs assessment 2.00 5.00 4.2344 .88627 -909 .299
regularly
Uses patrticipatory approaches during project des  2.00 5.00 4.3125 .87060 -.961 .299
Uses patrticipatory approaches in monitoring. 2.00 5.00 4.4844 .73446 -1.309 .299
Uses participatory approaches in evaluations. 2.00 5.00 4.4063 .72853 -1.061 .299
Uses managers to appraise staff on performance  2.00 5.00 45469 .68845 -1.529 .299
Uses employees’ self-appraisal. 2.00 5.00 4.2656 .99590 -1.161 .299
Presence of a well-defined functional procuremer  3.00 5.00 45313 .71200 -1.203 .299
procedure.
A well-defined communication and feedback 1.00 5.00 4.2969 .97068 -1.604 .299
mechanisms.
Presence of a well-defined reporting system. 2.00 5.00 4.5000 .71270 -1.358 .299

Presence of a well designed and working Stande  1.00 5.00 44219 .88738 -2.077 .299
Operating Procedures (SOPs).

Presence of a well-defined business processes. 1.00 5.00 4.3281 .90947 -1.755 .299
Flexibility to revise and improve on the internal 1.00 5.00 4.0469 .98286 -.924 .299
business processes.

Table 4.13 revealed that high means above avensgge recorded across all item
measures. All the item measures were normallyidiged except for the case of presence of
working Standard Operating Procedures (SOPs). &umrnalysis was conducted to identify
those items that were strongly practiced by theawimations. All the 12 item measures for
internal process perspective were first testedstmple size adequacy using Kaiser Meyer
Olkins (KMO) and Bartlett’s test of sphericity. Thmesults indicated that the sample size was
adequate for each item (KMO=.74£=305.846; df=66; p<0.05) the results were preskeme

table 4.13 leading to further analysis.
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Table 4.14 Total variance explained by I nternal Process per spectivefactors

Initial Eigenvalue Rotation Sums of Squared Loadi

Facto Total % of Variance ~ Cumulative ¢ Total % of Varianc Cumulative ¢
1 4.422 36.852 36.852 2.546 21.219 21.219
2 1.616 13.463 50.315 2.516 20.971 42.189
3 1.384 11.533 61.848

4 1.045 8.706 70.553

5 .788 6.563 77.117

6 .662 5.513 82.629

7 .564 4.699 87.328

8 .506 4,213 91.541

9 .370 3.086 94.627

10 .284 2.365 96.992

11 197 1.646 98.637

12 .164 1.363 100.000

Table 4.14 shows the number of possible item nreaghat could be extracted from the

internal processes perspective. About 12 item mieastould be extracted. However, based on

the standard eigenvalues set at one (1), only T\&&Dof clusters were extracted. The overall

variance for internal process perspective measgesunted for was 42.19%. Factor 1 registered

the highest variance (32.66%) indicating that itswhe best measure for internal processes

perspective followed by Factor 2 (9.5 %).

Further analysis displayed the factors in a rotd#etor matrix revealing the two factor

clusters as summarized in table 4.15
Table 4.15 Rotated Factor Matrix for Internal Process Per spective

Internal Process per spective item measures (n=64)

The organization conducts needs assessment rggular
Uses participatory approaches during project design
Uses patrticipatory approaches in monitoring.

Uses patrticipatory approaches in evaluations.

Uses managers to appraise staff on performance.

Uses employees’ self-appraisal.

Presence of a well-defined functional procuremeatgedure.
A well-defined communication and feedback mecharism
Presence of a well-defined reporting system.

Presence of well designed and working Standardd@pg Procedures (SOPSs).

Presence of a well-defined business processes.
Flexibility to revise and improve on the internaisiness processes.

Factor
1 2

.704
.692
.738
522
431

439

511 439

.885

.761

.664
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The results revealed that Factor 1 was made upeobrganization has a well defined
communication and feedback system, well definecdntey system, well designed working
SOPs, well defined business processes and flextbleevise and improve on the internal
business processes. Factor 2 consisted of usertafipatory approaches during project design,
use of participatory approaches in evaluation, ofeemployee self appraisal to assess
performance, presence of a well defined functiggracurement procedure and a well defined

reporting system.

In order to show the distribution of factors, thke factors were loaded into a factor space
and displayed in figure 4.3

Factor Plot in Rotated Factor Space
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Figure 4.3 Distributions of internal processitems measur esinto factor loading space
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Figure 4.3 shows the item measures that were loadea factor loading plot. Those factors that
were not extracted were excluded.

Further analysis was done to show the power aigi@s of Factor 1. The model output
revealed that the five items; organization has # wdefined communication and feedback
mechanism, has a well defined reporting system, ahagell designed and working Standard
Operating Procedures, has a well defined busineseg@ure finally, the organization flexible to
revise and improve on the internal business presesignificantly explained up to 95.5% of the

total variance in the internal processes perspecttegory-1 as presented in Table 4.16

Tabled.16 Regression Analysisfor internal process per spective category-1

Unstandardized Standardize

Coefficients Coefficients
Factor 1 Model B Std. Error Beta t Sig.
1 (Constant) -5.618 .204 -27.494  .000
Presence of a well-defined communicati .040 .035 .036 1.146 257
and feedback mechanisms.
Presence of well designed and working  .884 .055 722 16.029 .000
SOPs.
Presence well-defined business process .191 .051 .160 3.720 .000
Flexibility to revise and improve internal  .225 .038 .204 5.912 .000
business processes.
Presence well-defined reporting system: -.045 .051 -.029 -.879 .383

Table 4.16 shows that an attempt to establishntbst powerful predictor of Factor 1
revealed that presence of well designed and wgr&itandard Operating Procedurfs(.722,
t=16.03, p<0.05) was the best predictor of Factdrtls was in line with the Balanced Scorecard
theory in that creating customer value and satisfa@ntails the efficient operation of a specific
internal process within the organization. This i@bwed by flexibility to revise and improve
on the internal business processps0(204, t=5.912, p<0.05) and presence of well @efin
business processef=0.160, t=3.720, p<0.05). Other predictors suchpeesence of a well

defined reporting system and presence of a welinddf communication and feedback
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mechanism were insignificant (p>0.05). The resoltsSOPs is consistent with Hartnett and
Matan (2011) who observed that internal focus gieeslers a thorough understanding of how
well the non-profit is running and can help theetedmine which progammes and services are
meeting the real needs of the community.

A similar analysis for Factor 2 was done to digplae strength of prediction. The six
internal processes perspective category-2 measugesicantly accounted for 89.8 % of the

variance (R=0.898, F=93.869, P< 0.05) as presentédble 4.17.

Table 4.17 Regression Analysisfor internal process per spective category-2

Unstandardized Standardize«

Coefficients Coefficients
Std.
Factor 2 Model B Error Beta t Sig.
1 (Constant) -7.444  .390 - .000
19.072
Uses patrticipatory approaches during project 445 071 .343 6.247 .000
design.
Uses patrticipatory approaches in monitoring. .228 .097 .148 2.353 .022
Uses patrticipatory approaches in evaluations. 742 .094 478 7.857 .000
Uses employees’ self-appraisal method to assi 209 .054 .185 3.903 .000
performance.
Presence of well-defined and functional 170 .073 107 2.351 .022
procurement procedure.
Presence well-defined reporting systems. -.095 .076 -.060 -1.251 .216

Table 4.17 shows that the most powerful predicbinternal processes perspective
category -2 was use of participation approachesvaduations [{=0.478, t=7.857, p < 0.05)
followed by use of participatory approach in projdesign. §=0.343, t=6.247, p < 0.05) then
the organization uses employee self appraisal sesasperformance’ (=0.185, t=3.903), p
<0.05 this was followed by use of participatory eggches in monitoringp€0.148), t=2.352,
p<0.05 lastly was that the organization has a wefined functional procurement procedure
(B=0.107), t=2.351, p<0.05. Only one item measure; dnganization has a well defined

reporting system was insignificant (p>0.05).
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4.6 Learning and Growth perspective related factors as a component of the Balanced

Scor ecar d

Since NGOs operate as mission based organizatioeyg,rely heavily on the skills and
alignment of their staff to achieve their socialhyportant goals. The study sought to establish
the learning and growth related factors a compooémtihe BSC. This perspective had 10 item
measures put to test for their applicability in tNen-Governmental Organizations (NGO).
Descriptive statistics were run for all the iterasassess for the accuracy of entry of data, mean

score for each item and normality and presentedhle 4.18

Table 4.18 M ean learning and growth per spective item measures

Minimum Maximum Mean SD Skewness

Statistic ~ Statistic  Statistic  Statistic Statistic Std. Error
Prioritizes training and professional 1.00 5.00 4.0938 1.06486 -1.088 .299
development of employees.
Networking with other organizations. 3.00 5.00 4.6406 .65143  -1.613 .299
Partnering with other organization to 3.00 5.00 4.6875 53080 -1.469 .299
achieve vision and mission.
Motivating employees through tours 1.00 5.00 3.8125 1.23282 -.785 .299
and staff retreats.
Provision of reading materials relevai 1.00 5.00 4.0938 1.16454 -1.246 .299
for employees’ growth.
Frequent refresher courses for 1.00 5.00 3.9219 1.13116 -.997 .299
employee’s growth.
Free internet facilities for employees’ 1.00 5.00 4.3594 98185 -1.618 .299
learning and growth.
Provision of equal opportunity for 2.00 5.00 4.2187 .84457 -.603 .299
employees to participate in | leaderst
activities.
Flexible to change focus on key area 2.00 5.00 4.2187 .84457 -.766 .299
of intervention.
Provision to hire highly skilled 1.00 5.00 4.2813 1.01526 -1.820 .299

expertise to mentor existing employe:
on specific professional areas.

Table 4.18 shows that high means above averageneeorded across all item measures.

All the item measures were normally distributed.

Further analysis was conducted to identify thoses$ that were strongly practiced by the
organizations. All the 10 item measures for leagrand growth perspective were first tested for

sample size adequacy using Kaiser Meyer Olkins (KM@d Bartlett’s test of sphericity. The
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results indicated that the sample size was adedoateach item (KMO=.739y2=243.985;

df=45; p<0.05) leading to factor analysis. The lsswere presented in table 4.19

Table 4.19.Total variance explained by learning and growth per spective factors

Initial Eigenvalues Rotation Sums of Squared Loadings

Facto Total % of Variance Cumulative % Total % of Varianc Cumulative %

1 4.141 41.409 41.409 2.365 23.652 23.652
2 1.341 13.41: 54.82: 1.74: 17.41¢ 41.06¢
3 1.220 12.195 67.017 1.401 14.009 55.078
4 .790 7.902 74.919

5 .748 7.480 82.399

6 .504 5.042 87.441

7 450 4.504 91.945

8 347 3.465 95.410

9 27¢ 2.79: 98.20:

10 .180 1.797 100.000

Table 19 shows the number of possible item meadine could be extracted from the
learning and growth perspective. About 10 item messwere extracted based on the standard
eigenvalues set at one (1) all the items were etetlaand regrouped into three factors clusters
were extracted. The overall variance for learnind growth perspective measures accounted for
was 55.078%. Factor 1 registered the highest vezig§B6.973%) indicating that it was the best
measure for learning and growth perspective folibvioy Factor 2 (9.150 %) and Factor 3
(8.954%).

Based on these results further analysis displalgedfactors in a rotated factor matrix

revealing the three factor clusters which were gmesd in table 4.20
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Table4.20 Rotated Factor Matrix for learning and growth Per spective

Factor
1 2 3
Prioritizes training and professional developmdrdgraployees. 729
Networking with other organizations. .932
Partnering with other organization to achieve visamd mission.
Motivating employees through tours and staff ratrea 521
Provision of reading materials relevant for empks/egrowth. .783
Frequent refresher courses for employee’s growth. 571
Free internet facilities for employees’ learningl amowth. .662
Provision of equal opportunity for employees totiggrate in | leadership 514
activities.
Flexible to change focus on key areas of intereenti 752
Provision to hire highly skilled expertise to menéaisting employees or .666
specific professional areas.
Prioritizes training and professional developmédrdgraployees. 512 469

Learning and Growth perspective ltem M easures

Factor 1 was made up of the organization pri@#iztraining and professional
development of employees, motivation of employdesugh tours and staff retreats, provision
of reading materials for employee growth, refrestmirses for employee growth and provision
to hire experts to mentor employees. Factor 2 stesiof provision of free internet facilities for
employee learning and growth, equal opportunity éonployee participation in leadership
activities, flexible to change focus on key areastervention and provision to hire experts to
mentor employees. Factor 3 consisted of the org#iniz networking with other organization,
and partnering with other organizations to achss®n and mission.

In order to show the distribution of factors, thié items were loaded into a factor space

and displayed in figure 4.4
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Factor Plot in Rotated Factor Space

Factor 2

Figure 4.4 Distribution of learning and growth perspectiveitemsinto factor space

Figure 4.4 shows all the item measures that weaedd into a factor loading plot. Those
factors that were insignificant were excluded. Iddision, Factor 4 item measure; the
organization conducts regular customer satisfagioneys was shown clustered around Factor

3 item measures since depicting the fourth dimensia three dimensional representation was

not possible.
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Further analysis was done to show the power afipi@s of Factor 1. The model output
revealed that the five items; the organization nirize training and professional development of
employees, motivates the employees through toudsstif retreats, provides frequent refresher
courses for employee growth, provides reading naserelevant for employee growth and has
provision to hire experts to mentor employee. The=®a measures significantly explained up to
89.4% of the total variance in the learning andwgho perspective category-1 (R=0.894,

F=106.189, p<0.05). These findings were presentéable 4.21

Table 4.21 Regression Analysisfor learning and growth per spective category-1

Unstandardized Standardizec

Coefficient: Coefficient:

Factor 1 Model B Std. Error Beta t Sig.

1 (Constant) -4.262 229 -18.578 .000
Prioritizes training and professional developmédnt ¢ .206 .065 .196 3.172 .002
employees.

Motivating employees through tours and staff reétre  .548 .052 .603 10.473 .000
Provision of reading materials relevant for empkgjc 138 .052 144 2.668 .010
growth.

Frequent refresher courses for employee’s growth 170 .057 72 2.998 .004
Provision to hire highly skilled expertise to mento .023 .054 .021 428 .670

existing employees on specific professional areas.

Table 4.21 shows an attempt to establish the pmserful predictor of Factor 1 revealed
that the organization motivates employggs0(603, t=10.473, p<0.05) was the best predictor of
Factor 1. This was followed by the organizationoptizes training and professional
development of employee$=0.196, t=3.172, p<0.05) then, frequent refreshaurses for
employee growth}=0.172, t=2.990, p<0.05) finally, the organizatmmovides reading materials
relevant for employee growtf£0.144, t=2.668, p<0.05). Only one predictor, thganization
has a provision to hire experts to mentor employeesinsignificant (p>0.05).

Given the above findings, similar analysis for tBa@ was done to display the strength
of prediction. The four learning and growth persjppec category-2 measures significantly
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accounted for 88.8% of the total variance (R=0.388,26.344, P< 0.05) and were presented in

table 4.22

Table 4.22 Regression Analysisfor learning and growth per spective category-2

Unstandardized Standardized

Coefficients Coefficients
Factor 2 Model B Std. Error Beta t Sig.
1 (Constant) -6.606 .309 - .000
21.398
Provision of free internet. .267 .061 223 4.354 .000
Equal opportunity for employees participation .819 .075 590 10.995 .000
Flexibility to change focus on key areas of 447 077 322 5.826 .000
intervention.
Hiring experts to mentor existing employees o .023 .060 .020 .390 .698

specific professional areas.

Table 4.22 shows that the most powerful prediabriearning and growth
perspective category-2 was the organization praevidgual opportunity for employees to
participate in leadership activitie8=0.590, t=10.995, p < 0.05) followed by the orgatian is
flexible to change focus on key areas of intenamti3=0.322, t=5.820, p < 0.05) then the
organization provides free internet facilities femployee learning and growtlfs £0.223,
t=4.354, p <0.05). Only one item measure; the degdion has provision to hire experts to
mentor employees on specific professional areasngagnificant (p>0.05).

Further analysis for Factor 3 was done to displesy strength of prediction. The two
learning and growth perspective category-2 meassiggsficantly accounted for 95.8% of the

total variance (R=0.958, F=710.885, P< 0.05).Tlselts were presented in table 4.23
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Table 4.23 Regression Analysis of learning and growth per spective category -3

Unstandardized Standardized
Coefficients Coefficients
Factor 3 Model B Std. Error Beta t Sig.
1 (Constant) -7.517 .257 -29.230 .000
Networking with other organization 1.582 .050 969 31.349 .000
Partnering with other organization .038 .062 .019 .606 547

Table 4.23 indicates that the most powerful predictf learning and growth perspective
category -3 was the organization networks with othiganizations §=0.969, t=31.344, p <
0.05). The other predictor, the organization pagneith other organizations to achieve vision
and mission was insignificant (p>0.05).

These findings confirm Makakane (2007) that thigspective is essentially the
foundation upon which the organizational succesdbudt and that the measures in this
perspective are the enablers of all the other pets@s as they will ultimately lead the
organization to achieve its results.

4.6 Financial Perspectiverelated factorsasa component of the Balanced Scorecard
The financial performance of Non-Governmental @rgations is defined in terms of

financial accountability. Financial performance lie®n one of the key elements in measuring
overrrall performance and evaluating effectiveneEdNon-Governmental Organizations. The
study sought to assess how financial perspectiagecefactors affect the performance of NGOs.
In this study, the financial perspective had 14nitmeasures put to test for their applicability in
the Non-Governmental Organizations (NGO). Desargstatistics were run for all the items to
assess for the accuracy of entry of data and meane $or each item and were summarized in

table 4.24.
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Table 4.24 M ean financial per spective item measures

Financial Measures Minimum Maximum Mean SD

Expenditure incurred as budgeted. 3.00 5.00 4.7188 .51851
Expenditure rate is always within the acceptabléanae (+10%). 1.00 5.00 4.3906 1.01758
Regular financial audit. 3.00 5.00 4.7969 .50958
Readiness to incur expenses on a need arises basis. 1.00 5,00 3.5781 1.23191
Flexible on financial budget adjustments. 1.00 5.00 3.7344 1.19844
Proper accounting records 3.00 5.00 4.7969 44292
Proper control mechanisms over purchases 2.00 5.00 4.6094 .68120
Proper control mechanisms over payments by cheque 3.00 5.00 4.7813 .51851
Proper control over bank account 3.00 5.00 4.8125 46718
Proper control for employee payroll management. 1.00 5.00 4.6563 .69508
Proper control over fixed assets 1.00 5.00 4.6875 .75330
Financial statements produced 3.00 5.00 4.7188 57649
Produces financial reports for Managers 3.00 5.00 4.7188 .54827
Produces periodic financial reports for donors 3.00 5.00 4.7969 .50958

Table 4.24 shows that the item measures scorddrh@ans except two item measures;
readiness to incur expenses on a need arisesapasfiexibility on financial budget adjustment.

Further analysis was conducted to identify arda@ancial practices across NGOs. All
the 14 item measures for financial perspectivesMiest tested for sample size adequacy using
Kaiser Meyer Olkins (KMO) and Bartlett's test ofhgpicity. The results indicated that the
sample size was adequate for each item (KMO=.¥83367.27.037; df=91; p<0.05) leading to

factor analysis which were presented in table 4.25
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Table4.25Total variance explained by financial per spective factors

Initial Eigenvalues

Rotation Sums of Squared Loadings

Factor Total % of Variance  Cumulative % Total % of Variance Cumulative %
1 5.157 36.838 36.838 3.180 22.716 22.716
2 1.865 13.320 50.159 1.628 11.626 34.342
3 1.247 8.905 59.064 1.601 11.439 45.780
4 1.086 7.758 66.822 1.553 11.093 56.873
5 .866 6.187 73.009
6 721 5.149 78.158
7 671 4,793 82.951
8 .567 4.053 87.004
9 AT72 3.374 90.378
10 .379 2.706 93.083
11 .332 2.368 95.452
12 .250 1.785 97.237
13 221 1.578 98.815
14 .166 1.185 100.000

Table 4.25 shows the number of possible item nreaghat could be extracted from the
financial perspective. About 14 factors could beramoted. However, based on the standard
eigenvalues set at one (1), only four factors elssivere extracted. The overall variance for
financial perspective measures accounted for wa87%& This clearly indicates that the
financial perspective is an imperative perspeciivany NGO. This supports Niven (2003) and
Lindvall (1995) who argued that no organizationgamlless of its status, can successfully
operate and meet customer requirements withoutdinlresources. Niven (2002) further argues
that an organization which is using significant éinand resources in improving internal
processes may add little value if these improvemeste not translated into financial
performance. Factor 1 registered the highest vegid@2.7%) indicating that it was the best
measure for financial perspective followed by Fa@o(11.6 %) then Factor 3 (11.4%) and

finally Factor 4 (11.1%).
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Further analysis displayed the factors in a rotédetbr matrix revealing the four factor
clusters as presented in table 4.26

Table 4.26 Rotated factor matrix for thefinancial per spective

Financial perspectiveitem measures Factor
1 2 3 4
Expenditure incurred as budgeted. 597
Expenditure rate is always within the acceptabléawnae (+10%).
Regular financial audit. 575
Readiness to incur expenses on a need arises basis. 742
Flexible on financial budget adjustments. .938
Proper accounting records 597
Proper control mechanisms over purchases 542
Proper control mechanisms over payments by cheque .630
Proper control over bank account .850
Proper control for employee payroll management. .488
Proper control over fixed assets .964
Financial statements produced .544 .536
Produces financial reports for Managers .755
Produces periodic financial reports for donors 719

Table 4.26 shows that Factor 1 was made up of ehifpea budgeted, proper accounting
records, control of payments, control of payrothger financial statements and proper financial
reports for donors. Factor 2 consisted of reguil@aricial audits, proper financial reports for
managers, proper financial statements and perfodiacial statements for donors. Factor 3 was
made up of expenses incurred on a need arises dradiflexible budget. Lastly, Factor 4 had
two item measures namely proper control over fixeskts and proper control over purchases.

Figure 4.5 shows relative positions of key exedcitems for measuring the financial

perspective as displayed in the rotated factorespétactor plot.
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Factor Plot in Rotated Factor Space
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Figure 4.5 Distribution of financial perspectiveitemsinto factor space

Figure 4.5 shows the item measures that were tbade a factor loading plot. Those
factors that were not extracted and those that wesignificant were excluded. In addition,
Factor 4 item measures; flexibility on financialdget adjustments and readiness to incur
expenses on need arises basis were shown clustepedd Factor 3 item measures since

depicting the fourth dimension in a three dimenaigapresentation was not possible.
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Further analysis was done to show the power digi@s of Factor 1(Category -1). The
model output revealed that the seven items inctudive expenditure incurred as budgeted,
proper accounting records, control of paymentstrobof payroll, proper financial statements
and proper financial reports for donors signifitamixplained up to 90% of the total variance in
the financial perspective category-1 (R=0.90, F3B1p<0.05). From the findings it is evident
that Factor 1 is the best predictor of the finahp&spective. This concurs with the findings of
Moxhan (2010) who conducted a study in Britain dodnd that NGOs demonstration of

accountability was manifested mainly by scrutinyegpenditure.

Table 4.27 Regression analysis for financial per spective category -1

Standardized
Unstandardized Coefficient Coefficients
Factor 1 Model B Std. Error Beta t Sig.
1 (Constant) -11.504 .544 -21.138 .000
Expenditure incurred as budgeted. 461 .106 .218 4.357 .000
Proper accounting records -.227 139 -.092 -1.629 .109
Proper control mechanisms over .367 116 174 3.160 .003
payments by cheque
Proper control over bank account 1.694 156 723 10.824 .000
Proper control for employee payrol .106 074 .068 1.447 153
management.
Financial statements produced -.195 101 -.103 -1.943 .057
Produces periodic financial reports 195 135 .091 1.450 153
for donors

Table 4.27 shows an attempt to establish the pwserful predictor of Factor 1
revealed that proper control of bank accofri(723, t=10.82, p<0.05) was the best predictor of
Factor. This was followed by the practice of inaugrexpenditure as budgetet-0.218, t=4.36,
p<0.05) and proper control mechanisms over payméwf.174, t=3.16, p<0.05). Other
predictors such as control of payroll, Proper aatiog records proper financial statements and

proper financial reports for donors were insigrafit (p>0.05).
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A similar analysis for Factor 2 was done to digpae strength of prediction regular
financial audit, financial reports produced for rgars and financial statement produced. The
three financial perspective category-2 measuresifggntly accounted for 81.8 % of the

variance (R=0.818, F=95.5, P< 0.05) and were pteden table 4.28

Table 4.28 Regression Analysisfor financial per spective category -2

Standardized
Unstandardized Coefficients Coefficients
Factor 2 Model B Std. Error Beta t Sig.
1 (Constant) -10.907 .703 -15.520 .000
Regular financial audit .680 .149 .287 4572 .000
Financial reports produced 1.629 154 .740 10.569 .000
for mangers
Financial statement -.008 145 -.004 -.056 .955
produced

Table 4.28 shows that the most powerful prediofofinancial perspective category -2
was financial reports produced for mangesQ(74, t=10.57, p < 0.05) followed regular
financial audit $=0.287, t=4.572, p < 0.05). Financial perspectaggory-3 (Factor3) also
had two measures including proper control over lpases and proper control over fixed assets.
These two financial perspective category-3 meassiggsficantly accounted for 94.8 % of the

variance (R=0.948, F=573.43, P< 0.05) which wees@nted in table 4.29

Table 4.29 Regression Analysis of financial per spective category -3

Standardized
Unstandardized Coefficients Coefficients

Factor 3 Model B Std. Error Beta t Sig.

1 (Constant) -6.116 217 -28.239 .000
Proper control over -.037 .054 -.025 -.687 .495
purchases
proper control over fixed 1.341 .048 .989 27.658 .000
assets
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Table 4.29 shows that the most powerful prediofofinancial perspective category -3
was proper control over fixed asseffs@.989, t=27.65, p<0.05. Proper control over puselsa
was an insignificant predictor of financial persipex category-3.

Financial perspective category-4 (Factor 4) had measures including readiness to
incur expenses on need arises basis and flexilhitjinancial budget adjustments. These two
financial perspective category-4 items significanticcounted for 99.1 % of the variance

(R=0.991, F=3569.5, P< 0.05) and presented in &l

Table 4.30 Regression Analysisfor Financial per spective category -4

Standardized
Unstandardized Coefficients Coefficients

Factor 4 Model B Std. Error Beta t Sig.

1 (Constant) -3.389 .043 -79.504 .000
Readiness to incur expensi .164 .014 192 11.826 .000
on need arises basis
Flexibility on financial 751 .014 .854 52.738 .000

budget adjustments

Table 4.30 shows that the most powerful prediofofinancial perspective category -4
was flexibility on financial budget adjustmentf=0.854, t=52.74, p<0.05) followed by
readiness to incur expenses on need arises fja€lsl92, t=11.83, p<0.05). Both items were
significant predictors.

These findings corroborates Niven (2008) who olerthat the financial perspective
captured information about how efficiently the NG@se using scarce resources and
public/donor funds to offer quality services. Thesevident from the item measures under the
financial perspective that were extracted and veggeificant in measuring this perspective.
Majority of the item measures focused on contratrovank accounts, payroll, payments and
fixed assets. Other items also included expenddareudgeted, expenditure within the variance

(= 10%) and regular financial audits.
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CHAPTER FIVE

SUMMARY OF FINDINGS, CONCLUSION AND RECOMMENDETIONS

5.1 Introduction

This chapter summarizes the main findings of theys This is followed by conclusions
arising from the findings, and then recommendaticonstribution to knowledge, and suggestion

for future research.

5.2 Summary of findings

The study sought to determine how customer relfsteirs as a component of Balanced
Scorecard affect performance of Non-Governmentgla@rzations in Kisumu County; assess
how internal process related factors as a compoménthe Balanced Scorecard affect
performance of Non-Governmental Organizations isuiiu County; to establish how learning
and growth related factors affect performance ohdmvernmental Organizations in Kisumu
County; and to assess financial related factors esmponent of the Balanced Scorecard affect
performance of Non-Governmental Organizations isukiu County.

Organizations do not exist in a static, isolatedimnment: competition, new technology
and other changes push forward the customer exmetaand performance requirement of the
organization, therefore organizations should alwstyive to know what their customers really
want. The researcher sought to find out how customlated factors as a component of the
Balanced Scorecard affect performance of Non-Gawental Organizations in Kisumu County.
The findings revealed that the customer perspedtiveffective in measuring performance of
NGOs. Out of the 10 item measures that were lisBedmerged as the true predictors of the

customer perspective after factor extraction. Thiese measures included presence of a service
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charter, presence of objectives related to custosegwice, availability of relevant ICT/
information materials, values of honesty, courtasg transparency, stakeholder participation in
design implementation and monitoring of activitiesgular customer surveys, activities that
respond to immediate needs of the customers, asuriag that the customer related objectives
are achieved. These item measures accounted fariange of 52.46% of the total variability.
This clearly showed that the customer perspecsikey in measuring performance.

The second objective was to assess how internaepses related factors as a component
of the Balanced Scorecard affect performance of Bl@&Xisumu County. The internal process
perspective captures measures regarding orgamahtaperations and processes necessary to
meet customers’ expectations and increase theésfaaion. There were twelve items measures
that were used to measure this perspective. Fagtoaction revealed that ten items accounting
for a total variance of 42.19% were actually thg keeasures of the internal process perspective.
It was also noted that out of the ten item meastinr@swere extracted eight were significant. The
findings revealed that presence of well designaetivaorking procedures were significant in the
internal processes perspective.

The third objective sought to establish how leagnand growth related factors as a
component of the Balanced Scorecard affect perfocamaof perspective. All the ten item
measures that were identified were actually key floeasuring the learning and growth
perspective. Variance accountability for thesedexctvas 55.08%. It was noted that the learning
and growth perspective was a leading indicator ithariance of 55.08% after the financial
perspective. It was noted that motivation of empks/ and prioritizing their training and
professional development were some of the besiqtoed of this perspective. Organizations do

not exist in a static, isolated environment: cortjpet, new technology and other changes push
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forward the customer expectations and performaageirement of the organization, therefore
organizations should ensure that their employees lept abreast with the changing
environment.

The last objective was to assess how financialteeldactors as a component of the
Balanced Scorecard affect performance of NGOs suikiu County. The financial performance
of Non-Governmental Organizations is defined immzrof financial accountability. Financial
performance has been one of the key elements insuriag overrrall performance and
evaluating effectiveness of Non-Governmental Orgations. In this study, the financial
perspective had 14 item measures put to test far #pplicability in the Non-Governmental
Organizations (NGO) registering a total variancé&087%. It was noted that 13 out of the 14
item measures proposed were actually key in megsguhe financial perspective except one
which was not extracted the best factor predictothtss perspective dealt with those item

measures that revolved around expenditure.

5.3 Conclusions

Based on the findings we therefore conclude byatives as follows:

The customer perspective item measures are widdiked by organizations. The
most dominantly practiced were: presence of ohjestirelated to customer service,
presence of a service charter and availabilityetgvant ICT/Information materials in that
order of ranking. These were closely followed bgweing customer related objectives
are achieved and activities that respond to imntediaeds of customers in that order.
The third category consisted of values of honestyrtesy and transparency, and
stakeholder participation in project design, stakeéér participation implementation and

stake holder participation in monitoring activitiesthat order. The last item measure in
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the customer perspective was that the organizaboucts regular customer satisfaction
surveys. However, use of suggestion box and defirgsponse duration for customer
feedback were not widely practiced.

The internal process perspectives are widely jmedtby the Non-Governmental
Organizations. The most dominantly practiced itenese: the organization has well
designed and working Standard Operating Procedigdgxible to revise and improve
on the internal business processes, presence efl @&signed business processes in that
order. The next category was made up of presenceetif designed and reporting
systems and presence of communication and feediedhanism. The last category
consisted of use of participatory approaches ineptaevaluation, use of participatory
approaches in project design, use of employeeapelfaisal to assess performance, use of
participatory approaches in monitoring activitiesdaastly the organization has well
defined functional procurement procedure. Nonetiglase of managers to appraise staff
on performance was not widely practiced.

The learning and growth perspective had all tamimeasures widely utilized by
the Non-Governmental Organizations. The most wigelcticed item measures were
motivating employees through tours and staff résregrioritizing training and
professional development, frequent refresher ceuiseemployee growth. The second
category consisted of equal opportunity for empéoparticipation, flexibility to change
focus on key areas of intervention and finally,yismn of free internet services. The last
category was made up of one item measure; the iaagan networks with other
organizations. However, there were some item meagtat were insignificant including

provision of reading materials relevant for empeyggowth, provision to hire experts to
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mentor employees and the organization partnerirty wther organizations to achieve
vision and mission.

The financial perspective had item measures widegilized by the Non-
Governmental Organizations. The most dominantlgtrad item measures were proper
control of bank account, expenditure incurred adgleted and proper control mechanism
over payments the second category following closedg made up of financial reports
produced for managers, regular financial audite #rd category was made up of one
item measure that is proper control over fixed @ss&he following factors were
insignificant indicating that they were not widgbyacticed in the NGOs. These were
control of pay roll, proper financial statementsopger financial reports for donors and
proper control over purchases.

In summary based on the findings, the BSC is dectfe performance
measurement framework that has been implementadnuimber of NGOs operating in
Kisumu. Even though some NGOs did not have the rigalh Scorecard, they had
majority of the item measures in the BSC a clealicetion that the BSC can be

implemented as a performance measurement framawdtsOs.

5.4 Recommendation

In view of the findings of the study and the ab@eaclusions, the following recommendations
were made:

Use of suggestion box as an item measure of temer perspective was not widely
used by the NGOs. However, the suggestion box 0 @mplement the customer surveys
since feedback from the suggestion box would be ediate unlike the surveys that are

conducted after a given period of time. Anotherfgmenance measure that should be put in place
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is definite response duration for customer feedb@bks would help improve service delivery in
that the organization would be able to respondhéorteeds of their customers as they arise. The
other item measures were widely practiced in th&Od@nd should be re-emphasized since they
emerged as the true predictors of the customepeetise

Manager appraisal of the staff emerged as an measure that was not practiced in the
Non-Governmental Organizations. As much as emplaygeaisal was significantly practiced, it
would also be in order for managers to appraisel@mps to increase the credibility of the
appraisal systems. This can be achieved when thegeas and employees strike a balance
during appraisal. Even though the item measur@&spthanization has a well defined reporting
system and organization has a well defined comnatinic and feedback mechanism were
practiced in NGOs, they were not significant therefiNGOs should put more emphasis on these
item measures. This would limit conflicts withinganizations since the employees would be
aware of whom to report to.

Partnering with other organizations to achieveovisand mission, provision of relevant
materials for employee growth and provision to leixperts to mentor employees were practiced
in the NGOs but they were insignificant. These itereasures should be implemented in the
organizations to enable them avoid duplicationvéats, Partnering would also enable them
understand some of the peculiar needs of theirtitoests.

The management team of the NGOs should ensurédhatmeasures control of pay roll,
proper financial statements, proper financial réptor donors and proper control over purchases
are enforced in their organizations. This would rioye efficiency and effectiveness in these

organizations.
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5.5 contribution of the study to the body of knowledge

The study made the following contributions to tloely of knowledge:

Table 23 Contribution of the study to the body of knowledge

Objectives

Contribution

1. To determine how customer related fact
as a component of Balanced Scoreg
affect performance of Non -Governmen

Organizations in Kisumu County.

Kisumu County.

o@ustomer perspective is an aspect of the
aitht is widely implemented as performar

taheasurement indicator among the NGOs

8SC

ce

To assess how internal processes rel
factors as a component of the Balan
Scorecard affect Performance of N
in  Kisumn

Governmental Organization

County.

ataternal Process perspective is an aspect o
c8BC  that

performance measurement indicator among

is widely implemented

q

IWNGOs in Kisumu County.

f the
A4S
the

To assess how learning and growth relg
factors as a component of the Balan
Scorecard affect Performance of N
in  Kisun

Governmental Organization

County.

itedarning and Growth perspective is an asj
ced the BSC that is widely implemented
rperformance measurement indicator among

IWNGOs in Kisumu County.

nect
as
the

To assess how financial related factors 3
component of the Balanced Scorec
affect Performance of Non-Governmen

Organization in Kisumu County.

ag-imancial perspective is an aspect of the B

atdat is widely implemented as performar

Kisumu County.

taheasurement indicator among the NGOS i

SC

ce

8
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Suggestion for further research
1. This study was limited within the objectives stated therefore may have left out certain

aspects of the research based on Balanced Scoretaxtglained.

2. This study was limited to NGOs within Kisumu Couniyere is need to conduct a study
that will cover a wider area of NGOs operation. iAitar study among all the NGOs

operating in Kenya needs to be done to validatetfeetiveness of this model.

3. The study only focused on the opinion of top manag# officials, yet performance also
depends on understanding of those working at dpegdtlevel. Further studies need to
assess the effectiveness of BSC among NGO emplayeesding workers at operational

level.

4. This study treated each pillar of the BSC indepatigeso it was not possible to compare
which of the perspectives is the best predictopeformance. Further research need to
compare the competition among the perspectivesS® Bnd if possible focus on their

interactions as measures of performance.

81



REFERENCE

Ahn, H. (2001) Applying the Balanced Scorecard emticAn Experience Report; Long

RangePlanning Vol. 34 (4) pp 441-446

Anthony, R. and Govindarajan, V. (200anagementControl SystemsMc Graw Hill Irwin,
Boston

Atkinson, H. (2006) Strategy Implementation: a rfie the balanced scorecart¥anagement
Decision Vol. 44

Bin Md. Som, H. and Theng Nam R. Y. (2009) An Exptory Research on the Relationship
between Organizational Learning Attributes on NRyofit Organizations’ Performance
in SingaporeEuropeanJournal of Social Scienc¥ol. 8 (12)

Brander, Brown, and Mcdonnell, (1995) The Balah&eorecard: short term guest or long
term resident;International Journal of Contemporary HospitalfMJanagemenvol. 7

Campos, L., Andion, C., Serwa, M., Rosetto, A. akssumpco, J. (2010Performance
Evaluation in Non-Governmental Organizations: Aralysis of Evaluation Models and
their applications in BrasjlVoluntus

Coskun, A. (2000) A New Approach in Strategic Perfance Management in Non-
Governmental Organizationshe Balanced Scorecard Journal of Civil Socht). 4
(15) pp 103-117

Courtney, R. (2002ptrategicManagementor Voluntary and NPORoutledge,
London.

Creswell, J.W. (2009)Research Design: Qualitative, Quantitative, and edixMethod
ApproachesSage Publications Inc. Los Angeles

Cross, K.F. and Lynch, R.L. (1992) For Good meaSIM&A; The Management
Accounting Magazin¥ol. 66

Curtright, J., Stolp-Smith, J. and Ed ell, E. (2D0Btrategic Performance management
development of a performance measurement systetheaMayo Clinic;Journal of
Healthcare Managemenol. 45 (1)

Cut, J. and Murray V. (2000Accountability and Effectiveness Evaluation in NRyofit
Organizationd_ondon, Routledge

82



Czarnecki, M.T. (1999) Managing how to improve Ydbrganization’s Performance through
Effective Benchmarking, Houstomhe Benchmarking Network

De Haas, and Kleingeld, A. (1999) Multilevel design Performance Measurement Systems:
Enhancing Strategic dialogue throughout the omgitn; Management Accounting
ResearchVol. 10 pg 253-261

Doyle, P. (1994) Setting business and measuringimeance;Journal of General
Managemenvol. 20

Eccles, R.G (1991) The performance measurementfesamiHarvard Business
ReviewVol.69 (1) pp 131-137

Epstein, M. and Buhovac, A. (2009) Improving pemfi@nce measurements: Not-for-profit
organizationsCMA Managemen83(7), pp 16-21,

Epstein, M.J. and Manzoni, J.F. (1997) “The baldmsxrecard and tableau de bord:
translating strategy into actigrManagement AccountinQJSA), Vol. 79 No. 2,
pp. 28-37.

Fitzgerald, L., Johnston, R., Brignall, T.J., Sdtre, R. and Voss, C. (199Rerformance
Measurement in Service BusineS§MA, London.

Fletcher, H.D. and Smith, D.B. (2004) Managing feslue: Developing a performance
measurement system, integrating economic valded@nd the balanced scorecard in
strategic planningl. Bus. StratVol. 24(1): pp 1-18.

Forbes, D.P. (1998) Measuring the immeasurableirerapstudies of NPO Effectiveness from
1977 to 1997Non-Profit and Voluntary Sector QuarteNfol. 27 (2) pp 183-202

Geer, B.W., Macher, J.K. and Cole, M.T. (2008) Mzging Non-profit Organization. The
Importance of Transformational Leadership and Cdment to Operating Standards for
Nonprofit Accountability Public Performance and Management Revial. 32 (1) pp
51- 75

Greenlee, J., Fischer, M. Gordon, T. and Keating2®7) An Investigation of fraud in Non-
Profit Organizations: occurrences and Deterreiten-Profit and VoluntarySector
QuarterlyVol. 36 (4) pg 676-694

Greiling, D (2010) Balanced Scorecard Implementaiio German Non-Profit Organizations.

Internal Journal of Productivity and Performance &daremenv/ol. 51 (6) pp534-554

83



Hassan, M. (2010) To what Extent Do The Legal Regins on NGOs in Egypt Undermine
NGOS’ Ability to Achieve Their Goals? MA Thesisethmerican University, Cairo

Hatry, H.P. (2002Performance Measurement: Getting ResiW¥ashington DC, Urban Institute
Press

Jegers, M. (2002) The economics of nonprofit actognand auditing: suggestions for a
research agenda, Annals of Public and Cooper&tte@omics

Joyce, P. G.(1997) Using Performance Measures dolgBting: A New Beat or is it the Same
Old Tun® New Directions for Evaluatioxol. 75 pp45-62

Judd, C.M., Smith, E.S. and Kidder, L.H. (19®Bsearch Methods in Social Relation$yew
York, Holt, Rinehart and Winston

Kaplan, R. S. & Norton, D. P. (1992) The Balanc8dorecard: Measures that Drive
PerformanceHarvard Business Revievol. 70 Boston

Kaplan, R.S. and Atkinson, A.A. (199&dvanced Management Accountirgrentice Hall,
London

Kaplan, R. S. (2001) Strategic Performance Measenénand Management in Non-Profit
making OrganizationdNon-profit Management and LeadersMpl. 11 (3), pp  353-
370

Kaplan P.S and Norton, D.P (2001&he Strategy Focused Organization: How Balanced
Scorecard companies Thrive in the New Businessirdemuent, Boston, Harvard
Business School Press,

Keating, E.K. and Frumkin, P. (2003) Re-engineerMgn-profit Financial Accountability:
Towards a more Reliable Foundation for Regulatiublic Administration Reviewol.
63 pp 3-15

Kothari, C.R. (199D Research Methodology; Methods & Technigugsw Age International
Limited Publishers, New Delhi

Korten, D.C. (1987) “Third Generation NGO StrategieA Key to People-Centered
Development,'World Developmen¥/ol.15, supplement, pp.145-159,

Le Roux, K. & Wright, N.S. (2010) 'Does performamaeasurement improve strategic decision
making? Findings from a national survey of nonpradcial service agenciedNonprofit

and Voluntary Sector Quarterly

84



Letts, C. W., Ryan, W. P. and Grossman, A. H. (398gh Performance Non-Profit
Organizations John Wiley & Sons, New York

Liston V. (2008) NGOs and spatial dimensions ofgytyin Kenya Paper prepared for the 2008
African Studies Association UK (ASAUK) conferen@eston, Lancashire Sept™1
13" 2008

Mintzberg, H. (1994).The rise and fall of strategic plannindNew York: The Free Press.

Makakane, M. (2007) Performance Management systedritee Balanced Scorecard, Tlholego
Business Consultants

Martello, M., Watson, J. G. and Fischer, M.J. (&00nplementing a Balanced Scorecard in a
not-for profit organizationJournal of Business and Economic Reseafoh 6 (9) pp67-
80

Martin, R.J. (2006) An Integrated Balanced Scom@trategic Planning Model for Non-profit
OrganizationsJournal of Practical Consulting

Mc Cathy, J. (2007) The Ingredients of Financiar@parencyNon-profit and Voluntary Sector
QuarterlyVol. 36 (1) ppl56-164

Mc Hargue, S.K. (2003) Learning for PerformanceNion-profit OrganizationsAdvances in
Developing Human Resourcesl.5 (2) ppl196-204

Meliones, J. (2002) Saving Money, Saving Livdayvard Business Revievol. 78 pp57-65

Melkers, J. (2008 Incorporating Performance Measures into the Buoige Process In
Poister, T.H. (2003Measuring Performance in Public and Non-profit Ongaations

San  Francisco Jossey-Bass

Moore, M.H. (2002) The Public Value Scorecard: Adreler and an Alternative to ‘Strategic
Performance Measurement and Management in Nom:-R@wHanization by Robert
Kaplan

Moravitz, C. (2008)Performance Based Budgeting: Integrating Objectimesl metrics with
People on Resourcetn P de Lancer Julnes, F. S, Berry,M.P Aristtitweand K Yang
(Eds.)International Handbook of Practice Based Performamdanagemen{361-392).
Thousand Oaks Sage publications, Inc

Moxham, C. (2010) Help or Hindrance: Examining ®Rele of Performance Measurement in
UK Non-Profit Organization®Rublic Performance and Management Revi&ak 33 (2)

pp 342-354
85



Moxham, C. & Boaden, R. (2007) 'The impact of parfance measurement in the voluntary
sector;International Journal of Operations & Production Magement27 (8), pp.826-
845,

Mugenda, O.M. and Mugenda, A. G. (200Besearch Methods; Qualitative & quantitative

ApproachesAfrican Centre for Technology Studies, Nairobi

NANGO (2006) Zimbabwe Non-Governmental Organization Corporatevédoance Manual
Smoothedge Design, Harare.

Neely, A., Adam, C, and Crow, P. (2001)PerformaRdem in practiceMeasuring Business
ExcellenceVol. 5 (2) 6-12

Niven, P.R. (2002Balanced Scorecard Stéyy Step, Chapter Performance Measurement and
the need for a Balanced Scorecard

Niven, P.R (2003)Adapting the Balanced Scorecard to fit the publnd anon-profit sectors
Primerus Consulting

Niven, P.R. (200BBalanced Scorecard: Step by Step for GovernmedtNon-profit agencies,
Hoboken, N.J: John Wiley and Sons

Otley, D. (1999), “Performance management: a fraortkwor management control systems
research’Management Accounting Reseagrdfol. 10, pp. 363-82.

Paton, R. (2008Managing andVeasuringSocial Enterprise London, Sage

Rigby, D. & Bilbodeau, B. (2005) in Lawrie, G. (@) Management Tools and TrendsBain
and Company.

Ritchie W. and Kolodinsky, R. (2003) Nonprofit Orgzation Financial Performance
Measurement: An Evaluation of New and Existingaficial Performance Measures,
Nonprofit Management & Leadership3 (4), p367

Ronchetti, J. L. (2006) An Integrated Balanced 8card Strategic Planning Model for Non-

profit OrganizationJournal of Practical Consultingol. 1

Sawhill, J & Williamson, D. (2001) Measuring whaatters in nonprofitsMcKinsey
Quarterly

Sekaran, U. (2006Research Methods for Business; A Skill-Building rApph John Wiley
New Delhi

86



Simon, R. (2000Performance Measurement and Control Systems folelmgmting Strategy
Text and Case®rentice Hall, Upper Saddle River NJ.

Sowa, J.E., Selden, S.C, and Sandfort, J, R. (2084) longer Unmeasurable? A
multidimensional Integrated Model of Nonprofit @rgzational EffectivenessNon-
profit and Voluntary Sector Quarterlyol. 33 (4) pp711-728

Speckbacher, G. (2003) The Economics of PerformaManagement in Non-Profit
OrganizationNon-Profit Management and LeadersMpl. 13 (3), pp 267-281

Stirling, C., Kilpatrick, S. and Orpin, P. (2011)@sychological contract Perspective to the link
between non-profit organization’s management Rm@stand volunteer sustainability,
Human Resource Department InternatioNall. 14 (3) 321-336

Van Sant, J. (20Q3Challenges of Local NGO Sustainabiliieynote remarks prepared for the
USAID/PVC-ASHA Annual PVO Conference

Waterman, J. R. H. and Peters, T. J. and Jullien? R1980) Structure is not Organization
Business HorizoWol. 23 no. 3& 4

Webb, R.H., (2004) Managers commitment to the goalgained in a Strategic Performance
Measurement SystemSontemporary Accounting Reseaibl.21 (4)

Whitaker, G.P., Altman-Saucer, L. and Henderson,(2004) Mutual Accountability between
Governments and Non-profits: Moving Beyond Sutaeite to ServiceThe American
Review of Public Administratioviol. 34 (2) pp115-133

Yang, C., Cheng, L., Yang, C. (2005). A studyraplementing Balanced Scorecard (BSC)
in nonprofit organizations: A case study of prezahospital. Human Systems
Management4, 285-300

Zimmerman, J. (2004Using a Balanced Scorecard in a Non-profit Orgaation, Creative

Direct Response Inc.

Zimmerman, J. and Stevens, B.W. (2006) The use esfofnance Measurement in South

Carolina Non-ProfitsNon-profit Management and LeadersMpl. 16 (3) pp315-327

87



APPENDICES

Appendix 1: Questionnaire

EFFECTIVENESS OF THE BALANCED SCORECARD ON PERFORMANCE OF
NON-GOVERNMENTAL ORGANIZATION IN KISUMU COUNTY, KENYA

QUESTIONNAIRE FOR THE TOP MANAGERS OF NON-GOVERNMHMKL
ORGANIZATIONS

Greetings

My name is | am involved in the study to investigate: effeehess

of the Balanced Scorecard in measuring performariceon-governmental organizations in
Kisumu County. This study may be useful to projeenagement team to implement policies
that will address the challenges faced by Non-Gawental Organizations in implementing
projects. It may also contribute to the body of Wiexlge especially in the strategic management
by understanding performance measurement and maeagein the voluntary sector in
developing countries thus helping to test genehbllity of the performance management

frameworks.

Please note that confidentiality will be maintaireet! the information will be used strictly for

the purposes of this study.

Part A: Personal I nformation
Please tick or write where applicable
1. Gender

1) Male[ ] 2) Fem{ ]

2. Nationality
1) Kenyal | 2) Foreigf ]
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3. Position in the organization

1) Program/project officq | 2) M&E Manage| |
3) Accountant/Finance officer [ ]
3. Age
1) 20-35 yeard ] 2)36-50 yea | 3) Over 50 yeard |

5. What is the focus of the organization?
1) Livelihood [ ]  2) Capacity building[ ]

6. How long have you served in this organization?
1) Less than six monthq | 2)6-Iohths [ | 3)Over12 monthD

7. What is your area of specialty?

8. Highest level of education

9. Does your organization have well stated missisioh statement?

1) Yes [ ] 2) No[_]
10. If yes, provide the following:

Vision statement

Mission statement
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Part B: The following set of statements relate to youelifegs and perceptions based on

performance measurement items applied in your @gtion. For each statement, please tik (

the extent to which you agree with each of theegtants.

Scores:

Strongly Disagree=1
Disagree=2
Neutral=3

Agree=4

Strongly agree=5

Statement of the Balanced Scorecard Perform

measures

asoere

What is the reasg
for the choice of

the score

n

Customer Per spective

Our organization has a well stated service cha

(ask for evidence)

arter | 2

Our organization has a well stated objecti

statements)

e Or

vads | 2

related to customer service (ask for evidence

Our organization avails ICT/information materis
to customers (ask for evidence or ma

observation)

3|

ke

£ |2

Our organization suggestion box for custorn
feedback and complaints (ask for evidence

make observation)

or

ngér | 2

Our organization values honesty, courtesy

transparent (probe for the score)

ahd | 2

Our organization has a definite response durg

for customer feedback (probe for the score)

tibn | 2
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Financial Perspective

This organization always ensures that expendi

is incurred as budgeted (probe for the score).

tdre

The organization's yearly expenditure rate
always within the acceptable variance (probe

the score).

for

The organization conducts financial audit regule
(probe for the score).

rly

The organization is always ready incur exper

on a need arises basis (probe for the score).

sks

The organization is flexible on financial budg

adjustments (probe for the score).

it

Inter nal Process Per spective

The organization conducts needs assessme
priority areas on regularly basis (probe for

score).

ntl of
the

The organization uses participatory approad

during project design (probe for the score).

Hes

The organization uses participatory approache
monitoring (probe for the score).

slin

The organization uses participatory approache
evaluations (probe for the score).

slin

The organization uses managers to appraise

on performance (probe for the score).

staff

The organization uses employees’ self-appre
method to assess performance (probe for

score).

igal
the

The organization has a well-defined and functic

procurement procedure (probe for the score).

ral
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L earning and growth per spectives

The organization prioritizes training al
professional development of employees (probe

the score).

for

The organization networks with other organizatidn
(probe for the score).

The organization partners with other organizatidn
to achieve vision and mission (probe for the
score).

The organization motivates employees through
organization of tours and staff retreats (probe|for
the score).
Thank you
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Appendix 2: Map of Kisumu County
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Appendix 3: Research Permit
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REPUBLIC OF KENYA

NATIONAL COUNCIL FOR

Telephone: 254-020-2213471, 2241349, 254-020-2673550 P.0. Box 30623-00100
Mobile: 0713 788 787 , 0735 404 245 NAIROBI-KENYA
Fax: 254-020-2213215 Website: www.ncst.go.ke

When replying please quote
secretary@ncst.go.ke

NCST/RCD/14/013/1074 pate: 20" June 2013

Our Ref:

Nasline Akinyi Ouko
University of Nairobi
P.O Box 825-40100
Kisumu.

RE: RESEARCH AUTHORIZATION

Following your application dated 11" June, 2013 for authority to carry out
research on “Effectiveness of the balanced scorecard on performance of Non-
Governmental Organizations in Kisumu County, Kenya.” 1 am pleased to inform
you that you have been authorized to undertake research in Kisumu County for a
period ending 31* December, 2014.

You are advised to report to the Directors of Selected Non-Governmental
Organizations, Kisumu County before embarking on the research project.

On completion of the research, you are expected to submit two hard copies and

one soft copy in pdf of the research report/thesis to our office.

ssell .
SAID HUSSEIN
FOR: SECRETARY/CEQ

Copy to:
The Director
Selected Non- Governmental Institution.

“The National Council for Science and Technology is Committed to the Promotion of Science and
Technology for National Development”.



