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ABSTRACT 

 According to the organization's activities as a social institution responsive to society 

expectations, the performance evaluation can determine organization success or failure rate in 

the goals achievement. This study has been done to survey performance evaluation of 

administration Qazvin Imam Khomeini Relief Foundation. This research is a descriptive - 

analytical survey and a simple random sample of 7 individuals from the expert staff have 

been chosen and questionnaire was completed by them. Data design and analysis has been 

based on the analytic network process. Main indicators of this research were four aspects: 

customer orientation, internal business processes, growth and learning and financial. In the 

performance evaluation of relief foundation, financial aspect with the 35/72% weight, 

customer orientation aspect with the 25/15%, growth and learning aspect with 20/84% and 

internal business processes aspect with 18/29% were in the first to four places. 

 

KEYWORDS: Performance Evaluation, Balanced Scorecard, Analytic Network Process, 

Internal Business Processes 

 

INTRODUCTION 

 In today's highly competitive and changing environment, organizations should spend 

considerable time, energy, human and financial resources for their performance evaluation in 

the strategic goals achievement to gain more benefits while maintain their competitiveness. 

But the survey that has been done recently shows that despite of efforts and costs associated 

with it, only 35% of respondents have rated their performance evaluation systems more 

effective or very effective. This means that almost 7 organizations out of every 10 are not 

satisfied with their performance evaluation attempts [1]. In situations where performance 

evaluation has been more crucial than ever, organizations are increasingly coming to the 

conclusion that their performance evaluation system to collect, control and share data has 
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many defects. Modern systems in many respects have a remarkable resemblance to the basic 

system performance evaluation. In the situations that modern methods of business over the 

past few decades has dramatically changed, our performance evaluation systems act like 

traditional method, the problems of our performance evaluation systems is almost exclusively 

relying on the financial performance evaluation. Although these systems were appropriate for 

the primary industry institutions that have machine nature and have been built based on 

physical assets, but are inappropriate for value creation mechanisms of today's modern 

business organizations. [2] 

 
Research history:  

Balanced evaluation first introduced by Kaplan and Norton in 1992. Later in 1993, in an 

article and in 1996, in other three articles, they elaborate it which gradually became widely 

accepted throughout the world. 

Some researches on the relationship of four aspects of balanced evaluation method: 

1- Antreas Athanassopoulu, Spiros Gounaris, Vlassis Stathakopouloas investigated the 

relationship between customer satisfaction and product quality and the higher product quality 

will be higher customer satisfaction [3]. 

2- O.H Parent, C, Carl Pegels, Nallan Suresh investigated the relationship between customer 

satisfaction and internal process that when there is close relationship between production and 

sale units, customer satisfaction will be higher. [4] 

3- T Ahamd Jamal, Kamal Naser ,their research result showed that more quality people's 

relationship that is customer service, will increase customer satisfaction [5] 

4- Alfred Pelahm came to the conclusion with his research that education has a positive 

impact on the staff efficiency and in result will  increase sales and profitability of the 

company [6] 

5- Ton Van der Wiele, Paul Boselie, Martin Hesslink conducted an empirical study on the 

relationship between organizational efficiency and customer satisfaction that its result was in 

positive correlation between customer satisfaction and organizational efficiency.[7] 

6- Mahmoud Yasin, Elisabete Correia, Joao Lisboa determined relationship between  quality 

improvement effort and performance indicators using with 68 licensed Portuguese 

companies. This study showed that when quality improvement increases, customer will be  

more satisfied and thereby company's profit after tax will be increased.[8] 

7-  Thorsten Hennig- thurau came to the conclusion with their research that teaching 

profession "Customer orientation" for employees who are directly associated with the 
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customer, will increase customer satisfaction. So, training has positive impact on the internal 

process which will lead to customer satisfaction. 

8- Scott- Ladd, Anthomy Travaglione, Verena Marshall concluded that there is positive 

relationship between job satisfaction, delegation of authority to employees and associate 

employees in decision making [10] 

Theoretical basis of research:  

Introducing the balanced scorecard 

In general, the goal of any performance evaluation system is pushing all managers and staff 

toward the successful implementation of the organization strategy. The organizations that can 

translate their strategies into performance evaluation system, will act much better in 

implementing their strategy because they have transferred their goals to all organization staff. 

Balanced scorecard is a card in which strategy are linked to an integrated set of financial and 

non-financial indicators. [11] 

Balanced scorecard aspects 

In the balanced scorecard approach, organizations are divided into four different aspects, 

these four aspects are:  

1. financial aspect 

2.  Customer aspect 

3. Internal business processes aspect 

4. Growth and learning aspect 

In this section it is necessary to note that these aspects that are considered in the balanced 

scorecard are not unchangeable; In other words, organization may not follow the financial 

goals, so financial aspect can be eliminated for organization and another aspect can be 

considered. It’s means that mentioned aspects that considered in the balanced scorecard, are 

not inflexible and unchangeable in terms of number, type and name. [12] 

1.  Financial aspect 

Financial measures are important components of a balanced evaluation system. Especially in 

the profit organizations, measures of this aspect show us successful implementation of the 

goals that have been set on the other tree aspects, will lead finally to what results and 

financial gains. We can spend all efforts to improve customer satisfaction, improve quality 

and reduce time to deliver products and services; but, if these measures do not lead to 

tangible results in our financial statements will have little value. 
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 2. Customer aspect:  

Organizations must answer two critical questions to select goals and measures related to the 

customer aspect:  First, what are our target customers? Second, what is our proposed value 

for them? Many organizations believe that they know their customers and know what 

products and services provide for them; but in fact they offer everything for all customers. 

Michael Porter argues that the lack of focus on a particular segment of customers and their 

desired values lead to organizations can not achieve competitive advantage. 

3. The internal business process aspect:  

In the internal processes, organizations need to identify the processes that can continue to 

value creation for their customers with being better in it. Every goals achievement that set at 

the customer aspect is required to perform one or more operation processes efficiently and 

effectively. These processes should be determined in the internal processes aspect and 

appropriate measures should be developed for their progress control. A completely new 

operational processes set may be required to meet the expectations of customers. 

Development of new products and services, produce, after sale services and reengineering of 

produce processes are examples of such processes. 

4. Growth and learning aspect: 

How does fulfill ambitious goals set out in the aspects of internal process, customer and 

finally stakeholders? Answer to this question lies at the goals and measures related to 

learning and growth. In fact, these goals and measures are enablers of determined goals in the 

other tree aspects. They are infrastructure and foundation for the establishment of a balanced 

evaluation system. When we determine goals and measures related to the customer and 

internal processes, we immediately will find the gap between required skills and capabilities 

of employees and current level of these skills and capabilities.  

The goals of growth and learning aspect should be determined to fill and cover these gaps and 

distances and suitable measures should be developed to control their progress; measures such 

as staff satisfaction, suitable workspace, staff training programs, staff skills and ... should be selected. 

Earlier mentioned that the task of balanced scorecard is translation of organization's strategy 

to a set of performance indicators; but the main question is how balanced scorecard relate and 

translate organization's strategy to the performance indicator? 

To answer this question, it must be said that the component that used by the balanced 

scorecard for it, is the causal relations among the various levels of the balanced scorecard. 

The strategy is composed of a set of causal hypotheses. 
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Figure (1) the causal relationship of the four balanced scorecard (Source: Kaplan, Norton, 
1383, p 15)  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
An example of this relationship is given in Figure 1. For financial gain (in financial aspect) 
we should create value for the customer (in the customer aspect) and it would not be feasible 
unless we excel in the our operational processes and comply them with the demands of our 
customers (internal business processes aspect) and operational excellence gain and value 
creation processes would not be feasible, unless build appropriate workspace for staff, and 
reinforce innovation and creativity and learning and growth in the organization (growth and 
learning aspect). Balanced scorecard with the correct structure represents strategies of 
business units as a series of causal relations in the four mentioned aspects. In other words, 
there is a causal relationship in the balanced scorecard between goals and indicators 
separately. 

 
 

 

Financial 
aspect 

Increase revenue, increase profits and 
improve financial results. 

To create value for customers by 
delivering the products and services at 
affordable prices 

Improvements in operational processes in 
order to improve quality 

To create suitable environment for 
innovation and creativity 

Customer aspect 

Internal business 
processes aspect 

Growth and learning 
aspect 
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Organization 
     
 
 
 
 
 

 
 
 
 

 
 
 
 
 
 
 
 
Figure 2: Framework of goals and indicators of four performance aspect (source: Strategy-

oriented organization, Robert Kaplan and David Norton, Parviz Bakhtiyari, pp. 15 and 17)  

The framework in the figure shows this fact that organization's mission and strategy are 

translated into goals and performance indicators of the four mentioned aspects in the 

scorecard. In fact, balanced scorecard is a concept for the interpretation of organizational 

strategic goals into the explanatory set in the four aspects: financial, customer, internal 

processes and growth and learning, an organization with the balanced scorecard improves 

current performance (financial, customer, internal processes results) as well as efforts for 
reforming process, training staff and enhancing information systems (growth and learning aspect). 

According to the administration of the Qazvin Imam Khomeini Relief Foundation is a public 

and nongovernmental institution and aims to provide services for patients and society 

vulnerable groups. Therefore, prioritization of the balanced scorecard aspects is as customer-

oriented aspect has been at the helm according to the institution goal that is providing 

services to the poor population and high quality services should be provided to attain 

customer oriented achievements (internal process aspect).It would not be feasible unless 

services will be provided with the least expensive and best way (financial aspect) and to 
provide best services, we need to train staff and increase their skills (growth and learning aspect). 

In this study, as shown in the above figure, to evaluate performance of administration of the 

Qazvin Imam Khomeini Relief Foundation, we should first identify and determine goals in 

the four aspects of balanced scorecard and then according to the goals of relief foundation, 

key indicators in the each four aspects should be determined to evaluate these goals, and in 

Customer aspect 
goals indicators 
  

Financial aspect 
goals indicators 
  

Growth and learning aspect 
goals indicators 
  

Internal process aspect 
goals indicators 
  Mission and strategy 
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this regard we determine key indicators through interviews with managers of various 

departments to achieve each of these goals that we determine 4 indicators and total 16 

indicators in the each of aspects. 

Statement of the research problem 

Each organization need to evaluation system to understand the desirability and quality of 

their activities, particularly in complex dynamic environments. In the other hand, the lack of 

evaluation and control system shows the lack of communication with internal and external 

environment which its consequence is organization aging and finally, organization death. 

Today, senior managers of many profit and nonprofit companies and organizations have 

spent considerable time and resources to develop strategy for their organization; but most of 

them speak of the not optimal implementation of their strategies. Perspective that these 

managers have considered  for their organization is quite clear for themselves but their 

employees' awareness and understanding of this perspective is very low and their attunement 

and empathy for the goals realization derived from this perspective is much less. 

Why organizations are in trouble in implementing their good formulated strategies? One of 

problems is that stable and unique strategies that create value for the organizations are 

changing but strategies evaluation tools did not change simultaneously. In this regard, 

following question was raised: 

What is the priority of the BSC in the performance evaluation of the administration of the 

Qazvin Imam Khomeini Relief Foundation? 

This question is in line with the following goals:  

1. BSC model dimensions identification of administration of Qazvin Imam Khomeini Relief 

Foundation 

2. BSC model dimensions prioritization of administration of Qazvin Imam Khomeini Relief 

Foundation 

Methodology: 

This study plans to survey relationship between aspects of balanced scorecard using 

mathematical analytic network process (ANP) in the performance evaluation of the 

administration of the Qazvin Imam Khomeini Relief Foundation. For this purpose, in the 

research question design, relationships between constituent aspects were considered for the 

performance evaluation of the administration of the Qazvin Imam Khomeini Relief 

Foundation. Evaluation of the research history through library studies, required data 

collection and as well as gained results indicates that this research is a field research in terms 

of the required data collection method. 
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In this study, two variables called balanced scorecard as an independent variable and 

performance evaluation of the administration of the Qazvin Imam Khomeini Relief 

Foundation as the dependent variable are examined. 

Method of data analysis:  

In this study, after determining methodology for effective factors prioritization in the 

performance evaluation and after library study, effective factors in the performance 

evaluation was divided into four categories. in the next step, through interviews with experts 

specialized in the performance evaluation , four factors were determined for main factors 

that  after determining the above factors to determine the priority of each indicators and sub-

indicators, view of performance evaluation experts was collected through questionnaire of 

analytical network process (ANP) using balanced scorecard. After making comparison 

matrix, paired comparisons matrices was made for data obtained from the questionnaire. 

Then these matrices will be normal and will make super matrix. Now, for exponentiation of 

the mentioned super matrix, we will make it normal as following. Then for the matrix to be 

converging, above matrix will be exponentiation. In this study, the mentioned matrix has 

been convergent in the seventh exponent and the following results were obtained 

 

CONCLUSIONS 

 According to the results of the main indicators which included: Customer aspect, internal 

business processes aspect, learning and growth aspect and financial aspect, highest weight 

were assigned to the financial aspect and this means that in the performance evaluation, 

financial aspect with35.72% has highest roles. In the next level, customer aspect with the 

25.15% was ranked second and learning and growth aspect with 20.84% was ranked third  

and finally, internal business processes with 18.29% were ranked fourth. 

 
Table (1) 

Performance evaluation indicator of relief foundation Percentage of impact on the performance evaluation 

Customer aspect 25.15% 
Internal business process aspect 18.29% 
Growth and learning aspect 20.84% 
Financial aspect 35.72% 
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Using Table 5-1 we find that for every one degree increase in the balanced scorecard, 
customer aspect, 25.15%, internal business process aspect18.29%, growth and learning 
aspect, 20.84% and financial aspect 35.75% will be increased. 
Table (2) 

 
In the customer aspect, employee satisfaction has highest rank with 32.04% and deep 

understanding of the employees needs is in the second rank with 31.91%, encourage the 

successful employees with 22.68% is in the third rank and employee complaint with 13.37% 

is in the fourth rank 

 Table (3) 

In the internal business processes, different paths for providing services has the highest rank 

with 37.67% and decrease cost of providing services with 25.31% is in the second rank, 

speed of providing successful services with 22.06 is in the third rank and using of new 

technologies with 14.96% is in the fourth rank. 

Table (4) 

 
In the growth and learning aspect, training program with 59.9% is in the highest rank and 

interest of employees for retention with 35.9% is in the second rank, expert employees with 

29.92% is in the third rank and intellectual capability with 28.18% is in the fourth rank. 

 
 
 

Sub indicators of customer-oriented aspect Percentage of impact on the  customer-oriented aspect 

Employees satisfaction 32.4% 
Employees complaint 13.37% 
encourage the successful employees 22.68% 
deep understanding of the employees needs 31.91% 

Sub indicators of growth and learning aspect Percentage of impact on the growth and 
learning aspect 

Training programs 59.9% 
Experts employees 29.92% 
interest of employees for retention 35.9% 
intellectual capability 28.18% 

Sub indicators of customer-oriented aspect Percentage of impact on the  customer-oriented aspect 

Employees satisfaction 32.4% 
Employees complaint 13.37% 
encourage the successful employees 22.68% 
deep understanding of the employees needs 31.91% 

Sub indicators of internal business process aspect Percentage of impact on the   internal business process aspect 

speed of providing services 22.06% 
different paths for providing services 37.67% 
using of new technologies 14.96% 
decrease cost of providing services 25.31% 
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Table (5) 
 

In the financial aspect, method of financial resource allocation with 32.05% has the highest 

rank and meet the employees needs with 28.83% is in the second rank, received financial 

ratios with 25.16% is in the third rank and providing financial resources with 13.94% is in the 

fourth rank. 

 
5-2-Result and Suggestions 
1 – in the conducted research, several factors has been referred for every sub indicators that it 

is suggested in the future researches, with weighting these factors, effectiveness of factors 

should be tested again.  

2. Relief foundation should make greater efforts at communication and coordination its 

strategies among employees and managers. These efforts may indicate indirect effects of 

internal business processes and learning and growth, and financial goals. 

3 - Relief foundation should meet its training activities according to the managers' 

expectations to enhance internal business processes and growth and learning aspects 

4 - Relief foundation needs to do update training pogroms. Due to changes in the external 

environment, employees feel more need to new training. 

5 - Relief foundation should do more intensive and more effective training programs for 

newly appointed employees. 

6- Relief foundation should increase internal business processes in order to meet the 

expectations of managers with long experience. 

7- Staff unit should indicate, directly and clearly, important of the growth and learning aspect 

and internal business process aspect as a necessary step to place leader goals in the vital priority.  

8- Perspective and mission of relief foundation should be rebuilt in order to enrich the 

perspective of staff and implementation unit. 

9- Relief foundation should provide itself advanced and innovative services through develop 

telecommunications technologies. In final, performance evaluation of relief foundation will 

be helpful using balanced scorecard method, planning and strategic management. 

 
 

Sub indicator of financial aspect Percentage of impact on the financial aspect 
Providing financial resources 13.94% 
received Financial ratios 25.16% 
Method of financial resource allocation 32.05% 
and meet the employees needs 28.83% 
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