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ABSTRACT 

The purpose of this research was to evaluate link between the BSC and 

competitiveness of KCB. It examined implementation of the BSC including how it is 

implemented across departments and functions. Its contribution to the competitiveness 

of the organisation was explored with reference to strategic synergy, financial 

performance, and non-financial performance. This was a quantitative research which 

involved 141 employees and managers of KCB. The primary research was conducted 

using structured questionnaires which were distributed and collected physically. From 

the findings in this research, three main findings were made. Firstly, KCB does 

implement the BSC but the rating for this implementation is only average. This means 

that the employees may either not fully understand it or it is not being implemented as 

effectively as it should. Secondly, there are departmental variations on the 

implementation of the BSC. Call centre and complaints handling functions were noted 

to be most effective in BSC implementation while the HRM department performed 

consistently poorly. This implies the need for the bank to review its functional units 

and ensure each implement the BSC as effectively as possible. Thirdly, the BSC use 

was noted to have a positive impact on the bank‘s competitiveness. The impact 

differed depending on the type of competitiveness measure identified where the 

greatest impact was on profitability and innovation effectiveness. The first 

recommendation made was that KCB should focus on its HRM department and 

diagnose its BSC application as well as how it could contribute to the overall 

competitiveness of the organisation. The second recommendation was that KCB ought 

to conduct a thorough internal research through which it would diagnose its inter-

functional synergy and ensure this is enhanced for greater overall competitiveness of 

the organisation.  
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CHAPTER ONE 

INTRODUCTION 

1.0 Introduction 

This chapter presents the background of study, statement of the problem, research 

objectives, research questions, and the importance of the study. It also outlines the 

scope of the study as well as delimitations and conceptual framework.  

 

1.1 Background of the Study 

The banking industry has over the past years enjoyed exponential growth in deposits, 

assets, profitability (Mecha, Ogutu & Ondieki, 2015). Growth has also been 

experienced in the sophistication and number of products offered across the industry. 

Over the past decade, banks have introduced a range of new services and innovations, 

with players showing desire to embrace technology driven expansion strategies (Lilly 

& Juma, 2014). This growth has brought about increased competition among players 

and new entrants into the banking sector. Due to stiff competition, banks are now 

focusing on the diverse customer needs rather than traditional banking products such 

as over the counter cash deposits and withdrawals.  Due to this fact, banks have 

realized the need to improve their products and services in order to survive the 

competitive operating environment by coming up with strategies in order to achieve 

the organizations objectives and thus gain competitive advantage in the market 

(Mwende, 2015). Some of the strategic responses used by banks to respond to 

competition in the banking industry include; product diversification, regional 

expansion, customer-care, innovation, information technology strategies and use of 

balanced scorecards as a performance management tool (Mwende, 2015). 
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Organizations operate under a turbulent environment where there are so many 

unpredictable changes, therefore organizations are supposed to adopt strategic 

management tools to enable them survive in the market (Chung et al. 2016). The 

objective of the tools pertains to the formulation and implementation of strategies 

which result in the long term achievement of the company‘s mission and near term 

achievement of its aims (Pearce and Robinson, 1991). Gluck et al (1992) defines 

strategic management as an on-going process that evaluates and controls the business 

and the industries in which the company is involved, assesses its competitors and sets 

goals and strategies to meet all existing and potential competitors and then reassesses 

each strategy to determine how it has been implemented and whether it has succeeded 

or needs replacement by a new strategy to meet changed circumstances, new 

technology, new competitors, a new economic environment, or a new social, 

financial, or political environment (Radu, 2014). The deliberate structure of the 

strategic management process forces organizational employees to examine relevant 

variables in deciding what to do and how to do it. The Balanced scorecard is one of 

the tools used to ensure that the strategic plan has been implemented as outlined to 

ensure that the overall objectives of the organization are met.  

 

The Balanced Scorecard is a strategic planning and management system used 

extensively in the business industry by private, government and non-profit 

organizations worldwide to align business operations to the vision, mission, goals and 

strategy of the organization, monitor organizational performance against strategic 

goals and improve internal and external communications (Valmohammadi & Ahmadi, 

2015). As defined by Kaplan and Norton (1996), the balanced scorecard translates an 

organization‘s mission and strategy into a comprehensive set of vital performance 
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measures that provides a framework for strategic measurement and management 

system used for managing diverse firm objectives and activities across all 

organizational levels. This research evaluates the use of the balanced scorecard in 

KCB Bank as well as how its application contributes to the competitiveness of the 

organisation. The concept of the balanced scorecard is explained in the section below.  

 

1.1.2 Kenya Commercial Bank Limited 

Kenya Commercial Bank is a public listed Company with its shares trading at the 

NSE (Nairobi stock exchange). It is owned by the government 26.2% and 73.8% by 

the public. Government shareholding has since increased to 23.6% (Joash & 

Nyangiru, 2015). The history of Kenya Commercial Bank (KCB) dates back to 1896 

when its predecessor, the National Bank of India opened an outlet in Mombasa. Eight 

years later in 1904, the bank extended its operations to Nairobi, which had become the 

headquarters of the expanding railway line to Uganda. The next major change in the 

bank's history came in 1958 when Grindlays Bank merged with the National Bank of 

India to form the National and Grindlays Bank (KCB Bank, 2016). Upon Kenya's 

independence in 1963, the Government of Kenya acquired 60% shareholding in 

National & Grindlays Bank in an effort to bring banking closer to the majority of 

Kenyans. In 1970, the Government of Kenya acquired 100% ownership of the bank's 

shares and it was renamed Kenya Commercial Bank. The Government has over the 

years reduced its shareholding in KCB to 23%, as of December 2008 and a rights 

issue which was concluded in August 2010 further reduced shareholding by the 

Kenyan Government to 17.74% (KCB Bank, 2016). 
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KCB is currently one of the most competitive banks in the Kenyan banking industry. 

It ranks second after Equity Bank in terms of profitability, customer base, and the 

number of products marketed (Achira & Muturi, 2015). For an organisation to sustain 

its competitiveness; there has to be excellence in not only strategy formulation but 

also in strategy implementation. KCB has proven to be highly competitive and this is 

an indicator that its strategy implementation is effective. Its strong competitive 

positioning is the basis for evaluating its sources of strength; including how it 

translates its overall strategies into operational excellence through the balanced 

scorecard.  

 

1.2 Statement of the Problem 

Balanced Scorecard is a tool for evaluating the competitiveness that points to financial 

and non-financial aspects of; customer, internal processes and learning and growth, 

and this tool has attracted banks and financial organizations attention (Rababah, 

2015).  The main purpose of a balanced scorecard is to put strategies of an enterprise 

into action in order to create competitive advantage for the enterprise. To be more 

specific, a balanced scorecard can precisely inform the owner that besides financial 

performance, strategies have to consider the effects caused by clients, internal 

processes of firms and the learning and development of employees (Su, 2000). These 

effects have long and fundamental decisive influences on the future development and 

competitiveness of the enterprise. Due to the reasons aforementioned, a balanced 

scorecard is not only a tool to control strategies and performance assessment, but also 

an efficient instrument to manage strategies.  
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A number of studies have been done on the role of the balanced scorecard in different 

sectors. Okeyo (2014) carried out a case study on Balanced Scorecard in strategy 

implementation at Discovery Learning Alliance of Kenya; Nzuve & Nyaega (2013) 

carried out a case of Essar Telecom Kenya Limited on the application of Balanced 

Scorecard in Performance Measurement; Kirandeep (2015) carried out a case of 

National Bank of Kenya on the application of Balanced Scorecard as a Strategic 

Management tool; Karimi. (2010) carried out a case study of Safaricom, on the use of 

the balanced scorecard in strategy development and implementation; Ogendo, (2010), 

carried out a study on the application of the balanced scorecard in strategy 

implementation by Unilever Tea Kenya Limited. Mucheru, (2008), carried out a 

survey on the application of the balanced scorecard in performance management 

among commercial banks in Kenya; balanced scorecard has gained a lot of popularity 

as a tool for competitive advantage; it has its own challenges which this study seeks to 

identify.  

 

Due to the contextual, sectorial and managerial differences among organizations, the 

application of the balanced scorecard and the challenges faced in the application of 

the same would not be assumed to be similar, unless empirical studies demonstrate so. 

How has Kenya Commercial Bank applied the balanced scorecard as a performance 

tool to gain competitive advantage? 

 

1.3 Research Objectives 

1.3.1 General Objective 

The main objective of this research was to establish how KCB uses the balanced 

scorecard and how the usage affects the competitiveness of the bank. It 
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usedquantitative analysis to determine the most effective elements of the balanced 

scorecard at KCB in terms of impact on the organisation‘s competitiveness. The 

findings were therefore expected to provide insights for how KCB can improve its 

balanced scorecard implementation for greater competitiveness in the industry.  

 

1.3.2 Specific Objectives 

The specific objectives of the study were: 

i. To identify the implementation of the balanced scorecard at KCB  

ii. To examine how the balanced scorecard brings out strategic synergy in the 

organization 

iii. To determine how the balanced scorecard influences financial competitiveness 

of KCB   

iv. To determine how the balanced scorecard influences non-financial 

competitiveness of KCB   

 

1.4 Research Questions 

i. How is the balanced scorecard implemented at KCB?  

ii. To what extent does the balanced scorecard bring out strategic synergy 

across the organization? 

iii. How does the balanced scorecard influence the financial competitiveness 

of KCB? 

iv. How does the balanced scorecard influence non-financial competitiveness 

of KCB? 
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1.5 Rationale for the Study 

The effect of the balanced scorecard on the competitiveness of the organisation has 

been subject of many studies including Rababah (2015); Eftimov et al. (2016); Wu 

(2012). Rababah (2015) explains that the balanced scorecard enables the organisation 

to strategically align its operations to the overall strategy. This alignment brings about 

synergy where the function of a department positively influences the overall outcome. 

Eftimov et al. (2016) reiterates this view by explaining that that this strategic 

management tool has been linked to some of the best practices in different industries. 

Organisations that have exhibited excellence in strategy formulation and 

implementation have often based their management on the balanced scorecard 

(Lagarda-Leyva, Castañeda-Rodriguez & Soto-Fierro, 2016). The insights from 

previous literature therefore affirm the value of the balanced scorecard on effective 

strategic management and competitiveness of the organisation.  

 

The existing body of knowledge is deficient in terms of applicability in specific 

contexts. There is need to evaluate the balanced scorecard as a multiple construct 

where its application in different functions in the organisation is evaluated separately 

(Xian, Qiu & Zhang, 2013). Such an approach would enable the researcher to 

understand how to modify the balanced scorecard to improve on its competitiveness. 

This research is helpful because it aims at identifying weaknesses in KCB‘s balanced 

scorecard and recommending how it can be improved for greater competitiveness. It is 

therefore expected to create knowledge that is highly relevant to the organisation 

hence invaluable for the rest of the Kenyan banking sector.  
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1.6 Importance of the Study 

The results of this study are expected to be useful to the following stakeholders.  

 

KCB top management: The findings of this study are expected to assist top 

management of Kenya Commercial Bank to indicate any areas that may require 

improvement in the process of applying the balanced scorecard in strategy 

implementation. The study will be instrumental to help top management to tell 

whether the technique has proceeded according to plan, and if not what corrective 

measures need to be put in place, especially in the light of new findings. 

 

Academic researchers: The study could provide background information to research 

organizations and scholars who may want to carry out further research in this area. 

They might also benefit from the findings of this study as it contributes to the existing 

literature.  

 

KCB Stakeholders: Kenya commercial bank stakeholders might be able to 

understand the effects of balanced scorecard on their respective organizations and the 

industry as a whole and therefore will be through appropriate and proactive policies 

and procedures to enhance the adoption and implementation of the balanced scorecard 

methodology in their organizations and in the industry.  

 

KCB Employees: Employees of Kenya Commercial Bank might benefit from the 

findings of this study as performance appraisal will be a very effective tool to improve 

competitiveness and productivity and to the career development of employees. This is 

by helping individuals to do better and to raise self-esteem and motivation, resulting 

in job satisfaction. 
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1.7 Scope of the Study and Delimitations 

The study will be based on KCB bank. Since this study specifically focuses on Kenya 

commercial Bank, one of the implications will be that the findings can only be used in 

the banking industry.  Therefore, inference cannot be made from it by other industries. 

Even though this limits the applicability of the results, it provides useful insights that 

are highly relevant. The results could therefore be used as a basis for comparative 

studies in future. Besides, the specificity makes the findings highly applicable to KCB 

and the banking sector hence its significance. 

 

1.8 Conceptual Framework 

A conceptual framework is a combination of concepts that integrate and interpret 

information. In the framework, the independent variable is the use of balanced 

scorecard while the dependent variable is organization competitiveness. This 

emerging proposition, knowledge gaps has led to the formulation of the conceptual 

model as an area for further research in Figure 1.2. 

 

 

 

 

 

 

Independent Variables              Intervening variables            Dependent variables 

Figure 1.2 Conceptual Framework 

Source: Author (2016) 

BSC use in strategic 

planning 

BSC use in innovation 

management 

BSC use in customer 

service 

BSC use in performance 

Organisational Competitiveness 

- Financial performance 

- Non-financial performance  

- Strategic synergy  

 Strategic alignment  

Implementation 

effectiveness 
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The independent variable is the balanced scorecard in its different manifestations or 

use within the organisation including its use in strategic planning, innovation 

management, customer service, and performance assessment. The BSC is a 

management control tool which enables the organisation to be goal oriented with 

every function aligned to achievement of the overall goal. Effective use of the BSC is 

expected to contribute positively to the competitiveness of the organisation. In this 

context, competitiveness was gauged focusing on the level of strategic synergy 

achieved, financial performance, and non-financial performance. Factors that 

influence whether or not BSC use will contribute to organisational competitiveness 

include the ability of the organisation to achieve strategic alignment as well as the 

implementation effectiveness of the strategies laid out.    
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CHAPTER TWO 

LITERATURE REVIEW 

2.1 Introduction 

This chapter summarizes the information from other researchers who have carried out 

their research in the same field of study.  It includes theoretical review as well as 

empirical literature review. It also provides a summary of enduring knowledge gaps to 

be addressed in the primary study.  

 

2.2 Theoretical framework 

2.2.1 Resource based View 

The resource based view of the firm is a theory that describes the organisation as a 

bundle of resources which are put together to facilitate the delivery of organisational 

objectives (Barney, 2011). These resources can be tangible or intangible. The tangible 

resources include finances, buildings, and machines among others. The non-tangible 

resources include intellectual property, systems, and employees of the organisation. 

These resources need to be organized effectively to ensure that there is strategic 

synergy and that the organisational goals can be met (Agostino & Arnaboldi, 2012). 

The resources can also be either in possession of the organisation or within its sphere 

of influence. The latter group of resources could include resources possessed by 

members of the supply chain network as well as organisations within the same 

strategic alliance.   

 

According to resource-based theory, the intellectual capital (IC) is a main source to 

improve enterprise growth (Nielsen, 2015). However, most past researchers focused 

on the impact of individual intellectual capital on competitiveness while neglecting 
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the effects of specific elements of intellectual capital. The currently dominant view of 

business strategy – resource-based theory or resource-based view (RBV) of firms is 

based on the concept of economic rent and the view of the company as a collection of 

capabilities (Nielsen, 2015). This view of strategy has a coherence and integrative role 

that places it well ahead of other mechanisms of strategic management. According to 

RBV, sustainable competitive advantage results from resources that are inimitable, 

not substitutable, tacit in nature, and synergistic (Barney, 2011). Therefore, managers 

need to be able to identify the key resources and drivers of performance and value in 

their organizations.  

 

The basis for the RBV theory is to prompt the organisation to evaluate its strengths 

and weaknesses and identify the resources or capabilities that it can use to be more 

competitive in an industry (Barney, 2011). This theory is further developed by the 

VRIN framework which helps to understand the properties that a resource or 

capability must possess in order to contribute to competitive advantage for the 

organisation. According to this framework, such a resource or capability would need 

to be valuable, rare, inimitable, and non-substitutable to contribute to competitive 

advantage for the organisation. The competitive outcomes were all or some of these 

properties are present are as represented in the table below.  
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Table 2.1 Competitive outcomes based on the VRIN framework 

Valuable  Rare Inimitable  Non-

substitutable 

Competitive outcome  

No No/Yes No/Yes No/Yes Competitive disadvantage  

Yes No No/Yes No/Yes Competitive parity 

Yes Yes No No/Yes Temporary competitive 

advantage  

Yes Yes Yes No Temporary competitive 

advantage 

Yes Yes Yes Yes Sustainable competitive 

advantage 

Source: Wu and Liao, 2014 

 

From the table above, value is the determinant on whether a resource results in 

competitive advantage or disadvantage. Value refers to the cost of a resource or 

capability being lower than the benefits derived from it (Wu & Liao, 2014). If the cost 

is higher than the value, then such a resource or capability puts the organisation at a 

disadvantage. The organisation should, in line with the framework above, ensure that 

it at the very least attains competitive parity where it is not outdone by its competitors. 

It can also seek to secure temporary competitive advantage by constantly staying 

ahead of competition through consistent innovation (Barney, 2011). The best outcome 

is where there is sustained competitive advantage. However, this outcome may be 

difficult to achieve in a highly competitive industry where rivals are almost equally 

matched in terms of financial strength and management capabilities.  

 

2.2.2 Schumpeter Theory 

Schumpeter, as cited by Swedberg (2008), pointed out economic behavior is 

somewhat automatic in nature and more likely to be standardized, while 

entrepreneurship consists of doing new things in a new manner, innovation being an 

essential value. As economics focused on the external influences over organizations, 
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he believed that change could occur from the inside, and then go through a form of 

business cycle to really generate economic change (Swedberg, 2008). He set up a new 

production function where the entrepreneur is seen as making new combinations of 

already existing materials and forces, in terms of innovation; such as the introduction 

of a new product, introduction of a new method of production, opening of a new 

market, conquest of a new source of production input, and a new organization of an 

industry (Casson, 2012). For Schumpeter, the entrepreneur is motivated by the desire 

for power and independence, the will to succeed, and the satisfaction of getting things 

done (Swedberg, 2000). He conceptualized ‗creative destruction‘ as a process of 

transformation that accompanies innovation where there is an incessant destruction of 

old ways of doing things substituted by creative new ways, which lead to constant 

innovation. 

 

2.2.3 Total quality management 

The total quality management model is a customer-centric concept that emphasizes on 

organisations achieving success by sustaining customer satisfaction (Rababa'h, 2014). 

This theory is designed to ensure that every organisation considers what the customers 

expect as the basis for formulating their corporate and operational strategies. The 

TQM is therefore a directional concept where the customer is the focus for the whole 

organisation. TQM is process oriented where the process through which inputs are 

converted into outputs is evaluated and designed as appropriate (Reefke & Trocchi, 

2013). It also emphasizes on total employee involvement where every employee 

within the organisation is not only required to understand the goals but also be aware 

of what they can do to contribute to the overall success of the organisation. Also 

important is the element of continuous improvement. In TQM, the organisation is 
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expected to keep in touch with the consumer and always ensure that their changing 

needs and expectations are taken note of and accommodated (Rababa'h, 2014). The 

continuous improvement pillar also refers to the need to have production processes 

reviewed constantly and more efficient and cost effective approaches to production 

adopted. The TQM therefore envisions management as a dynamic process that needs 

to facilitate continuous improvement where the main focus is on improving customer 

satisfaction.  

 

2.3 Criticism of the Theories 

2.3.1 The RBV theory 

Even though the RBV‗s main focus is the resources possessed or controllable by the 

organisation, the RBV can also apply to the ability of the organisation to efficiently 

organize its resources (Barney, 2011). The aspect of management excellence is 

compatible with the balanced scorecard. This tool for strategic management is helpful 

in ensuring that every function within the organisation is aligned to the overall vision 

and goals. The BSC is can also be very helpful in ensuring that different functions 

complement each other to achieve strategic synergy. Synergy is where each function 

reinforces the impact of other functions where the sum of the whole is greater than the 

sum of individual outcomes of separate functions (Petera, Wagner & Mensík, 2012). 

By being able to put resources together to uniquely contribute to the organisational 

vision, an organisation can exploit management capabilities to achieve 

competitiveness. However, the level of excellence in management would need to be 

so high and unique so as to be rare, inimitable and non-substitutable. Applying the 

RBV and VRIN models to management and the BSC implies the need to continually 

focus on how to better manage the resources and capabilities of the organisation. This 
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implies that this theory cannot stand alone unless it is considered in conjunction with 

innovation theories such as the Schumpeter theory critiqued in the section below.  

 

2.3.2 Schumpeter Theory 

The Schumpeter theory helps in outlining the application of the BSC within the 

organisation (Casson, 2012). The BSC can be used to not only align organisational 

functions to the overall strategy but also to guide the organisation through change. For 

an organisation undergoing change, it is important that every innovation in the 

production processes be designed in a manner that assures continuous competitiveness 

of the organisation. The balanced scorecard would help to ensure that any new 

innovations are done in a manner that does not negatively affect organisational 

outcomes (Rababa'h, 2014). There is therefore the possibility of there being a 

complementary relationship between the Schumpeter theory and the balanced 

scorecard. The only weakness of this theory is that it fails to envision innovation as a 

process that could be continuous. It presumes innovation to be static at different 

periods of time and that there is a considerable time difference between innovations. 

Nevertheless, the theory is useful for purposes of reflecting on how the BSC can be 

applied to ensure that innovations continually contribute to the competitiveness of the 

whole organisation.  

 

2.3.3 Total Quality Management 

TQM is a management concept that does not stand on its own. It is an overall 

management philosophy that provides overall guidelines on how the organisation can 

sustain its competitiveness by achieving quality over the long term (Hladchenko, 

2015). Its limitation is that it does not have stand-alone competitiveness measurement 
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tools that can be used to ensure that the whole organisation is operating smoothly to 

achieve a common goal. In order to translate the TQM concept into actionable 

activities, the balanced scorecard is needed. BSC therefore complements the TQM. 

TQM helps in ensuring that in the process of formulating the objectives for every 

function, contribution to consumer value is considered. It is therefore very useful in 

the implementation of the BSC in any organisation.   

 

2.4 The Concept of Balanced Scorecard 

The Balanced Scorecard (BSC) is a valuable management system which is used for 

different companies to elucidate and translate their strategies into execution (Modell, 

2009). The balanced scorecard is a strategic planning and management system that is 

used extensively in business and industry, government, and nonprofit organizations 

worldwide to align business activities to the vision and strategy of the organization, 

improve internal and external communications, and monitor organization performance 

against strategic goals thus creating a competitive edge (Modell, 2009). The basic idea 

is that learning is necessary to improve internal business processes; improving 

business processes is necessary to improve customer satisfaction; and improving 

customer satisfaction is necessary to improve financial results. 

 

The balanced scorecard links the strategy and organizational objectives with four 

perspectives of performance measurement: financial; customer; internal processes and 

learning and growth (innovation) (Kaplan & Norton 2002). Thus, this management 

tool retained financial objectives and add the importance of non-financial measures 

like customer satisfaction, quality, innovation, flexibility and employees skills. 

According to Kaplan and Norton (2004), the balanced scorecard model is a conceptual 

framework for translating an organization‘s vision into a set of performance indicators 
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distributed among four perspectives: Financial, Customer, Internal Business Process, 

and Learning and Growth as shown in the figure below. 

 

Figure 2.1 the Balanced Scorecard 

Source:  Kaplan and Norton (1996) 

 

The first perspective is the financial perspective which holds a huge value in the 

balanced scorecard. According to Lynch (2003), the financial perspective translates 

the purpose of the organization into action through clarifying precisely what is needed 

and gaining commitment to it. The financial perspective includes measures reflecting 

financial performance. The balanced scorecard retains the financial perspective since 

financial measures are valuable in summarizing the readily measurable economic 

consequences of actions already taken. Kaplan and Norton (1996) argued that 

financial performance measures indicate whether a company‘s strategy, 
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implementation and executions are contributing to bottom line improvement. They 

noted that balanced scorecard should encourage units to link their financial objectives 

to corporate strategy. It serves as the focus for the objectives and measures in all the 

other scorecard perspectives. Every measure selected should be part of a link of 

cause-and-effect relationships that culminate in improving financial performance. 

They note that financial objectives and measures must play a dual role: they define the 

financial performance expected from the strategy, and they serve as the ultimate 

targets for the objectives and measures of all the other scorecard perspective. 

 

The second perspective is the customer. This is where the company identifies the 

customer and market segments in which they have chosen to compete. Kaplan and 

Norton (1996) argued that it enables companies to align their core customer outcome 

measure that is: satisfaction, loyalty, retention, acquisition, and profitability to 

targeted customers and market segments. It also enables companies to identify and 

measure explicitly, the value propositions they will deliver to targeted customers and 

market segments. The perspectives help organizations to translate their mission and 

strategy statements into specific market and customer based objectives. Arveson 

(1998) argues that poor performance from this perspective is a leading indicator of 

future decline, regardless of the current financial indicator. The customer perspective 

enables business unit managers to articulate the customer and market-based strategy 

that will deliver superior future financial returns (Kaplan and Norton 1996). 

 

The third perspective is the internal business process perspective. According to 

Kaplan and Norton (1996), it is where the managers identify the processes that are 

most critical for achieving customer and shareholder objectives. The objectives of this 
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perspective are normally developed after the first two to enable it focus on the 

customer and financial objectives. According to Lynch (2003), the internal 

prospective concerns internal performance measures related to productivity, capital 

investment against cost savings achieved, labour productivity improvement and other 

factors that will indicate the way that the organization was undertaking the strategy 

inside the company. In this perspective, executives identify the critical internal 

processes in which the organization must excel (Kaplan & Norton 1996). 

 

The last perspective is the learning and growth perspective. The objective of this 

perspective provides the infrastructure to enable ambitious objective in the other three 

perspectives to be achieved (Kaplan & Norton 1996). The two further note that the 

three principle categories in this perspective are employee capabilities, information 

system capabilities, motivation empowerment and alignment. This perspective has the 

effect of highlighting the importance of communicating and linking people with the 

purpose through education, goal setting and reward from achieving the required 

performance. 

 

The objectives and the measures for the Balanced Scorecard are more than just a 

somewhat ad hoc collection of financial and non-financial performance measures 

(Chang, Hung & Lee, 2013). They are derived from a top-down process driven by the 

mission and strategy of the business unit that creates competitive advantage. The 

balanced scorecard should translate a business unit‘s mission and strategy into 

tangible objectives and measures. The measures represent a balance between external 

measures for shareholders and customers, and internal measures of critical business 

processes, innovation, and learning and growth (Perkins, Grey & Remmers, 2014). 
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The measures are balanced between outcome measures-the results from past efforts-

and the measures that drive future performance. In addition the scorecard is balanced 

between objective, easily quantified outcome measures and subjective, somewhat 

judgmental, performance drivers of outcome measures (Kaplan & Norton 2001). 

 

2.4.1 The BSC and Organisational Competitiveness 

The balanced scorecard (BSC) was introduced in 1992, and it has gained widespread 

acceptance as a nuanced tool for performance measurement and strategic management 

in the profit sector (Kaplan & Norton, 1992; 1996, 2001; Yee-Chin, 2004). The 

balanced scorecard model was developed as a means for addressing both the strategy 

development process and continuing monitoring strategy achievement and 

performance measurement. It does this by dividing measures into four different, inter-

related perspectives: Financial, Customer, Internal Business Processes and Innovation 

and Learning. Applying measures on these four perspectives moves the evaluation 

away from being a control element towards a tool for putting strategy into action 

(Kaplan & Norton, 2001).  

 

By integrating objectives, measures, targets and initiatives of each of the four 

perspectives to support the overall vision and strategy, the BSC demonstrates its value 

as a strategic management instrument that goes beyond mere financial indicators by 

emphasizing the importance of non-financial perspectives such as customer 

satisfaction, internal business processes and learning and growth (Falle et al. 2016). 

By selecting appropriate performance drivers and outcome measures to fit the theory 

of business in a chain of cause and effect relationships, the organization will have a 

better idea of how to achieve its potential competitive advantage (Yee-Chin, 2004). 
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The implementation process of the BSC can be described as a series of four steps 

(Kaplan & Norton, 2001; Yee-Chin, 2004); Translating the vision and gaining 

consensus; communicating the objectives, setting goals and linking strategies; setting 

targets, allocating resources and establishing milestones and providing feedback and 

learning. 

 

According to Yee-Chin (2004), the BSC can assist organizational managers in 

accomplishing the same strategic planning and control functions as is the case for for-

profit managers. It can also help in: clarifying and gaining consensus about strategy; 

communicating strategy throughout the organization; aligning departmental and 

personal goals to the strategy; linking strategic objectives to long-term targets and 

annual budgets; identifying and aligning strategic initiatives; performing periodic and 

systematic strategic reviews; and obtaining feedback to learn and improve strategy. 

 

The corporate world has historically measured financial competitiveness and sales 

volume. Measures of financial performance, sales volume, and customer satisfaction 

are not wrong, they are merely insufficient. Many organizations fail to understand 

how these indicators fit within the comprehensive measurement strategy that is 

required to effectively redesign processes (Tenner & DeToro, 1996). However, while 

both process‘s definition and measurement are important, in themselves they are not 

sufficient to assure performance improvement. Assessing process competence needs 

to address the extent to which enterprise level business processes are defined, 

measured, improved and managed. The selected model must explicitly recognize that 

process competence at the enterprise level involves a combination of aptitude in 

improving and managing the firm‘s large cross-functional business processes and 
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leadership attitude in measuring and managing the firm‘s activities in business 

process terms (Chung et al. 2016). The selected model should facilitate either self-

assessment by a cross-functional team or assessment by an external party. This means 

that the model should be both sufficiently robust to capture a snapshot of the 

organization‘s current performance and be sufficiently streamlined to permit repeated 

application at the enterprise and division level. Ideally, the selected model should be 

designed such that it facilitates a comparison of the firm‘s performance to industry 

standards for the majority of the enterprise processes (Spanyi, 2004). 

 

From the following the main characteristics, today‘s business environment could be 

recognized in the increasing importance and strength of various stakeholder groups 

namely, businesses realized the importance of a multidimensional and balanced 

performance measurement system as a tool that would enable them to drive the 

company forward. It is now widely accepted that the use of appropriately defined 

measures can ensure the strategic alignment of the organization and communication of 

the strategy throughout the business (Najmi, Rigas, & Fan, 2005). 

 

Expanding the concept a bit further Kaplan and Norton (1992) identified the 

weaknesses of traditional measurement systems because of their un-dimensional and 

backward looking nature. This led to the development of innovative performance 

measurement frameworks which viewed business performance through more than one 

perspective (Najmi, Rigas & Fan, 2005). The stakeholder view maintains that firms 

have stakeholders rather than just shareholders to account for (Freeman, 1984; 1994). 

The view that the corporation has obligations only to its stockholders is replaced by 

the notion that there are other groups to whom the firm is also responsible. Groups 
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with a ‗stake‘ in the firm include shareholders, employees, customers, suppliers, 

lenders, the government and society (Berman et al, 1999; Harrison and Freeman, 

1999; Hillman & Keim, 2001; Riahi-Belkaoui, 2003). Emerging management 

paradigms are emphasizing a stakeholder perspective (Atkinson et al, 1997; Berman 

et al, 1999; Harrison & Freeman, 1999; Hillman & Keim, 2001; Riahi-Belkaoui, 

2003). Moreover, an important notion revealed in many studies is that building better 

relations with primary stakeholders like employees, customers and suppliers could 

lead to increased shareholder wealth. 

 

A sustainable organizational advantage may be built with tacit assets that derive from 

developing relationships with key stakeholders (Hillman & Keim, 2001). When 

studying the relationship between stakeholder management and a firm‘s financial 

performance, Berman et al. (1999) found that fostering positive connections with key 

stakeholders (customers and employees) can help a firm‘s profitability. Ultimately, it 

could be said that processes require financial as well as nonfinancial resources in 

order to create value for the customers Kueng, (2000), having impact on four main 

groups of stakeholders: suppliers, employees, shareholders, and customers. 

 

2.5 Factors affecting the use of Balanced Scorecard 

2.5.1 Size of Organization 

The factors that motivate the implementation of the balanced scorecard system vary. 

Factors like size of the organization, market share and high turnover have been 

associated with such a system (Wu et al.2008). Previous research has suggested that a 

firm‘s size can affect the design and use of management control systems. As firms 

grow, problems in communication and control increase, so these organizations are 
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more likely to adopt complex administration systems. As a result, larger organizations 

will likely depend on more sophisticated information and control systems that use 

diverse measures. The BSC represents an integrative management tool that is useful 

for coordinating cross function and cross level decisions and activities.  Therefore it is 

hypothesized that the propensity to adopt the BSC was related to the firm‘s size 

(James, 2000). 

 

Concerning the adoption of the BSC, Hoque and James (2000) are among the early 

researchers on BSC performance impact.  They examine the contingent relationship 

between BSC usage, organizational size, product life cycle stage and the firm‘s 

market position on performance.  The author‘s goals were to examine if BSC usage 

was related to the size of the organization, the life cycle stage of its product or its 

market position. Also they wanted to establish if this relationship had an impact on 

the performance of the company (Bergeron, 1995). The results from the study show 

that greater BSC usage was associated with large organizations. The authors further 

observed that whereas BSC usage is associated with the size of the company, no 

relationships exist between BSC usage and market strength of the firm. The study 

concluded that large firms with a strong market position with new products in their 

product portfolios use the BSC more. 

 

2.5.2 Cost of Adoption of BSC 

Hewlett (1999) suggests that most strategic plans are hurdled by the financial 

constraints during the time of their implementation. It is important, for organizations 

to integrate non-financial measures such as market share or market growth in the 

budget, so that one can better assess the extent to which improved competitive 
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strength is being achieved as well as the extent to which deviations are due to changes 

in the organizations attractiveness. Also, since most budges will be based on operating 

departments, it is important to superimpose key non-dollar factors that would signal 

whether the strategic programs are proceeding on schedule. The concern for financial 

measurement accuracy in the budget seems to have jeopardized the concern for 

relevance in some organizations budgets (Helwett, 1999). 

 

2.5.3 Ease of use of BSC 

Another factor that might influence the manager to use BSC is how they perceive 

their company‘s BSC application software to be easy to use them.  In the information 

system literature different theories are used to explain the way user feels when 

confronted to use information systems. The main theory in this regard, is the 

Technology Acceptance Model (TAM) developed by (Davis, 1989).  The model 

explains that the perceived usefulness and ease of use of a technology by the user 

affect their behavioural intentions to use the technology and how they subsequently 

use the technology.  Over the years, the BSC concept has been transformed into 

various powerful application software tools (Davis et al. 2004). 

 

The advancement in modern technologies development has encouraged the 

development of different kinds of BSC application software (Radu, 2014).  Before, 

the BSC may have been implemented barely using simple spread sheet applications 

like MS Excel or Access. However, given the complex nature of modern forms of 

organization and the need to report real time information has made it difficult to 

implement BSC with these simple applications.  As a result, there are new BSC 

software applications developed to facilitate its implementation. Technology impact 
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in the form of BSC applications software is examined to see how ease of use and their 

perceived usefulness of the tool affect the manager‘s decision to use BSC.  When 

users are introduced to a new technology, factors like ease of use of the technology 

motivate them to use the system (Whalley, 2006). 

 

2.5.4 Perception of Top Management of BSC 

How a manager perceives information from new management information sources 

may influence the way they use the BSC. Top Managers generally have a dominant 

position in shaping an organizations strategy, organizational design and management 

systems and their perceptions of certain things influence key decision making policies 

(Chiild 1972; Hambrick & Mason 1984).  Having an influential position in the 

organization and being accountable for the effectiveness of the company‘s strategy 

and operations, their involvement has been found to be one of the most important 

determinants for the adoption of innovations in general, and the adoption and 

development of management tools and practices in particular (Frambach, Barkema, 

Nooteboom & Wedel 1998). Top management involvement may help to create 

commitment and generate organizational support for an innovation, which will 

positively affect the adoption of BSC.  Although important, leadership influence is 

restrained and influenced by many internal and external factors. A key factor is 

organizational structure. Centralization refers to the inverse of the amount of 

delegation of decision-making authority throughout an organization and the extent of 

participation by organizational members in decision-making (Aiken & Hage, 1986). 

 



28 
 

2.6 Balanced Scorecard as a tool for Competitive Advantage 

The Balanced Scorecard is a management system (not only a measurement system) 

that enables organizations to clarify their vision and strategy and translate them into 

action (Valmohammadi & Ahmadi, 2015). The balanced scorecard was developed in 

the early 1990‘s by Kaplan and Norton of Harvard Business School. Recognizing 

some of the weaknesses and vagueness of previous management approaches, the 

balanced scorecard approach provides a clear prescription as to what companies 

should measure in order to ‗balance‘ the financial perspective (Arveson, 1998). 

 

The Balanced Scorecard is a complementary strategic model that considers financial 

and non-financial measures. According to Johnsen (2001), balanced scorecard as a 

management model, that translates the organizational mission and strategy into a 

collection of performance measures. It is a complement of the Management by 

Objectives but ―with more emphasis on feedback on results by formal and integrated 

performance measurement‖. Performance measures cannot be only based on financial 

measures but should consider others perspectives (Wilson et al., 2003). 

 

With the increasing level of competition and the changing business environment, what 

we need is a method of balancing the accuracy and integrity of financial measures 

with the drivers of future financial performance of the organization (Modell, 2009). 

BSC is currently the most popular performance management system framework 

worldwide. It provides a framework in which both financial and nonfinancial success 

measures are linked by the firm‘s strategy. It looks at performance from four 

perspectives: financial, customer, internal process and learning and growth (Chan, 
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2004). BSC minimizes information overload by limiting the number of measures 

used, so it forces managers to focus on the most crucial measures. 

 

This BSC aims to make the contribution and the transformation of soft factors and 

intangible assets into long-term financial success explicit and thus controllable. The 

BSC‘s four perspectives can be characterized briefly as follows (Weber & Sch¨affer, 

2000; Kaplan & Norton, 2007). In a BSC all aspects relevant for achieving a 

permanent competitive advantage should be included. 

 

In the four perspectives of the BSC, therefore, the company‘s activities critical for 

long-term business success is included and causes are linked to effects (Chang, Hung 

& Lee, 2013). In the formulation of a BSC the objectives and measures in all 

perspectives are deduced from the long-term strategic financial goals in a top-down 

process. This hierarchical structure of the BSC guarantees that all business activities 

are linked to the successful implementation of the business strategy (Chang, Hung & 

Lee, 2013). This characteristic of the BSC can also be used for the management of 

environmental and social aspects. Against the backdrop of the fundamental deficits of 

most current approaches for environmental and social management described above 

the ability of the BSC to integrate the three dimensions of sustainability offers the 

possibility to integrate the management of environmental and social aspects into 

mainstream business activities. 

 

2.7 Empirical literature on the benefits of Balanced Scorecard 

One of the benefits of the BSC is described by Radu (2012) as enabling the 

organisation to guarantee success in all aspects of the organisation. This is in line with 
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the concept of sustainability where the operational strategies embraced are expected to 

enable the organisation to achieve social, economic, and environmental success. This 

triple bottom line concept can also be applied to specific aspects of organisational 

operations where the every major goal is noted and strategies to achieve all the goals 

achieved. For instance, an organisation may intend to increase its customer base, 

improve sales, and minimise its operation costs (Radu, 2012). The solutions embraced 

need to meet all these goals as much as possible; bearing in mind the need to conduct 

a trade-off analysis where different goals appear to be in conflict with each other. By 

using the balanced scorecard, the organisation is able to evaluate all these competing 

goals and interests and settle on a solution that brings out the best in terms of 

achieving the overall organisational goals. 

 

The views above are reiterated by Valmohammadi & Ahmadi (2015) who describe 

balance as incorporating operations as well as learning and development. In their 

findings, an organisation cannot be competitive in the 21
st
 century business 

environment without being adequately innovative, flexible and keen to learn. It is the 

dynamic capabilities of the organisation which enable it to understand changing 

consumer needs. This makes it necessary for knowledge management to be outlined 

alongside operational excellence as one of the pillars of success for the organisation 

(Valmohammadi & Ahmadi, 2015). This means that the balanced scorecard helps the 

organisation to form a holistic view, including an accurate analysis of all functional 

goals that are necessary for its success.  

 

The BSC can also be said to be instrumental in improving organisational performance 

through enhanced employee productivity and commitment (Miguel et al. 2014). In 
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their findings, Miguel et al. (2014) established that employees prefer to be clear on 

their job descriptions as well as how their actions contribute to the overall success of 

the organisation. This knowledge makes them feel empowered and also provides a 

clear motivation for them to contribute to overall organisational success by delivering 

on their own job specifications. This demonstrates one significant way in which the 

BSC contributes to organisational competitiveness.  

 

The other way in which BSC contributes to organisational competitiveness is where it 

outlines all the expectations of the consumer and lays out strategies for having all 

these expectations met. This is explained by Sven (2009) who explained the link 

between the BSC and total quality management. By translating the customer 

expectations into needs that the organisation can meet, the organisation is able to 

ensure that it can meet these expectations accurately. This brings explains how the 

BSC can be used to deliver on sustained customer satisfaction.  

 

Also important is the role of the BSC in facilitating monitoring of organisational 

performance. As Gai et al. (2013) explains; having a BSC enables the organisation to 

accurately diagnose its performance. Having measurable goals enables the 

organisation to gauge its success and identify areas of operational weakness. It 

presents it with a platform for continuous improvement where weaknesses are 

identified and remedied. In the absence of a BSC, the management is likely to be 

blinded by overall success of the organisation hence missed out on the opportunity to 

identify faults and improve performance even further (Perkins, Grey & Remmers, 

2014). This means that with the BSC, a framework is laid down to enable the 

organisation to perform at its best possible level.     



32 
 

 

The BSC also helps with strategic alignment and synergy. According to Ritter (2003), 

the balanced scorecard helps in promotion of a systematic development of vision and 

strategy, and therefore the understanding of how things are carried out at all 

management levels. This allows for the creation of the business model specifying on a 

small group of measurements which are critical for the performance of the 

organisation‘s and the business‘ and making it possible to recognize the essential 

adjustment elements of the business and its management through cause-and effect 

analysis. As a result, it enables the identification of all activities that act as a trigger to 

reach established goals and to which it is therefore convenient to allocate the 

company‘s resources. While explaining this element with reference to the supply 

chain, Chang et al. (2012) explains that success in a specific function is only 

optimised when it is designed to reinforce other functions. For instance, minimisation 

of inventory costs should be done in conjunction with supply chain management 

systems that enable swift delivery of supplies just in time for production. Where any 

of these functions fail to achieve the optimum results, the organisation‘s performance 

is poorer than desired.  

 

The BSC also enables managers to be realistic in their goals. Since these goals have to 

be translated into measurable objectives for each function in the organisation, the 

managers get to understand what is achievable and review the overall goals as 

appropriate (Rababah, 2015). In addition to this, the BSC institutes structures for 

feedback where the performance of the organisation can be monitored and compared 

to the set goals. This provides grounds for continuous improvement. An organisation 

that implements the balanced scorecard is therefore more likely to be flexible and 
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innovative. The innovation management is also likely to be highly successful because 

the organisation can ensure that every function is aligned to make the new innovations 

successful (Eftimov et al. 2016).  These perspectives lead to the conclusion that the 

BSC is necessary for the competitiveness of the organisation.  

 

2.8 Summary and Literature Gaps 

This literature review has outlined the importance of the balanced scorecard to an 

organisation. The benefits outlined include enabling strategic alignment, facilitating 

innovation management, providing mechanisms for continuous improvement, and 

facilitating productivity and commitment of employees among others. The literature 

therefore affirms that the BSC is valuable to the competitiveness of the organisation. 

But very little literature have been found that refer to KCB hence the prior knowledge 

may not be directly applicable to the bank. The primary research is specific to KCB 

bank for purposes of developing contextualised knowledge that will not only establish 

the benefits of BSC but also how effectively it is applied in different functions of the 

organisation. The research issues being investigated in the primary research are 

therefore captured in the research questions below.   

i. How is the balanced scorecard implemented at KCB?  

ii. To what extent does the balanced scorecard bring out strategic synergy 

across the organisation?   

iii. How does the balanced scorecard influence the financial competitiveness 

of KCB?   

iv. How does the balanced scorecard influence non-financial competitiveness 

of KCB?   
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CHAPTER THREE 

RESEARCH DESIGN AND METHODOLOGY 

3.1 Introduction 

This chapter describes the research methodology and discusses the methodological 

and research approaches that were used in the study. In particular, the chapter looks at 

the research design, the sample and sampling procedures, data collection instruments, 

data collection methods and the data collection techniques that were used to meet the 

research objectives.  

 

3.2 Research Design 

This was a case study research design on investigating the link between balanced 

scorecard and its effect on the competitiveness of Kenya Commercial Bank.  

According to Gerring (2005), case studies are analyses of persons, events, decisions, 

periods, projects, policies, institutions or other systems that are studied holistically by 

one or more methods. Case studies also present the advantage of specificity where the 

findings made are highly relevant to a given organisation (Anderson, 2013). The 

findings of a case study can therefore be invaluable to the organisation in question. On 

the other hand, the findings could be limiting in that they may not be easily applicable 

to other organisations and contexts. This means that case studies would often provide 

grounds for future research to be conducted based on other organisations for purposes 

of conducting comparative analyses. The case study design was adopted for this 

research because the aim was to specifically find out how the Balanced Scorecard is 

applied at KCB and the impact it has on the bank‘s competitiveness.  
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3.3 Target Population 

Target population is the specific population about which information is desired. 

According to Ngechu (2004), a population is a well-defined or set of people, services, 

elements, events, and group of things or households that are being investigated. This 

definition ensures that population of interest is homogeneous. Population studies are 

more representative because everyone has equal chance to be included in the final 

sample that is drawn according to Mugenda and Mugenda (2003).  For this research, 

the target population shall comprise of employees of KCB bank in the company‘s 

headquarters. The employees are suitable as the target population because they are 

likely to be well-informed about their participation in the BSC as well as 

competitiveness of the organisation. The distribution of the employees across 

departments or functions is as follows:  

 

Table 3.1 Target population 

Category of respondents Population  

Managers 24 

Customer care  28 

Call centre  72 

Cashiers  33 

Administrative staff 219 

Complaints handling 15 

Loans and credit 26 

Finance 14 

Human resources  8 

Total  439 

 

A total of 439 employees wereadopted as the target population in the study. This 

comprised of managers as well as employees in different departments within KCB. 

The distribution was wide to facilitate review of the whole organisation and to ensure 
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that different functions are factored in the analysis. Clarity on which functions 

implement the BSC most effectively can be assured by ensuring that all departments 

and functions are included in the analysis.  

 

3.4 Sample Size and Sampling Technique 

According to Kothari (2004) a sample is a collection unit from the universe to 

represent it. The word sample refers to the subset of a population that is representative 

of the whole population. Complete censuses where all members of the population are 

involved are often impractical and often fail to provide additional levels of accuracy. 

Time and resources are also often insufficient for complete censuses hence 

necessitating the use of a sample.  

 

The sample size was141 representing 32% of the target population. The formula used 

for sample size determination is adopted from Mugenda and Mugenda (2003) which 

is as follows:  

Where n is the sample size, N is the population size, e is 

the level of precision  

When applied, the derived sample size is 209.  

The formula for adjusting to population size is as follows:  

Where n is the sample size N is the population size, no 

is calculated sample size for infinite population 
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The resultant sample size after applying this formula is 141. The distribution of the 

sample was below.  

 

Table 3.2 The sample 

Category of respondents Population  Population ratio Sample size 

Managers 24 

32% 

8 

Customer care  28 9 

Call centre  72 23 

Cashiers  33 11 

Administrative staff 219 70 

Complaints handling 15 5 

Loans and credit 26 8 

Finance 14 4 

Human resources  8 3 

Total  439 141 

 

The distribution above was the basis of the sampling design. Sampling is the process 

through which members of the population are selected to participate in a research 

study. In this research, the stratified convenience sampling was done (Cameron & 

Price, 2009). Convenience sampling is where the researcher involves participants that 

are most accessible and most willing to take part in a research study. This sampling 

approach has the advantage of improved response rates since those approached are 

already willing to participate in the research (Cameron & Price, 2009). On the other 

hand, it comes with the risk of only certain persons with distinct characteristics being 

willing to participate. This risk was limited in this research through stratification. 

Stratification is a deliberate attempt by the researcher to ensure that all sections of the 

target population are represented. In this case, stratification was along functions or 

departments as outlined in table 3.2 above.  
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3.5 Data Collection 

Data collection was through structured questionnaires. Questionnaire is a research tool 

that gathers data over a large sample (Kombo et a1.2002). The primary data will be 

collected on the use of the BSC and how this affects the competitiveness of the 

organisation. The data was collected by way of self-administered questionnaires. The 

questionnaires will be structured to facilitate quantitative analysis. Structuring of 

questionnaires presents a challenge in terms of the objectivity with the researcher 

likely to influence answers through biased multiple choices (Easterby-Smith, Thorpe 

& Jackson, 2012). This necessitates a thorough review of the questionnaire through a 

pilot study to verify the objectivity of the data collection instrument. This was done as 

appropriate in this study.  

 

3.6 Reliability and Validity Tests 

Reliability was catered for through questionnaire design. A research is reliable when it 

is possible for different researchers to conduct a similar study using the same research 

methods and arrive at the same conclusion (Bryman and Bell, 2011). It entails 

ensuring that the research topic is accurately broken down into clear and objective 

research objectives and questions. It also entails ensuring that the data collection tools 

are accurately designed in order to collect the data that is needed by the organisation. 

For this research, the questionnaire design was informed by consultation as well as by 

a pilot study. The pilot study involved 10 participants whose main role was to 

participate but with the focus of commenting on the clarity and objectivity of the 

questions being used for the research. The finding of the pilot study is what informed 

the resultant questionnaires used for data collection. 
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Validity refers to the extent to which data can be said to be an accurate reflection of 

the knowledge that exists in a given field (Denicolo and Becker, 2012). Where 

sampling has been done, a study is valid when the data collected from the sample is 

the same as would be if collected from the whole population. This is the essence of 

research where sampling is done for purposes of making research possible in the time 

and with the resources available to the researcher. In the current study pilot 

questionnaires were administered through drop and pick method to one organization 

which will not include in the target sample. Their feedback were be used to improve 

the questionnaires and compute the reliability coefficient. 

 

3.7 Data Analysis 

After data collection, the filled-in and returned questionnaires were edited for 

completeness, coded and entries made into Statistical package for social sciences 

(SPSS version 20).  Coding is technical process where raw data are transformed into 

easily tabulated form by way of assigning symbols. This helps in condensing the 

responses into few categories for the purposes of data analysis. The dataset was then 

subjected to a verification process to verify if the captured data correlate with the 

data-capture into SPSS.  

 

Both descriptive and inferential statistics were used to analyze the data. Descriptive 

analysis was conducted on primary data. Mean and standard deviations were also used 

as measures of central tendencies and dispersion respectively. Correlation was used to 

analyze the degree of relationship between the variables in the study. The study used 

the Spearman‘s rank correlation coefficient which is a non-parametric test. This 

technique was used to test the direction and strength of the relationship between two 
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variables. Spearman‘s rank correlation shows whether any one set of numbers has an 

effect on another set of numbers. It uses the statistics Rs which falls between -1 and 

+1. Data was presented in the form of frequency distribution tables, graphs and pie 

charts that facilitate description and explanation of the study findings. Regression 

analysis was used to determine the relationship between the independent variables and 

dependent variable. The researcher used content analysis to analyze qualitative data. 

A multivariate regression model was applied to determine the relative importance of 

each of the variables with respect to performance. 

 

The regression model to be used will be as follows: 

y = β0+ β1X1 + β2X2 + β3X3 + β4X4 + β5X5 + β6X6+ẹ  

Where:  

Y = Competitive Advantage of KCB  

β0 = Constant Term  

β= Beta coefficients  

X1= use of BSC in function strategic planning  

X2= employee involvement in implementing BSC  

X3= BSC use in innovation management  

X4= BSC use in customer service  

X5= BSC use in performance assessment     

ẹ= error term (residual term that includes the net effect of other factors not in the 

model and measurement errors in the dependent and independent variables). 
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3.8 Ethical considerations in data collection 

There are a number of ethical issues that must be considered when planning any kind 

of data collection. This is essentially because data collection costs the respondents 

valuable time and energy in giving responses or filling questionnaires. Before data 

collection commenced, it was important to get approval from the authorities in order 

to administer instruments of data collection.Common cause of ethical challenges in 

research arises from conflicts of interest between the researcher and the researched. 

Researcher may at times employ unethical means to get data. This can be risky and 

it‘s incumbent upon the researcher to gauge the extent of risk that he can bear. 

 

In conducting this research, the participants‘ consent was sought individually and also 

through their organization before conducting this research. This also means that the 

respondents were made to know exactly what they are being asked and that they were 

free to respond. There was also no pressure for individuals to take part in this study. 

In general no incentive was given to encourage participation. Individual autonomy 

was also respected. Respondents who felt after filling the questionnaire that their 

views should not be incorporated had their wish granted. In addition anonymity and 

confidentiality of the respondents was maintained by ensuring that the respondents 

name was removed from the instrument of data collection.  
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CHAPTER FOUR 

PRESENTATION, DISCUSSION AND INTERPRETATION OF FINDINGS 

4.1 Introduction 

In this chapter, the results of the questionnaire survey have been displayed and 

discussed. Interpretations have also been made after each set of statistics; explaining 

their implications for the research questions.  

 

4.2 BSC Implementation at KCB 

An examination of the BSC implementation at KCB focused in its constituent 

elements including goal definition, performance measurement, and area of 

application. On the goal definition elements, the BSC implementation at KCB was 

rated as being slightly above average in terms of implementation effectiveness. This 

was interpreted from the descriptive statistics indicated below.  

Figure 4.1 BSC elements at unit level 

3.12 3.14 3.16 3.18 3.20 3.22 3.24 3.26 3.28 3.30

2.1. Our unit's business strategy is well defined

2.2. Our unit's business strategy is well understood 
by employees

2.3. There’s a clear understanding of cause effect 
between business unit’s activities and the overall 

goal

2.4. The performance measures for our unit are 
clear and easily understood

2.5. Performance reviews are conducted regularly 
and used to review future business strategies

2.6. The senior management is committed to 
implementation of the balanced scorecard

3.28

3.27

3.29

3.18

3.25

3.21

Descriptive statistics on BSC use: mean ratings
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Based on a 1-5 Likert scale, a mean of 3 can be interpreted as the average; implying 

that the BSC elements surveyed were not as effectively implemented as 

recommended. In an ideal implementation of the BSC, the average ought to be above 

4 on the Likert scale corresponding to the rating ‗high‘. From a departmental 

perspective, the extent to which the business strategy is well defined was analysed as 

below.  

 

Table 4.1 Correlation between departments and unit strategy definition 
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Business strategy definition was highest in the complaints handling department; 

followed by customer care department. It was in the human resource and the cashier 

functions within the organisation. Definition of business strategies helps bring about 

clarity and enable employees to work consciously towards achieving these goals. The 

findings therefore help to determine that the HRM and the cashier functions of the 

organisation are not effectively equipped with clear objectives that would enable 

achievement of organisational goals. A similar comparison was conducted to examine 

how the existence of competitiveness measures was rated in different departments. 

The analysis was as displayed below.  
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Table 4.2 Correlation between departments and clarity of competitiveness measures 

 

The finance and the loans and credit departments scored highest in terms of 

competitiveness measurements being clear and well-understood by employees. The 

poorly rated departments included the human resources department and the 

complaints handling department. Having competitiveness measurements clearly 

understood by employees is essential to motivate employees to meet their respective 

targets.  
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The descriptive statistics for overall organisational functions and the BSC application 

were as displayed below. 

 

Table 4.3 Descriptives for BSC implementation in different organisational 

functions 

 

 

From the table above, BSC is most effectively used in competitiveness assessment 

and in customer service while it is least used in innovation management. On the 

assumption that the BSC would be used in areas which the organisation regards as 

being most important to its competitiveness, the results displayed above can be 

interpreted to mean that KCB is first and foremost concerned about competitiveness 

assessment which it emphasises above other elements of strategy within the 

organisation. Nevertheless, the average scores were quite comparable meaning that 

differences in application was slight. This alludes to a well-coordinated and inclusive 

approach to operations management across the organisation.  

 

4.3 BSC and Synergy across the bank 

BSC implementation aims at ensuring that every resource and function in the 

organisation is organised in a manner to not only contribute towards achievement of 

the overall goals but also that the goals across departments reinforce each other. The 
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overall level of vertical integration was gauged by focusing on the organisational 

outcomes where the cost-effectiveness at the departmental level was compared to 

overall organisational cost-effectiveness. The correlation statistics were as displayed 

below.  

 

Table 4.4 Correlation between overall organisational cost-effectiveness and 

departmental cost-effectiveness 

 

 

The Phi index of 0.971 signifies a very strong and positive associaion between the 

data sets examined. It implies that the scores given for the cost effectiveness of the 

whole organisation were similar to the scores given for cost effectiveness in the 

specific departments. The implication is that there is a strong link between overall 

competitiveness and departmental performance; implying that overall strategic 

synergy is high.  

 

The specific aspects of synergy were examined by focusing on descriptive data in 

which the participants were asked to comment on vertical and horizontal alignment. 
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The alignment of units‘ business strategy to the overall strategies of the organisation 

was rated as below.  

 

 

Figure 4.2 Alignment between business strategies and overall strategies 

 

Alignment between business strategy and overall strategies was rated highly with only 

27.7% having a negative view of their unit‘s strategy alignment. This alignment is the 

core purpose of the BSC where competitiveness is highest where every unit has its 

objectives and functions aligned to meet the overall organisational goals. The overall 

assessment of the level of alignment was 3.33; signifying an average rating. This is 

displayed in the table below.  
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10.0%
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25.0%

30.0%

Strongly 
disagree

Disagree Somewhat 
agree

Agree Strongly 
agree

10.6%

17.0%

27.0%

19.9%

25.5%

Unit's business strategy aligned to overall strategies 
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Table 4.5 Synergy at unit level 

 

 

The ratings for the strategic alignment dimensions was consistently above average; 

ranging from 3.11 to 3.34. This can be interpreted to mean that the bank has made 

reasonable efforts to ensure that there is integration and synergy across its 

departments. However, the average rating indicates that the success rate is not as high 

as would be required to have the bank perform at its optimum level.  

 

Vertical strategic integration is where the overall organisational strategies are 

translated into business strategies for the departments with effective alignment 

expected to ensure that the overall organisational outcome is as desired. The 

alignment between unit business strategies and the overall organisational strategies 

was noted to be highest in the call centre; followed by the complaints handling 

department as displayed in the cross-tabulation statistics below.  
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Table 4.6 Correlation between department and alignment of unit strategies to 

organisational goals 

 

 

 

At the call centre, 52.2% of participants rated the vertical strategic alignment as very 

strong while 40% at the complaints handling department did so. This is an indicator 

that by the nature of their job where they handle customer concerns, the employees in 

these sections are thoroughly briefed on what needs to be done to keep the customers 

happy and have them served as efficiently as possible. The HRM department polled 
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poorly with 0% rating the department‘s vertical integration as being either high or 

very high.  

 

Further comparisons were made across departments on the dimension of strategic 

synergy where the business goals of each unit are designed in a manner to reinforce 

the goals of other units. This is referred to as horizontal synergy where strategies at 

the departmental levels are aligned to reinforce each other. This is an important 

indicator of the BSC being effectively. The cross-tabulation for this set of statistics is 

as displayed below.  
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Table 4.7 Correlation between department and alignment of unit outcomes 

reinforcing each other 

 

The most favourite scores were at the call centre and the complaint handling functions 

where the high rating was 43.5% and 40% respectively. Loans and credit, 

administration, and HRM were the poorest rated departments in that order.  

 

The goal of strategic alignment of goals between departments is to ensure that the 

outcome of one department reinforces the outcomes of other departments. This means 

that where the level of synergy in planning is high, departments‘ outcome ought to 
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reinforce each other. Such synergy signifies effective BSC implementation. In this 

context, the association between synergy in planning and synergy in departmental 

outcomes was analysed and the results displayed as below.  

 

Table 4.8 Correlation between unit synergy and unit competitiveness 

 

 

The chi-square test where the Pearson Chi-Square index is 0.000 signifies a very 

strong association between the variables. This means that where emphasis has been 

made to have departmental goals aligned to those of other departments, there was 

synergy in the outcomes where the outcome of one department reinforces the outcome 

of the other departments. Considering this finding, this would be a cue for the 

organisation to review the BSC implementation in departments such as Loans and 

credit, administration, and HRM where the employees were of the view that 

horizontal integration in goals and business strategies is low.  

 

The ability of the BSC bringing about strategic synergy at KCB was analysed using 

correlation tools where data on BSC application was compared to the level of synergy 
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between different parts of the organisation. The results of this analysis are as 

displayed below.  

 

Table 4.9 Correlation between BSC implementation and inter-unit synergy 

 

 

The results above review the effect of the BSC on horizontal synergy which is 

between departments. The column of interest is the last column in which correlation 

between departmental synergy has been compared to the BSC application in the four 

dimensions displayed. The aspect of BSC that has the strongest influence on the level 

of synergy across the organisation is performance assessment; followed by customer 

care. The implication is that when it comes to performance assessment, the 

organisation places special emphasis on the outcomes of each department being able 

to not only contribute to the overall competitiveness but also reinforce the 

performance of other departments. This would especially be the case where a certain 
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business process requires the contribution of more than one department. For instance, 

the complaints handling department can only be effective if the departments handling 

substantive issues of concern to the customers are able to collaborate and resolve the 

grievances in time.  This finding is consistent with the view that BSC is most 

effectively applied in performance assessment; implying that the aspects of the BSC 

implemented most effectively are the ones that have the greatest impact on the level 

of strategic synergy within the organisation.  

 

A further comparison was done to compare the effect of the BSC on vertical synergy 

where alignment of goals is between the corporate level and the departments. The 

correlation statistics are as displayed below.  

 

Table 4.10 Correlation between BSC implementation and vertical integration 
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When compared to horizontal synergy, the effect of the BSC on vertical integration 

was noted to be much stronger. For instance, the BSC‘s application on performance 

assessment has a 0.509 Pearson correlation index; as compared to the 0.300 derived 

on the horizontal integration. A similar comparison can be made on the effect of the 

BSC application on innovation management on vertical and horizontal integration 

where the Pearson correlation index was 0.255 and 0.134 respectively. The 

implication of these two sets of analysis is that at KCB, vertical integration is 

emphasised more than horizontal integration. This means that in the design of the 

BSC, the strategic planners concentrate more on ensuring that every function is 

aligned to the corporate strategies while there is comparatively less emphasis on 

ensuring each department is aligned to each other in terms of business strategies and 

outcomes. Nevertheless, the overall effect of the BSC implementation on strategic 

synergy can be said to be positive.  

 

4.4 BSC and financial competitiveness 

Inferential statistics have been used where the relationship between BSC 

implementation and the financial competitiveness of the bank have been examined. 

The aspects of financial competitiveness singled out for analysis were cost 

effectiveness and profitability. The Pearson correlation indexes between BSC 

implementation dimensions and profitability were as rated below.  
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Table 4.11 Correlation between BSC dimensions and KCB’s profitability 

 

 

In the results above, the column of interest is the last column which shows the 

Pearson correlation indexes between the profitability of the organisation and the 

different BSC implementation dimensions. All the indexes are positive, implying a 

positive association between each BSC dimension and the profitability of the 

organisation. A further analysis would reveal that profitability is most strongly caused 

by BSC use in strategic planning followed by performance assessment, customer 

service, and innovation management in that order. But on the whole, the Pearson 

correlation indexes derived indicate a positive but weak association, implying the 

existence of a weakness in the BSC implementation that warrants further 

strengthening for the organisation‘s profitability and overall competitiveness to be 

improved.  
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The regression analysis on the impact of BSC application on profitability was as 

displayed below.  

 

Table 4.12 Regression model: impact of BSC implementation on profitability 

 

 

The R Square value in the regression model estimates the accuracy of the line of best 

fit where at 0.058, 5.8% of the actual plots fall on the line of best fit. The ANOVA 

table shows the level of significance with implications for the extent to which the 

causative relationship can be said to be significant. At an index of 0.084 which is 
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slightly above the significance threshold of 0.05, the causative relationship between 

BSC implementation and profitability can be said to exist. The equation for deriving 

this impact can be derived from the coefficients table as below.  

 

Financial competitiveness = 2.354 + (BSC use in strategic planning x 0.262) + 

(BSC use in innovation management x -0.166) + (BSC use in customer service 

x 0.043) + (BSC use in performance assessment x 0.115) 

 

A similar test was conducted with reference to the impact of BSC use on the 

organisation‘s cost effectiveness. The regression results were as below.  
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Table 4.13 Regression model: impact of BSC implementation on cost effectiveness 

 

 

When compared to profitability, the BSC has a weaker impact on the cost 

effectiveness aspect of financial competitiveness. This can be deducted from the 

ANOVA‘s significance threshold which was derived as 0.352 which is much higher 

than the required significance threshold of 0.05. Nevertheless, the cost effectiveness 

can be derived using the coefficients tabled above as follows:  
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Cost effectiveness competitiveness = 2.576 + (BSC use in strategic planning x 

-0.010) + (BSC use in innovation management x 0.047) + (BSC use in 

customer service x 0.157) + (BSC use in performance assessment x -0.038) 

 

4.5 BSC and non-financial competitiveness 

The first non-financial competitiveness metric tested was innovation effectiveness. 

ANOVA tests were run to identify and determine how BSC implementation within 

the organisation affects innovation effectiveness.  The results were as below.  

 

Table 4.14 Anova test results for BSC implementation dimensions and innovation 

effectiveness 

 

 

The significance indexes show the strength of impact of BSC implication on 

innovation excellence with the lowest significance indexes signifying the strongest 

impact. From the results tabulated below, it can be determined that innovation 

effectiveness was most strongly affected by BSC use in strategic planning followed 

by BSC use in performance assessment, customer service, and innovation 
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management in that order. The peculiarity of this finding is that BSC use in 

innovation management is the BSC dimension with the lowest effect on innovation 

excellence; a possible indicator that its use probably introduces bureaucracies in the 

innovation processes hence inhibiting swifter and more effective innovation. Further 

regression analyses were conducted to examine the impact of BSC implementation on 

innovation effectiveness and results displayed as below.    

 

Table 4.15 Regression model: impact of BSC implementation on innovation 

effectiveness 
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The significance index of 0.000 displayed on the ANOVA table indicates that the 

association is highly significant. The formula for deriving the level of innovation 

effectiveness can be derived from the coefficients table as below.  

Innovation excellence = 1.681 + (BSC use in strategic planning x 0.10) + 

(BSC use in innovation management x -0.220) + (BSC use in customer service 

x 0.034) + (BSC use in performance assessment x 0.223) 

The association between non-financial competitiveness was further scrutinised by 

conducting correlation tests with the results being as displayed below.  

 

Table 4.16 Correlation between BSC implementation and non-financial 

competitiveness metrics 
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The strongest correlation was between innovation management and employee 

motivation; implying that employees are motivated when their organisation is 

dynamic and keen on innovation. This is possibly because competition in the industry 

is high and the ability to innovate indicates an organisation‘s ability to beat 

competition.  

 

On the whole, the correlation indicates that employee motivation is the non-financial 

performance metric affected most by the implementation of the BSC. The reasons for 

this finding may be arguable hence this forms ground for future research.  

 

4.6 Discussion of findings 

The BSC has in this primary study been established to have a positive impact on the 

competitiveness of the bank. The regression model derived recorded a significance 

index of 0.084 for impact on profitability and 0.000 for impact on innovation 

effectiveness: the two aspects corresponding to financial and non-financial 

competitiveness respectively. The regression model derived for the impact of the BSC 

on financial competitiveness was as below. 

 

Financial competitiveness = 2.354 + (BSC use in strategic planning x 0.262) + 

(BSC use in innovation management x -0.166) + (BSC use in customer service 

x 0.043) + (BSC use in performance assessment x 0.115) 

 

Another regression model was derived where the impact of BSC implementation on 

innovation effectiveness was gauged. The regression model derived as was follows. 
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Financial competitiveness = 2.354 + (BSC use in strategic planning x 0.262) + 

(BSC use in innovation management x -0.166) + (BSC use in customer service 

x 0.043) + (BSC use in performance assessment x 0.115) 

 

The two regression models show proof that there is a causative relationship between 

effective BSC implementation and the competitiveness of the organisation.  

 

As Chang et al. (2013) notes, the two are some of the most important performance 

indicators factored in the BSC. The findings reiterate those by Lagarda-Leyva et al. 

(2016) and Perkins et al. (2014) in which it was acknowledged that the effective use 

of BSC contributes positively to the performance and competitiveness of the 

organisation. But the implementation of the BSC has been observed to be largely 

impartial with organisations often implementing what they consider to be most 

directly linked to their business strategies. This means that when observing the BSC 

and its implementation in the organisation, it is possible to analyse and determine 

where the priorities for the organisation lie as explained Wu and Liao (2014).  

 

A review of the BSC as implemented by KCB indicated that the organisation‘s top 

priority was in ensuring that the business units have their business strategies aligned 

to the corporate strategies. This was closely followed by the emphasis on business 

strategies being clearly articulated and understood by the employees. The bank 

therefore can be said to invest heavily in ensuring that employees are facilitated to 

implement its overall goals. Other aspects emphasised include performance 

assessment and support from the senior management. The overall assessment for the 
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BSC dimensions implemented indicated that there was an average rating for all the 

BSC elements; implying that implementation is relatively uniform. This is in line with 

the recommendation of Valmohammadi and Ahmadi (2015) who points out that the 

BSC‘s full potential is only harnessed where the organisation has been able to not 

only implement all its core elements but also designed it in a way to ensure the 

elements are in synergy with each other.  

 

Rababah (2015) emphasises the need for every department or function within the 

organisation being able to implement the BSC effectively for the organisation‘s 

potential to be fully harnessed. Disparities along departments tend to lower the ability 

of the organisation to realise synergy and be competitive. This weakness was taken 

note of in KCB with complaints handling, customer care and the call centre being the 

departments that exhibit most effective use of the BSC. Other departments such as the 

HRM were consistently rated poorly on most BSC dimensions. The implication of 

this finding can be explained by drawing from Mecha et al. (2015) who observes that 

the modern day organisation must understand and appreciate the importance of 

strategic human resource management where people in the organisation are managed 

effectively to bring out the full potential of the organisation. In the absence of 

effective strategic human resource management, other aspects of operations 

management such as systems may not help the organisation to yield a competitive 

advantage (Joash & Nyangiru, 2015). The poor rating of HRM on the BSC 

implementation can therefore be noted as a significant challenge that the bank ought 

to look out for and rectify as appropriate.  
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From its very definition, the BSC‘s main theme is a balanced perspective to 

competitiveness where the organisation is compelled to review all its processes and 

ensuring that each of them is performing at its full potential (Hladchenko, 2015). The 

balancing ought to be taken a step further by ensuring that functional designs are done 

strategically to reinforce each other. This is referred to as synergy. At KCB, it was 

established that synergy between departments and alignment between corporate and 

departmental strategies differed across departments. The call centre and complaints 

handling functions were noted to exhibit the highest levels of horizontal and vertical 

integration and synergy while the poorest rated division was the HRM department. 

Based on the recommendations of Falle et al. (2016) where every department needs to 

be fully aligned to the corporate strategies as well as to other departments, the HRM 

function at KCB was noted to be a potential source of weakness to the bank and 

therefore needs to be redesigned.  
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CHAPTER FIVE 

SUMMARY, CONCLUSIONS AND RECOMMENDATIONS 

5.1 Introduction 

In this chapter, a brief summary of findings of the primary research has been 

provided. The chapter also presents conclusions and recommendations as appropriate.  

 

5.2 Summary of theFindings 

The implementation of the BSC at KCB was determined to be average. The 

dimension of the BSC that was ranked highest was the existence of a clear cause-

effect link or understanding where employees would understand how their activities 

contribute to the overall success of the organisation. This was followed by the clarity 

with which business unit strategies were defined. At the departmental level, the BSC 

implementation was found to be most satisfactory in the complaints handling 

department and the customer care departments. The poorest performer was the human 

resource management department in several dimensions of the BSC.  

 

The use of the BSC was highest in performance assessment followed by customer 

service, strategic planning, and innovation management in that order. The implication 

is that the organisation does not have a clear plan for innovation management 

processes; implying that it may be a follower in the industry where it quickly 

replicates innovations created by other banks. The manifestation of BSC investigated 

was the existence of synergy across the bank. The alignment between business 

strategy and overall strategies was rated highly with only 27.7% having a negative 

view of their unit‘s strategy alignment. This implies a high level of vertical 

integration. It was also established that horizontal alignment was higher than the level 
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of vertical alignment with the weighted means for these factors being 3.34 and 3.33 

respectively. The alignment between departments was found to be highest at the call 

centre and the complaints handling departments while it was lowest in the human 

resource management department.  

 

The BSC implementation was found to have a positive impact on financial 

performance. The regression model derived for this was:  

Financial competitiveness = 2.354 + (BSC use in strategic planning x 0.262) + 

(BSC use in innovation management x -0.166) + (BSC use in customer service 

x 0.043) + (BSC use in performance assessment x 0.115) 

 

It was also determined that BSC implementation has a positive effect on non-financial 

performance of the organisation. However, the effect varied depending on the aspect 

of non-financial performance gauged. For instance, use of BSC in strategic planning 

had the highest impact on innovation effectiveness while BSC use in innovation 

management tended to inspire high levels of employee commitment. The overall 

finding was that BSC use positively affects non-financial performance of the 

organisations.  

 

5.3 Conclusions 

This was a quantitative research which involved 141 employees and managers of 

KCB. The aim of the research was to evaluate the impact of the BSC on the 

performance of the organisation. The primary research was conducted using 

structured questionnaires. The main findings were as follows.  
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The overall BSC implementation was determined to be average with the mean ratings 

being about 3.2 corresponding to a rating just above average for all the dimensions of 

the BSC. From the departmental perspective, the most effective use of the BSC was in 

the call centre and the complaints handling departments while the HRM department 

scored poorly.  

 

The overall synergy was noted to be high, especially where the cost effectiveness 

across the organisation was compared to unit cost-effectiveness where the association 

between the variables was noted to be positive and strong. The Phi index for this 

association was 0.971 while the corresponding Pearson chi-square index of 0.000 

indicates that the association is highly significant.  

 

The financial competitiveness was noted to be significantly impacted by the BSC use 

in the organisation. A comparison was made between two financial competitiveness 

dimensions: profitability and cost effectiveness. The impact was most effective on 

profitability where the regression equation was noted to have a 0.084 significance 

level while that for impact of BSC on cost effectiveness was 0.352. The threshold for 

significance is 0.05; meaning that the impact on profitability was higher than the 

impact on cost effectiveness. The regression equation for the impact of the BSC use 

on the profitability of the bank was: 

 

Financial competitiveness = 2.354 + (BSC use in strategic planning x 0.262) + 

(BSC use in innovation management x -0.166) + (BSC use in customer service 

x 0.043) + (BSC use in performance assessment x 0.115) 
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The impact of the BSC use on non-financial competitiveness was also noted to be 

positive and significant where the significance index was 0.000. This was with regard 

to innovation effectiveness as one of the non-financial competitiveness measures 

embraced by the bank. The regression equation for this association was as below.  

 

Innovation excellence = 1.681 + (BSC use in strategic planning x 0.10) + 

(BSC use in innovation management x -0.220) + (BSC use in customer service 

x 0.034) + (BSC use in performance assessment x 0.223) 

 

From the findings in this research, three main findings were made. Firstly, KCB does 

implement the BSC but the rating for this implementation is only average. This means 

that the employees may either not fully understand it or it is not being implemented as 

effectively as it should. Secondly, there are departmental variations on the 

implementation of the BSC. Call centre and complaints handling functions were noted 

to be most effective in BSC implementation while the HRM department performed 

consistently poorly. This implies the need for the bank to review its functional units 

and ensure each implement the BSC as effectively as possible. Thirdly, the BSC use 

was noted to have a positive impact on competitiveness. The impact differed 

depending on the type of performance measure identified where the greatest impact 

was on profitability and innovation effectiveness.  

 

5.4 Recommendations 

Having reviewed the BSC use at KCB, it was noted that the HRM department 

performed poorly in its implementation. This forms the basis for the first 

recommendation which is for the organisation to examine its HRM strategies and 
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have them aligned to the rest of the functions within the organisation. Such an 

alignment would require internal research involving employees across the 

organisation with a view to understanding how synergy can be realised across the 

organisation.  

 

It was also noted that the level of vertical synergy was greater than horizontal 

synergy; meaning that alignment to corporate goals was stronger than inter-

departmental alignment. This possibly leads to the departments failing to reinforce 

each other‘s outcomes; hence diminishing the overall effectiveness of the 

organisation. A further research ought to be conducted at the departmental level to 

determine how unit outcomes reinforce or are reinforced with each other with the 

findings of such a study necessary to establish what needs to be done for greater 

synergy between departments to be realised.  
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Appendix 1: The Questionnaire 

 

Research title: USE OF THE BALANCED SCORECARD AND ITS EFFECT ON 

THE COMPETITIVENESS OF KCB BANK 

 

Dear respondent  
The questionnaire contains multiple choice questions. Please select the most 

appropriate option by ticking against it. Thank you  

 

SECTION 1: GENERAL INFORMATION  

Please tick as appropriate:  

1.1. In which age category are you?                              

1. 18-29yrs □  2. 30-39yrs □  3. 40-49yrs □  4. 50-59yrs □ 

5. above 60yrs □  

 

1.2. What is your gender?  

1. Female □  2. Male □  3. Prefer not to say □ 

 

1.3. Highest academic level attained   

1. Diploma □  2. Undergraduate □ 3. Postgraduate □  

4. Others: □ Specify……………… 

 

1.4. How long have you worked within your organisation? 

1. Less than 1year □ 2. 1 - 5yrs □  3. 6-10yrs □ 4. 11 years and over □  

 

1.5. Please select your department/designation as appropriate  

1.  Managers □  2.  Customer care □  3. Call centre □  

4. Cashiers □   5. Administrative staff □ 6. Complaints handling □

  

7. Loans and credit □  8. Finance □   9. Human resources □  

 

SECTION 2: USE OF THE BALANCED SCORECARD   

In this section, the use of the balanced scorecard at KCB is evaluated. Please tick 

against the multiple options as appropriate.  

2.1. Our unit's business strategy is well defined 

1. Strongly disagree □  2. Disagree □  3. Somewhat agree □ 

4. Agree □   5. Strongly agree □   

 

2.2. Our unit's business strategy is well understood by employees 

1. Strongly disagree □  2. Disagree □  3. Somewhat agree □ 

4. Agree □   5. Strongly agree □   

 

2.3. There’s a clear understanding of cause effect between business unit’s 

activities and the overall goal   

1. Strongly disagree □  2. Disagree □  3. Somewhat agree □ 

4. Agree □   5. Strongly agree □   
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2.4. The performance measures for our unit are clear and easily understood   

1. Strongly disagree □  2. Disagree □  3. Somewhat agree □ 

4. Agree □   5. Strongly agree □   

 

2.5. Performance reviews are conducted regularly and used to review future 

business strategies    

1. Strongly disagree □  2. Disagree □  3. Somewhat agree □ 

4. Agree □   5. Strongly agree □   

 

2.6. The senior management is committed to implementation of the balanced 

scorecard     

1. Strongly disagree □  2. Disagree □  3. Somewhat agree □ 

4. Agree □   5. Strongly agree □   

 

2.7. In the table below, please rate the application of the balanced scorecard to 

the organisational functions outlined: 

Application of the BSC to selected 

organisational functions   

1
. 
V

er
y
 l

o
w

 

2
. 
L

o
w

 

3
. 
A

v
er

a
g
e
 

4
. 
H

ig
h

  

5
. 

V
er

y
 

h
ig

h
 

strategic planning       

innovation management      

customer service      

performance assessment      

 

 

SECTION 3: STRATEGIC ALIGNMENT AND SYNERGY   

3.1. Our unit's business strategy aligned to the overall strategies  

1. Strongly disagree □  2. Disagree □  3. Somewhat agree □ 

4. Agree □   5. Strongly agree □   

 

3.2. The activities and goals of our unit are designed to reinforce the effect of 

other units  

1. Strongly disagree □  2. Disagree □  3. Somewhat agree □ 

4. Agree □   5. Strongly agree □  

 

3.3. The success of our unit is facilitated by the activities of other units   

1. Strongly disagree □  2. Disagree □  3. Somewhat agree □ 

4. Agree □   5. Strongly agree □  

 

3.4. Our unit’s goals are factored in the budgeting processes prioritising 

activities to be undertaken    

1. Strongly disagree □  2. Disagree □  3. Somewhat agree □ 
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4. Agree □   5. Strongly agree □  

  

  

SECTION 4: FINANCIAL COMPETITIVENESS 

4.1. The profitability goals of the organisation are met  

1. 0-20% of the time □ 2. 21-40% of the time   □  3. 41-60% of the time   □

  

4. 61-80% of the time   □ 5. 81-100% of the time □ 

 

4.2. The revenue goals of the organisation are met  

1. 0-20% of the time □ 2. 21-40% of the time   □  3. 41-60% of the time   □

  

4. 61-80% of the time   □ 5. 81-100% of the time □ 

 

4.3. The cost-effectiveness goals of the organisation are met  

1. 0-20% of the time □ 2. 21-40% of the time   □  3. 41-60% of the time   □

  

4. 61-80% of the time   □ 5. 81-100% of the time □ 

 

4.4. The cost-effectiveness goals of our unit are met  

1. 0-20% of the time □ 2. 21-40% of the time   □  3. 41-60% of the time   □

  

4. 61-80% of the time   □ 5. 81-100% of the time □ 

 

SECTION 5: NON-FINANCIAL COMPETITIVENESS 

5.1. The desired levels of customer satisfaction are met  

1. 0-20% of the time □ 2. 21-40% of the time   □  3. 41-60% of the time   □

  

4. 61-80% of the time   □ 5. 81-100% of the time □ 

 

5.2. The organisation’s innovativeness is as expected  

1. 0-20% of the time □ 2. 21-40% of the time   □  3. 41-60% of the time   □

  

4. 61-80% of the time   □ 5. 81-100% of the time □ 

 

5.3. Employee motivation and commitment is high   

1. 0-20% of the time □ 2. 21-40% of the time   □  3. 41-60% of the time   □

  

4. 61-80% of the time   □ 5. 81-100% of the time □ 

 

 ---Thank you!!!--- 

 


