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ABSTRACT

The objective of this study was to determine the factors that influence the use of the
balanced scorecard at National Social Security Fund. Despite the government enforcing a
savings culture through various reforms including increasing contributions and making
them mandatory, NSSF has failed to achieve its main objective of providing a source of
income to retirees and enhance adequacy of benefits paid out to the beneficiaries. The
research used a case study methodology, and data gathering was accomplished via the use
of an interview guide. For the purpose of analyzing data of a qualitative character, content
analysis was used. NSSF is able to have sufficient leader support, in which the top
management provides effective monitoring and evaluation of BSC implementation and
accounting for the result. This enables NSSF to have proper monitoring and assessment of
BSC implementation. When it comes to putting BSC into action, an organization's success
is dependent on its human assets. It would be beneficial for the NSSF to invest in training
and development programs for its staff members in order to enhance their capabilities and
level of knowledge in BSC implementation. The learning and development viewpoint of
the NSSF score card takes into account the many actions that are geared at elevating the
existing levels of expertise and abilities held by all staff members. The establishment of a
cohesive team has been made easier by the use of communication in pursuing the strategic
goals. The managers of the company communicated their strategy both horizontally and
vertically, linking it to the goals of both departments and individuals. The resources
provided by NSSF guarantee that the working atmosphere is favorable for workers to work
pleasantly, which allows them to better use their abilities in BSC. Research shows that
getting buy-in from the C-suite is crucial for successful balanced scorecard
implementation. Organizational culture, strong linkages between departments, highly
educated and experienced executors, open lines of communication, and the active
participation of all employees have all had significant effects on BSC at the NSSF.
Management assessment methods, openness to new information, and the Balanced
Scorecard's perceived utility and simplicity of use were all highlighted as important factors
to consider in the study's final analysis. The learning and development viewpoint of the
NSSF score card takes into account the many actions that are geared at elevating the
existing levels of expertise and abilities held by all staff members. According to the
findings of the research, policymakers should consider implementing adjustments in order
to provide a suitable response to trend setters including consultants, gurus, and business
media with relation to aspects such as the balancing scorecard. The NSSF should enact
rules that establish and improve the platforms necessary for the effective operation of the
balancing scorecard. It is also necessary to make investments in resource allocation,
leadership, and training of employees to BSC in strategy implementation in order to assist
in clearing up the uncertainty that exists among some members of the staff who are unable
to properly apply the BSC. It is also advised that the management should provide proper
and regular information to the workers on new developments that influence BSC
implementation so that the employees may comprehend the progress that is being made
with the implementation.
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CHAPTER ONE: INTRODUCTION
1.1 Background of the Study

The balanced scorecard is an essential strategic measuring tool that helps management to
comprehend, monitor, and manage the processes of a company's key performance
measures. The balanced score card (BSC) aims at overcoming the constraining factors
associated with the traditional measurement indicators of organizational performance by
operationalizing business strategies into key performance indicators (KPI) (Brunswicker
& Vanhaverbeke 2015). The BSC helps managers visualize how stated goals can be
achieved and the success factors necessary to achieve them. Misawo, (2016) asserts that
the leadership behavior in the application of the balanced scorecard, is the most critical
factor when evaluating organizational performance. On the other hand, Byars (2017)
argues that financial resources are important considerations when implementing the
balanced score card (BSC). Other studies show that an organization structure can hinder
the effective application of balance scorecard (Chatman & Cha 2003). Generally, the BSC
was designed to address the gap of the traditional measures of performance which lacked

a clear alignment with an organization’s strategic objectives.

This study conceptualization of the factors influencing the BSC was anchored on the
Agency (Jensen & Meckling 1976), Stakeholders (Freeman, 1984) and Resource Based
View (Wernerfelt 1984) respectively. According to Agency theory, the BSC monitors
performance measures to enable shareholders monitor the manager/agent actions by

striking a balance between risks and rewards. The Stakeholder theory suggests that the



balanced scorecard as a strategic management tool, could be used to set measures of
performance for its key stakeholders to enable the organization to effectively allocate
resources. The Resource-Based View (RBV) Theory, posit that by presenting a detailed
approach to measure performance from different attributes, the BSC can aid organizations
to align their strategies with resources and capabilities and create long term performance

for its key stakeholders.

As a statutory body set up under the National Social Security Fund (NSSF) Act No. 45 of
2013, NSSF offers social security benefits to all Kenyan citizens, including retirement
benefits, survivor benefits, and invalidity benefits. All economically active Kenyans are
expected to deposit a certain proportion of their gross wages to the National Social Security
Fund (NSSF), which transitioned from a provident fund to a pension system in 2014. This
enables them to be eligible for benefits like as death and disability payments, as well as a
monthly life pension upon retirement. Despite its transformation, NSSF has continued to
experience organizational performance challenges affected by the unfavorable operating
environment due to fluctuations in the stock market, layoffs by a number of organizations
and the vagaries of the weather, which affected the agricultural sector, NSSF’s largest
market (Auditor General Report 2021). While various initiatives have been put in place,
the fund has continually been performing dismally and has failed to achieve its

required objectives.

To support the performance initiatives, NSSF transitioned from its traditional business
model to a value driven approach where the focus has been to build an ecosystem for its
stakeholders to connect their needs. As a result, the NSSF decided to adopt the Balance

Scorecard in order to successfully operationalize and monitor its performance plan. In order



to provide value to its stakeholders, the National Science Foundation (NSSF) devised an
efficient structure that prioritized its key performance metrics and projects. (NSSF Annual
Report & Audited Financial Statements 2021). Therefore, it would be ideal to investigate
the factors that influence the National Social Security Fund of Kenya's to adopt the

balanced score card.
1.1.1 Balanced Scorecard

The Balanced Scorecard is a strategic performance measuring system that was defined by
Kaplan and Norton (1996) as a tool that integrates an organization's goal and vision into
real operational activities for the purpose of improving performance. According to Kahihu
(2005), the Balanced Scorecard (BSC) is a management tool that gives stakeholders an all-
encompassing evaluation of how well the firm is doing in its pursuit of the attainment of
its strategic objectives. Velnampy and Nimalathasan (2007) define BSC as a management
system that maps an organization's strategy goals into performance measurements. These
performance measures give meaningful feedback on how successfully the strategic plan is
being implemented, which enables the required modifications to be made. BSC is also
known as a balanced scorecard. Hence, BSC is a strategic planning and management
system that helps companies better align their operations with their mission, vision, and
long-term goals; measure their progress toward those goals; improve their internal and

external communications.

The purpose of performance measurements is to obtain information that allows managers
to make strategy decisions. Various scholars and organizations have developed a variety
of strategic tools to monitor various dimensions of organizational performance. According

to the Baldridge model (2005), it identified return on sales, customer satisfaction, financial



and market performance, employee performance, organizational effectiveness and social
responsibility as performance measures. However, the BSC is characterized in terms of
objective and subjective indicators, as well as in terms of financial and non-financial
measurements (Jaleha & Machuki). Profitability and market performance are two aspects
that may be used to evaluate a company's overall success (Bieker and Waxenberger 2002).
According to Wati and Triwiyono's (2018) performance may be evaluated based on how
efficiently and effectively it is carried out. Return on assets, return on equity, return on
investment, sales growth, profit, business effectiveness, product/service quality, customer
happiness, service innovation, and staff development are all examples of performance
indicators cited by Venkatraman et al. (2006) and Delaney et al. (2006). Included in the list
of accounting performance indicators proposed by Capon, Farley, and Hoenig (1990) are
the ROE, ROA, ROMI, and ROIC. Kaplan & Norton (1992 suggests that the BSC offers a
more all-encompassing view of an organization's performance. The goal of the BSC is to
prevent any one measure of a company's success from being overemphasized. This present
study will adopt Kaplan & Norton’s (1992) BSC framework to measure organizational

performance.
1.1.2 Factors Influencing Application of Balance Scorecard

Prior studies have shown that factors that could determine the use of the BSC are at the
organizational and individual level (Tanyi, 2011). Wang & Gu (2016) found out that
organization size, culture, market share and high turnover were critical factors that
determined the seamless adoption of BSC systems. According to Norreklit, (2009), an
organization’s ability to successfully apply the balanced scorecard was based on leadership

support, resources allocated, employee involvement, organization culture, communication



and organizational structure. Individual, organizational, management, leadership, cultural,
and financial success elements were highlighted as the essential success factors in the
successful implementation of BSC (Buchanan et al., 2005). According to Misawo (2016),
the style of leadership is a significant variable in developing and implementing the
balanced scorecard (Misawo, 2016). Management control systems, the capacity of
managers to learn new information, employee assessment techniques, the usefulness and
ease of using the BSC by managers, were determined to be variables that affected the use
of the BSC (Truong et al., 2020). Giang (2019) found that implementation of the BSC is
affected by organization size, the manager's perception of the importance of BSC, business

strategy, corporate culture, cost of implementing BSC, and qualifications of the staff.

Study findings by Van and Toan (2018), show that size of the firm, the perspective of
managers, the business strategy, the culture of the organization, and the cost of applying
BSC are significant factors in the adoption of the BSC. The perceived utility and simplicity
of use of the BSC, management control systems, manager assessment styles, and
receptiveness to information were emphasized as essential elements to consider while using
the Balanced Scorecard by Wang and Gu (2016). However, Wang and Gu (2016) found
that while employing the Balanced Scorecard, the flexible appraisal of subordinates did not
have a major role in the overall success of the project. Ta et al. (2022) identified the
organizational size and culture, management awareness, accountant capacity, cost and
advantages of using BSC as significant factors. A review of the factors that influence the
application of the BSC reveals that the organization's vision, mission, and strategy; the
organization's size, culture, and structure; the support of leadership; the availability of

resources; the involvement of employees; communication and organizational structure;



control systems; employee evaluation methods; and the usefulness, ease, and cost of using

the BSC are critical factors that this present study will adopt.
1.1.3 National Social Security Fund in Kenya

After the publishing of Sessional Paper Number 10 in 1965, the government moved on
with the creation of the National Social Security Fund (NSSF) by passing an act known as
Cap 258 into law. The Scheme was designed with a provident fund structure in mind, which
gives it the ability to operate as a provident fund and, as a consequence, to dole out benefits
in the form of lump amounts rather than making social security payments. In 2014, the
NSSF shifted its primary function from that of a provident fund to that of a pension system.
Because of this, it was possible for every working Kenyan to contribute a set amount of
money every month in return for rudimentary benefits in the event of death, disability, or
retirement. It also helped alleviate financial hardship for surviving family members. The
National Social Security Fund (NSSF) has made significant strides in strengthening the
efficacy of their services, which has led to a reduction in expenses and an increase in their
overall performance. The present membership stands at roughly 3 million people. In the
fiscal year 2020/2021, the fund was successful in attracting savings to the tune of 8.4 billion

Kenyan shillings in the form of contributions.

Traditional reporting was used by NSSF, however this reporting method primarily
evaluated the financial viewpoint. It did not take into account how organizational
performance affected customers, internal processes, or people (NSSF annual report,
2014).Because of this, NSSF was compelled to embrace BSC, and the latter was
subsequently integrated into the rules for performance contracts. Each department had its

own individualized BSC that is connected to the BSC for the whole company. The



execution of its plan is centered on the key principles that it upholds. This is rooted in the
process that the NSSF follows for planning, monitoring, and evaluating projects. Focusing
on the consumer, having honesty and responsibility, being transformative, and caring are
some of the basic principles. In order for the NSSF to effectively serve interests of all
stakeholders, there has to be proactive steps taken to increase efficiency and cut down on
expenditures that are unnecessary (Auditor General's report, 2021). Annual report of the
NSSF, 2014). The balanced scorecard is used by NSSF to aid management in clarifying
and translating the organization's vision and strategy into clear, actionable goals. Because
of this, NSSF is able to continually enhance their strategic performance in comparison to

the goals that they have established.
1.2 Research Problem

The balanced scorecard (BSC) helps visualize how the stated organizational goals could
be achieved and what key success factors are necessary for adopting the BSC. In a study
on the factors that influence the application of the Balanced Scorecard conducted by
Truong et al., (2020), it was established that management control systems, the manager's
knowledge-acquisition capacity, employees' evaluation methods, the Balanced Scorecard's
usefulness to managers, and the tool's ease of use were the most influential factors. (2020).
However, the study was limited to the tourism sector in Vietnam, therefore there is an
obvious lack of local context. Gichuki's (2020) study on the factors that affect the use of
balance scorecards in Kenyan insurance firms found that cultural norms acted as a buffer
between the BSC's quantitative measures and the company's actual strategic goals.
According to a study by Angwenyi (2017), the failure to effectively apply the BSC at

Kenya's Kenya Reinsurance Corporation was due to a combination of factors, including a



lack of understanding of the BSC's role in strategy implementation, poor leadership, and a
lack of resources. However, the study focused on implementation challenges, which

revealed a gap in understanding.

The National Social Security Fund continues to face unprecedented challenges which have
adversely impacted its ability to save on social protection. Despite the government
enforcing a savings culture through various reforms including increasing
contributions and making them mandatory, NSSF has failed to achieve its main
objective of providing a source of income to retirees and enhance adequacy of
benefits paid out to the beneficiaries. According to the Auditor General's report (2021),
NSSF is bedeviled with performance challenges in terms of reconciling financial
statements' reported balances, the legality and efficiency with which funds were spent, and
the adequacy of the organization's internal controls, risk management, and governance. To
address the unsatisfactory performance, NSSF incorporated the balance scorecard in its
corporate strategic plans that revolved around governance and growth, customer
engagement & service delivery and internal processes and corporate image that was

expected to enhance improvements in performance (NSSF Annual Report 2020 -2021).

Several studies have been carried out on a global, regional, and local scale in order to
explore the factors that play a role in the adoption of balancing scorecards. According to
Ta et al. (2022), the organizational size, culture, management awareness, accountant
capacity, cost, and advantages of using balanced scorecard to increase operational
efficiency in Vietnam Stock Exchange-listed enterprises were essential. The study was
done in Vietnam, therefore the findings may not be applicable outside of that country. In a

study by Ahmed, Mohamed, and Khalil (2018), on transformative leaders and the



application of the balanced scorecard, it was established there was a statistically significant
relationship between the two variables. The study however ignored other factors that could
determine the use of the BSC, thus leaving a gap both conceptually and contextually. A
study (2019) the connection between organizational culture and the efficiency of the BSC
in Florida, USA, it was shown that cultural dimensions of engagement, consistency,
flexibility, and purpose had a positive and significant association. However, the study
focused only on organizational culture and how it affected the BSC's performance, leaving

important questions unanswered on both a conceptual and contextual level.

According to the findings of a research conducted by Sokah (2020) on the factors that
contributed to the Revenue Authority of Tanzania's decision to use the Balanced Scorecard,
it was found that well-defined job descriptions, efficient means of monitoring, and enough
financial and human resources were crucial variables. The research was carried out at
Tanzania's Revenue Authority, but the current study will be carried out at a state company
in Kenya that deals with social security. This creates a gap in the context of the research
that was done. A study conducted by Khomba et al., (2012) on the relevance of the
balanced scorecard model in commercial companies listed at both the Malawi and
Johannesburg stock exchanges found that the balanced scorecard model was not suitable
for organizations operating in an African environment because it did not incorporate the
African socio-cultural factors. This conclusion was reached as a result of the fact that the
balanced scorecard model did not take into account the African socio-cultural factors. Due
to the fact that the study was centered on companies that were listed on stock exchanges,
the findings cannot be applicable to NSSF since the organization operates in a different

environment.



A case study conducted by Wangombe (2017) on implementation of the BSC at the
Cooperative Insurance Company (CIC) insurance group, it identified employee
engagement as critical to effective implementation of the BSC. However, there is a
conceptual gap since the research concentrated on the process of implementation, but it did
not focus on the elements that impact the usage of the BSC. That is something that this
current study will address. According to the findings of Kiio (2020), who investigated the
elements that influenced the implementation of the BSC at ICEA Lion Group, the support
of senior management was found to be the most important component. The study was
however done at a private an insurance company, while this present study will be conducted

in a state corporation dealing in social security, highlighting a contextual gap.

The studies cited revealed a number of conceptual and contextual gaps. Most studies
focused on the challenges of implementing BSC or to establish the relationship between
one factor such as leadership or organizational culture and BSC implementation. Studies
have also been done in different contextual setting and their findings cannot be generalized
to apply to the NSSF, Kenya. To address these gaps, this study sought to answer the
following research question; what are the factors determining the application of the BSC

at NSSF, Kenya?
1.3 Research Objective

The objective of this study was to determine the factors that influence the use of the

balanced scorecard at National Social Security Fund.

10



1.4 Value of the study

The outcomes of this study will enable researchers and academics to enhance the
theoretical foundation and advance knowledge in the domain of factors that impact the use
of BSC. The findings of this study will provide a basis for further developing the concept
of stakeholder theory, which posits that managing the diverse interests of a group in an
organized manner is challenging. Additionally, the research will contribute to the
enhancement of Resource Based Theory by determining the appropriate level of analysis,

considering the broad definitions of resources.

The study's findings will benefit the National Social Security Fund's administration, which
may use them to see whether the study's highlighted factors have an effect on the fund's
adoption of the BSC model for better performance. The study was done with the intention
of determining whether pension funds and social security schemes are managed effectively
to maximize their value to the populace at large. Furthermore, management might use the

research to pinpoint areas of administrative weakness.

The findings of the research will provide NSSF top management and the National
government through the Retirement Benefits Authority a new perspective on the factors
determining the operation and implementation of balance score cards, which will be helpful
in formulating and appropriate framework of monitoring performance at NSSF in order to

achieve its key mandate of providing social security.
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CHAPTER TWO: LITERATURE REVIEW

2.1. Introduction

In this part, the theoretical basis for the implementation of the balancing scorecard as well
as an empirical evaluation of the literature on the elements that influence its adoption were
carried out. The purpose of the empirical assessment of the existing literature was to locate
the unanswered research questions, which served as the foundation for resolving the

research issues.

2.2 Theoretical Foundation

Jensen and Meckling's (1976) Agency theory was used as the basic theoretical foundation
for this investigation. It argues that the BSC can offer a framework for setting performance
standards and monitor the progress towards achieving them, which will then ensure that
the goals of the principals and agents are properly aligned. The Agency theory was
supplemented by the Stakeholders Theory (Freeman, 1984) and the Resource Based View
theory (Wernerfelt, 1984). The Stakeholders theory suggests that by incorporating
performance indicators that aligned to the interests of different stakeholders, the BSC aid

organizations to prioritize decisions to address stakeholders’ interests. The Resource Based
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View theory which suggests that the BSC measures should capture the critical resources
and capabilities that mirrors the distinct characteristics of the organization that will be

instrumental in contributing to its performance.
2.2.1 The Agency Theory

The Agency theory was first proposed by Jensen and Meckling (1976), and it posits that
shareholders (principals) hire company managers (agents), who are then tasked with
making decisions in the principals' best interest. Jensen and Meckling developed this idea
further. Managers may have biases that put their own interests ahead of those of their
principals. The Agency theory indicates that monitoring systems should be put into place
in order to settle the conflict between the interests of shareholders and those of
management. According to Panggabean and Jermias 2020, the primary purpose of the
Agency theory is to explain how to build plans that are based on performance evaluation
in order to strike a healthy balance between risks and rewards. It is important to use the
BSC as a performance assessment instrument in order to monitor the actions and decisions
made by managers, according to the agency theory hypothesis, which states that doing so
is necessary in order to inspire managers to work while simultaneously decreasing the risks
such managers face (Shapiro, 2005). Specifically, it is necessary to use the BSC in this
manner in order to motivate managers to work while simultaneously lowering the risks

such managers face.

The proponents of the Agency theory claim that monitoring and control of performance
measurements are essential components that must be present in order to steer dishonest
management behavior. These methods include the use of contracts to enhance satisfaction

and cut agency expenses, as well as the use of BSC measures in contracts to strengthen
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agency relationships and, as a result, boost the efficacy of each BSC component in the
contracts. (Mitnick, 2015). Nevertheless, the Agency theory has been challenged for its
myopic emphasis on how owners settle dispute between themselves and managers, without
appreciating the involvement of other investors in the conflict resolution process.
(Donaldson, 1990). In addition, Eisenhardt, (1989) noted that even in situations when there
is a high probability of unscrupulousness, the theory assumes managers would be
opportunistic, and it overlooks the competency of the managers. This is despite the fact
that there is a significant likelihood of managers engaging in unscrupulous behavior. The
Agency theory, despite the criticisms that have been leveled against it, is pertinent to this
investigation because, in the research on the balanced scorecard, the theory addresses

implementation and organizational performance difficulties.

2.2.2 Stakeholder Theory

According to Freeman (1984), the Stakeholder theory states that the responsibility of the
management is to safeguard the diverse legal rights held by all stakeholders. Organizations
are considered to be social organizations, and as such, they have duties that extend beyond
their fiduciary obligations to shareholders, directors, and workers. (Bowie, 1982). The
formation of performance objectives is viewed as the primary purpose of the stakeholder's
theory, which extends beyond the formulation of strategy as the primary objective of the
theory. (Phillips, Freeman, & Wicks, 2003). The theory proposes that for a company to
fully implement the balance scorecard, its managers must consider the viewpoints of the
various stakeholders to ensure the company's survival and safeguard the long-term interests
of all parties involved. According to Flak and Dertz (2005), knowing how the balance score

card was used to involve project stakeholders and how those results turned out is crucial.
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Better results indicate that the right strategy was used, and that the right approach was

taken.

The proponents of the stakeholder theory claim that businesses may be classified as
complex environments that are confronted by a wide range of stakeholders that have
distinct, numerous, and sometimes hazy aims. When it comes to formulating and carrying
out strategy, the balanced scorecard is an extremely helpful tool for putting emphasis on a
number of different elements. The theory of stakeholders includes components that are
especially well adapted for addressing the complexities that are faced by managers of
companies. On the other hand, the Stakeholder theory has been critiqued on the grounds
that it is impossible to harmonize the requirements and interests of the many different
stakeholder groups in an equitable manner. (Freeman, 1984). In addition, Laplume, Sonpar,
and Litz (2008) claimed that all groups engage in a firm in order to get advantages. These
benefits include increasing wealth for shareholders, pay and incentive for directors,
managers, and workers, and satisfactory service delivery for consumers. Even though some
people are critical of stakeholder theory, it is nevertheless significant to this research since

it may make the BSC better by emphasizing stakeholders more explicitly.

2.2.3 Resource Based Theory

The resource-based theory was developed by Wernerfelt (1984), and it proposes that a
company's competitive advantage stems from the distinctive combination of its assets and
abilities. When a corporation responds to possibilities in its external environment with
tactics that play to its strengths internally, the result is a competitive advantage, as
described by Barney (1991). This is what we mean when we talk about having an edge in

the market. According to this notion, every company has its own unique set of assets, both
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physical and intangible, as well as the skills required to fully use those assets. An
organization's resources have the potential to serve as the foundation for the growth of the
company's capabilities, which, in turn, may result in improved performance over the course
of time. The primary premise of this concept is that an organization's internal resources are
a crucial factor in implementing a balanced scorecard. Hoopes, Madsen, and Walker (2003)
provide a hypothesis that suggests firms may succeed by investing in ways to get a

competitive edge.

Some have criticized the resource-based approach, claiming it fails to properly separate
performance indicators that are tied to the organization's resources from those that are tied
to the traits of the owner-manager. (Priem & Butler 2001). Furthermore, Dierickx and Cool
(1989) argue that it is hard to ascertain which of the company's various resources are
accountable for the firm's success. The RBV theory gives numerous important
justifications for using BSC in this setting. Businesses that are serious in adopting BSC
must do it with a substantial amount of resources, both monetary and human (Mintzberg et
al., 2005). The theory provides support for the concept that the achievement of goals by an
organization is strongly dependent on its people as a vital asset, and that organizations need
to foster the growth of their workforce by providing them with a positive and encouraging

place of employment

2.4. Factors Influencing the Application of Balance Scorecard

Extensive empirical research has been conducted to examine the determinants influencing
the application of the Balanced Scorecard (BSC). Studies have been undertaken at different
geographical scales in relation to this topic. Truong et al. (2020) conducted a study on the

factors influencing the application of the balanced scorecard (BSC) in evaluating the
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performance of tourist firms. The study identified several influential factors, including
management control systems, the learning capacity of managers, employee appraisal
techniques, the usefulness of the BSC to managers, and the ease of use of the BSC.
However, the study was focused on Vietnam's tourism sector, suggesting a lack of context.
Taet al. (2022) looked at how balanced scorecards have been used in Vietnam to boost the
productivity of publicly listed companies. The study's results suggest that an enterprise's
level of BSC application is influenced by aspects such its size, culture, managers'
awareness, accountants' ability, the cost of applying BSC, and the benefits of using BSC.
The more a company uses BSC, the more efficient its operations will be. Having said that,
the research was conducted on publicly traded firms in Vietnam, so there is a contextual

disconnect here.

Rababah and Bataine (2016) conducted research to investigate the variables that influence
the adoption of balanced scorecards in Jordanian manufacturing enterprises. It was
discovered that cultural influences have a substantial effect, both positively and
significantly, on the process of BSC adoption. The study, however, does not include other
aspects that impact the implementation of the balanced score card. This is the present as
well as the research gap in this study, which is portrayed as a contextual gap. Wang and
Gu (2016) investigated the elements that are mostly responsible for the widespread
adoption of balanced scorecards in China. According to the findings of the research, the
usage of the Balanced Scorecard by managers in China is significantly impacted by four of
the five criteria (managers' assessment styles, perceived ease of use of the Balanced

Scorecard, perceived utility, other control systems, and managers' receptiveness to
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information). Only five of the many factors that might affect an application’s score balance

were examined in this research; the others and any contextual differences were disregarded.

Tanyi (2011) investigated the elements that affect the implementation of balanced
scorecards. It was discovered that managers' perceptions of information from new sources
tend to have a favorable and substantial impact on utilizing the BSC for a variety of various
reasons. When the manager utilizes the BSC to assess and improve their own performance,
the relationship is at its healthiest. The research, on the other hand, focused only on how
people evaluated the information they obtained from new sources and how easy it was to
utilize, which highlighted both a conceptual and a contextual void. Sokah (2020) studied
factors affecting the application of the Balanced Scorecard at Tanzania’s Revenue
Authority and found out that thorough procedures, detailed job descriptions and sufficient
resources were critical. However, the research was carried out at Tanzania's Revenue
Authority, revealing a contextual vacuum that would be filled by the current study which

will be carried out at the NSSF.

Misawo (2016)'s research on the elements impacting the effective implementation of the
balance scorecard in the Kenyan insurance industry found that a company's culture had a
significant part in the adoption process. The research concentrated only on culture without
taking into account any other aspects; as a result, a conceptual void was left. According to
the findings of a research conducted by Angwenyi (2017) on the difficulties associated
with implementing the BSC at Kenya Reinsurance Corporation in Kenya, it was found out
that lack of a clear knowledge of the function that the BSC plays, weak leadership, and a
lack of resources were important factors. However, a conceptual void emerged since the

research focused primarily on problems rather than on factors that affect the
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implementation of BSC. Research by Kiio (2020) on the usage of the balanced scorecard
during strategy implementation at the ICEA Lion Group found that senior leadership
endorsement was crucial to the project's successful completion. However, due to the fact
that it will be conducted inside the framework of a state institution, its applicability to our
investigation is restricted. Ngari (2014) asserts that the balanced scorecard made it possible
for businesses to align their corporate strategy with key performance metrics. While
previous studies have focused on how balanced scorecards may be used to better manage
strategic processes, this investigation will instead look at the factors that determine whether

such a tool is actually put to use.

2.5 Summary of the Knowledge Gaps

A review of the studies cited have shown a number of conceptual and contextual gaps.
Studies have been done in different contextual settings and their findings cannot be
generalized to apply to NSSF. On the subject of the notion of the elements that impact the
usage of balance scorecards, there are conceptual gaps. Few research have focused entirely
on the issues that organizations encounter when attempting to implement the BSC. There
have been several studies on the BSC's popularity, its usefulness as a tool for measuring
performance, and its practicality, but much less that examine the factors that businesses
confront when trying to put the framework into practice. Countable research were
conducted on the issues experienced by companies in the adoption of the BSC;
nevertheless, these studies revealed that the factors varied from industry to industry; as a
result, the conclusions cannot be generalized to apply to the firm that was the focus of the

study.

19



CHAPTER THREE: RESEARCH METHODOLOGY

3.1 Introduction

The research approach that was used in this study is the subject of this chapter's primary
emphasis. It included the study design that was used, the instruments that was utilized for

data collecting, and the methodology that will be utilized for data analysis.

3.2 Research Design

The research used the case study technique. Rashid et al. (2019) argue that the use of a case
study methodology facilitates a comprehensive examination of a complex phenomena
within a specific context. If you want to perform a scientific analysis of a phenomenon in
the context of its real-world application, Yin (2009) says that a case study is the way to go.
This is especially helpful if the boundaries between the phenomena and its surrounding

environment are murky.

The researcher used an interview guide to facilitate data collection within the context of a
case study technique. This approach enabled the acquisition of data only from a singular

organization, namely NSSF. Consequently, the resulting conclusions are limited in their
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applicability just to NSSF. Success stories using this format include Sokah (2020),
Angwenyi (2017), and Kiio (2020). Yin (2018) highlighted how rigorous and
comprehensive the monitoring of social units was over the whole of the case study. Case
studies provide a first-person perspective on a topic whose unique qualities are not well
known or understood. As part of a case study, almost everyone in the department will be

interviewed to look for trends in employee behavior.

3.3 Data Collection

This study used data gathered from both primary and secondary sources. Primary data were
gathered with the use of the interview guide, which was the main instrument of data
collection. The first portion of the interview guide centered on the respondent’s profile, the
second on the balanced scorecard's application, and the third on the factors that decide the
scorecard's usage. The interview guide method was used for this research because of its
potential to effectively collect data from respondents and provide richer context for
understanding the study's findings. Because of its adaptability, the interview guide

technique was also suggested for usage.

Interviewees who were targeted for this research were NSSF executives who are actively
engaged in strategy. A total of six replies were received, including the company's
anticipated specialists on balance scorecards, namely the heads of finance, strategy,
marketing, business development, administration, and risk and audit. Secondary data that
was collected to validate primary data was sourced from the organization’s strategic plan

(2019 — 2022) and Auditor General Report (2022).
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3.4 Data Analysis

In order to arrive at some findings on the interrelationships of the various data categories,
the data that was acquired was put through a qualitative analysis that made use of content
analysis. The researcher was able to explain, analyze, and critically assess the replies, as
well as connect themes to them, thanks to the inclusion of qualitative analysis in the study,
which was necessary since it is impossible to do this kind of activity using numerical
techniques. Qualitative research was conducted using content analysis. Content analysis is
defined as a systematic and qualitative description of the facts under study by Burns and

Burns (2008).

CHAPTER FOUR: DATA ANALYSIS FINDINGS AND

DISCUSSION

4.1 Introduction

This section summarizes the findings of data obtained with the intention of addressing the
study objective, which was to determine the factors that influence the use of the balanced
scorecard at National Social Security Fund. The qualitative data that was gathered via the
use of interview guides was examined through the utilization of content analysis, and the
relevant interpretations were formed based on the results. The findings are arranged and
presented in accordance with the study objective. NSSF's six top executives are actively
involved in strategy and report to the board. They are the heads of finance, strategy,
marketing, administration, business development, and risk and audit, respectively. Data

obtained from secondary sources include the official NSSF website and the Auditor
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General's report from 2021. A discussion of the conclusions of the research served as the

conclusion to this chapter.
4.2 Demographic Characteristics

In order to achieve the objectives of the study, the researchers concentrated their attention
on six members of the NSSF executive leadership team. According to the findings of the
research, there were four females on the leadership teams, whereas there were only two
males. The individuals who participated in the survey detailed the roles they played in the
organization. According to the results, each respondent has worked for the firm for more
than five years in a range of roles and capabilities, and as a result, they possess institutional
memory of the organization in general, and particularly in areas related to strategic
management. The respondents also indicated that the departments have their own balanced

scorecard.

4.3 Application of the Balanced Scorecard

During the course of the interview, the respondents were questioned about the factors that
played a role in the use of the balanced scorecard at National Social Security Fund. The
vast majority of the people who were interviewed said that it was an objective and results-
focused instrument that had the capability of being integrated with strategic planning. The
organizational strategic plan and the yearly work plans both resulted in improved
individual performance on the part of employees, as well as the need that employees

perform much better overall. One of the respondents said that

“It provides a balanced view NSSF'’S perspectives financial, customer, internal
process in the strategic plan”.
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The respondents also mentioned the necessity for a performance contractual evaluation
tool, an employee performance evaluation tool, an applicability requirement, and a strategy
plan implementation tool (NSSF Annual Report 2021).According to respondents, the last
strategic plan was poorly implemented, and the company would benefit from adopting the
use of a balance scorecard to evaluate the success of future strategic plans. The
interviewees also suggested that the previous strategic plan should be evaluated using

balance scorecard.

During the course of the interview, the respondents were questioned about the various
methods of performance management that were used. It was brought to everyone's attention
that in the past, NSSF had thought about performance-based initiatives and sensible targets.
On the other side, the performance metrics included not only result measures but also the
performance drivers that were trailing behind those outcomes. The organization's strategy
should describe the results it intends, as well as the factors that will contribute to achieving

those objectives. One of the interviewees said that

“We have monthly, quarterly, annual reviews and reports. We have performances
target on Key performance indicators”.

The managers and supervisors of the company were successful in directing the efforts,
skills, and insights of workers at all levels of the organization toward the accomplishment
of the enterprise's long-term objectives. The investigation also indicated that the National
Social Security Fund implemented the BSC tool in 2009, and that this tool is evaluated
annually owing to the constantly changing environment (NSSF annual report, 2009). The

Business Strategy Canvas was selected as the instrument for execution that would
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consolidate all of the elements of the strategic plan into a single display. One of the

interviewees said that

“Each functional unit has its own BSC. It is cascaded at each employee based on
their JD”. BSC is negotiated with the mother ministry of labor then all the strategies
are cascaded down to all the staff”.

According to the interviewees, each department of the organization is tasked with
preparation of their scorecard and it’s cascading to lower levels. National Social Security
Fund used the score card to outline the business objectives and the drivers of performance
for these stated objectives within the four perspectives of the BSC (Audited Financial
Statements 2021). The BSC is also used to implement strategy by communicating the
strategy to employees, this has been done by the development of and inclusion of
departmental objectives into the balanced score card and aligning these objectives with the

corporate strategy.

The score card for the National Social Security Fund takes into account four different
perspectives: the financial view, the customer perspective, the internal business process
perspective, and the learning and development perspective. The NSSF corporate scorecard
begins with an analysis of the company's financial position as the first viewpoint on the
scorecard. The viewpoint takes into account the actions that need to be performed in order
to fulfill the organization's financial commitments. It comprises of revenue targets, and

utilization of allocated funds within the financial year. One of the interviewees said that:

“The financial perspective is cascaded down in the organization with each
department having its own financial target; each department is also required to
monitor the funds allocated to them”.

Scorecard holders are required to spread the allocated weight for this perspective across

the different activities listed in their scorecard. The customer perspective in the National
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Social Security Fund Scorecard is used to monitor customer value proposition, by
evaluating satisfaction levels, monitoring number of complaints received and how many
are resolved within set timelines, the perspective also places emphasis on how to meet
customers’ requirements and continually improve service delivery to its customers (NSSF
annual report, 2014). The customer perspective is cascaded down from the corporate score

card to the individual staff scorecards. One of the interviewees stated that:

“Every member of staff has a customer perspective on their score card”.

Internal business process perspective is comprised of strategic objectives both in the
performance contract and NSSF strategic plan. Every member of staff has the internal
business process perspective. The perspectives captures activities captured in the staffs job
description including performance drivers cascaded from the corporate scorecard.
According to interviewees the achievement of this perspective is based on the acquisition
of required skills and competencies by staff as well as resources required to automate

processes.

The learning and growth perspective of the NSSF score card captures various activities
targeted at increasing the skills levels and competencies of all staff. Like all the other
perspectives, it also comprises of objectives in the performance contract and NSSF
strategic plan. The perspective is used to monitor the entrenchment of NSSF core values,
the entrenchment of environmental sustainability values, implementation of succession
plans, institutionalization of the balanced scorecard, and requirements of the performance
contract such as having anti-corruption programs in place and gender mainstreaming. The
perspective has a total weight and activities captured under the perspective have to be

allocated a weight to allow the computing of the holders’ performance against the targets.
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The interviewees were probed with inquiries concerning the BSC's function inside the
organization on a regular basis. Because of this, performance is tracked and measured
accurately. Establishing a link between the company's day-to-day activities and the four
performance indicators being monitored requires the construction of the key performance
contribution framework at the beginning of the year. According to the study's results, each
employee has a performance contract with his or her specific division that outlines crucial
goals for the employee's contribution to the unit's success. One of the senior managers

indicated:

“As a department it has help to focus on the most important strategic objectives
and initiated so as to achieve our goals”.

The research also showed that a person is subjected to periodic monitoring in order to
determine how effectively he or she is translating the key performance indicators that have
been allocated into concrete performance outcomes. This result bolsters the argument that
a Balanced Scorecard's objectives and measures originate in the guiding principles of a
business. The financial, customer, internal business process, and growth and development
aspects of the company's performance have all been included into the targets and indicators.
Managers use the Balanced Scorecard to evaluate the effectiveness of individual
departments in meeting the needs of both current and prospective customers, expanding
the company's internal resources, and ensuring the continued success of the business as a
whole. This is done so that the organization's current and future performance may be

maximized.

The interviewees were asked to elaborate on the benefits that their company has seen from

using the Balanced Scorecard. According to the great majority of respondents, the NSSF
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has reaped real advantages and progress thanks to the Balanced Scorecard's incorporation
into the organization's Performance Management programme. This is because the Balanced
Scorecard provides a reference point for evaluating progress toward long-term objectives
like as expanding and diversifying the company's offerings, delighting customers, inspiring
and motivating workers, and demonstrating a commitment to CSR. One of the

departmental heads noted:

" Before the BSC was implemented, there was no obvious connection between the
day-to-day operations of the business and the overall performance plan for the
various departments in the organization. They saw that despite the fact that the
organization had developed a plan, there was not a clear guideline for the
assessment and management of performance. This resulted in goals that were not
clearly defined and the effort being directed toward the incorrect objectives ”.

The study established that NSSF had aligned the BSC with the corporative strategic plan.
The interviewees were further asked on what needs to be done to make BSC more effective.
It was noted that more involvements of all employees and stake holders in the design and
implementation. The training will be very necessary for the achievement of the balanced
scorecard. Training on a more in-depth level will be offered to guarantee that every
employee has the knowledge essential to get the most benefit from this practice. One of the

senior managers said:

“Each person as well as their immediate supervisors are obligated to examine the
scorecard on a quarterly basis in order to ascertain whether or not advancement
is being made toward the goals that have been established. This makes it possible
to take remedial action in areas where there are discrepancies between the
objectives that were established and the reality of the situation on the ground .

The research also found that using a balanced scorecard helps to break down the broad
company goal into daily quantifiable objectives that workers can work towards achieving.
According to the respondents, the BSC has not been effective in assessing the gap between

the perceptions and expectations of service users across a range of defined characteristics
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(including tangibles, dependability, responsiveness, assurance, and empathy) that
characterize service in the Kenyan public sector. Respondents who were interviewed stated
that a critical evaluation of standardized dimensions in the Kenyan public sector might not
provide enough focus or detail to account for the singularity and realities of particular
services or service relationships, as well as how these are expressed, evaluated, and

interpreted by both service users and service deliverers.

Interviewees noted that since the adoption of the BSC several benefits have also been
observed. Improved understanding of the NSSF vision and mission by members of staff

and how they contribute to the NSSF vision. One of the interviewees said:

“BSC at NSSF has improved communication of strategic objectives and clarity on
each individuals role and delivery”.

By developing their score cards staff are aware of the departmental objectives and how
these are relate to the overall NSSF strategy. The score card has been used by NSSF
management to communicate the overall NSSF strategy. Interviewees also noted that there
is a clear focus on what the targets one, one interviewee noted that some members of staff
have internalized the score card to an extent that they request for the cascading to be done
timely so that they can set their targets quickly and begin working towards achieving them.
NSSF is able to monitor its performance against industry standards. Through the learning
and growth perspectives employees are more motivated as they are aware that the
organization is willing to invest in them and increase their skills and competencies. One of

the senior managers stated as follows:

“The balanced score card initially was received skeptically by the members of
staff but with the constant reviews and modifications of the BSC, and the
appointment of moderation committees, members’ of staff have begun embracing
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and appreciating the balanced score card in the measurement of their
measurement”.

The study further established that the balanced score card is used to continuously monitor

the process of strategy implementation at any one time (NSSF annual report, 2014).

4.4 Factors that Influence application of Balance Scorecard

The respondents were asked to explain what how leadership engagement influences the use
of balance scorecard in your company, and they were given the opportunity to elaborate.
The vast majority of respondents pointed out that leadership guarantees efficient
monitoring and assessment of BSC implementation as well as accountability for the results.
It should come as no surprise that any significant reforms would be very difficult to
implement without the backing of the senior management team. The development of the
plan would suffer as a consequence of this. Based on the findings of this research, it is
evident that BSC is a more effective way of understanding productivity and profitability
than the old management control techniques; however, this is only the case if correct plans
are put down with the assistance of top management. According to the findings of the
research, the top management all agreed that the BSC approach was the appropriate method

to use in order to accomplish the organization's goals.

The interviewees were asked the role of resource allocation in application of balance
scorecard. It was revealed that contents in the BSC have resources implications. The work
plan, which enables one to specify the resources that are needed, is the solution to this
problem. The availability of NSSF resources ensures that the working environment is
favorable for workers to work comfortably and fully use their abilities in the execution of

plan. The respondents noticed that the supply of resources inspires workers to perform
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effectively in order to meet their set objectives. This is the case since it improves their
flexibility and speed in the execution of their duties, which in turn saves the organization
substantial expenses in monitoring and communication. When we talk about resources, we
are not always referring to the material possessions that are housed inside the business.

One of the senior manager said indicated:

“Without resource allocation the key performance indicators will not be achieved”.

While implementing BSC, it was learned that human assets should be seen as
another resource the organization depends on. Take notice of this important fact. According
to the 2014 NSSF annual report, the organization would do well to provide training and
development programs for its employees in order to raise both their proficiency and their
understanding of best practices for implementing BSCs. Because of this, they will have a
better grasp of how to put BSC into practice and how to deal with difficulties. The person
who was interviewed said that as a result of this, the workers would be able to make use of
their abilities and have a significant contribution to ensuring that the plan is successfully
implemented. In addition, the NSSF has to provide training and development programs that
educate individuals beyond the limits of their present job. This will allow the employees to
be prepared for responsibilities that are wider and more complex within the company.
Employees took engaged in decision-making processes pertaining to their jobs and shown

a high level of creativity.

The respondents were questioned about their thoughts on how the implementation of
balance scorecards has been impacted by communication at the National Social Security
Fund. It was said that communication has been a facilitator in the process of team

development towards the strategic goals. Individuals should be given the authority to
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achieve their objectives, and there should be constant communication of strategic goals and
progress. Respondents noted in the interviews that findings are shared to all line managers
on a monthly basis via various channels. During these conventions, the efforts of the
departmental managers toward the betterment of areas that need significant improvement
are taken into consideration. Managers disseminated their strategy across the business and
tied it to the goals of individual employees, departments, and the organization as a whole.

One of the senior managers said that

“The NSSF makes use of the BSC in order to evaluate activities in terms of their own
visions and plans. It offers management the ability to gain an all-encompassing
perspective on the company's overall performance”.

According to the NSSF annual report from 2014, having management systems that are
designed on a scorecard makes it possible for a business to get aligned on its long term
goals and objectives. As a tool for management, it has made it possible for teams in
different areas to collaborate on achieving the same goals and objectives. It has guaranteed
that the aims of individual employees and departments are linked with the goals and
objectives of the corporation. The workers were also able to increase their grasp of the BSC
by discussing the objectives and strategy with their superiors, which was made possible via
two-way communication. Since the employees now have a better understanding of the
BSC, they are able to achieve higher performance results and improve the efficiency of the

BSC itself.

The researcher inquired about the level of employee participation in the implementation of
the balanced scorecard. It was observed that the degree of participation by the employees
has a role in determining how successful the BSC is as a management tool. The extent to

which staff members were involved turned out to be a factor that affected how well BSC
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worked. The people who were interviewed believed that the engagement of middle
managers is essential to enhancing the efficacy of BSC in the implementation of strategy.
This is because middle managers are the ones that connect the strategic decision makers
with the employees who physically work on a daily basis to accomplish the objective,
therefore their participation in the process is essential. According to the findings of the
research, the staff members at NSSF have a high level of expertise and were well prepared
to put strategy into action inside the company. According to the findings of the research,
workers received enough training in order to increase their capacity to perform, and
management was committed to the same corporate purpose and served as examples for
employees to emulate. In addition, they built training and development programs with the
goal of educating people in areas that go beyond the needs of their present job. This is done
in order to better prepare individuals for responsibilities within the company that are wider
and more difficult. Employees were extremely innovative and actively involved in

decision-making processes pertaining to their jobs. One of the senior manager noted:

“Training was an essential component to the achievement of the balanced
scorecard. Training on a more in-depth level was offered to guarantee that each
and every employee have the knowledge required to get the most benefit from this
practice. The training was designed with three criteria in mind: how effective it
should be, how efficient it should be, and how entertaining it should be ”.

The staff were drawn into the event via interactive training sessions and seminars, which
also guaranteed that their one-of-a-kind experiences were included into the procedure. The
researcher inquired about the influence of organizational culture on the use of balanced
scorecards (NSSF annual report, 2021). It was observed that the shift in culture, in

particular the emphasis placed on putting the customer first, responsibility, and
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accountability on the part of workers helped to the successful application for the BSC. One

of the interviewees noted:

“Innovation culture values creativity and forward thinking focus on the customer,
leads meeting the customer needs with the aim of exceeding the expectations”.

The practice of awarding bonuses at the end of the year to teams that have achieved goals
that were originally set higher than expected has contributed to the development of a
culture that values high-performing teams. This has offered a system for distinguishing
outstanding performers and rewarding them for their efforts. A culture of accountability
and ownership has been instilled across the organization as a result of the scorecard (NSSF
annual report, 2014).Every quarter, the person and their line manager go through the
scorecard to assess whether or not there has been any movement toward the goals that were
originally established. This makes it possible to take remedial action in areas where there
are discrepancies between the objectives that were established and the reality of the

situation on the ground.

It was noted that clear and focused strategic plans, vision, mission and core values anchored
the implementation of BSC at NSSF. The balanced approach through BSC ensured the
organization is not pursuing financial success at the expense other facts like customer
satisfaction and employee development has led to growth in service delivery. Second, the
application of BSC to the management of employee performance guaranteed that the
specific goals of each worker were in line with the viewpoint of the company as a whole.

Therefore, the responsibility for one's acts lies solely with the individual.
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4.5 Discussion of the Findings

The outcomes of the study seem to provide support for the empirical information that has
been accumulated. Leadership is responsible for ensuring that the BSC implementation is
effectively monitored and evaluated, as well as providing accounting for the results. It
should come as no surprise that any significant reforms would be very difficult to
implement if they lacked the backing of senior management. The finding agrees with Tanyi
(2011) that managers' perceptions of information from new sources tend to have a favorable
and substantial impact on utilizing the BSC for a variety of various reasons. When the
manager utilizes the BSC to assess and improve their own performance, the relationship is
at its healthiest. The workers were able to deepen their grasp of the BSC by discussing the

organization's aims and strategy thanks to the two-way communication that was provided.

When it comes to putting BSC into practice, it was discovered that it is important to keep
in mind that an organization's human assets are also resources that it relies on. It would be
beneficial for the NSSF to invest in training and development programs for its staff
members in order to enhance their capabilities and level of knowledge in BSC
implementation. The results are consistent with Karabul's (2015) findings. personnel are
encouraged to perform effectively in order to meet the goals they have set for themselves
due to the fact that resources improve their adaptability and the speed with which they carry
out their jobs; thus, this results in significant cost savings for the business in terms of

supervision and communication.

It was stated that communication has facilitated team building towards the strategic
objectives. Empower individuals toward achieving their targets, consistent communication

of strategic goals and progress. Respondents noted in the interviews that findings are shared
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to all line managers on a monthly basis via various channels. According to Wang and Gu
(2016), effective communication is a critical component that contributes to the timely and

smooth completion of any given project.

In NSSF innovation culture values creativity and forward thinking focus on the customer,
leads meeting the customer needs with the aim of exceeding the expectations. The results
support the conclusion reached by Ta et al. (2022), which states that corporate culture is
mostly comprised of values and beliefs that are maintained during the course of doing
business. In order for BSC to be properly implemented, each and every employee who
contributes to the NSSF's constituency of stakeholders will need to be involved. According
to Wang and Gu (2016), the emphasis of stakeholders is centered on establishing what is
the goal of the company and what is the obligation of management to stakeholders. In other
words, the focus of stakeholders is on determining the "why" behind the organization.
According to Van and Toan (2018), failing to take into account the interests of stakeholders

would almost certainly result in the strategy's unsuccessful execution.
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CHAPTER FIVE: SUMMARY, CONCLUSIONS AND

RECOMENDATIONS

5.1 Introduction

This section provides a summary of the results, along with conclusions, recommendations
and suggestions for further research. The goals of the research served as the basis for

deriving both the results and the suggestions.

5.2 Summary of Findings

NSSF has being able to have proper leader support in which the top management ensures
effective monitoring and evaluation of BSC implementation and accounting for the
outcome. However, in order for BSC to be a successful technique of evaluating
productivity and profitability, it is essential that the appropriate plans be carried out with
the assistance of senior management. Only then will BSC be able to achieve its full

potential.

When it comes to putting BSC into action, an organization's success is dependent on its
human assets. It would be beneficial for the NSSF to invest in training and development
programs for its personnel in order to increase their level of knowledge and proficiency in
BSC implementation. The learning and growth perspective of the NSSF score card captures

various activities targeted at increasing the skills levels and competencies of all staff.

Communication has facilitated team building towards the strategic objectives. Empower
individuals toward achieving their targets, consistent communication of strategic goals and

progress. The managers of the company communicated their strategy both horizontally and
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vertically, linking it to the goals of both departments and individuals. The resources
provided by NSSF guarantee that the working atmosphere is favorable for the workers,

allowing them to easily work and make use of their abilities in BSC.

5.3 Conclusion of the Study

Support from upper management at every level is very necessary for the successful
implementation of the balanced scorecard. The use of this instrument makes it possible to
determine all of the pursuits that serve as a catalyst for the accomplishment of
predetermined objectives and for which it is therefore practical to assign the National

Science Foundation's resources.

The NSSF's BSC has benefited greatly from the company's culture, cohesive linkages
across different divisions, high quality of education, highly experienced executors,
communication, and involvement among all of its employees. The capacity of managers to
learn new information, employee assessment techniques, the usefulness and ease of using

the BSC by managers, were determined to be variables that affected the use of the BSC.

The perceived utility and simplicity of use of the BSC manager assessment styles, and
receptiveness to information were emphasized as essential elements to consider while using
the Balanced Scorecard. The learning and growth perspective of the NSSF score card
captures various activities targeted at increasing the skills levels and competencies of all

staff.
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5.4 Recommendations of the Study

Policymakers need to make adjustments in order to adapt to trend setters like consultants,
gurus, and business media with relation to elements like balancing scorecard. They should
objectively evaluate such the factors that include BSC. The management needs to ensure
inclusivity of all stakeholders including middle and lower level employees when designing

the balanced scorecard at National Social Security Fund which is useful.

The NSSF should enact rules that establish and improve the platforms necessary for the
effective operation of the balancing scorecard. It is also necessary to make investments in
resource allocation, leadership, and training of employees to BSC in strategy
implementation in order to assist in clearing up the uncertainty that exists among some

members of the staff who are unable to properly apply the BSC.

It is also advised that the management should provide proper and regular information to
the workers on new developments that influence BSC implementation so that the
employees may comprehend the progress that is being made with the implementation. In
addition, the staff members have to be commended for their contribution to the effective

execution of the plan.

5.5 Limitations of the Study

The study only focused on factors and it did not further investigate how they influenced
performance of NSSF. Organization’s ability to successfully apply the balanced scorecard
was based on leadership support, resources allocated, employee involvement, organization
culture, communication and organizational structure.
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Because this research was conducted with just a single company, the NSSF, it is impossible
to draw any broad conclusions from the results. The results of one company may not be
applicable to those of other organizations in the sector; as a result, it is impossible to
generalize based on these findings. An additional drawback of the case study technique is
that it necessitates a profound reaction to the phenomena that is being investigated, which

at times might result in a biased representation of the results of the research.

5.6 Suggestions for Further Study

The National Social Security Fund was the subject of this research, which focused on the
variables that impact the usage of balanced scorecards there. There has to be further
investigation into how the balanced score card has affected the NSSF's efficiency.

In conclusion, a mixed approach should be used to conduct this research, as the case study
method of the NSSF may not have fully explored the issue or produced reliable results, and
in-depth interviews and surveys may be necessary to identify the causes of the issues and

develop effective solutions.
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Appendix I: Interview Guide

This interview guide collects information to assist understand the factors that influence
application of balance scorecard at National Social Security Fund. The information
gathered in this interview guide will be for academic purpose only and confidentiality will

be observed.

PART A: RESPONDENT PROFILE

1). Name of interviewee (optional)

2). Gender .............. Male............. Female.

3) What is your current position in the firm?

4) For how long have you been with the firm overseeing this function?

5). Does the department you work in has its own Balanced scorecard.........................

SECTION B: APPLICATION OF THE BALANCED SCORECARD

6). What informed the use of the balanced scorecard at National Social Security Fund?

7). Were other techniques for managing performance considered? If yes explain.

8). Explain how the BSC is applied at National Social Security Fund?

9). Has the BSC helped in the discharging of your day to day work, and if so, how?

10). What have been the benefits of adopting the Balanced Scorecard to your department

and /you?

10). What things would you like done in order for you to be able to use the BSC more
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effectively?

11).1s there any other information you would like to share regarding the application of

the BSC at National Social Security Fund?

SECTION C: FACTORS THAT INFLUENCE APPLICATION OF BALANCE

SCORECARD

12). Do leadership involvement affect the application of balance scorecard in your firm?

13). Explain the role of resource allocation in application of balance scorecard in your

firm?

14). Explain how communication has affected application of balance scorecard at National

Social Security Fund?

15). Give your views on how employee involvement affect the success of the BSC at

National Social Security Fund?

16). Explain how organization culture has affected application of balance scorecard at

National Social Security Fund?

17), What are the others factors that have led to the successful use of the BSC at National

Social Security Fund?

Thank you for your co-operation
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