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CHAPTER ONE

1.1 BACK GROUND OF THE ORGANIZATION

Change refer to making different .major challengeirfg the organization is to manage
effectively in many sector of economy organizatioast have the capacity to adapt quickly in
order to survive (Andrew p:2001; 29).

Balanced score card is an advanced and result basadurement tool by doing so we can
develop performance based culture in another wagdrazation led or an employee adapt new

set of culture values and priority to measure tesul

BSC balanced score cared accelerate and prometeesilt we have been achieved through

BPR by aligning it result with strategy managemem measurement system.

There are various places within the organizatiomain where change can be brought .the
major change organizational change is to altab#fevior of individual within the organization
and an organization may not be able to changerasagem to for adapting to its environment
unless its un embrace behave differently in thedatron shape with one another and their job.

The st.paul hospital is the second largest hosipitBthiopia .the hospital was bullet by emperor
Halle Silase in 1969 within the help of Germen Eyelital church its aimed at to serve the poor
.with regarding to its organizational stricture thespital has several department like internal

medicine, neurologist, gene real surgery ENT. etc.

In this research the researcher aimed at to irgagstithe practice of (BSC) balanced score cared
in st.paul hospital and to identify issues relatedhese change. Balance score cared is a tool
three things communication tool measurement sysiath strategic system and management
system .all of these represent significant chandeiv the organization gauges its success hence

balanced score cared is more than anything whigtesent a change initiatives.



1.2 STATEMEANT OF THE PROBELAME

Running an organization without attentively follogi each and every step expose it failure in
attaining its goal like any special part a chang®$C practice is an important factor and also
applying this new system in there respectful orgaton can be big step towards success or

failure .

The design and implementation of BSC practice famusts most important thing (employee,
customer)is an important factor for visualizing asmmmunicating an organization long term
strategic intent is conceptual frame work for ttatisg an organization strategic objective in to a

set of performance indicator.

When implementing balanced score cared the orgamizdace luck of coordination, poor
networking and poor perception so the researcheerteke the research in order to see how the
organization managers and employees reaction topthetice of Balanced scorecard and

hopefully to find a better solution for the orgaatipn bad side.

1.3 BASIC RESEARCH QUESTION

1. How successfully is BSC is implemented in StlPagpital?

2. To what extent management and employee comntdtédee change?
3. What are the major problem facing the organréti

4. What improvement achieved so far?

1.4 OBJEACTIVE OF THE STUDY

GENERAL OBJEACTIVE

The general objective of this paper was to assesgractice of balanced score cared in St.Paul

hospital.



SPACIFIC OBJEACTIVE

1. To investigate the improvement achieved so far.
2. To investigate the problem facing the organarati
3. To describe the commitment of the change irotiganization.

4. To describe how successful BSC is implementett iPaul hospital.
1.5 SIGNIFICANT OF THE STUDY

| believe these study has several significantlyirtte study wile serve as a base for other
researcher in related area .secondly, it helpgbkearcher to acquire basic experience ,knowledge
and benefit in host by advancing one step forwlardugh these paper.

1.6 DELIMINATION OF THE STUDY

The delimitations of the study focused on the pcaadf change management practice in the case
of the employees and managers who are workingdrstipaul hospital and the hospital has no

branches .the study wile analyzed the practicehainge practice from the year 2003E.C to

2006E.C.

1.7 RESEARCH DESIGN AND METHODOLOGY

1.7.1 RESEARCH DESIGN

The research design used in this research is gé&serisurvey. This is because it describe the

actual evenasthey exists.



1.7.2 POPULATION AND SAMPLING TECHNIQUES

The population of the study take 405 of the emptoyke researcher used 20% of the employee
for the research by using stratified sampling tégqina .to provide equal chance for the strata the

researcher applied simple random sampling technique

NO Department Nocof percentage Sample size
employee

1 Medical doctor 60 20% 12

2 Nurse 240 20% 48

3 Pharmacist 21 20% 5

4 Radiographer 3 20% 1

5 Fiancé 15 20% 3

6 Administration 51 20% 11

7 Human resource 15 20% 3

total 405 20% 119

1.7.3 TYPE OF DATA COLLACTED

The research is conducted by using both primary sewbndary data. Primary data:-these are

taken frame distributing questionnaires and ineamg the managers.
Secondary data:-the researcher took these datdrbathinternal and external source.

Internal source:-include various types of data Whiwe prepared by the company like file

brushier.
External source:-include academic book websites.

1.7.4 METHOD OF DATA COLLACTION

The relevant technique for gathering data in tegearch paper was questionnaires was given to

managers and interview was conducted in the hdgpisome managers.



1.7.5 DATTA ANALYSIS

The raw data gathered when processed and analgeaagh tabulation, frequency count and

percentage method.
1.8 LIMITATION OF THE STUDY

The limitations are lack of enough time limitatiohfinances some of the questionnaires was not

returned when conducting this study.

1.9 ORGANIZATION OF STUDY

First chapter covers background of the study statenof the problem research question
objective significance and delimitation of the stumhd research design and methodology the
second chapter deal with related literature revoevpractice of BSC the third chapter talk about

the data analysis part final conclusion and reconttaton are discovering in chapter four.



CHAPTER TWO
2.1 REVIEW OF RELATED LITERATURE

2.1.1 CHANGE MANAGEMEANT

Change management is an essential tool in an aaf#n today .where change is the new
statuesque and organizations have to adapt quickipid changes in the environment. In
effectively managing the people involved in chanigesis to the failure of projects and programs
that otherwise deliver technically excellent result

Managing change is a team effort requiring busirssssisual and those instigating change to
work together before during and often long after¢hange has been implemented.

The four key factors for success when implementimgnge within an organization are
1. Pressurefor change: - demonstrated senior management commitmensenéal

2. A clear shared vision:-you must take everyone with you. This is a shagehda that benefits

the whole organization.
3. Capacity for change: - you need to provide the sources time and fieanc
4. Action and performance:-plane do check act and keep communication charopsn.

Before looking at the four factors for success,ogeizing the four factors for failure in
managing change can help identify problems mora&lapnd can show where initial action is

concentrated:
1. Lack of consistent leadership
2. Demotevated staff kept in the dark

3. Lack of capacity: budget cuts no spend to sad&y short term approach to investment

stressed out staff working hard just to stand. still

4. Lack of initiative to do something different.



These for factors for failure then lead to thedreall effect setting up a vicious circle:
1. No time for reflection planning and learning
2. No improvement in design and implementation
3. In creasing need to do something
4. Increasing failure and unplanned consequences.

(A.A city gove’t administrative guideline unpublisth)
2.1.2 IMPORTANCE OF CHANGE

Change well not disappears or despite technologylizations and creative thought will
maintain there ever accelerating drive on wardsadders, and the enterprises they serve be they
public or private service or manufacturing will ¢tiome to be judged up on their ability to
effectively and efficiently manage change. Unfodtehly for the managers of the early twenty
first centers their ability to handle complex sttaas will be judged over decreasing time scales.

The pace of change has increased dramatically; imankandered the planet on foot for

centuries before the invention of the wheel andsitssequent technological convergence with
the DX and horse. in one short century a man hdlsedan the moon satellites orbit the earth
the combination engine has dominated transportsante would say society: robots are a reality
and state of the art manufacturing facilities resiensenses from science fiction your neighbor
or competitor technologically speaking could be rutbe other side of the planet and bio-
technology is the science of the future .The warldy not be spinning faster but mankind

certainly is

Businesses and managers are now faced with higilgndic and every more complex operating
environments. Technologies and products along Wi¢hindustries they support and serve are
concerning. Is the media company in broadcastintglecommunicating or data processing or
indeed all of them: is the supermarket chain inegainretail or is it a provider of financial

services? Is the television merely a receiving devor broadcasting or it part of an integrated

multi -media communication package? Is the airiqgovider of transport or the seller of wines



spirits and fancy goods, or the agent for car aird sprits and fancy goods, or the agent for car

hire and accommodation?

As industries and products converge along with riiegkets they serve, there is a growing
relaxation that a holistic approach to the markgtof goods and service is required, thus
simplifying the purchasing decision.

Strategic alliance designed to maximize the adddaevthroughout a supply chain while seeking
to minimize the added value, throughout a supplgirthWhile seeking to minimize costs of
supply, are fast becoming the competitive weapotheffuture control and exploitation of the
supply chain make good commercial sense in fiercetppetitive global markets. The package
of what where once discrete products (or servicgs)what are effectively consumer solution

will continues for the foreseeable future. (Rolzarl Mc calman: 2004:5).
Programming Change

The realization of organization change requiregatife planning or programming A change

program should incorporate the following processes.

1. Reorganization the need for change:- The needHange is sometimes obvious as when
results are not in line with expectations, thinlgsary are not working well or dissatisfaction
is apparent,.

Setting Goals:- Defining the future state or orgation conditions desired after change.
Diagnosing the present conditions in relation ®gtated goals.

Defining the transition state activities and commants required on meeting the future state.

a kb 0N

Developing strategies and plans. (www.google.com

Lewis 3 step modals of the change management

Unfreezing

Raised state of tension dissatisfaction with sejue, climate adapted to minimize resistance it
involve making the need for change so obvious hiaae individual, group or organization can
readily see or accepts it. It is the process odtang a climate ready for change in this stage, the

management realize that the current strategy i®mger approached and the organization must



break of or unfreezing its present mold as suthes to make other people realize that some of
the past ways of thinking feeling and doing thimg absolete it consciences individuals and

group that present conditions or behavior are ingmyate.
Changing

Changing advocated and implementation begins, @sategted/adapted for desired results once
the members have been prepared to accept changebtievioral patterns have too ne

redefined. There are three methods of resigniniyiohebls new patterns of behaviors. These are:

I.  Compliance:- its achieved by strictly enforcing the rewardlgunishment strategy for good
or bad behavior the fear of punishment or actushrd seems to change the behavior for the
better.

Il. Identification:- Identification occurs when the members are pshdically impressed upon
to identify themselves with some given role of megdevhose behavior they would like to
adopt and try to become like them.

lll. Internaliztion:- internalization involves some internal changmigthe individuals though
processes in order to adjust to new environmenimbégs are left along and given the
freedom processes in order to adjust to a new li@hsvdeveloped and change is effe4cted
through conscious. As a hole in these stage a redvaviior is developed and change is
effected through a conscious process as individeakk to resolve the anixieties that

surfaced during unfreezing stage.
Refreezing

Behavior stabilized desired altitude and valuesrimdlized and reinforce. It means looking the
new behavior pattern in to place by means of supmpor reinforcing mechanisms so that it
becomes the new norm it is the process of institalizing the new state if behavior or work by

rewards (praise etc).
Making the Chancing Process Effective

The important aspects of Kantars Ten Commandmews been summarized as follow (Lovell
1994).



. Analyze the organization and its need for change @range process should start with a
meticulous understanding of how the organizatiomkwehat ae its strength and weakness
what are its relation ships with the environmerd ahat are its needs to change.

. Create a shared vision and common direction-on¢hefkey first step is to unite the
organization around a vision of the future.

. Separate from the past:- This is a similar ided.eéwis’'s unfreezing process this is an
absolute detachment from the past the organizatnust identify what aspects of its
operations are no longer relevant.

. Create a sense of urgency:- A séance of urgenecysseebe impotant for the organization to
unfreeze and develop suppor for the changes sdnsgency is accelerated as a result of
crisis but preferably organization should be prdghecin their changes strategies and change
before crises occur.

. Support a strong leader (transformation leadeeveral studies demonstrated that a strong
leader is a factor to vision creation motivatiore tbhrganization behind the vision and
rewarding the strives towards its realization.

Line up political support: although leader shipO ascarry important prerequistite for
propelling change it is not enough in its own sgsfad change need a broad bade support
from all the stakeholders including those who.

. Craft an implementation plan:- while visions are g#gramount importance in effecting
change the organization need information about witilatbe done to achieve it.

Develop enabling stricture:- the old stricture améthod of working are unlikely to be
satisfactory to support and sustain the changeepsoon there own enabling structure are
system and structure which suppor the transfornoggss during the transition from the old
to the new state.

. Communicate, involve people and be honest wheravemenever possible there should be

open communications and the involvement and trugeople in the organization.

10.Reinforce and institutionalize the change mangemsd constantelly to demonstrate their

commitment to the change they should read the neswetl behaviors and ensure they

become part of normal day to day operation. (wwwgi®.com/healthservicemanagement

planning)



2.1.3 STEPS IN MANAGED CHANGE

The first step in the change process is to idetiigyneed for change and the area of change as to
whether it is strategic change. Process orientasgd or employee oriented change. This need
for change can be identified either through intefaetors or through external forces that may be
in place once this need is identified the followmeneral steps can be taken to implement such

change.
1. DEVELOPE NEW GOALS AND OBJECTIVES

The managers must identify as to what new outcottneg wish to achieve. These may be a
modification of previous goal due to change intearad external environmental or it may be a

new set of goals and objectives.
2. SELECT AN AGENT FOR CHANGE

The management must decide as to who will initaie oversee this change. A manager may be
assigned this duty or even outside specialistscamdultants can be brought in to suggest the

various methods to bring in the change and changmeps.
3. DIAGNOSE THE PROLEM

It is important together all pertinent data regagdihe area or the problem where the change is
needed. This data should be critically analyzedinpoint the key issues. Then the solution can

be focused on those key issues.
4. SELECT METHODOLOGY

Because of natural resistance to change, it is wapprtant to chart out a methodology for
change which would be correct and acceptable to Mémber's emotions must take into

consideration when devising such methodology.
5. DEVELOP A PLAN

This step involves putting together a plan as tatvwh to be done. For example, if the company

wants to develop and implement flextime policyniist decide as to what type of workers will



be affected by affected by it or whether flextinm@wsld be given to all members or only to some

designated workers.

6. STRATEGY FOR IMPLEMENTATIOIN OF THE PLAN

In this stage, the management must decide on tlea whd how of the plan.
7. IMPLEMEANTATION OF THE PLANE

Once the right timing and right channels of commations have been established the plane is
put in to action. it may be in the form of simplenauncement or it may require briefing session
or in house seminars so as to gain acceptancd tifeamembers and specially those who are

going to be directed by change.
8. RECIVE AND EVALUATE FEEDBACK

Evaluation consists of comparing actual resulttheoset goals. Feed back will confirm if these
goals are being met so that if there is any devabetween the goals and the actual performance

but comes then corrective measures can be takedaSand N. kumar:2004:33-34)
2.1.4 RESISESTANCE TO CHANGE

Change will be resisted at least to some exteriiddly individuals and organizations .Resistance
to change is baffling because it can take so mampd. Covert resistance may be manifested in
strikes. Reduce productivity shoddy work, and ewabotage. Covert resistance may be
expressed by increased tardiness and absenteequests for transfer's resignations loss of
motivation loss of motivation. lower morale andteg accident or error rates, one of the more
damaging forms of resistance is accident or erates; one of the more damaging forum of
resistance is lack of participation in and commitin® proposed change by employees even
when they have opportunities to proposed changeserbployees even when they have

opportunities to participate.(Sudan andN.Kumer: 286}
2.1.5 INDIVIDUALL RESISTANCE TO CHANGE

There are six important source of individual resise to change:-



= Perception

= Personality

= Habit

= Treats to power and influence
= Fear of the unknown

= Economic reasons
ORGANIZATION RESISTANCE TO CHANGE

To certain extent, the nature of organization igdsist change. Organizations often are most
efficient when doing routine thing and tend to pemf more poorly, at least initially and
effectiveness .Organization may create strong defegainst change. Moreover, change often
opposes vested interest and violates certaindgditrights or decision making prerogatives that
groups, teams and departments have established aacépted over time (Sudan &N.
Kumer:2004:36-39).

2.1.7 ORGANIZATIONAL EFFECTIVENESS AND THE ROLE OF
CHANGE MANAGEMEANT

Change management is about modifying or transfagnoirganization in order to maintain or
improve their effectiveness .Managers are resptnéil ensuring that the organization (or the
part of the organization they manage) performscéffely. To do this they need to know what
constitute effective performance and have or thpagticular sub system is performing
effectively, they also need to know if performanseUN satisfactory. What elements of the

organization can take to secure these change.(Bbl2©07:30)
2.2 BALANCED SCORE CARED

An old saying goes if you are not keeping scorer yast practicing the BSC was first developed
in the early 1990 by two guys Robert Kaplan and i®avorton that BSC is a management
system not a measurement system and a meansitg settl achieving the strategic goal and
objectives for your organizational so in short B&E@G a management system that enable your

organization to set and achieve its key businesdegty and objectives once its strategy are



developed they are deployed and tracked through whkacall the four leg of BSC (Chuck’,
Rick B, Peter. E: 2007:89)

It can be defined as a strategic planning and meamagt system which provides a method of
aligning business activities to the vision andtsgg of the organization improvement internal
and external communication and monitoring orgampaperformance against strategic goals

more importantly the meaning of BSC can be desdrése

An improved strategic planning process for focusimgthe most important things, customer,

employee, strategy result.

A change initiative for visualizing and communicatian organizations long term strategic

intent.

Is a conceptual frame work for translating an oizgtions strategic objective into asset of
performance indicators distributed among four pecspes: financial, customer internal business

process and learning and growth?

an effective strategic management system for alggday to day work to an organization vision
and strategy using strategic performance measurksteategic initiatives .

An integrated frame work for informing strategicdgeting and allowing the organization to

learn what works and to become more strategy fatuse
Clarify and translate vision and strategy.

In this building and implementing BSC has its owtianal. These are: creating strategy focused
organization, develop result based measuremerdgrayahd promote the existing achievement of

the BPR to its maximum goal.
1. TO BULLED STRATEGIC FOCUSED ORGANIZATION

Strategy (make strategy the central organizatioendg) the balanced score cared allowed
organization .for the first time to describe andhoaunicate their strategy in a way that could be

understood and acted on. That means The BSC hglipspuove our communication.



Focus (create incredible focus): with a balancedres card as a a "navigation” aid every

resource and activity in the organization was ajthe strategy.

Organization (mobilize all employees to act in faneéntally different ways) the balanced
scorecard provided the logic and architecture tabdéish new organization linkages across
business units, shared services and individual @yepls.

2. TO DEVELOPE RESALT BASED ON MEASUREMENT SYSTEM: The BSC create a

new way of assessing performance, on that introdugesgfisant accountability for result.

This means that every organization processes, Heaiemployee are measured merely through
results being achieved becauce, bsc in an advafsEd result based measurement tools .by
doing some can develop performance based cultarethier words, organization, leaders and

employee Adopt a new set of culture values andifige to measure results.

3. TO PROMOTE THE EXISTING ACHIVIMENT OF THE BPR TO ITS MAXIMUM
GOAL:

BSC accelerate and promotes the results we have dseeved through BPR by aligning its
result with strategy management and measuremetansys

Principles of Strategy Focused Organization:

1. Trandlates the strategy to Operational Terms. The BSC provides a framework to describe
communicate strategy in consistent and insightfaly wwWe cannot expect to implement
strategy if we cannot describe it. By translatihgit strategy in to logically architecture of
strategy map and BSC, organization creates a comandnunderstandable point reference
for their units (processes) and employees.

2. Align the organization to The strategy: Synergy is the overarching goals of organization
design. For organization performance to become rtlar the sum of its parts individual
strategies must be linked and integrated orgawizataditionally designed around functional
specialties such as finance, marketing, enginegeitg... Functional aids arise and become a
majored barrier to strategy implementation, as magfanization has great difficulty

communicating and coordinating across this spegcialt



3. Make Strategy every ones every day job: strategy focused organization require that all
employees understand the strategy and conducte ™asrto day to day business in way that
contribute to success of strategy. Executives use lbalanced score card to help
communicate and educate the organization abouéWwestrategy.

4. Make strategy a continual process. strategy fall to be implemented. When strategy
discussion doesn’'t even appear on the executiviesda and calendar? Strategy focused
organization use a different approach like: “douldlep process”. One that integrates the
management tactics (financial budgets and montllyews) and the management of the
strategy in to shameless and continual processalBeca process for managing strategy
hadn’t previously existed each organization devetbis own new approach.

5. Mobilize change through executive Leadership: Strategy requires change from virtual every
part of the organization strategy. Requires teamkwo coordinate these changes. And
strategy implementation requires continual and $oan the change initiatives and
performance against targeted outcomes. If thoseofh@re not energetic leaders of process

change will not take place, strategy will not bessed. www.google.com

2.2.1 THE BALANCED SCORE CARD

THE balanced score card (Kaplan and Morton 19@&grates financial measures of past

performance with measures of the drivers of fupedormers.

It provides a a template that can be adapted teiggdhe information change manage need to
monitor and review the effects of their interventand to plane whit they might do next do next
to move the organization to wards amore desirableré state .the score card includes four
categories of measure:. Financial, customer relatéernal business process and innovation and

learning.

A. FINANCIAL MEASURES Such as return on improvement ,economic valudeddsales
growth the generation of cash flow summaridtee economic action . The financial
perspective considers how the organization needgpear to its shareholders if it's to achieve

its vision.

B. CUSTOMER RELATED MEASURES: includes of busisggerformance that relate to the

customer and market segment that are importartémtganization. eg .includes measures of



satisfaction , retention, new customer, acquisitigrustomer profitability ,account share and
market share. they might also include measurdbasfe performance deriver that affect the
value proposition that influence customer loyaligts as on tie delivery and product innovation .
This customer perspective considers how the org#oiz needs to appear to its customers if it is

to archive its vision.

C. INTERNAL BUSUNESS PROCESS MEASHURE: such as i(palesponse time and cost
relate to the internal business prose’'s maklcaricontributing to the organization current
and future performance they might measure #rpnance of the processers that enable the
organization to flier value performance of the meses that enable the organization to deliver
values prepositions that attract and retain ingwarcustomer, that satisfy shareholder by
contributing to the delivery of excellent financraturns or deliver other our comes that are

important to key stakeholders.

D. MEASURE OF THE INFRASTRACUTURE: that facilitatébong term growth and
improvement Kaplan and Norton 1996 argue that argdion learning and growth comes from
three principle source people, system and orgaaizal procedures. they suggest that the
financial customer and internal business procdgigctve of the balanced score cared typically
reveal large gaps b/n the existing capabilitieseasdple ,systems and procedure and the capability
that is required to achieve a performance breakutfir .in order to transform an organization or
even to achieve a more modest level of changegdu®es have to be addressed can involve
intervening in the normal process of organizafiomctioning to enhance this infrastructure and

improvement the organization capacity for innovatamd learning (A.A city of govt guide line).
2.2.2 DETERMING WHY TO USE THE BSC

For adapting the balanced score card must be soarone, based on the environment your
belief in the tools ability to lead you to in aif your belief in the tools ability to lead you to
improved result for all stakeholders Probably thestrmentioned for implementing about BSC
id the effective execution of a new strategy . ©dds are heavily stacked against those wishing

to execute their strategies and therefore the BSC.



BENIFATE FROME USING BALANCED SCORE CARED

Recognizing some of the weakness and vaguenessewiops management approaches the
balanced score cared approach provides a cleacrimtan as to what company measure in
order to balance the financial perspective. Traddl performance measurement focusing on
external accounting that is absolved and somethioge is needed to provide the information
age enterprises with efficient planning tools. Amdhe long row of benefits’ of Appling the
BSC these are the most significant:

» Strategic initiatives that follow best practicesthuglologies cascade through the entire

organization.
* Increased creativity and unexpected ideas.

» The BSC heal align key perform ace measures withtegfy at all levels of an

organization.
* The BSC provides management with a comprehensoterpiof business operations.

» The methodology facilitates communication and ust@erding of business goal and

strategies at all levels of an organization.
* Maximize cooperation

* Heal reduce the vast amount of information the camypIT systems process in to

essentials.

e Unique competitive advantage.-reduce time frameprawed decisions and better

solutions - improved processes.(www.google.com/the balanced score cared .com)
Has emerged as a very popular and extremely eféetdol in this regard.

A note of caution is in order here however somenization will embark on a BSC effort in the
belief that the implementation will lead to the dlpment of a new and winning strategy. The
BSC is a tool that was designed to assist you gr@ting your strategy, not crafting a new
strategy .The inherent assumption accompanyin®8%€ is that your organization possesses a

strategy and requires a tool to bring it to lifeabday to day basis.



Many organizations may have a clear and concissegly forged from the fires of the best
available knowledge but find it difficult to galviae that vision across adverse work force. This
dilemma is not surprising when you consider phenwansuch as mergers and acquisitions.
Which are increasingly bringing together culturdesttmay provide synergies down the road but
are vastly difficult? Many organizations will tutn the BSC in an attempt to drive focus and
alignment from top to bottom throughout the decagyi simple objectives’ and measures that

can be quickly communicated and grasped acrossotin@any.

Companies with their feet to the fire tend to gathe lion’s share of business press and generate
tantalizing headlines. nut what of the vast numifeorganization that are moving along vary
well, making their way in a slow and steady progi@s of ever greater results? is the BSC
currently enjoying success realize that sustaipmogperity is a challenge to be confronted every
day . in fact generating enthusiasm for a changmwimay pose an even greater challenge to
those whose employees are operating in a peadetel sf confidence beyond by past results
.(Paul.R:2005:28).

2.2.3 BUILDING THE BALABCED SCORE CARED

The problem with many companies that those who us# BSC strategy to manage their
business is that they are unbalanced which theyt ¢@y attention to some very important

aspects of their business.

For instance they may pay attention to there fingzal internal process but they may totally
ignore their employees need for learning and grawtto a help hazard job of finding out what
there customers reality want as a result unbalanoetpanies employ poor strategies and make

all or of wrong decision.
» Building score for customer leg at three differleviel strategic operational tactical.
» Strategic level customer score card long term gbkdast 3-5 years.

* Operational level is for a one year time form awmhtains your annual operating plan

goal and objectives.



» Tactical level drives deeper in to your customeasuee and initiatives it has impact on

upper level score card. (C .Hannaberger &R.buch2@:321).
TEN TIPS FOR BALANCED SCORE CARED

1. Establish and remember where your company is head

fundamental to success of any endeavor (big orlsmadb first know the direction in which you
want go balancing the scoring of a business isifierent than arranging a vacations you have to
deicide what you wanted to do how you will finantcghow you will get there and gown much
fun and exciting the process will be in order te yeu’re company going to the right direction

you need to have mission vision strategies.
2. Understand and stay current with what your custoer want

Knowing your customer and constantly being in tuuh their needs and how to satisfy them is
fundamental in order to make NSC strategy work. [Bagling company in any industry is one
that is constantly updating customer knowledgeuidiclg how the customer is thinking about its

product and service and where customer could herkssrved tomorrow.
3. Define your score card and dash board in respoiislity

Simply installing scored card will be successfulslidaoards make. you have to have
understanding of who is responsible for doing whilaén specific action and adjustment are to

be made and by whom.
4. Charter effective committees

The leadership steering a companies decision aldw#t to pursed and support toward
continuous improvement and learn performance aséopndly linked to the BSC the direction

of the enterprise and how performance is targeteldhachived.
5. Establish and maintain accountability

Accountability means holding yourself responsibhel &taying committed to achieving certain
goal and expectation owning the scores and adgiftinthem to meet your goal.



6. Link your score card and dashboard to your straggies goal and objectives.

Bullied link between your score card and dash baargvell as you're objectives and strategies.
These links enable yore organization to respondéidkly to change in customer demand

capability and market.
7. Communicate you're personalized for leg approacko every one

In business like wise depend on how well every amderstand the overall mission and direction
of the company as well as how each person ratmpacdted. what management or employee
needs to understand the part and how they cabshpgbrt the four approaches to make BSC

success.
8. Use feedback and feed forward loops

You need to hear feedback on how you're doing ahdresyou need to make source correction
during the year. You also need to take prior infation and knowledge and coupled with their

predictive factor.
9. Plan and execute your BSC relentlessly

To make BSC work for your business you not onlyehtovcreate an effective plan but you also
have to follow through with the plan execute plan you also have to follow through the plane
execute the plane in line wit other foundationatiatives by having each initiative by having
each initiative and task laid out in a structuredd map make sure that the leader follows the

road map closely with check and balance in plad¢k tmdetect and correct side tracks.
10. Synergize your score card for competitive advdaage and new market entrance.

As your score card became more and more apart of asiness you will see increase
inflexibility, response time and other traits makigzou more competitive. (C .Hannaberger
&R.buchman:2007:321).



Implementing Change

When people think about change hey often pictureigdéng a bold new change strategy
complete with stirring vision that will lead an argzation in to a brave new future in fact this
crafting of a visionary strategy is a pivotal paithe process of change. Change succeeds when
an entire organization participate in the effortaaganization can be divided in to three broad
action role change strategists. Change implemamtgrchange recipients and each of these roles
play a different key part in the change processangbk strategies, are responsible for the early
work: Identifying the need for change creating t&on of desired out come. Deciding what
change is visible and choosing who should sponsmr @efined it and change recipients
represent the large group of people who must adopt adopt to the change this are the
institutionalizes, and their behavior determinesethbr a change will stick. But change
implementers are the one who make it happen, magdlge day to day process of change their
task is to help shape enable orchestrate, andtéeilsuccessful progress depending on the

extent of the vision they can develop.

- Predict some of the negative aspect that targetldlamticipate.

- Explains how people will be kept informed througk thange process.
(Jick, Peiperi: 2003:174)

Use of Scorecards

Scorecards are tools for communication. They candael in many different dialogues about a
most any kind of activity. Al organization strive please their customers, clients, or recipients in
general we all have internal processes and routirgeal reap rewards form what we did earlier
introducing BSC. However also means designing doouged management control system
scorecard are used to align business activitighaovision and strategies of a firm. Monitoring
performance in the dimensions used in score calldaking action appropriate for realizing the

intended strategy what we mean by using BSCs.

A number of firms use scorecards as a format fecudising strategies only, and have not reality
introduced them as a tool for ongoing managementralb Some companies structure. Their

plane and report in to four or five perspectivedat from the BSC. However they use this only



for sorting existing measures to provide an ovaevwik some cases scorecards were introduced
as a substitute for budgets, while in other caslgbis scorecards coexist. Some companies have
used scorecards for project. This application shbat the BSC s an attractive format for

discussing human activities whenever there is a neecommunicate ideas about causes and

effects and priorities or to check what has bednexed so far (Olve, Petri, Roy, 2003:7)



CHAPTER THREE

DATA PRESENTATION ANALYSIS AND INTERPRETATION

This chapter contains several parts the first peesent the characteristic of respondent
the second deal with an analysis of the data gathdrame respondent the three part
analysis focused on interview from manager of thespital investigating the

organization.

The researcher to analyze the data on the changagament practice (BSC) undertake
in the St. Paul Hospital. The analysis is basetherfeedback of the respondent response
to the questionnaires and interview. In order toiee the desired objective of the study
the researcher selected simple random samplingnitpeh i.e questionnaires for

employee of the origin; and interview for the tasgedepartment head.

119 questionnaires had been distributed of which r&@pondent filled and returned the

guestionnaires.



3.1 Respondent profile
This part interprets and presents the general nelgmd of questionnaires by sex, year of

experience and educational back ground.

NO ltem Category No of Percentage
respondent
1 Male 42 40.3%
Sex Female 62 59.6%
Total 104 100%
2 Less than 1yer | 19 18.2%
1-6 year 50 48.2%
Year of experience 6-10 year 20 19.2%
Above 10 year | 15 14.4%
Total 104 100%
3 Educational BackgroundCertificate 1 0.9%
Diploma 26 25%
Degree 61 59%
Masters Above | 16 15.3%
Total 104 100%

The above table show regarding to sex it comprisih lare female. From the above
sample 62(59.6%) of the respondent female 42(40&8%)nale. This shows that most of

the employee is female.

Regarding educational background of the respontign®%) are certificate and 26(25%)
of the employee respondent are diploma and 62(588%)degree holders and lastly
16(15.3%) are covered by master and above holdbese indicate most of the

respondent are degree holders.

As the table show most of the respondent work e&pee is one up to six year's by
50(48.2%) and 20(19.2%) of the employee have sixouten year experience and also
19(18.2%) of the employee have less than a yearexe lastly 15(14.4%) of the rest
of the employee have above ten year experiengediltate mote of the employee have

work experience of one up to six year.



3.2 Analysis of the subject matter under study

The data that focus on the finding of the studytaeerespondent giving answer of the

guestionnaires analyzed in number and percentagepieted as follows.
Table 2

Response of employee on awareness of the currgadenment action of balanced score
card (BSC)

Do you aware the organization current Frequency of Response
implementation of BSC Number Percentage
Yes 72 69.2%

No 32 30.7%

Total 104 100

The data in the above table indicate 72 (69.2%hefrespondent yes that they are aware
of the organization implementing balanced scoreedrite (30.7%) of the respondent no
and have no idea if the organization implement arimplement the practice of BSC.
There four the above data show most of the respundeplies they know the
implementation of BSC so the organization give @amass to its employee in order to

make the work process easy.



Table 3

Response of employee on how they know the impleatent of BSC on the

organization.

How do you know the implementation of Frequency of Response
BSC in the organization Number Percentage
Through meeting 64 61.5%
Through briefing by my boss 20 19.2%
Through rumors and gossip 20 19.2%
Total 104 100%

From the above question 64(61.5%) confirmed thay tet to know the implementation
through meeting the organization prepare on therdiland 20(19.2%) of the employee
respondent say that they get to know the implentientahrough briefing by their boss
and 20(19.2%) of the employee respond they onlywiie implementation only through
rumors and gossip these indicate most of the relgdrget to know the implementation

through meeting the organization prepare.
Table 4

Response of employee on the commitment of seniogera

To what extent is senior manager is Frequency of Response
committed to the job Number Percentage
Highly 10 9.6%
Averagely 64 61.5%
Less committed 30 28.8%
Total 104 100%

As the table show on the commitment of senior mana@(9.6%) of the respondent state
that highly and 64(61.5%) of the employee respohtEsponded they agree averagely on
the commitment of senior manager and 30(28.8%hefréspondent respond that senior
managers are less committed and they are unsatisfdao their job .Senior management

commitments required for any imitative to be successful



Table.5 Response of employee on getting the necessarningai before the

implementation of BSC.

Did you get the necessary training before Frequency of Response
the implementation of BSC Number Percentage
| didn’t get the training 24 23.07%
| get the training 30 28.84%
Have no idea 50 48.07%
Total 104 100%

The data in the above table indicate that 24(23)0d®the employee respondent indicate
that they did not get the training and 30(28.07%}He respondent say get the training
and at last 50(48.05%) of the employ state thaty thave no idea about if the
organization where to give or not to give the tirgbefore hand this indicate most of the
employees did not know if the organization giveirireg or not. Training and
development help to optimizing the utilization afrhan resource that further helps the

employee to achieve the organizational goal as agetheir individual goals.



Table 6

Response of employee on the effectiveness of chiarthe organization.

Do you think change implementation effective |in Frequency of Response
St Paul Hospital Number Percentage
Yes 20 19.%
Some how 22 21.15%
No 10 9.61%
| don’t know 52 50%
Total 104 100

Regarding the above table point the effectivenagdantation of change 20(19.23%)
responded yes, (21.15%) state somehow and10 (9.688ppnded no while 52(50%)

don’t know the effectiveness of change. So in tlgaoization most of the employee said
| don’t know about if the change is effective ot.reo the organization must give a lot of
awareness when a certain change implemented. Teaise organizational effectiveness
winning companies create sustainable competitiva@idge by aligning their talent and
business strategies organizational effectivenesg malue to their client’'s organization

by facilitating the integration and alignment oé thusiness.

Table 7

Response of employee on understanding of theib@ater

| have better idea of My job responsibility after Frequency of Response
implementation of BSC Number Percentage
Agree 35 33.6%
Disagree 25 24%
Undecided 44 42.3%
Total 104 100

Regarding the above table 35(33.6%) of the respuratgreed on better understanding of
their job after BSC implementation and 25(24%) lné €mployee disagree and threes
(42.3%) implies undecided these implied that mdsthe respondent are familiar with

their job Understanding your job role and desooiptis the most important aspect when
applying for a new position or starting a new jobvehen you are in your current

position. This will ensure that you ultimately unskand the task and duties that you are
expected to fulfill in order to earn your remuneratand also add value to the company

your working for



Table 8

Response of employee on the commitment of the weikethe organization

Are you committed to any change the organization = Frequency of Response
bring Number Percentage

Yes 70 67%

Somehow 20 19%

Not at all 14 14%

Total 104 100%

On the topic of the tale point toward the commitmeh the employee in their

organization 70(67%) indicate or response yes d@({d92%0) responded somehow and
lastly 14(13%) said not at all as we seen the mespd0(67%) said they are committed
the change the organization bring it indicate mestployee welcome a change the
organization bring. The top three drivers of emplycommitment are satisfaction
fairness and care concern for employee organizatnust recognize the employee
commitment is a master contributing factor towaustaining long term success and

creating value.



Table 9

Response of employee on when implementing BSCeit iiebeen hard due to?

When implementing BSC it been hard to me asto  Frequency of Response
how to implement it due to Number Percentage

Lack of adequate training 32 30%

lack of support of management 42 4.03%

shortage of technology 10 9%

lack of motivation and incentive supported 20 19.3%

Total 104 100

As the above table 10 point toward on why it's hardimplementing BSC due to four
response 32(30%) respond it been hard on themaatteof adequate training 42(40.3%)
responded it been hard on them due to lack of stpmmn managers, 10(9%) responded
the reason for it been hard is shortage of teclyyodmd lastly 2019.3%) of the employee
respondent it been hard on them due to lack ofvattin and incentive support. Most of
the respondent response is due to lack of suppmrt management side this implies the

organization is counting, lacking of supportingstaff member.
Table 10

Response of employee on if the Hospital providednficessary equipment

The hospital provided us with the necessary Frequency of Response
equipment when BSC is implementing do you Number Percentage
agree

Yes 18 17.3%

A lot agree 26 25%

Yes but not adequate 57.6 9.61%

Total 104 100

Regarding the above table it indicate that 18(17%.8#4he employee responded yes that
the Hospital provided them with the necessary egeit and 26(25%) of the employee
respondent not agree indicate that the Hospitahdtdorovided them with the necessary

equipment and lastly 60(57.6%) responded yes butadequately it implies that they



agree on the Hospital provided them with the eqeipinthey need but their insufficiency
on the equipment they give and these respondentwthe most when we compare them
from the above choice mentioned it indicate theanization have shortage of equipment

and need to improve this kind of situation.
Table 11

Response of employee on their involvement in tlengk process

Your involvement the change process is Frequehdgesponse
Number Percentage
High 30 28.8%
Average 60 57.6%
Low 14 13.1%
Very low - -
Total 104 100

The above table indicate that on the involvementcbéinge process 30 (28.8%)
responded that there is high involvement in thengbegorocess 60(57.6%) responded the
involvement is averagely while 14(13.4%) of empl®yespondent say the involvement
Is low and lastly (0%) or none of the said themolmement in the change process is very
low. Direct employee involvement in any organiza#b change is critical to proper
implementation when change in planning stage afistepartment that will be affected
by the alterations should be compiled. Getting &mployees directly involved in

planning change make it easier for them to exeitute



Table 12

Response of employee on their commitment.

Are you committed to your company mentally Frequency of Response
physically Number Percentage
Yes 42 40.3%
No 30 28.8%
Not always 32 30.7%
Total 104 100

Regarding the data in the above table indicateG284) of the employee respondent say
yes on the commitment on their job and 30(28.8%thefemployee respondent replied
no while 32(30.7%) of the employee response whetealways that committed to their

job. These implies the organization need to warkhow to make employee engaged to
their work mentally and physically its common sertsat committed employees are
much more productive and act as great ambassadothd brand. They are also less

likely to take sick leave and for more likely tonain loyal.



St. Mary University
Business Faculty
Department of Management

Response of Managers Interview

1. Do you think changes are always necessary in thenization?
Change is important for any organization (yes) heeawithout change business
would likely lose their competitive edge and failrheet the need of what must hope
to be a growing base of loyal customer and alsis mecessary because it allow
employees to learn new skills, explore new oppatyusnd expertise their creativity
in way that ultimately benefit the organization ahgh new idea and increase
commitment.

2. Why do you think organization finds it hard to cgarand when new change occurs
how does your organization reaction to the chargh Im employee and managerial
side?

Change is hard changing your organization is e\addr sometimes because people in
power typically do not want to realest their powmpple in control do not want to raise.
Their control because the new way may not meetr thession or value system,

organizational change is hard and it takes timeafororganization to change it has to

change though out the whole system top, down an &een worker to top management.

The employee reaction where that most of then whew hear the change the message

gets garbled, misunderstanding happen which thehtbacreate trust.

3. During the implementation of this change what was difficult problem that he

organization faced? And as a manager what wascaniribution to this?

Different people have different opinion so the peoi where people lack confidence in

the decision making process we value issue diftgrenost people where driven by self



interest. The manager helped that to be sharearepware or involved in process, get
deep in side the organization discover what mattaployees in different area of the

company.

4. How do you evaluate employee satisfaction and pedace on your organization
after the implementation of balanced score carddB&d do you think employees

are happy and engaged in their job?

Employee are not always happy or welcome new chawegar usually exercise sound
judgment he blending of job related education skidhd experience severely lack in
knowledge understanding job routine some knowlesijeto be acquired makes average
number of mistake.

5. After the implementation of BSC do you think thganmization has improved its way
of giving its service to the customers and waseitdy than your performance before

the implementation?

Even through at some point there is a problem neede improved that is an
improvement achieved after the implementation ofCB far so implementing BSC

indeed help the organization at some point.

6. Do you think the performance improvement initiaivibe organization working on

rally working? Is the organization growing?

Improvement initiatives are cross functional anureg] simultaneous change to process
technology and organization consequently this itnaest represent a huge investment in

terms of both cost and time despite all this tlganization still making progress.



CHAPTER FOUR
SUMMERY CONCLUSION AND RECOMMENDATION

4.1 SUMMERY
Based on the data presentation and analysis tbg stuncept with the following finds.

* 72(69.2%)of the respondent rated the awarenessh@fotganization current
implementation of balanced scorecard .i.e the a@egfeawareness is the single
most determine factor in managing effective cha3g¢€30.7%) of the respondent

are not aware the implementation of balanced stamed in the organization.

» 50(48.075) of the respondent have no idea thatatfganization was giving
training before the implementation of balanced scard practice .30(28.84%) of
the respondent get the training and 24(23.07%h@fréspondent rated as they did

not get the training.

» difficulties on employees when implementing balahseore card was notice i.e
lack of support from management ,lack of adequai®ihg , lack of motivation
and incentive support and shortage of technolog$®2) of the respondent
responded lack of adequate training,42(40.3%) medpd lack of support of
management ,and shortage of technology responded ¢9%)and lack of

motivation and incentive support by 20(10.3%)of tegpondent .

* 70(67%) of the respondent indicate that they amanoitted to any change the

organization bring.

» After the implementation of balanced score care(B3%%) of the respondent
agreed that they have better understanding of {biodafter the implementation
and 25(24%) of the respondent disagree, 44(42.3%)ef respondent have
undecided about whether they agree or disagrabeoterm understanding of

their job after.



» According to the response they are building chaeftgctiveness through training
direction of polices discussion between employed ather celebration and

incentive.

In commitment of the senior managers,64(61.5%)efréspondent fill avaragely others
10(9.6%) of the respondent said the commitment leé senior managers are

highely.28.8(19.2%)of the respondent said their mitment is less in the organization.



4.2 CONCLUSION
Based on the finding of the study the flowing cosan are made

* The organization does not give serious consideratothe actively related with
the implementation of balanced score cared thegatriead to or could affect the
out put of these systems.

* The management of the organization is not givingleasis to make employee be
aware of the significant of change

» The organization under the study is not give enougbrmation about the
implementation of this new practice to the empleyesho work in the
organization if not these might cause failure tarae.

» Because the organization is not giving enough @earadequate information and
training about these new practice the employees eramounter resistance to
change.

* The management of the organization have probletharpart of networking and
coordination. If problem related with networkingsar it can break or make the
change happen.

* The management of the organization is not stroaglising the staff and hearing
there concerns in the implementation of balanceorescared these cause

resistance to change.



4.3 RECOMMENDATION

* In order for the organization t o grows the managast support the staff member
and should work on hearing employees concern,adéagive them feedback.

* For the change management to be effective the maf@on should work on the
networking and coordination.

* As the organization is working on heath preferetigeorganization should giver
training for the workers in order to have clean attdng work environment.

» The organization should give brief information abdhe implementation of
balanced score cared and create awareness ofahgecamong employees.

* The management strongly advised to make staff awlaoeat overall impact to the
employee in order to reduce resistance in condgittatanced scorecard.

* The organization should work on haring employeeceon idea and support the
staff member because in order to make the orgamzgtow the manager is must

support the staff member.
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Questionnaire for employee

The following question nary is prepared by the deggraduate of St.Mary University collage
the aim of providing a research paper to fulfiljuegement of first degree graduation. These
contain three pages and expected to take few mtoutemplete. the aim of these questionnaire
is to make an assessment of change managementSigmctice in St Paul hospital finally |
kindly request you your valuable and reliable remseoto fill as soon as possible. Make shire that
these questionnaire is only for research purposkfig free your response will keep secrete
.please indicate your response by making a tickk(right) on the part you agree or disagree as
listed below it is the researcher belief that thiécome of this questionnaire will help improve

customer service.

Personal information
1. Sex

A. male|:|
B. female[ ]

2. Educational back ground

. certificate [ ] B. Diplom[ ]

. degreq__] D. master and above

A
C
3. Year of experience
A. less than a ye[ ] B. 6-10 ye{ |
C

.1-6 year— D. above 10 yd ]

4. D o you aware the organization current impleraigon of BSC?

A Yes [ ] B.N{__]



o

If your answer is yes how do you able to know?

. Through meeting [ ] B. through briefing by my bo{™ ]

O »

. Through rumor and goss{__|

o

Do you think implementing BSC is necessary shbspital?

.Yes[ ] B. No ]

7. To what extant is senior manager is committeithégob?

>

A. Highly B. Averdge|[ | C. less commitf ]
8. Did you get the necessary training before thaementation of BSC ?
A.Yessomeof y | B. All of us get the training|:|

C. Not at all

9. Do you think change implementation is effeciivé&t. Paul hospital

A. Yes L] B. Seimow [_]

C.No[ ] D.tdit know [ ]

10. I have better understanding of my job afterithiglementation of BSC?

A. Agree [ ] B. Disagr|:| C. Undecided:|

11. Are you committed to any change the organinationg?

A Yes[ ] B. Somehow C.Notatd |

12. When implementing BSC it been hard on us &®toto implement it due to ?
A. lack of adequate training”]

B. lack of support from managemd__]

C. shortage of adequate technold__]

D. lack of motivation support[ ]

13. The hospital provided us with necessary equippmwen BSC implementing do you agree?

A.Yes[ ] B. Notrag[ | C. Yes but no¢qubtd )



14. Your involvement in the change process is?

A. High [] B. Averad__| C Low[__] D. Very low [_]
15. Are you committed to your company physicallg amentally?
A.Yes[ ] B. No|:| C. Not alwa[ ]

16. Do you usually hearer about important changgéaing in your organization?

e

17. How does the management support the staff poove the weakness on the service they
give?

18. What are the major problem facing the changgnam

19. What do you suggest to improve the change nesmeigt practice of the organization?

20. Do you think implementing BSC is making thegited more successful than before?

SOM BN O . .. e e e e

o



Bibliography

Addis Ababa city government guide lindr{published)
Chuck Hannbereger, Rick Buchman &Peter Economy{RUOEdition Balanced Score Cared
For Dummies. Wiley publishing Inc, Indianapolis, Indiana & Calaa

Internetwww.google.com

Jone Hays (2007).tHEheory of change management practic&™ Edition Palgrave Macmillan.

Nils Goran Olve ,Carl Johan Petri, Jan Roy ,Sofy.Ra003) f' Edition making scorecard
Actionable john Wiley & son’s LTD publication England

Paul R.Niven (2005Balanced Scorecard Diagnostics 1™ Edition John Willey and Sons,
Hoboken, New Jersey in Canada.

Robert A.Paton,James MCcalman (20@Hange management practic€™ Edition saga.
Publication New Delhi

Sudan and Navin Kumer (200@yganizational Effectiveness of Change Managemer2nd
Edition j.| Kumer for Anmol publication P.V.TD new Delia and printed at Mehra offset.

Todd D. Jick ,Mavry A.Peiperl (2008)anaging Change2™® Edition mc Graw hill publication

New York



DECLARATION

We the under designed, declare that this seni@yessmy original work, prepared under the

guideline of Ato Habete Zeberga source of materisded for manuscript have been duly

acknowledged.

Name:

Signature:

Place of submission:

Date of submission:

This senior essay has been submitted for exammatith my approval as a university college

advisor

Name:

Signature:

Date:




