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Abstract

By launching Egypt Vision 2030, the Egyptian Government is interested in
improving the organisational performance of Egyptian Tax Authority (ETA).
This is due to the raising of contribution ratio at the public treasury in Egypt. In
this context, ETA applied CAF to improve its organisational performance.
Otherwise, implementing CAF revealed some weakness when it is applied at
ETA.

Therefore, this study examines the relationship between using the third
generation BSC and effectiveness of CAF to gain a more comprehensive
understanding of developing a new model in organisational performance
assessment for achieving organisational excellence to ETA.

The existence of CAF and BSC is widely recognised, as there is an
importance of understanding the strengths and weaknesses of each one.
Nevertheless, whilst many implementation models and frameworks have been
designed and proposed, very few studies have been located in the literature that
has systematically investigated the impact of BSC on increasing the effectiveness
of CAF. This theoretical lapse in the organisational performance assessment
literature necessitates an investigation of the direction and significance of the
relationship which can help in devising more informed performance assessment
implementation models.

The variables of this model were determined based on literature review.
Afterwards, Hypotheses were formulated and research model was developed than
the two questionnaires were prepared based on current literature review and by
making some adjustments to fit the field. Subsequently, the questionnaires were
revised and approved by Central Agency for Public Mobilization and Statistics.
Then they were distributed to Managers and Employees at large Taxpayers
(LTC).

In this context, the quantitative research methodology was adopted to
examine the relationship between using the 3™ generation BSC and effectiveness
of CAF in ETA. Accordingly, this study uses one independent variable, the 3
generation BSC, and nine sub-dependent variables of CAF criteria (Leadership,
Strategy and Planning, People, Partnership & Resources, Processes, People
Results, Citizen-Oriented Results, Social Responsibility Results, and Key
Performance Results). A set of Hypotheses was developed describing the
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expected relationships between these two sets of variables. The study adopted a
positivist Philosophy using handed and electronic questionnaires to obtain
quantitative data for hypothesis testing.

The data for this study was obtained from Large Taxpayer Center (LTC) at
ETA which collects approximately EGP 102.5 billion that represents about
59.08% of total ETA tax collection. For this influence, it was chosen as a study
population, which consists of 576 labour force, that divided into 114 managers,
and 462 employees. The sample consisted of 87 usable responses, from both
managers and employees.

The Partial Least Squares Modelling (PLS-SEM) was employed to validate
both Measurement and Structural Model. SPSS V.23 has used to conduct all pre-
analysis procedures for the dataset. The output of SPSS revealed that data is non-
normal and there are not any outliers or missing and Errors in it. Accordingly,
SmartPLS V.3.2.6 can handle this non-normal data. SmartPLS was used to test
the Measurement Model and the Structural Model. The initial model was
modified in an iteration manner to increase the explanatory power of model and
find the interdependent relationships among various study variables. Finally, both
models showed a very good fit to the data, with good variable Reliability and
Validity. Therefore, the main and Sub-Hypotheses of this study are accepted.

The findings of this study confirm the significant impact of using the 3"
generation BSC in increasing the effectiveness of CAF. This result will overcome
the weakness of CAF, and improve the overall strategic management system at
ETA.

This study makes several contributions in both academic and practical terms.
Theoretically, using the 3" generation BSC with its developed tools overcome the
weakness of CAF. In addition, this study develops a new model by combining
both of them to assess the organisational performance. Likewise, this study uses
PLS-SEM for analysing the relations between CAF and the 3 generation BSC
and tests the presented model. Practically, this study presents a developed model
for assessing and improving its organisational performance efficiently in ETA.
Besides, it will benefit Egyptian POs by presenting a new tool for them to
accurately achieve their goals in the framework of Egypt vision 2030.

25 25 s 2s




viii

Dedication

It is my genuine gratefulness and warmest regard that | dedicate
this work to my homeland, Egypt, hoping to improve the Performance
Management System in the public sector. | also dedicate it to my Spir-
itual Professor, Prof. Dr Aly Abd EI-Wahab, May Allah have mercy on
him, whose has a favours to me, | shall never forget my great parents,
who have always loved me unconditionally and were always encour-
age me to work hard for the things that I aspire to achieve, my beloved
wife and my lovely children Adham and Hana, without whom this the-
sis would have been completed two years earlier, my dear brother, who
stands by me when things look bleak. And finally, my friends who en-

courage and support me.

All praises are due to Allah, the lord of the worlds



Acknowledgements

Praise is to Allah, the Almighty, who gave me the strength and ability to
complete this doctoral thesis. Like most PhD. researches, this thesis represents
hours of input and mental fatigue. The successful accomplishment of a PhD thesis
Is not a personal and individual task. It would have been almost impossible for
me to overcome the challenges of this project without the help, encouragement,
support and motivation that | have received from many wonderful and supportive
people. Indeed, this achievement is made possible because of them.

The first and most important role in the accomplishment of this thesis was
of my supervisors, Prof. Mamdouh Refaiy, and Dr Gazia Zaatar, | will never
forget your great contribution. | was privileged to have worked with you. Thank
you for your help, guidance and suggestions during different stages of my
research. | have learnt from your constructive comments on my thesis. Thank
you for straightforward and clear criticism for improving my work. |
benefited a lot from your comments and suggestions in developing my
research work. Your support is highly appreciated, encouragement, and
generosity. You have made a great change in my life. | would like to extend my
thanks to Prof. Nader Albair, and Prof. Ahmed Samir for accepted to share in
Examining Committee, and for their valuable comments and notes to improve
this thesis.

Secondly, My beloved family, | am thankful to my parents for giving me all
of the support, prayers, and opportunities I could have ever have wished for. My
amazing wife, |1 am not quite sure how you put up with all of this, your
unconditional love, support and patience, was beyond anything | could reasonably
have expected. My dear brother, your support and encouragement were the most
important assets for me in doing my study. My lovely children, Adham and Hana,
| apologise for my shortness with you many times, and | hope that | will
compensate you for these times, God willing.

I would like to extend my thanks to Mr Abd El-azim Hussien, Head of Large
Taxpayer Center (LTC), and Mr Emad Ahmed, General Manager of Auditing at
LTC for their support to complete this study. | am very much thankful to LTC
and their staff who participated in this study, for their time and assistance in data
collection. | can’t forget the unconditional support from team of TQM
Department, Your support and encouragement are very helpful to me, many
thanks for you.




To the broader academic community who provided great insight, ideas and
motivation, Particularly, Mr Nick Thijs, Expertise at EIPA, who provided me
with directions to use the 3™ generation BSC, specifically helping shape the
research model; I also owe a lot of thank to Prof. Christian Ringle, whose initial
guidance regarding PLS-SEM, sample size and ongoing assistance with
SmartPLS was crucial; and Caroline Pitcher, Marketing Manager at 2GC Active
Management, who provided data about usage of BSC in the public sector.

To my supervisor at Planning Studies Department at ETA,
Mr Essam Salah El-dien, your vision, enthusiasm and assistance in helping me
see the bigger picture; you deserve a medal for all the support you provided, and
| also owe thanks to my colleagues at the Planning Studies Department, who were
hugely supportive and making this whole journey possible.

| am very grateful to the English reviewers who contributed their valuable time
and talent to develop and ensure the thesis’ quality through their constructive
comments and suggestions to me. The reviewers from the EgyPerfect organisation
include Mr Ahmad Abbas and Mr Yasser Seddiqg.

In conclusion, many thanks to all my friends who helped me in one way or
another. Their advice and encouragement helped me a lot to accomplish my
research.

&S e 2 S




Xi

Declaration

| hereby declare that all information in this document has been obtained and
presented in accordance with academic rules and ethical conduct. | also declare
that, as required by these rules and conduct, I have fully cited and referenced
all material and results that are not original to this work. During the preparation
of this thesis, some papers were prepared as listed below.

Research Publications:

e El-deeb, Wael. (2017). The Impact of Using 3'Y Generation Balanced
Scorecard on the Effectiveness of Strategic Management System “An
Applied Study on the Egyptian Tax Authority (ETA)”. Master and PhD.
student’s researches, Commerce Faculty - Ain Shams University.

e El-deeb, Wael. (2017). The Third Generation Balanced Scorecard: Evo-
lution, Components and Advantages for Public Sector. Master and PhD.
student’s researches, Commerce Faculty - Ain Shams University.



xii

Table of Contents
QUIANIC VEISES  oouvieitieiie e ctee sttt e e te e st e e bt e et e e ebeesae e e beesaeeebeesateesbeesaeeebeesabeebeesnbeesbeesnbeenbees iii
KBYWOITAS bbb b bbbt b et b ettt %
ADSITACE bbbttt b e nre s Vi
D =T [ o U1 o] o 1SRRI viii
ACKNOWIBAGEIMENTS ...ttt ettt e e e e b e e s e e beeerbeesreeaneas iX
D =Tod - = U1 o] o OSSPSR Xi
TaDIE OF CONENTS ...ttt nb e ne s xii
S 0 R 1= ] LRSS XiX
LISE OF FIQUIBS oottt e et et e et e e s a b e e be e st e e sreeanbeenreeas XXi
List of Abbreviations and ACIONYMS .........coiiiiiiiiirieiee e XXiii
Chapter One: Introduction

I O Y= o - SRS 1
O o d o] (o] ¢ 10 VS [0 Y PP PRPR 4
1.2.1. The exploratory StUAY STEPS ......coviiirieriiiriiiriee e e 5
1.2.2. Findings of EXPloratory StUAY:........cccooiiiiiiiieeic e 6
1.2.2.1. Findings related to current performance assessment at ETA ..........ccccoceiennnee. 6
1.2.2.2. Findings related to applying CAF .......cooiieeee e 6

1.3, StUAY ProbIem ... . 7
1.4, StUAY SIGNITICANCE ....oiviiiiieie ettt sbeetesreenbeenee s 9
1.5, StUAY MOTIVALION.......iiiiiiicie ettt e esreerenreesreenee s 9
1.6, StUAY ODJECTIVES ..ottt bbbttt bbb 10
1.7. Gantt Chart for the study plan..........cccoooveiieii i 11
1.8, STUAY STFUCTUIE ...ttt ettt 12
1.9, SUMIMAIY oottt s e s r e e sb b e e st e e e nbb e e e bb e e e br e e e beeennnes 15

Chapter Two: Literature Review

2.1, OVEIVIBW oottt sttt b ettt e bt e e st e e b e et e e neesbe et e eneesbeebeanne s 16
2.2. The concept and implementation Of CAF ... 17
2.3. The concept and implementation of BSC in the public Sector...........ccccccceevieiieiiieennn. 23
2.4. The integration between CAF and BSC.........ccociiiiiiiiiiic e 36
2.5, GENEral CONCIUSION ....ccuuiiiiiiieit ettt ettt sr e nbe e 46
2.6, SUMIMAIY oottt b etttk b et e b e et e bt e bt e e e nbe et e enn e 47

Chapter Three: An Overview of Common Assessment Framework (CAF)

TR0 O 1 T T SRRSO 48
320 DEFINITION .ottt et sb e e e nre e be e 50
3.3, The ODJectives OF the CAF ... 51
3.4, The Benefits OF CAF ...ttt be e 51
3.5. The importance of USING the CAF ......c.ooi i 52
3.5.1. Reason 1: Success of the CAF depends on the applied Way...........cccoovevvririinnnne 52
3.5.2. Reason 2: Working with CAF also means launching improvement actions.......... 52
3.5.3. Reason 3: Excellence is the beginning and the end of the CAF ............cccoveeni. 52
3.6. History and CONEXt OF CAF ... ..ot 53
3.6.1. The RiStOry OF CAF ...t re e 53
3.6.2. Evolution in the development and use of the CAF Model:.........c..cccceoveiiiiiiinennnne 56

3.6.3. Overview of using CAF in different SECIOrS: .......ccvvvverieriiieieeie e 58



Xiii

3.6.4. Reasons for uSing the CAF ........ccv o 60
3.6.4.1. INtErNal REASONS .......eiueeiieiee ittt sttt reesbe e 60
3.6.4.2. EXIErNal REASONS ......cueiuiiiiiiieiieieiie sttt bbb 60

3.6.5. Reasons for using the CAF instead of other TQM t0OIS..........ccccoevvievveiiiiiiiiee 61

3.6.6. The position of CAF in the context of the evolution of quality thinking............... 61
3.6.6.1. The relation between Total Quality Management (TQM) and CAF............... 61
3.6.6.2. The role of PDCA cycle (Deming's circle) in CAF .......cccooveiiiiiieiiieiiciies 62

3.7. The Principles of Excellence inthe CAF ... 63

3.7.1. Principle 1: ReSUltS Orientation ...........cccoveiiiieiiiie e 63

3.7.2. Principle 2: Citizen/CUSTOMET TOCUS ........uerviriiiiieiieieriesie st 63

3.7.3. Principle 3: Leadership and constancy Of PUIPOSE.........cccceverireiieienie e 63

3.7.4. Principle 4: Management by processes and facts............cccccvevieeieiiievieieciecseenns 64

3.7.5. Principle 5: People development and involvement...........ccccoovviiieieiencnc s 64

3.7.6. Principle 6: Continuous learning, innovation and improvement ............ccoccocevvenne. 64

3.7.7. Principle 7: Partnership development ............ccccveviiiiieie e 64

3.7.8. Principle 8: Social responsibility ... 64

3.8. The structure of the CAF MOEl .........coooviieiiee e 64

3.8.1. The MOAEl’S IOQIC......ccuiiiiiiie et 64

3.8.2. The CAF MOUEL....c.eiiieiei e ettt 66
3.8.2.1. ENADIEIS CrITErIA......iitiieiiiieiieieie ettt 66
3.8.2.2. RESUIS CrItEIIA. ....eiuiiieieiiieie ettt 74

3.9. The Scoring SYStEM OF CAF ... e 78

3.9.1. The role 0f the SCOMMNG ....cc.voiiiiiieee e 78

3.9.2. The Methods Of SCOMNG.......ccviiiiiiieie e 79
3.9.2.1. The ENabIErs CrItEIIa .....c.ccueiueieeieiieie e see e see e se e se e ee e e ee e sneenee s 79
3.9.2.2. The RESUILS CItEITa.......eeierieriiiirieiie et 82

3.10. CAF EXternal FEEADACK .........ccoviiiieiiee et 83

3.10.1.The background and the demand for external feedback..............ccccoevveviiiiinennne 83

3.10.2.The objectives of the CAF External Feedback Procedure..........cccccovevvviiieiininnnns 84

3.10.3.The principles of the CAF External Feedback Procedure ...........ccccocevovevviiiennnnnnns 85

3.10.4.The implementation stages of the CAF External Feedback Procedure .................. 85

3.10.5.The CAF External Feedback Procedure ...........ccceeieiieiiiieniee e 86
3.10.5.1. Pillar 1: The process of self-assessment: Steps 1-6 .........ccccevererencrcnenennn 86
3.10.5.2. Pillar 2: The process of improvement actions: Steps 7-10 .........cccccevvvevieennene 88
3.10.5.3. Pillar 3: The TQM maturity of the organisation.............ccccceevvevieiieeiiiesinnns 92

3.10.6.The phases of CAF External Feedback Procedure ............ccccooveeviiieiiieiciinneene 93

3.10.7.The CAF External Feedback ACIOrS.........ccooiiiiiiiiiiiese s 95
31071, THE TASKS ..ttt ettt be e 95
3.10.7.2. TNE COMPELENCIES. .....eviiieiieiieie sttt b e 95
3.10.7.3. Code of conduct for the CAF External Feedback ACtOrS.........ccocvvirvriennnnn 95

3.11 Key challenges of the implementation of the CAF ..., 95
3.12 Key SUCCESS FACLOrS OF CAF ...t 96
3.13 Case study for applying the CAF in Tax Office in PlonsK ..........ccccoovveviieiiievieciieenn, 97

3.13.1.The state of Tax Office inN PIONSK ..........cccooviiiiiiee e 97

3.13.2. Objectives of applying CAF in Tax Office in PIonsK..........ccccccovevviiiviiiiiccnee 97

3.13.3.THE CAF TBAM.....eeiiicceie ettt te e e sreeneeereenteenee s 97

3.13.4.The implementation OF CAF ... 98

3.13.5.ThE MAJOI FESUILS ....eecveeieie it sre e sre e te e e 98

3.13.6. Obstacles in project Implementation............cccvoveiiiniieneieee s 99

3.13.7. Effects of the implemented Project.........cccovvieieeieiiieii e 99

3.13.8. CONCIUSION ...ttt bbbttt st 99

.14 SUMMATY oot b etk b et b et e b b e n e 100




Xiv

Chapter Four: The Theoretical Framework For Balanced Scorecard (BSC)

Ot @ VT VT USSR 101
4.2, DEFINITION oottt bbb ne e 102
4.3. The 0bJectives 0F the BSC ..o 103
4.4, BenefitsS OF BSC .....oooiiiiiiie e 104
4.4.1. Benefits of BSC to the organiSation..........c.cccooeiereieniiienisieieiee e 104
4.4.2. Benefits of BSC t0 the Managers .........ccocveiieiii i 104
4.4.3. Benefits of BSC t0 the EmMPIOYEES .......cooiiiiiiieie e 105
4.5. The importance of USiNg the BSC ..ot 106
4.6. History and context OF BSC ... 107
4.6.1. The NISTOrY OF BSC .....cioiiiiiiieriese e 107
4.6.2. Evolution and typologies of BSC..........cccceiiiiiiiiiicce e 109
4.6.2.1. The First Generation BSC: BSC as a Performance Evaluation System....... 112
4.6.2.2. The Second Generation BSC: BSC as a Strategic Management System......115
4.6.2.3. The Third Generation BSC: BSC as a framework for organisational change
...................................................................................................................... 118
4.6.3. Trends and indicators Of BSC..........ccoiviieiiieiice e 119
4.6.3.1. Overview of the usage of BSC in the different countries .............ccccevevnnnnn. 119
4.6.3.2. Overview of the usage of BSC in the public SECLOr .........cccoviiiiiininiine, 120
4.6.3.3. Reasons for using the BSC.........ccoiiiiiiie s 120
4.6.3.3.1.To help in changing the elements of performance measurements........ 120
4.6.3.3.2.To enhance the Processes of the organisation...........cccocceecvvveiierennnn 121
4.6.3.4. The objectives of using Balanced Scorecard.............c.ccoovvvviineiiieniennnnnn, 121
4.6.3.5. The impact and links of BSC t0 other proCesses.........cccoovvevveiiieeieesiinenineann, 122
4.6.3.6. The types of Balanced SCOreCard...........ccooerererinininenieicesese s 123
4.6.3.7. The responsibility of designing the Balanced Scorecard ...............ccocevvrnnnne. 124
4.6.3.8. The responsibility for managing the Balanced Scorecard.............cccccvevnenane. 125
4.6.3.9. Balanced Scorecard Reporting FrEQUENCY ..........cccoririiinieiciene e 125
4.6.4. The position of BSC in the context of the evolution of quality thinking............. 126
4.6.4.1. The relation between Total Quality Management (TQM) and BSC.............. 126
4.6.4.2. The role of PDCA cycle (Deming's circle) in BSC........cccoceoeiiiiicicncninnn. 130
4.7. The Principles 0f the BSC.......cooiiiiiie e 131
4.7.1. Translate the strategy into operational terms ..........cccccoveeiiieiiicvie i 132
4.7.2. Align the organisation t0 the Strategy ..........ccccevereriiiieniiiceee e 133
4.7.3. Make strategy everyone’s everyday job.........cccociieiiiiiiiiicc 133
4.7.4. Govern to make strategy a continual ProCess..........cccveveeiieivieevie s 134
4.7.5. Mobilise change through executive leadership.........cccocivriiininiinennenesns 136
4.8. The structure of the BSC MO ..........ccooiiiiiiiiiiiceee e 137
4.8.1. The Balanced Scorecard's 0gIC ..........cccurviiaieiieiiieiiiie st 137
4.8.2. Assumptions of the BSC model............cooiiiiiiiiiiee e 138
4.8.2.1. The BSC model complements financial measures..........ccccccceevvevieciieevienn, 138
4.8.2.2. The BSC model is conceptualised on four business perspectives................. 139
4.8.2.3. The BSC model’s perspectives are linked to time horizons..............ccccceeue. 139
4.8.2.4. The BSC model suggests cause-and-effect relationships within perspectives
...................................................................................................................... 140
4.8.2.5. The BSC model can be used as a strategic management tool ....................... 141
4.8.2.6. Translating the VISION ........cccooueiiiiiiie e 142
4.8.2.7. Communicating and HNKING .........ccooviiiiiiiesese s 142
4.8.2.8. BUSINESS PIANNING......iiieiiieieiieiie et sre e sreesne e 142
4.8.2.9. Feedback and 18arning.........ccoceiieiiiiiiieiesie e 142

4.8.2.10. The BSC model works in a top-down hierarchical manner..............c.c........ 142



XV

4.8.3. WHhaL IS “DalANCE™? .. .iiiiiiieiieie e 143
4.8.3.1. The balance between financial and nonfinancial indicators of success........ 143
4.8.3.2. The balance between internal and external elements of the organisation.....143
4.8.3.3. The balance between lag and lead indicators of performance ...................... 143
4.8.3.4. Balance between Organizational Silos and the Overall Corporation............ 144
4.8.3.5. The balance of Finance with Operational Priorities............cccccoevevviiveieenns 144
4.8.3.6. Steps of implementing BSC: 9 STEPS......eciviiiiiiiie e 145

4.8.3.6.1. Phase I: Designing @ BSC ..........cooiiiiiiiiicieeee e 146
4.8.3.6.2. Phase I1: implementing @ BSC..........cccooveiiiie i 147
4.9. The Third Generation Balanced SCOrecard............ccocovieiiiiniinninie e 148

4.9.1. The evolution stages of the 3" Generation BSC..........cccccoevvvereiveesenesrerennes 149

4.9.2. The Components of the 3™ Generation BSC DeSigN ...........cccovveevevrerereivenennnn. 150
4.9.2.1. Destination StateMENT .......ccoiieiieiieie e 150
4.9.2.2. Strategic Linkage Model with ‘Activity’ and ‘Outcome’ Perspectives........ 150
4.9.2.3. Measures and TargetS......cccccviveiieeieeieieesiesie s se e e e ste e s sre e s re e e eee s 151
4.9.2.4. INIIALIVES ....oouiiiiieciieie ettt sttt et et esre e beeneesreesteenee s 151

4.9.3. The application steps of the 3™ Generation BSC.........cccccoovvvrresveesveresrernins 151

4.9.4. Advantages of the 3™ Generation BSC..........ccccvevevieeeeiviresssseesesee s, 152

4.10. Key challenges of the implementation of the BSC............cccooiiiiiiiiie 153

4.10.1. The general Obstacles and pitfall of both public and private sector..................... 153
4.10.1.1. Too few measures Per PErsPECIVE ......c.ccvviiieiie i 153
4.10.1.2. The organisation adopts t00 many INAiCAtOrS ............ccoovevereienerenenenienns 153
4.10.1.3. Selected measures do not reflect the organisation’s strategy...........ccccceeu... 153
4.10.1.4. Lack of senior management COMMItMENL...........cccceevieeiiierieiieesie e 153
4.10.1.5. Too few individuals are INVOIVEd ...........cccooviieiiieiieeee e 153
4.10.1.6. Keeping the scorecard at the tOP........ccceveiieiieii e 153
4.10.1.7. The development process takes to0 10Ng ........ccceevvvevieiiicvie i, 153
4.10.1.8. Introducing the Balanced Scorecard only for compensation....................... 154
4.10.1.9. Treating the Balanced Scorecard as a System project...........cccoovevvvvervennns 154
4.10.1.10.Resourcing ProblemMS...........ccouiiiieiie i 154
4.10.1.12.LaCK OF TIME ..ottt nne e 154

4.10.2. Problems with adopting the BSC to suit public sector organisations.................. 154
4.10.2.1. Problems in adopting the BSC StrUCtUre.........ccceevvveviiiiievie e 154
4.10.2.2. Problems with mapping causality: is how to detect and integrate causal

relationships within a public sector BSC...........cccccceiieviiie i 154
4.11. Key SUucCess Factors OF BSC........covoiiiiiiiic ettt 155

4.11.1. The Success Factors of BSC for both public and private Sector............cc.ccocvuene 155
4.11.2.2. UNderstand SEIT .......cooiiiiiii s 155
4.11.1.2. Understand the BSC earning CYCle ..........cccooeiiiiniiiniiccce e 155
4.11.1.3. Know the roadmap for implementation ............ccccoovvenininiiiene s 155
4.11.1.4. Treat BSC @S @ PTOJECE ....cviiieieeiecec et 155
4.11.1.5. Use technology as an enabler............cooeieiiiiininneeeee s 155
4.11.1.6. Cascade the SCOIECAId ..........cceiiverieiiiieeie e se e se e sre e sree e e 156

4.11.2. The Success Factors of BSC to suit public sector organisations ......................... 156
4.11.2.1. Changing the BSC to fit the organisation’s Needs ............cccceeervreriernrinnn. 156
4.11.2.2. ApPropriate 1 arning ......cccceeveriuereeieesiesessesee e see s e ste e sreeaesrae e eneens 156

4.12. Case study for applying the 3" Generation BSC in public SECtor ............cccccvvvvvnnnee. 158

4.12.1.The state of the UK ENVIronment AQENCY........cccoreierirerininieieeseese e 158

4.12.2.0bjectives of applying the 3" Generation 0f BSC .........ccccoovvvvvivveveieeeseenena, 158

4.12.3.THE BSC tRAM ...cciiiiiiiiiesieeie ettt sttt ettt nn e e nne e 159

4.12.4.The implementation OF BSC ... 159

4.12.4.1. The first phase, April 2002 .........cccooiveiieieiie et 159




