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Abstract

The purpose of this study was to evaluate the feasibility of using “balanced scorecard technique” in assessing the
performance of provincial telecommunications companies throughout the country. Balanced Scorecard is one of
the management accounting techniques that first presented in 1992 by Robert Kaplan and David Norton. This
technique evaluates the organization from four perspectives including financial, customer, internal processes, and
learning and growth. the main aims of this research is to identify the role of balance scorecard (BSC) represent in
better performance of organizations and to shed light on the impacts of balance scorecard on organizational
performance. Furthermore, currently there is lack of published research on BSC within telecommunication
companies, so it has motivated us to highlight gaps in this research and to outline some ideas for future research.
In this study, four perspectives of the balanced scorecard as a main hypothesis and four secondary hypotheses
were investigated. The results of this research suggested that the possibility of indexing in all four perspectives
of the balanced scorecard for the provincial telecommunication companies were present. But so far, the
pre-needs and aspirations for the implementation of this technique in these companies have not been provided.
Also from respondents prospective, customer perspective was ranked the most important factor and prospective
of internal processes, finance, growth and learning, were placed in next rankings respectively.

Keywords: balanced scorecard, performance evaluation, management accounting, provincial
telecommunications companies

1. Introduction

Due to the increasing change in the environment and factors affecting organizations, traditional performance
evaluation models are not responsive to these changes, no longer. This is because the mere use of financial
measures to assess performance. The simultaneous use of financial measures and non-financial criteria to assess
the performance using the balanced Scorecard technique have been adopted by many companies. Almost 60
percent of the thousands of companies listed in the Fortune in America, accepted the concept of the balanced
scorecard or are familiar with it (Silk, 1998, p. 283). The balanced scorecard changes the basic strategy and
objective of the company to organized goals and criteria in four aspects including financial, customer, internal
processes and learning and growth (Kaplan & Atkinson, 2005, p. 368). Translating strategy into operation item,
aligning the organization units to the strategy, communicating strategy to employee and providing feedback and
learning (wasaton chutibhinyo, 2012). BSC as Kaplan and Norton stated propose an answer to the following four
questions: (Fawzi et al., 2011).

1) How do customers see us?

2) What must excel at?

3) Can we continue to improve and create value?
4) How do we look to shareholder?

Provincial telecommunications companies as one of the largest telecommunications service provider in country,
which, despite having a large number of non-financial criteria, only use criteria derived from the financial
prospective to evaluate their performance. Given the weaknesses of the current evaluation system, the need to
design and implement a more comprehensive system to evaluate the performance using financial measures and
non-financial criteria are felt. New method that companies have used for successful implementation of the
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strategies, is the balanced scorecard (Penny, 2001, p. 58).
2. Research Literature

The balanced scorecard was introduced for the first time in 1990 as a performance management tool By Kaplan
and Norton. In fact, the balanced scorecard presented a performance measurement system further and more
comprehensive than other measures of financial systems. This idea has developed and evolved over time, in a
way that as a tool of performance measurement, now has become a strategic management system. The balanced
scorecard uses coherent system of financial and non-financial criteria to determine the position of the
organization (Michaleska, 2005, p. 752). These criteria smooth the track of staff participation to achieve the final
goals of the organization (Niven, 2002). So, the more strategic objectives are designed, the nature and number of
relevant performance indicators will also increase (Sean Chen et al., 2006). In the balanced scorecard, in addition
to financial indicators, the organization situation will be assessed in terms of indicators, including the perspective
of customers, processes, growth and learning. Financial performance is dependent on the satisfaction or non-
satisfaction of the clients. Customer satisfaction or dissatisfaction is the result of the effectiveness, efficiency and
performance of internal processes of the organization. How to process the quality also depends on human
resources, incentives for action and also on information systems (Zendedel, 2006, p. 11).

2.1 The Necessity of Balanced Scorecard

Todays, with the globalization of business, it is necessary that organizations pay more attention to prospective
operating procedures as well as the performance of their supply chain and on the other hand, and to align these
processes with organization strategic objectives (Fernandes, 2006, p. 623). Generally, the balanced scorecard is
necessary for the following reasons (Kirby et al., 2003, p. 7).

« Converting strategy into action;

* Participation of all staff in the definition and strategy providing;

» Management of intangible assets;

* Changes in functions without changes in business structure;

* Measurement of the results;

» Management of daily operations;

* Understanding the cause and effect relationship between the capabilities of processes and strategy;
* Prioritize and allocate resources;

* Proper and continuous feedback to set the priorities;

* Access to a set of measurement indicators.

Many organizations have realized to the importance of continuous and constant operations, including the use of
different performance evaluation systems for several years.

2.2 Four Perspectives of the Balanced Scorecard

As shown in Figure 1, the balanced scorecard, changes the organization main objective and strategy into
objectives and organized measures in four aspects of financial, customer, internal processes and learning and
growth (Kaplan & Atkinson, 2007, pp. 368-369).

Financial
To be a successful in financial

perspective, we must consider how to
get the views of stakeholders.

* Internal Processes
Customer To satisfy shareholders and
To achieve the vision howto |[———{  Perspective .
. . customers, what business
seem from clients views. and strategy .
T processes must exist.

Growth and learning }

How can we strengthen our ability to
change and reform.

Figure 1. Framework of balanced scorecard (Kaplan & Norton, 1996, p. 11)
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According to Figure 2, it must always be a balance between the internal and external organizational prospective.
Of the four mentioned aspects, inter organizational processes, learning and growth are internal perspectives, and
the customer and financial perspectives are related to external organizational perspectives.

Mission, strategy and core values of the organization

External perspectives . .
Interior perspectives

Financial Customer Internal business Employee
processes learning and
. growth
perspective

Figure 2. The balance between internal and external perspectives (R. Paul Neon, 2007)

2.2.1 Financial Perspective

This perspective considers of maximizing shareholders wealth as the ultimate goal of an enterprise. All efforts to
improve customer satisfaction, improve the quality and reduce delivery time of products and services, if not lead
to tangible financial results, will have no value (Smith, 2006). Financial goals often use to measure the
company’s viability. For example, operating profit, return on investment, rapid growth in sales, future cash flows
and the recent creation of economic added value are of financial measures (Kaplan & Atkinson, 2007, p. 368).

2.2.2 Customer Perspective

In this perspective, the strategy of differentiated value provided to the customer is considered as a target.
Companies by implementing a unique strategy and using available resources, have created the most value in their
in target markets for customers, maintain them and attract new customers. There are several factors affecting
customer satisfaction, including the following factors, the quality of services provided to customers, employee
productivity and organizational knowledge. Major customers’ complaints stem from staff interactions with
customers (Smith, 2006). In this perspective, from the balanced scorecard, key performance metrics, include
customer satisfaction, customer retention, new customer acquisition, customer profitability and market share
(Kaplan & Atkinson, 2007, p. 369).

2.2.3 Internal Business Process Perspective

Value is created by internal business processes. Organizations manage their internal processes to differentiate
provided value to the customer. Achieving each of the goals of the customer perspective, needs series of
operational processes efficiently and effectively, these processes should be set in terms of internal processes and
appropriate measures to control the progress should develop (Smith, 2006). The perspective of internal processes
remind the necessary prerequisites to perform the work in question guided by the ultimate objectives, and to
achieve financial objectives and customer needs (Nir, 2004, pp. 49-50).

2.2.4 Learning and Growth Perspective

The organization’s ability to innovate, improve and learn, ties directly to its value as an organization. Kaplan
knows the context of learning, growth, and innovation as the enterprise infrastructure. The main point is that
learning to improve organizational processes is essential, improving internal processes to improve customer
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satisfaction is necessary and improving customer satisfaction to improve the financial results is essential
(Garrison et al., 2003, p. 696). Any business or organization has its own balanced assessment criteria to reflect
its objectives and strategies. For example, ARPU and ASR indexes are certain telecom companies. But perhaps
some of the criteria in all units or a subset are public. Other criteria can be specific to each business unit (Kaplan
& Norton, 1996, p. 44). Standards must meet the following characteristics:

* To be relevance: should be related to the company’s strategic goals;

* Control: the criteria in this way are affected,

* In terms of leadership activities should guide: the pioneering initiatives are effective;

» Simple: its calculation rules should be easy and understandable;

» Making sure: cannot be manipulated,

* Generality: at different levels of the organization can be interpreted;

* Measurable: without spending money can be found in the form of numbers (Mychaleska, 2005, p. 754).

More researches on the subject of the survey are presented as follows. Kaplan and Norton (1993) examined the
use of balanced scorecard in three companies including Rock Water, Apple computer and a manufacturer of
small and sophisticated equipment. According to their findings, the balanced scorecard has the most successful
when is consistent with the changing process. Also, different parts of business units and business units by using
the balanced scorecard, can have proper understanding of the strategy related to them. If the balanced scorecard,
has a clear prospective toward business unit strategy, the used information and criteria, will be valuable the
important data and information to competitors. Boleyn (2006) by investigating on the reliability and validity of
the Balanced Scorecard framework and related criteria to it concluded that the balanced scorecard was a reliable
and valid performance evaluation model. Kaplan and Norton (2001) examined application of Balanced
Scorecard in companies of Alcatel, Motorola and Sears, documental. They concluded that the implementation of
the balanced scorecard with regard to the goals and mission of the companies have effect on the implementation
and impact of their activities. The implementation of the balanced scorecard is as a new solution for strategic
information in the organization. Chen et al. (2006) based on their research concluded that the participation of
chief financial officer, office managers, top management support and organization size are of the factors that are
important in the process of implementing the balanced scorecard. Kamali Shahri (2005) conducted a research on
the feasibility of implementing a balanced assessment of active home appliances companies in the Tehran Stock
Exchange, and concluded that the possibility of implementing the balanced scorecard in these companies exist.
Also, the possibilities of indexing in terms of financial, customer, internal processes and learning and growth in
home appliances companies exist. Ameli (2007) in a research entitled ‘the case of the balanced scorecard
implementation challenges with a prospective to its impact on the realization of the Iranian organizations
strategy concluded that implementation of the balanced scorecard and designing strategy map, help organizations
in strengthening teamwork and aligning organizational capital, and human intelligence with the organizations’
strategy. Khajavi and Sarvari (2012) in a study entitled "the feasibility of implementation of balanced
assessment, Case study: Southern Petrochemical Companies” concluded that indexing all four perspectives of the
balanced assessment, southern petrochemical companies south of the country are possible, but so far the
prerequisites and ideas for implementing this technique in southern petrochemical companies have not been well
established. Also, customer prospective were the most important factor and opinions of internal processes,
financial, learning and growth were in place in next rankings, respectively.

2.3 Balanced Scorecard for Telecommunications Companies

The field of technology and communication has always been associated with significant changes that has caused
the telecommunications industry to have a growing trend distinct from other industries. In response to ongoing
changes in the operating environment of this industry, managers of telecom companies to stay in the competition
and offering their services at acceptable levels, benefit from new techniques of management in their
organizations. The balanced scorecard as a performance evaluation system and strategic management is one of
the communication tools that has been accepted by the most telecom companies’ managers. However, so far, no
coherent study of using the balanced scorecard to assess the performance of telecommunication companies has
done. In line with the implementation of the general policies of Article 44 of the constitution of the Islamic
Republic of Iran, in November 2009 with the transfer of 50% plus one stock of stocks of Telecommunication
Company of Iran, privatization of this huge company was actually achieved. Telecommunication Company of
Iran, as the dominant operator in the country, dedicated about 99% of fixed phone and 62% of the country’s
mobile subscribers in Iran’s telecommunication network which is unrivaled in the Middle East region. According
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to the official website of Iran Telecommunication Company, the company’s strategy and its strategic plans has
focused on seven axes including optimization of costs and benefits, transformation services, strategic partnership
with key stakeholders, optimization of network infrastructure, maintaining maximum market share and
expanding sales and marketing, organization development, maintenance and development of human resources.
Implementation of Iran Telecom company’s strategic programs in the area of the creation, operation,
development and maintenance of fixed telephone networks and data on non-mother telecom networks and
implementation of other obligations of Iran Telecommunication Company in cases such as maintenance and
expansion in telecom networks and mobile communications to provincial Telecommunication companies have
misplaced. Usefulness of the balanced scorecard for telecom companies is like the other profit and non-profit
organizations. Balanced scorecard can benefited identifying and developing strategies to increase consensus of
opinion about strategy, linking strategy across the company, aligning people and units objectives with the
strategy, the implementation of strategic objectives with long-term goals and annual budgets, periodic
performance prospective and providing organizational feedback of a company (Kaplan & Norton, 1996, p. 19).
Regarding the mentioned prospective, the main hypothesis of this study were to determine the possibility of
implementing the balanced scorecard in the provincial telecommunication companies, to determine the
possibility of indexing in financial perspectives of the balanced scorecard in the provincial telecommunication
companies, the possibility of indexing in customer perspective of the balanced scorecard in the provincial
telecommunication companies, the possibility of indexing in internal processes prospective of the balanced
scorecard in the provincial telecommunications companies, and the possibility of indexing in learning and
growth perspectives of the balanced scorecard in the provincial telecommunication companies.

3. The Objectives of the Study

The main aim of this study is to recognize the influence of applying the balance scorecard methodologies on
organizational performance, so we shared those following objectives.

1) To identify challenges in implementing the BSC on Nationwide Provincial Telecom Companies in Iran as
one of developing countries.

2) To study the concept of BSC, And to create an increasing awareness in organization regarding effective
balanced scorecard.

3) Contribute to the future development and provide a basis for future research in Iran and other developing
countries.

4. Importance of the Study
This study stems its importance from the following reasons:

1) The study will break new ground in balance scorecard field especially for nationwide Provincial Telecom
companies in Iran as there is scarcity of research in this field.

2) It examines the use and implementation of balance scorecard in nationwide provincial telecom companies.

3) The findings of this study will be valuable for other private firms specially telecommunication companies
that wish to use the balance scorecard model to measure their performance, and to create a better understanding
for balance scorecard.

4) The outcome of the study will be valuable academicians; they can gain insights and ideas for future
research.

5. Research Hypotheses

So as to reach the objectives intended for this study, the subsequent research hypotheses are stated based on the
revelation in the review of literature relating to the balance scorecard and organizational performance.

5.1 Main Hypotheses
e  Possibility of implementing the balance scorecard in the provincial telecommunication companies existed.
5.2 Sub-Hypotheses

1) Possibility of indexing from the financial perspective, in the provincial telecommunication companies
existed.

2) Possibility of indexing from the customer perspective, in the provincial telecommunication companies
existed.

3) Possibility of indexing from the internal processes perspective, in the provincial telecommunication
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companies existed.

4)  Possibility of indexing from the learning & growth perspective, in the provincial telecommunication
companies existed.

6. Materials and Methods
6.1 Sample

The current research was an applied study and in terms of data collection was done by descriptive method and
was a case study, too. The sample size of this study, were all managers and financial heads of provincial
telecommunication companies, that their numbers were 62 people and were working at 31 provincial
telecommunications companies. To reduce sampling errors, increase the test ability, novelty of the balanced
scorecard technique in Iran, as well as the limited number of provincial telecommunications companies, the total
population of all managers and financial heads of provincial telecommunication companies across the country
have been analyzed.

6.2 Data Collection

The 62 questionnaires distributed, 58 questionnaires were collected, that were useable for research. The
measuring tool for this research was questionnaire, so the required information to test research hypotheses have
been collected through a researcher pre-designed documented questionnaire. The research questionnaire has been
designed based on Likert 5 options and scores given to each question was in the spectral range of +1 to +5. So,
the average range or average point of research hypotheses was the number of 3, and can measure and evaluate
the average mean of the research components in comparison to assumed mean of 3. If the mean responses were
statistically significantly higher than 3, would indicate the hypothesis confirmation and if the mean responses
were statistically significantly lower than 3, suggests the rejection of research hypothesis. In some cases the
questionnaires were collected by calling on and in some cases via e-mail or fax were sent and collected. One of
the authors of the current research that is the financial Supervisors of a provincial telecommunications
companies and according to the working relationship with managers and financial heads of provincial
telecommunications companies, by calling and sending emails and faxes distributed and collected the
questionnaires.

6.3 Research Philosophy and Methods

The research questionnaire had 60 questions. Questions 1 to 24 were related to the prerequisites and required
thinking to implement the balanced scorecard. Questions such as the used system to evaluate performance,
strategies and prospects, promotion and reward systems and indicators used to evaluate the performance of
provincial telecommunication companies were included in this sector. Questions of 25 to 31 were related to the
first sub-research hypothesis, the possibility of indexing in financial perspective. Questions such as how to
efficient use of assets, policies related to reduce the cost of services providing, strategies related to attract new
income sources, were of the questions related to this hypothesis. Questions of 32 to 39 were related to the second
sub-research hypothesis, the possibility of indexing in the customer perspective. Questions such as how to
communicate with customers (subscribers) and companies’ managers, how to handle the complaints of
customers (subscribers) and a variety of services provided for this hypothesis have been designed. Questions of
40 to 50 were related to the third sub-hypothesis, the possibility of indexing in internal business processes
perspective. Questions such strategies and measures to support new applications, innovation and services
development, and special strategies to reduce the administrative procedures for customers for this hypothesis
were designed. Finally, questions of 51 to 60 to explored the fourth sub-hypothesis of the research, possibility of
indexing in learning and growth perspective. Of the questions related to this hypothesis were information
systems and advanced technology in the company, rewards and staff training programs, job training, and
innovation in services providing and how to deliver it. Also, to analyze the data, SPSS version 21, using non-
parametric tests of Qp (median test) at 95% confidence level and 5% errors, research hypotheses have been
tested. To determine the significance relationship between basic questions of the questionnaire and research
hypotheses, Friedman and H test (Kruskal - Wallis) were used.

7. Results
7.1 Running the Hypothesis Test Based on Main Hypothesis

The main hypothesis of the research was analyzed from two aspects. In this regard, questions of 1 to 60 of the
study as the feasibility of implementation of the balanced scorecard were evaluated and then questions of 1 to 24
as the intellectual and administrative prerequisites necessary to implement the balanced scorecard were studied
and tested.
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7.1.1 Running the Hypothesis Testing Based on Questions of 1 to 60 of the Research

Table 1. Results of the test related to the main hypothesis

Ranking no. Observed P(%0) P of test p-value
Lesser or equal to median 21 0.36 0.5 0.004
greater than the median 37 0.64
Total 58 1.00

As can be seen in Table 1, 37 out of 58 cases (64%) were located greater than the median. Therefore, it is
expected that the null hypothesis to be rejected. Regarding the P-value obtained were equivalent to 0.004, at the
level of 5%, the main hypothesis (questions of 1 to 60) were confirmed. Thus, according to the results it can be
concluded that the possibility of implementing the balanced scorecard in the provincial telecommunication
companies existed.

7.1.2 Running the Hypothesis Test Based on Questions of 1 to 24 of the Research

Table 2. Results of the test related to test of the main hypothesis (prerequisites)

Ranking no. Observed P(%o) P of test p-value
lesser or equal to median 23 0.40 0.5 0.062
greater than the median 35 0.60
Total 58 1.00

As can be seen in Table 2, in 23 of 58 cases (%) were located lesser or equal to the median, so, it is expected that
the null hypothesis was not rejected. Regarding the P values obtained that was 0.062, at the level of 5%, the null
hypothesis was not rejected. Therefore, it can conclude that the prerequisites and needed ideas for implementing
the balanced scorecard in the provincial telecommunications companies have not been well established. The first
sub-hypothesis explored the possibility of indexing in the financial perspective of balanced Scorecard.

7.2 Running the Hypothesis Test Based on Sub- Hypothesis
7.2.1 The Test Related to the First Sub- Hypothesis

Table 3. Results of test related to the first sub-hypothesis

Ranking no. Observed P(%) P of test p-value
lesser or equal to median 17 0.30 0.5 0.001
greater than the median 41 0.70
Total 58 1.00

In Table 3, the results of the questions of first sub-hypothesis (questions of 25 to 31) have been shown.
According to the results, it can be concluded that the possibility of indexing from the financial prospective, in
provincial telecommunications companies existed.

7.2.2 The Test Related to the Second Sub-Hypothesis

The second sub-hypothesis explored the possibility of indexing in customer perspective (shared) of the balanced
scorecard.

Table 4. Results of the test related to the second sub-hypothesis

Ranking no. Observed P(%0) P of test p-value
lesser or equal to median 12 0.20 0.5 0.000
greater than the median 46 0.80
Total 58 1.00
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As can be seen in Table 4, according to the results of the second sub-hypothesis questions (questions 32 to 39), it
can be conclude that the possibility of indexing from customer perspective (shared) in provincial
telecommunication companies existed.

7.2.3 The Test Related to the Third Sub-Hypothesis

The third sub-hypothesis was about the possibility of indexing from internal processes perspective of the
balanced scorecard.

Table 5. Results of test related to the third sub-hypothesis

Ranking no. Observed P(%0) P of test p-value
lesser or equal to median 18 0.31 0.5 0.000
greater than the median 40 0.69
Total 58 1.00

According to the obtained results (Table 5) of the questions of the third sub-hypothesis (questions of 40 to 50), it
can be concluded that the possibility of indexing from internal processes perspective of the balanced scorecard in
the provincial telecommunication companies existed.

7.2.4 The Test Related to the Fourth Sub-Hypothesis

The fourth sub-hypothesis explored the possibility of indexing from learning and growth perspectives of the
balanced scorecard.

Table 5. Results of test related to the fourth sub-hypothesis

Ranking no. Observed P(%) P of test p-value
lesser or equal to median 22 0.38 0.5 0.024
greater than the median 36 0.62
Total 58 1.00

According to the results (Table 6) obtained from the fourth sub-hypothesis questions (questions of 51 to 60), it
can be concluded that the possibility of indexing from learning and growth perspectives of the balanced
scorecard in the provincial telecommunication companies existed. Generally, regarding the results of test of the
main hypothesis and four sub-hypothesis, it can be concluded that the possibility of implementing and indexing
in each four perspectives of the balanced scorecard in the provincial telecommunication companies existed.

7.3 Comparison of Mean Ranking between Factors Using Friedman Test

By using Friedman test, can compare the ranking and the degree of strengthen of the hypotheses. Tables 7 and 8,
show the test results.

Table 7. The results of comparison test of ranking mean of hypotheses using Friedman’s test

Ranking mean Comparable factors Ranking
3.79 Second hypothesis 1
331 Third hypothesis 2
2.99 First hypothesis 3
2.54 Fourth hypothesis 4

Table 8. Z-test and the significance level of Friedman test to compare the hypotheses ranking

Significant level degrees of freedom Chi-square no.

0.000 4 55.633 58
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As can be seen, the significant levels in the above test were less than 5%, so it can be concluded that the mean
ranking of the hypotheses were not the same. Thus, according to the obtained results, it clears that the
respondents count the highest possible indexing from the customer perspective and the lowest of indexing
possibility from the perspective of growth and learning.

7.4 The Effect of Any General Questions of the Questionnaire on the Research Hypothesis

In this section the results of the presence or absence of a significant relationship between the general questions of
the questionnaire, including gender, age, education level, work experience and the organizational post were
examined and determined with the research hypotheses using non-parametric tests of U- Mann-Whitney test and
H-Kruskal Wallis:

- Gender variable had impact on the answers to the first and fourth hypotheses, but did not effect on the answers
of the second and third hypotheses.

- Age variable had impact on the answers to the second and fourth hypotheses, but did not effect on the answers
of the first and third hypotheses.

- Work experience variable had impact on the answers to the second, third and fourth hypotheses, but did not
effect on the answers of the first hypotheses.

- Organizational post variable had significant effect on answers related to all hypotheses.
8. Discussion and Conclusion

The results of this study showed that it was possible to implement the balanced scorecard in the provincial
telecommunications companies. Also, indexing in financial, customer, internal processes, learning and growth
prospective were possible, but the prerequisites and ideas needed for implementing this technique has still not
well established. On the other hand, according to the Friedman test, the customer perspective of the balanced
scorecard as the most important factor and internal processes, financial, growth and learning perspectives were
placed in the next priorities, respectively. According to the obtained results, it can be said that provincial
telecommunications companies have realized to the importance of non-financial measures to evaluate the
performance assessment, but due to limitations of the prerequisites did not use the balanced scorecard for
performance evaluation. Of other reasons for not use of the Balanced Scorecard technique by provincial
telecommunications companies can mention the following items:

1) The relatively high cost of implementing the balanced scorecard technique.

2) The telecommunications industry in country is not competitive and there was no proper ranking for
evaluation of provincial telecommunications companies.

3) Balanced Scorecard technique was novel for country, and some managers and even some accountants were
not familiar with this technigue.

4) Balanced Scorecard technique implementation and operationalization is difficult.

Regarding the items mentioned above, it was suggested to Iran telecommunication stock company managers,
that by considering potential benefits of balanced scorecard, perform to improve limitations and provide required
prerequisites, and create the possibility of implementing balanced scorecard technique at the level of
telecommunications companies. As well, indexing in each perspectives of balanced scorecard should be done
and evaluation of the performance of telecommunications companies in all four provincial perspective should be
conducted.

9. Limitation and Direction for Future Research

Although there are encouraged result, this research still have un inescapable limitation, the most obvious
limitation of the present study is the generalize ability of the study, this study has been carried out in private
telecommunication companies and the researchers believed that in Iran each organization BSC is unique, so care
must be taken in generalizing our finding. Also, The lack of familiarity of some respondents with balanced
scorecard technique was of the limitation of the survey.

The finding of this study point out to several avenues for future research in this area and according to above
research processes some suggestions are state for future research and they are summed up as follow:

1) A future research in this field could be carried out to examine the link between strategic planning,
communication of strategy, and effective use of BSC in provincial telecommunications companies.
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2)  As this research work carried out in provincial telecommunications companies, an empirical research could
be carried out to explore the feasibility of the BSC on public telecommunications companies.

3) Since this study depends only on questionnaire as means of data collecting and the questions contained in
questionnaire are plentiful this study recommend that future researchers should be carried out using the
questionnaire and interview face to face to get an immediately explanations from interviewees when it is
necesseray.
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