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Using Balanced Scorecard a Performance Evaluation

in Service industry:

A case study on Zliten Medical Centre
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Abstract

The aim of the study was to introduce a Balanced Scorecard as one of the
modern tools for performance evaluation in the business environment and to
determine the extent to which a Balanced Scorecard can be used for performance
evaluation in non-profit organisations in the health sector. To achieve the
objectives of the study, a field study was conducted at Zliten Medical Centre
(ZMC). The descriptive approach was used. A

four-dimensional questionnaire was also designed and distributed to the study
sample, which was represented by the heads of the administrative and service
departments at ZMC, in addition to a diverse group of the centre's employees.
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Statistical analyses were carried out using SPSS software on the data collected
using the study tool. The study concluded that ZMC staff did not have a clear
answer regarding the implementation of the financial perspective. In addition, the
centre's management does not apply the other perspectives, namely customer
perspective, internal business processes perspective and learning and growth
perspective.

Keywords: balanced scorecard, performance evaluation, service indastry,
Zliten Medical Center.
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