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Abstract

Traditional performance evaluation standards are no more capable and
suitable for achieving success and development because it depends on
financial indicators extracted from historical data . Modern performance
evaluation standards aim at achieving and improving profit and providing best
services to customers at less prices, developing internal operations and
concentration on instructing, training, developing, innovating and growing, in
addition to providing information to help in taking proper decisions.

Research has dealt with the effect of using Balanced Scorecard in the
service sector in Kingdom of Saudi Arabia while studying the case of Saudi
Public Transport Company (SAPTCO) from 1996 to 2005. The problem of
this study is represented in using the return on investment in the performance
evaluation process, to allow for the distribution of profit to owners on yearly
basis. It is observed that increase in profit was not more than 12% throughout
the research period. Research has aimed at proposing a framework to use a
balanced Scorecard and showing its role in the process of performance
evaluation and increase the efficiency of using the resources to increase the
profitability.

The research hypothesis is reflected in brief in low rate of revenues,
profit and in owner equity and decrease in revenues from the contracts of rent
and services provided to major customers indicating that attention paid to
customers was inferior. Also, the systems and operation procedures are
becoming old and ineffective and resulted in low progress, and training and
investment in human resources was given less concern, which resulted in
increase of manpower turnover rate which was 27% in 2005.

The Research has followed the deductive, inductive, descriptive,
analytical and historical methods in this research.

Important conclusions arrived at by Research :

1. Balanced Scorecard contributes in reflecting the proper performance
with regard to the company vision , shows the extent of customers
satisfaction and shows how far the company requires training and
incentive to increase the productivity and meet the customers
satisfaction.

2. The results of analyzing the SAPTCO Financial and Operation
statements showed that the Company is facing the following
problems:



e \Weakness in investment in Human Resources.

e Weakness in investment in Administrative and Financial
Systems and development of internal operations.

e \Weakness in investment in operating assets .

e \Weakness in concern given by Company towards its Clients.

The Researcher concluded a number of Recommendations; the most
important of which are:

1-To adopt a clear Strategy Plan that is understandable to all Company
employees , continuous Education and training Programs , it is
important to continue the modernization of Operating Assets
(Vehicles), and to establish a specified policy related to the
modernization of Company Fleet.

2-To preserve Company Clients by providing Credit Facilities, Offer
Submission, applying quality programs to attract new Clients for the
Company.

3-Present the most important performance indicators to top Management
in proper time to take decisions leading to increase in profitability.
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