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ABSTRACT 
 This empirical study examines the implementation 

of the Balanced Scorecard (BSC) in the Information 

Technology (IT) industries of Chennai and Bangalore. The 

BSC, a widely used strategic management framework, is 

designed to translate an organization's vision and strategy 

into actionable objectives by incorporating both financial and 

non-financial performance measures. Given the knowledge-

intensive and rapidly evolving nature of the IT sector, this 

research investigates how organizations in these prominent 

technological hubs are utilizing the BSC to enhance business 

performance, operational efficiency, and strategic alignment. 

A survey conducted among IT professionals in Chennai and 

Bangalore indicates that the primary reasons for adopting the 

BSC include the improvement of business processes, the 

evaluation of managerial performance, the management of 

operations, and compliance with industry standards such as 

ISO certification. The findings further underscore the BSC’s 

role in informing decision-making, elucidating cause-effect 

relationships, and aligning employee performance with the 

broader strategic goals of the organization. However, despite 

its broad adoption, some challenges remain, particularly in 

the areas of monitoring managerial productivity and 

effectively communicating strategic initiatives. Overall, the 

study concludes that the BSC serves as an essential tool for IT 

firms in Chennai and Bangalore, enabling them to balance 

short-term operational objectives with long-term strategic 

goals, while fostering innovation and effectively managing 

intangible assets that are vital to sustained success in the IT 

sector. 
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I. INTRODUCTION 
 

 The Balanced Scorecard (BSC) has emerged as 

one of the most widely used strategic management tools 

across industries globally, helping organizations translate 

their visions and strategies into actionable, measurable 

objectives. Originally developed by Dr. Robert Kaplan and 

Dr. David Norton in the early 1990s, the BSC was 

designed to address the limitations of traditional 

performance measurement systems that focused solely on 
financial metrics. The framework integrates both financial 

and non-financial performance indicators, offering 

organizations a more comprehensive view of their 

performance, enabling a balanced approach between short-

term results and long-term value creation. 

 In recent years, the Information Technology (IT) 

sectors have experienced rapid growth, contributing 

significantly to the global economy. In India, the IT 

industries play a crucial role, accounting for a substantial 

portion of the country’s GDP and export revenues. 

Chennai and bangalore, often referred to as the 

"Manchester of South India," has emerged as a growing 
hub for IT.These sectors, characterized by their 

knowledge-intensive operations and reliance on intangible 

assets like human capital and intellectual property, present 

unique challenges for management. Unlike traditional 

industries, IT firms have low capital intensity and high 

reliance on specialized skills, making tools like the 

Balanced Scorecard particularly relevant for improving 

organizational performance, enhancing decision-making, 

and managing complex business processes. 

 The Balanced Scorecard’s ability to integrate 

financial and non-financial metrics makes it an ideal tool 
for IT organizations, where aligning strategic goals with 

operational execution is critical. It allows these firms to not 

only measure their financial performance but also assess 

other key areas, including customer satisfaction, internal 

business processes, employee learning and growth, and 

innovation. This comprehensive approach is particularly 

important for industries like IT, where continuous 

innovation, employee productivity, and operational 

efficiency drive competitive advantage 

 This study focuses on understanding the 

perceptions of IT employees in Chennai and bangalore 

regarding the adoption and implementation of the 
Balanced Scorecard within their organizations. The 

research explores how firms in these sectors use the BSC 

to address a range of strategic objectives, including 
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improving business processes, evaluating managerial 

performance, and managing operations. Additionally, the 

study seeks to understand how the Balanced Scorecard aids 

in aligning employee performance with organizational 

goals, guiding decision-making, and ensuring compliance 

with standards like ISO certification. 

 Given the critical role of IT firms in Chennai and 

bangalore’s economy, understanding how these 

organizations implement the Balanced Scorecard provides 

valuable insights intothe strategic management practices 
that contribute to their success. This research also 

highlights the challenges faced by these firms in 

effectively using the BSC for tasks such as supervising 

managerial productivity and communicating strategic 

changes, offering a nuanced understanding of the 

framework’s application in knowledge-driven industries. 

Ultimately, the study aims to shed light on how the 

Balanced Scorecard can be leveraged to improve both 

short-term operational performance and long-term strategic 

outcomes in the IT sector. 

 

II. REVIEWOFLITERATURE 
 

 Kaplan, R. S., & Norton, D. P. (1996) In this 

foundational work, Kaplan and Norton introduced the 

Balanced Scorecard (BSC) as a strategic management tool 

that helps organizations translate their vision and strategy 

into measurable objectives. The BSC moves beyond 
traditional financial measures by incorporating non-

financial metrics related to customer perspectives, internal 

business processes, and organizational learning and 

growth. Kaplan and Norton’s research emphasizes the 

importance of a balanced approach to performance 

measurement, enabling companies to align their 

operational activities with long-term strategic goals. Their 

work has been widely adopted across industries globally 

and is particularly relevant for industries that rely heavily 

on intangible assets, such as the IT and ITES sectors. 

 Bontis, N., Dragonetti, N. C., Jacobsen, K., 
&Roos, G. (1999). This study focuses on the importance of 

managing intangible resources, such as human capital and 

intellectual property, which are critical in knowledge-based 

industries like IT and ITES. The authors highlight various 

tools, including the Balanced Scorecard, for measuring and 

managing these intangible assets. The study shows that 

traditional financial metrics alone are insufficient for 

capturing the full value of organizations that rely on 

knowledge-intensive operations. Instead, integrating tools 

like the BSC provides a more comprehensive view of 

organizational performance, allowing for better strategic 

alignment and long-term growth in industries that depend 

on innovation and human capital. 

 Lawrie, G., &Cobbold, I. (2004).   In this paper, 

Lawrie and Cobbold discuss the evolution of the Balanced 

Scorecard from its initial conception into what they refer to 

as the "third-generation" BSC. The authors explain how the 

framework has evolved to include more strategic and 
operational elements, making it an even more effective tool 

for managing performance in complex, dynamic 

environments. The study illustrates how the BSC has been 

adapted to fit various organizational contexts, including IT 

and ITES sectors, where rapid technological change and 

knowledge management are key. This evolution has 

allowed organizations to better align their strategic 

objectives with day-to-day operations, further enhancing 

the framework's relevance in modern business 

environments. 

 

III. OBJECTIVE 
 

 The objective of this study is to evaluate the 

implementation of the Balanced Scorecard (BSC) 

inselected IT firms located in Chennai and bangalore. It 

aims to assess employee perceptions on its purposes, 

perspectives, and factors influencing adoption. 
Sampling: 800 employees of IT industries in Chennai and 

Bangalore  

 

IV. ANALYSIS AND 

INTERPRETATION 
 

IT Employees’ Opinion on Implementation of Balanced 

Scorecard 

 The BSC is a tool to transfer strategies to the 

operational level of corporations (‘from strategy to 

action’). The tool requires that normative and strategic 

elements be defined in advance. This section of the study 

discusses the Finance, HR, Marketing, Customer Relations 
and other administration executives’ perception on the 

implementation of Balance Scorecard technic in their 

organisation. In this section of the study, researcher has 

analyzed the employees’ opinion on implementation of 

balanced scorecard. 
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Table 1.4.1: IT & ITES Employees’ Opinion on Balanced Scorecard Implementation  

Sl. No Balanced scorecard No of Respondents 

1. Not Taken into Account 
5 

2. 
Implemented but Discontinued 

227 

3. Under Consideration 
242 

4. 
Currently Being Implemented 

64 

5. In Use 
250 

6. Widely Adopted/Extensively Utilized 12 

 Total 800 

Source: Primary Data and Computed 

 

 The data above represents the opinions of IT & 

ITES employees on the implementation of the Balanced 

Scorecard. Out of the 800 respondents surveyed, 250 

employees indicated that their organization has adopted the 

Balanced Scorecard system to enhance and monitor 

performance. Similarly, 247 employees mentioned that 
their organization is under consideration for implementing 

the system in the future. Additionally, 227 respondents 

reported that their organization had implemented but later 

discontinued the Balanced Scorecard. 

In conclusion, a significant portion of the 

respondents, specifically 250 employees, confirmed that 

their organization is currently using the Balanced 

Scorecard to improve performance visualization and 
management.

 

Table 1.4.2: IT Employees’ Perspectives on the Types of Metrics Included in the Balanced Scorecard 

Sl. No Perspectives No of Respondents 

1. Financial benefits 
309 

2. Internal Operations 
52 

3. Social Responsibility 
35 

4. Innovation and Development 
73 

5. Customer Relations 
303 

6. Environmental Impact 
27 

 Total 800 

Source: Primary Data and Computed 

  

A total of 309 respondents indicated that their 

organization is using Balanced Scorecards to track 

financial benefits. Similarly, 303 IT & ITES employees in 

the Chennai and Bangalore  region reported that their firm 

uses Balanced Scorecards to manage customer relations. 

Additionally, 73 employees stated that their organization 

has implemented Balanced Scorecards to foster innovation 

and development. Furthermore, 52 respondents mentioned 

that they are using Balanced Scorecards for internal 

operations, while 35 employees use them to capture 

information about social responsibility. Lastly, 28 

respondents shared that their organization is using 

Balanced Scorecards to monitor environmental impact. In 

conclusion, 309 respondents highlighted the use of 

Balanced Scorecards for financial benefits in their 

organizations.
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Table 1.4.3: IT Employees’ Perspectives on the Purpose of Adopting the Balanced Scorecard 

Factors  Sum Mean Rank 

Assess Overall Organizational Performance 4361 5.45 4 

Ensure Compliance with Legal Standards 3944 4.93 9 

Assess Managerial Effectiveness 4817 6.02 2 

Promote Business Process Improvement 5403 6.75 1 

Enhance Understanding of Cause-and-Effect Relationships 4259 5.32 7 

Communicate Organizational Strategy 2912 3.64 11 

Monitor Managerial Productivity 3031 3.79 10 

Recognize and Reward Employee Contributions 4174 5.22 8 

Oversee Operational Processes 4811 6.01 3 

Support Informed Decision-Making 4261 5.33 6 

Confirm ISO Certification Status 4332 5.42 5 

Source: Primary Data and Computed 

 

 The table above presents the perspectives of IT 

employees regarding the purpose of adopting the Balanced 

Scorecard in their organizations. The majority of 

respondents indicated that their organizations primarily 
implement the Balanced Scorecard to promote business 

process improvement, which ranked first with a mean 

score of 6.75. Furthermore, employees noted that their 

companies utilize the Balanced Scorecard to assess 

managerial effectiveness, oversee operational processes, 

assess overall organizational performance, and confirm 

ISO certification status. These factors ranked second, third, 

fourth, and fifth, with mean scores of 6.02, 6.01, 5.45, and 

5.42, respectively. 

The data also reveals that employees believe their 

organizations adopt the Balanced Scorecard to support 
informed decision-making, enhance understanding of 

cause-and-effect relationships, recognize and reward 

employee contributions, and ensure compliance with legal 

standards. These factors ranked sixth, seventh, eighth, and 

ninth, with average scores of 5.33, 5.32, 5.22, and 4.93, 

respectively. 

Lastly, it was observed that respondents believe 

their organizations use the Balanced Scorecard to monitor 

managerial productivity and communicate organizational 

strategy. These factors ranked tenth and eleventh, with 

mean scores of 3.79 and 3.64, respectively.In conclusion, 

the findings suggest that the primary use of the Balanced 
Scorecard in IT firms is to drive improvements in business 

processes, as evidenced by its top ranking with a mean 

score of 6.75. 

 

V. CONCLUSION 
 

The analysis of the data on Balanced Scorecard 

(BSC) implementation in IT firms in Chennai and 

bangalore district highlights its importance as a strategic 

tool for improving organizational performance. A majority 

of employees indicated that their organizations primarily 

use BSC to enhance business processes, ranking it as the 
most significant purpose. Additionally, evaluating 

managerial performance and managing operational 

processes were identified as other key functions of the 

BSC, demonstrating its comprehensive application in 

organizational management. The study also revealed that 

BSC is crucial for aligning employee performance with 

strategic goals, informing decision-making, and ensuring 

compliance with standards like ISO certification. While 

financial and customer-related metrics are well-supported, 

some respondents noted challenges in using BSC for 

supervising managerial productivity and communicating 
new strategies. Overall, the findings underscore that the 

BSC helps firms achieve a balance between financial and 

non-financial metrics, fostering continuous improvement 

and long-term growth. IT organizations benefit 

significantly from BSC adoption, especially in areas like 

innovation, employee development, and operational 

efficiency. 
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