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Abstract

This study aims to measure the performance of public sector institutions in
the Gaza Strip, using Balanced Scorecard (BSC), and arranging its categories in
terms of the impact on the performance of these institutions. The study also aims
to develop a BSC model commensurate with public institutions in the Gaza Strip
to improve performance, as well as to make necessary recommendations to
stakeholders in order to improve the performance of these institutions.

The study population comprises of senior public employees, starting from a
Director General and beyond. The study sample includes 146 male and female
employees from 4 March 2014 to 6 April 2014.

The study concludes that there is a positive impact for using BSC on the
performance of public institutions in the Gaza Strip, as well as a positive impact
for implementing the categories of customer satisfaction, financial, learning and
growth, internal business processes, and social responsibility on the performance
of these institutions.

According to the study, the order of the BSC categories in term of the impact
they create on the performance of public institutions in the Gaza Strip comes as
follows: learning and growth; internal business processes, social responsibility,
and financial respectively. Although it is noted that the impact of customer
satisfaction on the performance of public institutions is weak, all the constituent
categories of BSC lead to enhanced performance, which in turn leads to
customer satisfaction.

The study concludes with several recommendations, including the need to
use BSC in public sector institutions in the Gaza Strip and in the West Bank as
well.

The researcher recommends the adoption of BSC model to evaluate the
performance of public sector institutions, and the conduct of research studies to
determine the impact of using it in specific public sector institutions. The
researcher also recommends the use of BSC strategy at universities, civil
institutions, banks, and all other public sector institutions.

Furthermore, one of the recommendations is to focus more on the
participation of public sector employees in the internal decision-making process
at their workplaces, and to upgrade e-services to enable customers to follow up
their documents electronically during working hours and outside working hours
as well.
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