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INTRODUCTION

Achieving excellence is, since ages, a driving force for every organization. Few can doubt the scale and complexity of
issues that organizations face if they are to be successful in the 2 1st century. To achieve this success, business leaders
will have to address emerging global issues such as electronic commerce, industry convergence, worldwide alliances,
virtual organizations and corporate citizenship. But even more importantly, they will need to find new ways to excel at
the fundamentals of business: leadership, management, strategy and implementation, irrespective of the area of
operation.

ORGANIZATIONAL EFFECTIVENESS

Organizational effectiveness is the concept of how effective an organization is in achieving the outcomes the
organization intends to produce. Organizations are under growing pressure to demonstrate effective management,
provide greater accountability, and accomplish more with fewer resources to improve their effectiveness.

LITERATURE REVIEW ON ORGANIZATIONAL EFFECTIVENESS

Since organization and management science emerged in the early 1900s in conjunction with the industrial revolution,
an evolution has occurred in concepts about the nature and function of organizations and the criteria for organizational
effectiveness. The early management literature assumed that organizations were fairly generic. For example, Drucker
(1985:17) described management as “a generic function, which faces the same basic tasks in every country and,
essentially, in every society.” Although there is some variation in the functional tasks identified by the different
management theorists (Barnard 1938; Dessler 1982; Drucker 1985; Stoner 1978; Davis et al. 1992), all assumed a
core set of management functions applicable to all organizations.These generic functions included: Defining
mission and establishing purpose and goals, Leading and motivating, Strategizing and planning, Structuring,
organizing, and designing, Controlling and establishing roles and authorities, Setting performance standards and
value expectations, Staffing, developing, and managing human resources, Budgeting and allocating resources,
Evaluating, learning, and improving, Managing external relations.

MALCOLM BALDRIGE QUALITY AWARD

Interestingly, one of the most widely used tools for assessing organizational effectiveness, the Malcolm Baldrige
Quality Award (1999), still reflects this basic, generic approach. The seven Baldrige performance criteria (leadership,
strategic planning, customer and market focus, information and analysis, human resource focus, process focus, and
business results) capture the critical organization/management functions identified in the early literature, albeit in
slightly different groupings.There was growing recognition that focusing on generic functions could mask the fact
that there were, indeed, differing views and aspects of organizational effectiveness. Different functions and different
attributes within each of the functions needed to be emphasized as organizations faced different internal and external
challenges. Quinn And Rohrbaugh (1983) noted that different conceptualizations of organizational effectiveness
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were associated with four common organizational perspectives, which they categorized as: (1) The human relations
model; (2) The open systems model; (3) The rational goal model (closed systems perspective); and (4) The internal
process model (closed system perspective). Using multivariate analysis, they found three “value dimensions” that
underlay these different and seemingly conflicting conceptualizations of organizational effectiveness:

# Organization structure, which distinguishes between organizational flexibility/adaptability and control/stability.

# Organizational focus, which distinguishes between an internal and an external orientation.

# The means-ends continuum, which distinguishes between an emphasis on outcome objectives or the means by
which these objectives are to be achieved, such as processes and/or important causal attributes.

Rohrbaugh (1983), Quinn and Rohbaugh (1983), and Quinn (1988) noted that organizations were likely to
experience tension among organizational effectiveness attributes for example, all organizations have aneed for some
level of stability as well as a need to be flexible and adaptable; a need for control and discipline as well as a need to
allow some degree of freedom and autonomy; a need for rational formal structures and non-rational informal
relations. They concluded that effectiveness depended upon the ability of an organization, and its managers, to strike
the right balance among these critical attributes, as required by the organization's objectives and situation. This
framework is illustrated in Figure 1. Jordan et al. (1999) applied this model to U.S. national laboratories in studying
what scientists value in their work environments. Thompson (1967) employed an alternative strategy and attempted
to reconcile these conflicting views of organizational effectiveness by distinguishing three organizational levels:

& The Technical Level, that part of the organization carrying on the productive function

& The Managerial Level, comprising of those activities relating to the control of the production function.

# The Institutional Level, consisting of those activities relating the organization to the larger community and
institutional sectors.

Figure 1: The Competing Values Theory of Organizational Effectiveness
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Specifically, there are three organizational issues that, according to Towers Perrin-ISR's research, link to business
effectiveness:

& Organizational Alignment both within the senior leadership team and among leadership, business strategy, and
culture;

# Leadership Capability, which refers to the organization's overall capacity to lead; and
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# Engagement, employees' connection to the organization through their heads, their hands, and their hearts.
These three dimensions, when considered in the proper context of the country or industry in which the organization
operates, can be the key to achieve the next level of business performance.

BALANCED SCORECARD AND ORGANIZATIONAL EFFECTIVENESS

One of the hot trends in management today is the balanced scorecard. Though empirical research and many success
stories show that strategic measurement can work wonders, there are also many cases where scorecards simply did not
work. The most balanced perspective is that these tools work well, when they are well implemented and can have
strong impact on Organizational Effectiveness

#WHATIS ABALANCED SCORECARD?

Anew approach to strategic management was developed in the early 1990's by Drs. Robert Kaplan (Harvard Business
School) and David Norton. They named this system the 'Balanced Scorecard'. (Fig. 2) Recognizing some of the
weaknesses and vagueness of previous management approaches, the balanced scorecard approach provides a clear
prescription as to what companies should measure in order to 'balance' the financial perspective. A balanced scorecard
is a central list of numbers, which show each key part of an organization's success, such as financials, people,
operations, suppliers, customers, and support systems. The numbers should measure not just important outcomes, but
also the factors, which influence, or drive, those outcomes.The balanced scorecard is a management system (not
only a measurement system) that enables organizations to clarify their vision and strategy and translate them
into action. It provides feedback around both the internal business processes and external outcomes in order to
continuously improve strategic performance and results. When fully deployed, the balanced scorecard
transforms strategic planning from an academic exercise into the nerve center of an enterprise.

Figure 2: Balanced Scorecard (Drs. Robert Kaplan (Harvard Business School) and David Norton)

=
Financial |2 g o8
"To succeed 28|88
financially, now dEEE
should we appear to
our shareholders?"
Customer |[€|g| |8 . T Internal Business |€|8| |¢&
= wl.= = wl.=
"To achieve our HEEE Vision Processes FHEHEE
vision, how should [§|2|=s|E ¢ and > "To satisfy our shareholders [ |2 [,S|E
we appear to out Strategy and customers, what business}
customers?" ‘ processes must we excel at?" |
1
Learning and |&|3] |8
= S|lel2
Growth HEEE
" . .. = | o | 2E
To achieve our vision, how [S |= | S| E
will we sustain our ability
to change and improve?"

The balanced scorecard suggests that we view the organization from Four perspectives, and to develop metrics,
collect data and analyze it relative to each of these perspectives:

& The Learning and Growth Perspective.

# The Business Process Perspective.

# The Customer Perspective .

& The Financial Perspective (Shown in Fig.1).

The basic philosophy of the balanced scorecard is that people will focus on what you measure. Thus, the balanced
scorecard does its magic by focusing the organization on the issues which the leadership team decides are key to its
success. It does this more through the process of implementing the scorecard than through the actual paper or numbers
- so a human solution is the key. Simply buying expensive software won't provide the full benefit.

Prabandhan : Indian Journal of Management » January, 2011 19



There are other benefits - stronger communication (through the cascading and measurement tracking processes),
warning of strengths and opportunities ahead (from watching key indicators), less "information overload" (from
focusing only on the most important measures), and greater alignment (from agreement on key objectives), to name a

few.

FEEDBACK LOOP (PRINCIPLE RESEARCHERS KAPLAN AND NORTON)

In the area of setting and monitoring targets for senior management teams, Kaplan and Norton suggested that what
was needed to measure performance was a structured methodology for continually linking an organization's Vision,
Strategies & Objectives with a set of predefined, quantifiable measurements. In a means-end chain the performance
of'each team (and each individual member) needs to accumulate into the goal achievement for the organisation. Taken
to its natural conclusion, each team needs to consider targets and feedback methods in the areas covered in the Figure

3 below.
Figure 3: The Balanced Scorecard Feedback Loop
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Itis only by covering what Kaplan and Norton call the balanced scorecard that teams can ensure that they are stretched
in all the key areas. Such a notion helps a team cover the right breadth and depth, plus it enables them to regularly
check progress thereby strengthening the link between planned versus actual performance, and team member

expectations of performance.
Figure 4: The High-Energy Team Model ( Dick McCann)
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HIGH ENERGY TEAMS (PRINCIPLE RESEARCHER DICKMCCANN)

Dick McCann in his research has uncovered a powerful development process or sequence for teams to go through that
effectively will 'stretch' them because it energizes them. In practice, the sequence can be varied to fit a series of
modular team development workshops. Where to focus the team's development can also be diagnosed via the
Strategic Team Development Profile. The key idea is that a team should ask itself eight fundamental questions about
itself. By asking these questions and agreeing answers to them, the team will develop a 'stretched' position. Even if
only some of the more important questions (to that team) are used as workshop agendas, then the desired effect will
derive. So High-Energy Teams are created when the following model sequence is applied: (Fig. 4)

This model focuses on the questions like - Who are we?,Where are we now?, Where are we going? , How will we get
there?, What is expected of us? ,What support do we need? ,How effective are we? ,What recognition do we get?, The
processes that ensure all eight questions are integrated and coordinated are known as 'Linking'. Team members and
particularly the team leader need to be effective at a whole range of Linking Skills. This model can be highly effective
to attain Organizational Effectiveness, if adopted with the underlying principle of Balanced Scorecard (Feedback
Loop).

RESEARCHMODEL

The Balanced Scorecard (Feedback Loop) by Kaplan & Norton and the High-Energy Team Model by Dick McCann
have been taken as the Research Model base for creating a new Model named Organisational Effectiveness
Model Makkar & Kumar (Fig.5) for Bharat Sanchar Nigam Ltd. (BSNL). This model attempts to link Balanced
Scorecard and Organizational Effectiveness.

Figure: 5 Organizational Effectiveness Model ( Makkar & Kumar)
(Based on the Balanced Scorecard (Feedback Loop) by Kaplan & Norton and the High-Energy Team
Model)
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METHODOLOGY

The study is based on primary data collection with a sample size of 108 respondents working in Bharat Sanchar
Nigam Ltd. (BSNL) in National Capital Region of New Delhi, India. The questionnaire has been developed using
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Organizational Effectiveness Model by Makkar & Kumar (Fig. 5) The questionnaire used for the sample survey was
a structured and non-disguised questionnaire and consisted of two major sections. The first section intended to
capture the opinion regarding balanced business scorecard, the second section captured the employee
satisfaction; the employee motivation, employee commitment as well as organizational commitment. A five
point Likert scale was used to capture the employees' responses ranging from strongly agree to strongly disagree. The
different statements regarding opinion of balanced business scorecard and its effect on individual as well as
organizational performance were generated based on literature review as well as expert opinion in an iterative
manner. It could be therefore said that the itemized scale in this case actually asks the respondents to rank their
opinions in a decreasing order of importance. Data analysis was done using SPSS software. The statistical analysis
method employed was Factor Analysis.

DATA COLLECTION

The study entailed data collection with the help of a well designed, structured questionnaire from middle level
managers working for many years in BSNL. Data was collected by personally contacting the respondents and
explaining in detail about the survey. A total of 120 customers from different areas were contacted and 108 correctly
completed questionnaires were obtained from all the employees, the break-up of which is given in Table 1.

Table 1: Descriptive Profile of Respondents (n=108)

18-25 0%
26-35 2%
Age 36-45 68%
46-55 28%
>56 2%
Gender Male 99%
Female 1%

DATA ANALYSIS

#Factor Analysis For Impact Of Balanced Business Scorecard (BSC) On The Middle Level Employees At BSNL:
Factor analysis was performed to identify the key dimensions regarding Organizational Effectiveness affected by the
implementation of Balanced Business Scorecard (BSC) amongst the middle level employees at BSNL. The
respondent-ratings were subject to principal axis factoring with varimax rotation to reduce potential multi-
collinearity among the items and to improve reliability on the data [see Table 4: Cumulative Frequency]. Varimax
rotation (with Kaiser Normalization was converged in ten iterations. Thirty seven items were reduced to ten
orthogonal factor dimensions which explained 61.712% of the overall variance [Table 5: Factor Matrix] indicating
that the variance of original values was well captured by these ten factors. The ten factors and their components is
given in [Table 6-Rotated Component Matrix |.

RELIABILITY OF DATA

#Kaiser-Meyer-Olkin : Measure of sampling adequate is 0.601.Index for comparing the magnitudes of the observed
co-relation coefficient to the magnitude of the partial correlation coefficients. Large value for the KMO measure
indicates factor analysis of the variables. KMO >=(.5 is acceptable.

% Bartlett's Test Of Sphericity : Strength of relationship among variables is strong. It presents good idea to proceed a
factor analysis for the data.

H,: Variablesin the population correlation matrix are uncorrelated.

H,:Variablesin the population correlation matrix are correlated.

Approx. Chi-square : 1336.979
Degree of Freedom : 666
Significance : 0.0000
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The observed significance level is 0.0000. It is small enough to reject the hypothesis. Therefore, H, is accepted i.e.
variables in the population correlation matrix are correlated.

COMMUNALITY- COMMON FACTOR VARIANCE

Communality of each statement refers to the variance being shared or common by other statements. With reference to

Table 2: Communalities : Extraction Method: Principal Component Analysis

Initial | Extraction
The targets given in Balanced Business Scorecard (BSC) help BSNL meet competition. 1.000 671
| own the targets given to me under BSC and can relate to them. 1.000 .650
| was consulted by my supervisors before finalization of my targets under BSC. 1.000 .744
| consult my subordinates before finalization of their targets under BSC. 1.000 754
| accept the targets given to me under BSC. 1.000 .568
| feel quality of present BSC is good enough. 1.000 .674
If given opportunity, | would like to change BSC thoroughly. 1.000 .720
BSC is just another MIS statement. 1.000 .500
BSCis a tool to implement BSNL strategies. 1.000 714
Achievements of BSC will help in my personal growth. 1.000 .656
Overall, how do you feel about the benefits you receive from this company? 1.000 .613
Personnel policies in this company usually make sense to me. 1.000 .672
| find it difficult to understand this organisation's benefit programme. 1.000 .707
From what | hear, our benefits are as good as or better than the benefits in other organisations. 1.000 .800
From what | hear, our pay is as good as or better than other organisations. 1.000 .884
Compared with other people working here, | think | am paid fairly. 1.000 .703
| am satisfied with the priorities & directions of my department. 1.000 .634
The decisions company management makes concerning employees are usually fair. 1.000 .505
There is sufficient contact between management and employees in this organisation. 1.000 .698
Company management provides a clear sense of direction. 1.000 .688
Management is generally respected by employees. 1.000 .614
In my opinion, employees new to my department are given a clear understanding of what is expected of them. | 1.000 .675
There is adequate opportunity for employees to learn about available job openings. 1.000 .725
In my opinion, the company does a good job of promoting the most competent people. 1.000 .738
| am motivated to stay at the BSNL because of benefits package. 1.000 .622
My supervisor makes me feel like an important team member. 1.000 .826
| am encouraged to think independently. 1.000 .746
| am responsible for setting my own goals. 1.000 .617
| have a better idea of my job responsibilities after implementation of BSC. 1.000 722
I am confident | can achieve my personal career objectives with this company. 1.000 .699
Managers in this organization are held accountable for their performance. 1.000 .646
| am made to feel like a part of the management team. 1.000 .761
| feel | have been sufficiently well trained to deal effectively with our clients/customers. 1.000 .690
The longer you work for this company, the more you feel a part of the Organization. 1.000 .588
| am doing something | consider really worthwhile in my job. 1.000 .697
| can see myself having a future in my present job. 1.000 .770
BSNL is a family friendly place to work. 1.000 .608
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the first statement, the extraction is 0.671 which indicates that 67.1% of the variance is being shared or common to
other statements (Refer to Table 2).

Table 3 : Total Variance Explained

Statement Initial Eigenvalues Extraction Sums of Squared Loadings | Rotation Sums of Squared Loadings
Total % of | Cumulative| Total % of | Cumulative| Total % of | Cumulative]
Variance % Variance % Variance %
The targets given in Balanced 5.048 13.645 13.645 5.048 13.645 13.645 3.115 8.419 8.419

Business Scorecard (BSC) help
BSNL meet competition.

| own the targets given to me 3.71 10.028 23.673 3.71 10.028 23.673 2.861 7.732 16.151
under BSC and can relate to

them.

| was consulted by my 2.971 8.029 31.701 2.971 8.029 31.701 2.851 7.675 24.407

supervisor before finalization
of my targets under BSC.

| consult my subordinates 2.012 5.439 37.14 2.012 5.439 37.14 2.67 7.214 31.721
before finalization of their
targets under BSC.

| accept the targets given to 1.973 5.333 42.473 1.973 5.333 42.473 1.968 5.318 37.039
me under BSC.

| feel quality of present 1.822 4.924 47.397 1.822 4.924 47.397 1.895 5.105 42.144
BSC is good enough.

If given opportunity, | would 1.541 4.165 51.562 1.541 4.165 51.562 1.883 5.086 47.23
like to change BSC thoroughly.

BSC is just another MIS 1.434 3.875 55.437 1.434 3.875 55.437 1.872 5.059 52.289
statement.

BSC is a tool to implement 1.405 3.796 59.233 1.405 3.796 59.233 1.753 4.866 57.155

BSNL strategies.

Achievements of BSC will help 1.234 2.479 61.712 1.234 2.479 61.712 1.688 4.557 61.712
in my personal growth.
Overall, how do you feel about 0.993 2.379 65.583
the benefits you receive from
this company?

Personnel policies in this 0.988 2.321 68.374
company usually make sense
to me.

| find it difficult to understand 0.977 2.243 71.014
this organisation's benefit
programme.

From what | hear, our benefits 0.935 2.231 73.54
are as good as or better than the
benefits in other organisations.
From what | hear, our pay is as 0.869 2.228 75.889
good as or better than other
organisations

Compared with other people 0.795 2.148 78.036
working here, | think | am paid
fairly.

| am satisfied with the priorities | 0.778 2.102 80.138
& directions of my department.
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The decisions company
management makes concerning
employees are usually fair.

0.717

1.937

82.076

There is sufficient contact
between management and
employees in this organisation.

0.703

1.901

83.977

Company management provides
a clear sense of direction.

0.626

1.692

85.669

Management is generally
respected by employees.

0.575

1.553

87.222

In my opinion, employees new
to my department are given a
clear understanding of what

is expected of them.

0.496

1.34

88.563

There is adequate opportunity
for employees to learn about
available job openings.

0.492

1.33

89.893

In my opinion, the company
does a good job of promoting
the most competent people.

0.443

1.198

91.09

| am motivated to stay at the
BSNL because of benefits
package.

0.4

1.08

92.171

My supervisor makes me feel
like an important team member.

0.381

1.029

93.2

| am encouraged to think
independently.

0.366

0.99

94.19

| am responsible for setting
my own goals

0.338

0.913

95.104

| have a better idea of my job
responsibilities after
implementation of BSC.

0.309

0.836

95.939

| am confident | can achieve my
personal career objectives with
this company.

0.285

0.77

96.71

Managers in this organization
are held accountable for their
performance.

0.248

0.67

97.38

| am made to feel like a part of
the management team.

0.221

0.598

97.978

| feel | have been sufficiently
well trained to deal effectively
with our clients/customers.

0.189

0.512

98.49

The longer you work for this
company, the more you feel a
part of the Organization.

0.18

0.487

98.977

| am doing something | consider
really worthwhile in my job.

0.154

0.416

99.393

| can see myself having a
future in my present job.

0.138

0.373

99.766

BSNL is a family friendly place
to work.

0.087

0.234

100
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#Eigen Value: Indicates the amount of variance in the original variables accounted by each components. The total
initial variance in the components will be 37. The extracted 10 components are contributing 61.712 % of cumulative
variance [Refer to Table 3: Total Variance Explained |.

Table 4: Cumulative Frequency

Component Cumulative Frequency
Component 1 Explain a variance of 3.115, which is 8.419 % of the total variance of 37 8.419%
Component 2 Explain a variance of 2.861, which is 7.732 % of the total variance of 37 16.151%
Component 3 Explain a variance of 2.851, which is 7.675% of the total variance of 37 24.407%
Component 4 Explain a variance of 2.670, which is 7.214% of the total variance of 37 31.721%
Component 5 Explain a variance of 1.968, which is 5.318% of the total variance of 37 37.039%
Component 6 Explain a variance of 1.895, which is 5.105% of the total variance of 37 42.144%
Component 7 Explain a variance of 1.883, which is 5.086% of the total variance of 37 47.230%
Component 8 Explain a variance of 1.872, which is 5.059% of the total variance of 37 52.289%
Component 9 Explain a variance of 1.753, which is 4.866% of the total variance of 37 57.155%
Component 10 | Explain a variance of 1.688, which is 4.557% of the total variance of 37 61.712%

Figure : 6 Scree Plot

Eigen value
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12345678 910111213141516171819202122232425262728293031323334353637

Component Number

#Factor Matrix: This Table reports the factor loadings for each variable on the unrotated components or factors.
(Refer to Table 5: Factor Matrix).

Extraction Method: Principal Component Analysis & 10 components are extracted. Each number represents the
correlation between the item and the unrotated factor. This correlation helps to formulate an interpretation of the
factors or components. This is done by looking for a common thread among the variables that have large loadings for a
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particular factor or component. It is possible to see items with large loadings on several of the unrotated factors, which
makes interpretation difficult. In these cases, it can be helpful to examine a rotated solution [ Refer to Table 6:
Rotated Component Matrix |.
Extraction Method: Principal Component Analysis Rotation Method: Varimax with Kaiser Normalization. Rotation
converged in 10 iterations.

Table 7: Naming the Factors

Factor 1: Organisation's Mission & Goals

e | am satisfied with the priorities & directions of my department
e | am made to feel like a part of the management team.

¢ | am doing something | consider really worthwhile in my job.

e | can see myself having a future in my present job

e BSNLis a family friendly place to work

Factor 2: Acceptance level of BSC

e The targets given in Balanced Business Scorecard (BSC) help BSNL meet competition
e |own the targets given to me under BSC and can relate to them

e | accept the targets given to me under BSC

o | feel quality of present BSC is good enough

e BSCis atool to implement BSNL strategies

e Achievements of BSC will help in my personal growth

Factor 3: Satisfaction level with Remuneration & Benefits

e From what | hear, our benefits are as good as or better than the benefits in other organisations.
e From what | hear, our pay is as good as or better than other organizations

e Compared with other people working here, | think | am paid fairly.

o | feel | have been sufficiently well trained to deal effectively with our clients/customers

e Personnel policies in this company usually make sense to me

e Overall, how do you feel about the benefits you receive from this company

Factor 4: Employee- Management Relations

e The decisions company management makes concerning employees are usually fair.

e There is sufficient contact between management and employees in this organisation.

e Company management provides a clear sense of direction.

e Management is generally respected by employees.

¢ |In my opinion, employees new to my department are given a clear understanding of what is expected of them.

Factor 5: Employees' Motivation Levels

e There is adequate opportunity for employees to learn about available job openings.
e | am motivated to stay at BSNL because of benefits package

e | am confident | can achieve my personal career objectives with this company.

Factor 6: Employees' Commitment & Enthusiasm
e Managers in this organization are held accountable for their performance.
e The longer you work for this company, the more you feel to be a part of the Organization.

Factor 7: Employees' Responsibility Levels
e | am responsible for setting my own goals
e | have a better idea of my job responsibilities after implementation of BSC.

Factor 8: Participative Leadership
e | was consulted by my supervisors before finalization of my targets under BSC
e | consult my subordinates before finalization of their targets under BSC

Factor 9: Need to change the format of BSC
e If given opportunity, | would like to change BSC thoroughly
e BSCis just another MIS statement

Factor 10: Employees' Growth Opportunities

¢ In my opinion, the company does a good job of promoting the most competent people.
e My supervisor makes me feel like an important team member

e | am encouraged to think independently
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Fig. 7
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From the [Table 8 of Component Score Coefficient Matrix] , we can obtain the quantifiable data of each factor. The

coefficients between the statements and the factors are taken according to the statement affecting the factor (on the
basis of Table 7).

CONCLUSIONS AND RECOMMENDATIONS

Since use of the balanced business scorecard (BBSC) in general is still at a nascent stage in BSNL, it is important for
the company to be able to understand the different factors affecting the extent to which BBSC can be used as a tool for
achieving Corporate Strategies and enhancing Organisational Effectiveness.

As per the Organizational Effectiveness Model (Fig. 5), the different components of Organizational Effectiveness
are - Organization's Mission & Goals, Acceptance Level of BSC, Satisfaction level with Remuneration & Benefits,
Employee- Management Relations, Employees' Motivation Levels, Employees’ Commitment & Enthusiasms,
Employees' Responsibility Levels, Participative Leadership, Need to change the format of BSC, Employees'
Growth Opportunities.

The factor analysis results indicate that :-

% The clarity of Organisation's Mission & Goals is on very positive side which indicates that organisational
belongingness is very high amongst BSNL Employees. They are in general satisfied with the priorities & directions of
their department. They are made to feel like a part of the management team. They are doing something they consider
really worthwhile in their job. BSNL is a family friendly place to work.

& Acceptance Level of BBSCIs Very Good : Employees feel that targets given in Balanced Business Scorecard (BSC)
would help BSNL meet competition. They not only own the targets given to them under BSC but also relate to them.
They accept the targets given to them positively under BSC. They feel quality of present BSC is good enough and
agree that BSC is a tool to implement BSNL strategies. They are confident that achievements of BSC will help in their
personal growth

& Employees Are Satisfied With Remuneration And Benefits : There is a good relation between management and
employees and there is feeling of fairness, friendliness and mutual relationship within the organisation.

% Employee motivation and confidence level is average : There is an average level of Employees' Commitment
Enthusiasms of employees.

& There is need to increase the participation and mutual consultation while setting Key Performance Indicator (KPIs)
& Key Result Area (KRAs) and targets in BBSC.

#& Officers are feeling the need for more consultation and change the BBSC. The Participative Leadership lacks
somehow.

& Results also indicate that Employees' Growth Opportunities are lacking and company is failing in rewarding the
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competence.

Overall, the impact of Balanced Business Scorecard (BSC) is on a positive note amongst the employees of BSNL
which subsequently has positive impact on organisational effectiveness. The opinion of employees for balanced
business scorecard is very good and it has a deep impact on Employee Motivation, Employee Satisfaction as well as
on employee and organisational commitment.

Organisational Effectiveness of any organisation in general depends on various factors like Organisation's Mission
& Goals, Satisfaction level with Remuneration & Benefits, Employee- Management Relations, Employees'
Motivation Levels, Employees' Commitment & Enthusiasms, Employees' Responsibility Levels, Participative
Leadership, Employees' Growth Opportunities. If the organisations will focus on these mentioned factors,
effectiveness level can be enhanced. Subsequently, the HR policies of the organisations may be framed based on these
factors, which may lead to higher employee involvement levels and productivity. Still, Indian organisations have a
long way to go to adopt Balanced Business Scorecard (BSC) and implement it for increasing organizational
effectiveness.
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