REFERENCES:

Aboody, D. and Lev, B. (1998). ‘The value relevance intangibles: The case of software

capitalization’, Journal of Accounting Research, 161-191.

Abernethy, M. and Lilis, A.M. (1995), “The impact of manufacturing flexibility on
management control system design”, Accounting, Organization and Society, 20,4:241-

58.

Aidemark, L.G. (2001). ‘The meaning of balanced scorecard in the health care

organization’. Financial Accountability & Management, 17, 1: 23-40.

Anderson, E.C. Fornell and Lehmann, D. (1994). ‘Customer satisfaction, market share and

profitability: Findings from Sweden’, Journal of Marketing, 58: 53-66.

Anand, M. Sahay, B. S. and Saha. S. (2005). ‘Balanced scorecard in Indian companies’.
Vikalpa, 30, 2

Aon Benfield. “ Reinsurance Market Outlook. Value Creating Capital January 2012.

Atkinson, H. (2006). ‘Performance measurement in the international hospitality industry’.
Accounting and Financial Management: Developments in the International Hospitality

Industry, Butterworth-Heinemann: Oxford.

Banker, R.D., Chang, H. and Pizzini, M.J. (2000). “The balanced scorecard: judgmental

effects of performance measures linked to strategy”, The Accounting Review, 79: 1-23.

Bhagat, S. and Welch, L. (1995). ‘Corporate research and development investments:

international comparisons’. Journal of Accounting and Economics, 19, 2: 443-470.

Bourne, M., Mills, J., Wilcox, M., Neely, A. & Platts, K. (2000). “Designing, implementing
and updating performance measurement systems”, International Journal of Operations

&Production Management 20, 751-774.

61



Braam, G. and Nijssen, E.( 2008)”Exploring the Antecedent of the Balanced scorecard
Adoption as a Performance Measurement and Strategic Management System”, Nijmegn
Center for Economics, Institute for Management Research, Radboud University

Nijmegn, Netherlands.

Brewer, P. (2002), “ Putting strategy into the balanced scorecard”, Stategic Finance,
83,7:44-52

Brown, R.M. and Gatain A.W. and Hicks, Jr., J.O. (1995). ‘Strategic information systems
and financial performance’, Journal of Management Information Systems, 11, 4: 215-

248.

Bryant, L., Jones, D.A. and Widener, S.K. (2004), “Managing value creation within the
firm:
An examination of multiple performance measures”, Journal of Management
Accounting

Research, Vol. 16, pp. 107-31.

Chang, L. (2007), “The NHS performance assessment framework as a balanced scorecard
approach: limitations and implications”, International Journal of Public Sector

Management, 20, 2:101-17.

Chang WC, Tung YC, Huang CH, Yang MC (2008). Performance improvement after
implementing the balanced scorecard: A large hospitals experience in Taiwan. Total

Qual. Manag. Bus. Excell., 19,12: 1257-1258.

Chatterji M. (2003), “Designing and using tools for educational assessment”, Boston
Allyan and Bacon Chenhall, R.H. (2005), “Integrative strategic performance
measurement systems, strategic alignment of manufacturing, learning and strategic

outcomes: an exploratory study”, Accounting, Organizations and Society, 30:395-422.

Chenhall, R.H. and Langfield-Smith, K. (1998), “Adoption and benefits of management

62



accounting practices: an Australian study”, Management Accounting Research, 9,1:1-

19.

Chen YT (2005). Investigating the relationship between the leadership behavior and
organizational performance at branch banks in Taiwan. University of the Incarnate

Word, AAT 3173561.

Cohen, S., Thiraios, D. and Kandilorou, M. (2008). ‘Performance Parameters Interrelations
from a Balanced Scorecard Perspective: An Analysis of Greek Companies’, Managerial

Auditing Journal, 23, 5: 485-503.

Colabro, Lori (2001). “On Balance: Almost 10 Years after Developing the Balanced
Scorecard Authors Robert Kaplan and David Norton Share What They have Learned,”
CFO: The Magazine for Senior Financial Executives, 17(2), February, 72-78.

Cortina, J.M. (1993), “What is coefficient alpha? An examination of theory and

applications.” Journal of Applied psychology, 78,1:98-104
Gujarati, D. (2003), Econometric Analysis (Sth Edition), Upper Saddle River: Prentice-Hall.

Davis, S. and Albright, T. (2004). An Investigation of the Effect of Balanced Scorecard
Implementation on Financial Performance, Management Accounting Research, 15, 2:

135-53.

DeBusk, G., Brown, R. and Killough, L. (2003), “Components and relative weights in
utilization of dashboard measurement systems like the balanced scorecard”, The British

Accounting Review, 35:215-31.
Dehning, B., Richardsom, V., Zmud, R. (2007). “ The financial performance effects of IT-

based supply chain management system in manufacturing firm”. Journal of Operation

Management. 25: 806-824

63



Droge, C., Jayaram, J. and Vickery, S. (2000), “The ability to minimize the timing of new
product development and introduction: an examination of antecedent factors in the
North American automobile supplier industry”, Journal of Production Innovation
Management,

17:24-40.

Ennew, C.T. and Binks, M.R. (1996). ‘The impact of service quality and service
characteristics on customer retention: Small businesses and their banks in the UK’,

British Journal of Management, 7, 3: 219-230.

Evans, J.R. (2004). An Exploratory Study of Performance Measurement Systems and
Relationships with Performance Results, Journal of Operations Management, 22: 219-

232.

Fitch Ratings, *“ Global Reinsurance Guide 2013

Fitzgerald, L. (2007). Performance measurement in service businesses. Management

Accounting, 12: 34-36.

Franco. S.M, Marr, B., Martinez, V., Gray, D., Adams, C., Micheli, P., Bourne, M.,
Kennerley, M., Mason, S., Neely, A. (2004). “ Towards a definition of a business
performance measurement system. The six international conference on performance

measurement, University of Cambridge, UK, 395-405.

Friedman, N. (1992). ‘Follow-up or foul-up: service after the sale,” Agency Sales Magazine,
21-22.

Gartrell, K.D. (1990). ‘Innovation, industry specialization and shareholder wealth’
California Management Review, 32, 3: 87-101.

Gebgert, P., Goldenberg C.B. and Peters, D. (1996). ‘Managing customers through cost-to-
serve’, CMA Magazine, 70, 7: 22-23

64



Gosselin, M. (2005), “An empirical study of performance measurement in manufacturing
firms”, International Journal of Productivity and Performance Management, 54,5/6:

419-37.

Hallman, P. (2005). The role of causality in the balanced scorecard framework. Department
of Industrial Economics and Management, Royal Institute of Technology, Stockholm,

Sweden. pp66.

Hayes, D.C. (1977), “The contingency theory of managerial accounting”, The Accounting
Review, 52,1: 22-39.

Hemmer, T. (1996), “On the design and choice of ‘modern’ management accounting

measures”’, Journal of Management Accounting Research,8:87-116.

Heskett, J.L., Jones, T.O., Loveman, G.W., Sasser, Jr. W.E. and Schlesinger, L.A. (1994).

‘Putting the service-profit chain to work’, Harvard Business Review, 164-174.

Hoque, Z. and James, W. (2000), “Linking balanced scorecard measures to size and market
factors: impact on organizational performance”, Journal of Management Accounting

Research, 12:1-17.

Hoque, Z. and James, W. (2000), “Linking balanced scorecard measures to size and market
factors: impact on organizational performance”, Journal of Management Accounting

Research, 12:1-17.

Hsiao, S.H. (2012). ‘Performance improvements of life insurers in balanced scorecard

(BSC) aspects’, African Journal of Business Management, 6,4: 1685-1693

Ittner, C. and Larcker, D.F. (1997). ‘Measuring the impact of quality initiatives on firm

financial performance’ Management of Organizational Quality, 43, 4: 523-534.

65



Ittner, C. and Larcker, D.F. (1998). ‘Are non-financial measures leading indicators of
financial performance’, An analysis of customer satisfaction. Journal of Accounting

Research, 36: 1-35.

Ittner, C. and Larcker, D.F. (2003). ‘Coming up short on non financial performance

measurement’, Harvard Business Review, 88-95.

Johnson, G., Scholes, K. and Whittington, R. (2005). Exploring Corporate Strategy, 7th ed.

Pearson Education Limited, Harlow.

Johnson, J.W. (1996). ‘Linking employee perceptions of service climate to customer

satisfaction’ Personnel Psychology, 49, 4: 831-851

Jones, T.O and Sasser, W.E. (1995). ‘Why satisfied customers defect’, Harvard Business
Review, 73,6: 88—101.

Juhmani, O.H. (2007). “Usage, motives and usefulness of the balanced scorecard (BSC):

Evidence from Bahrain. International Journal of Business. Vii,5.

Jusoh, R., Ibrahim, D. and Zainuddin, Y. (2006), “Assessing the alignment between
business
strategy and use of multiple performance measures using interaction approach”, The

Business Review, 5,1:51-60.

Jusoh, R., Ibrahim, D. and Zainuddin, Y. (2008), “The performance consequence of
multiple
performance measures usage: evidence from the Malaysian manufacturers”,
International

Journal of Productivity and Performance Management, 57,2:119-24.

Kald, M. and Nilsson, F. (2000), ‘“Performance measurement at Nordic companies”,

European Management Journal,18,1:113-27.

66



Karathanos, D. and Karathanos, P. (2005), “Applying the balanced scorecard to education”,
Journal of Education for Business, Vol. 80 No. 4, pp. 222-30.

Kaplan, R.S. and Atkinson. A.A. (1998). “Advance Management Accounting, 3 ed.,
Prentice-Hall, Englewood Cliffs, NJ.

Kaplan, R.S. (2001), “Strategic performance measurement and management in non-profit

organizations”, Non-profit Management and Leadership, 11,3:353-70.

Kaplan, R.S. and Norton, D.P. (1992). “The balanced scorecard: Measures that drive

performance”, Harvard Business Review, 70,1 January-February: 71-9.

Kaplan, R.S. and Norton, D.P. (1996 a). “Translating strategy into action, the balanced

scorecard”, Harvard Business School Press, Boston: MA.

Kaplan, R.S, and Norton, D.P. (1996 b) "Using the Balanced Scorecard as a Strategic

Management System", Harvard Business Review, 74,1. Jan-Feb:75-85

Kaplan, R.S and Norton, D.P (2000). “Having Trouble with Your Strategy? Then Map It,”
Harvard Business Review, 78(5), September-October, 167-176.

Kaplan, Robert S and Norton, David P (2001a). “Balance without Profit,” Financial

Management, January, 23-26.

Kennerly, K., Neely, A. (2003). “ Measuring performance in a changing business

environment. International Journal of Production Management, 23,2:213-229.

Kim CS, Davidson LF (2004). The effects of IT expenditures on banks' business

performance: Using a balanced scorecard approach. Managerial Financ., 30,6: 28—45.

Kordnaeij.A, Salmasi. Maryam., Fruzande, S. (2011) “ Evaluation of strategies
implementation with BSC approach in Iranian insurance firms (Case study: Rayan-

Saypa)”, European Journal of Scientific Research, 57,2: 265-274

67



Krishnan, M.S., Ramaswamy, V., Meyer, M.C. and Damien, P. (1999). ‘Customer
satisfaction for financial services: The role of products, services and information

technology’, Management Science, 45, 9: 1194-12009.

Krupnicki, M. and Tyson, T. (1997). ‘Using ABC to determine the cost of servicing

Customers’, Management Accounting, 79, 6: 40-46.

Laudon, K.C. and Laudon, J.P. (2004), Management Information System, Prentice-Hall,
Englewood Cliffs, NJ, p. 549.

Lee, A.H., Chen, W.C., Chang, C.J. (2008). “ A fuzzy AHP and BSC approach for
evaluating performance of IT department in the manufacturing industry in Taiwan.

Expert system with application. 34:96-107.

Lepas, M.J. (1995), “Performance measurement and performance management”,

International Journal of Production Economics, Amsterdam, 41, 1/3:23-35.
Lewis, B.R. and Gabrielsen, G.D.S. (1998). ‘Intra-organizational aspects of service quality

management: The employees perspective’ Service Industry Journal, 18, 2: 64-89.

Lipe, M.G. and Salterio, E. (2002), “A note on the judgmental effects of the balanced
scorecard’s information organization”, Accounting, Organizations and Society, 27:531-

40.

Luneborg, J.L. and Nielsen, J.F. (2003). “Customer-focused technology and performance in

small and large banks”. European Journal of Operational Research.21,2:258-269

Lynch, L.M. and Black, S.E. (1998). ‘Determinants of employer-related training’,

Industrial and Labor Relations Review, 45-49.

68



Maiga, A.S. and Jacobs, F.A. (2003), “Balanced scorecard, activity-based costing and
company performance: an empirical analysis”, Journal of Managerial Issues, 15,3: 283-

301.

Malina, M. and Selto, F.H. (2001). ‘Communicating and controlling strategy: an empirical
study of the effectiveness of the balanced scorecard’, Journal of Management

Accounting Research, 13: 47-90.

Malmi, T. (2001). ‘Balanced scorecards in Finnish companies: a research not’.

Management Accounting Research, 12: 207-220.

McCunn, P. (199). “ The balanced scorecard: The eleventh commandment,” Management

Accounting. 76,11:34-36

Morium, S. (2002), “Measuring business performance in banking sectors: balanced
scorecard

approach”, Bank Parikrama, 27,2: 103-12.

Meyer, M.W. (2002). “Rethinking performance measurement: Beyond the balanced
scorecard: Refining the search for organizational success measures. Long range

planning. 36:187-204.
Neely, A., Gregory, M., Platts, K. (1995). “Performance measurement system design: a
literature review and research agenda. International Journal of Operations and

Production Management, Bradford, 15,2:80-116.

Neely, A., Adams, C., Crowe, P. (2001). “ The performance prism in practice. Measuring
Business Excellence, Bradford, 5,2:6-12

Norreklit, Hanne (2000). “The Balance on the Balanced Scorecard: A Critical Analysis of

Some of its Assumptions,” Management Accounting Research, 11,1: 65-88.

69



Norreklit, H. (2003). “The balanced scorecard: what is the score? A theoretical analysis of

the balanced scorecard accounting’. Organizations and Society, 591-619.
Nunnally and Berstein. (1994), “Psychometric theory (3rd ed.), New York: McGraw-Hill.

Ong.T.Z., Teh., B.H., Lau, C.K. (2010). “ Adoption and implementation of balanced

scorecard in Malaysia”. Asia Pacific Management Accounting Journal. 5,1:21-40.

Otley, D. (1999). Performance Management: A Framework for Management Control

Systems Research. Management Accounting Research, 10, 363-382.

Paladino, B. (2000), “What is strategic-operational misalignment costing your firm each

year?”, Journal of Corporate Accounting and Finance, 11,5:47-56.

Paranjape, B., Rossiter, M. and Pantano, V. (2006), “ Insights from the balanced scorecard
performance measurement systems: Successes, failures and future- A review”.
Measuring Business Excellence. 10,3: 4-14.

Pandey, I.M. (2005). Balanced Scorecard: Myth and Reality, Vikalpa, 30, 1: 134-142.

Petal, B., Chaussalet, T., and Milard, P. (2008). “ Balancing the NHS balanced scorecard.
European Journal of Operational Research. 185:905-914.

Punniyamoorthy, M.and, R. Murali, (2008)”Balanced score for the balanced scorecard: a

benchmarking tool”, Benchmarking: An International Journal, 15, 4:420-443.

Reichheld, F. and W. Sasser (1990). Zero Defections: Quality Comes to Services. Harvard
Business Review, 68, 5: 105-111.

Rigby, D. (2001). “ Management tools and techniques: a survey. California Management
Review, 43, 2:139-160

70



Rucci, A.J., Kirn, S.P. and Quinn, R.T. (1998). ‘The employee-customer profit chain at
Sears’, Harvard Business Review, 76, 1: 82-97.

Rust, R.T., Zahorik, A.J. and Keiningham, T.L. (1995). Return on Quality: Making Service
Financially Accountable, Journal of Marketing, 59: 58-70.

Said, A.A., HassabElnaby, H.R. and Wier, B. (2003), “An empirical investigation of the
performance consequences of non-financial measures”, Journal of Management

Accounting Research, 15:193-223.

Schneiderman, A.M. (1999). ‘Why balanced scorecard fails’, Journal of Strategic

Performance Management, 6-11.

Shields, M.D. (1997), “Research in management accounting by North Americans in the

1990s”,Journal of Management Accounting Research, 9: 3-62.

Silk, S (1998). “Automating the Balanced Scorecard,” Management Accounting, 79,11: 38-
44,

Sim, K.L. and Koh, H.C. (2001), “Balanced Scorecard: a rising trend in strategic

performance measurement”, Measuring Business Excellence, 5,2: 18-26.

Smith TM, Reece JS (1999). The relationship of strategy, fit, productivity, and business
performance in a services setting. J. Oper. Manag., 17(2): 145-161.

Speckbacher, G., Bischof, J. and Pfeiffer, T. (2003). ‘A descriptive analysis of the
implementation of balanced scorecard implementation in German-speaking countries’.
Management Accounting Research, 361-387.

Wabh, L. (1998). ‘An ounce of prevention’, Management Review, 87, 9: 9.

Whitaker, A. (1999). ‘What causes IT workers to leave’, Management Review, 88, 9: 8.

71



Youngvanitch, K. and Guthrie, J. (2007), “The balanced scorecard of Thailand listed
companies and performance implications”, paper presented in 4th Conference on
Performance Measurement and Control: Measuring and Rewarding Performance, Nice,

26-28 September.

72



APPENDIX

Appendix 1:

Gender

W ale
EFemals

Appendix 2:

Education

W Diploma / Certificate
M Bachelor's Degree
[OMaster Degree
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Appendix 3:

Position

M Executive

] Manager | Assistant
Manager

DSenior Manager / General
Manager
CEQ | Managing Director [

Director/ Management
Level

Appendix 4:

Country

Wmalaysia
B singapore
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Appendix 5:

Appendix 6:

Humber of Years In Operations

Size of the Company

M Less than 10 Years
11 -20 Years
21 - 30 Years
W30 Years and above

MLess than 50 Employees
Hs0 - 150 Employees
COMore than 150 Employees
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Appendix 8

=>4 UNIVERSITY
O OF MALAYA

ke KUALA LUMPUR
Producing Leaders Since 1905

Balanced Scorecard and Performance Measurement

in Insurance Industry

Dear Sir/Madam,

I am conducting a study on balanced scorecard and performance measurement in insurance
industry. This research is conducted as a partial requirement for the completion of the Master of
Business Administration, University of Malaya.

| would appreciate if you could spend a few minutes (about 10 minutes) of your precious time to
answer the questions in the following pages. All information will be used for academic purpose only
and will be kept strictly private and confidential.

Your kind cooperation and participation in this survey is valued and highly appreciated.
This research is conducted under the supervision of Dr. Edward Wong. Should you have any

enquiries, please do not hesitate to contact me at 017-3033345 or email me at
siewpei@jbboda.com.my

I am most grateful for your time and participation in this survey.
Yours sincerely,

Tan Siew Pei (CGA 090119)

Master of Business Administration (MBA)
Graduate School of Business

Faculty of Business & Accountancy
University Malaya (UM)

Definition of Balanced Scorecard (BSC) : The balanced scorecard is a strategic planning and
management system that used to align business activities to the vision and strategy of the
organization, improve internal and external communications, and monitor organization performance
against strategic goals.
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Part 1 (About firms and respondents information)

Respondents Details

1. Name: (optional) |

2. Gender:
[ IMale : [|Female:

3. Education level:

[ IDiploma/ Certificate

[IBachelor’s Degree

[IMaster Degree or professional qualification

[Other: |

4. Position held:

[]Executive

[ IManager / Assistant Manager

[ISenior Manager/ General Manager

[JCEO/ Managing Director / Director/ Management level

[Other: |

Business Details

5. Name of the company/ Country: ‘

6. Number of years in operations (Please mention by putting tick in the appropriate box)
[ILess than 10 years

[ ]11-20 years

[ 121-30 years

[ 1> 30 years

7. Size of the company

[ ILess than 50 employees (small)
[ 150-150 employees (medium)
[IMore than 150 employees (large)



Part 2 (Performance measurement practices related questions)

Use of financial measures and Non-financial measures

Please tick which of the following key financial and non-financial performance measures are

formally reported by your company?

Section | : Financial Measures

1.1 Financial measures: Does the company use the following financial measures?

Scales: 1=Always, 2=0ften, 3=Sometime, 4=Rarely, 5=Never)

Financial Measures

—
j—y

™

w

~

a

Net Profit

Total premium

Financial revenue

Receivable collection period

Return on assets

Return of equity

Days of working capital

Current ratios

Operating profit margin to net written premium ratio

Net written premium to earning ratio

Section Il : Non-Financial Measures

2. Learning and Growth measures: Does the company use the following human resources,

learning and growth related measures? (please tick)

Scales: 1=Always, 2=0ften, 3=Sometime, 4=Rarely, 5=Never)

Learning and Growth Measures

—_
—_

Employees’ accessibility to training

S

O

O=

o

Stability of software

Updating frequency of software

Whether the company has establish an independent training
department

Turnover rate of the employees

Employee satisfaction

O] O

O] O

OO O

OO O

OO O

Team performance
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3. Customer Measures: Does the company use the following customers’ measures?
(Please tick)

Scales: 1=Always, 2=0ften, 3=Sometime, 4=Rarely, 5=Never)

Customer Perspective
(customer here refer to cedants/ reinsurers/ insurers/ brokers)

A

—
=
—

N
S
©
E
—~

(9]
g

Average waiting time for customers

Convenience for customer to provide feedback

Ability to provide customers with information and technical
support

Customers attitude toward after-sale services

Time required to resolve issues for customers

Percentage of customers who complaint (among all customers)

Lood oo
Lood oo
OOood Oood
OOood Oood
OOood Oood

Customer satisfaction survey

4. Internal Business Process Measures: Does the company use the following Internal
Business Process Measures? (Please tick)

Scales: 1=Always, 2=0ften, 3=Sometime, 4=Rarely, 5=Never)

Internal Business Process Measures

A

—h
=
L

N
S
&
=
L

(9]
G

Ratio of orders and transaction processed

IT system integration capability for business premises

Synchronization of knowledge and skills of employees and
corporate training and curricula

Regular assessment of effectiveness of knowledge sharing
within the organization

Whether customer relationship management has changes in
the operation flows

Unit of output per labour hours

O O o oo
O O o oo
O O O Ood
O O O Ood
O O O Ood

Total premium of previous customers
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Part 3

Use of financial and non-financial measures to improve company performance

Please indicate whether the use of the financial and non-financial measures of the following

will improve company performance:

Scales: 1= Strongly agree, 2=Agree, 3=No comment, 4=Disagree, 5=Strongly disagree

Company performance improvement

b—~
—_
—

S

&

=

—~
o1
~—

New technology speeds up innovation ool
New technology improves internal process EEEEEEnEEEEEE
New technology improves customer service L | || | | L L
Speedy in innovation, produces innovative products/services L O[O O] O
Innovative product/service meets customer demand EEEEEEnEEEEEE
Innovative product/service improves customer service L | L | | | L L
Employees training improves innovation adoptions EEEEEEnEEEEEE
Employees training improves employee productivity HEEREEnEEnEEn
Human capital development improves customer service L | L | | | L L
Technology innovation improves product/service quality EEEEEEnEEEEEE
Technology innovation affects sales margin EEEEEEnEEEEEE
Innovative product/service retains customers L || || L L
Process improvement increases product/service quality L] L] L] L] L]
Process improvement increase sales margin [ ] [ ] [ ] [ ] ]
Internal process improvement retains customers L | || | | L L
Improvement in customer service increase product/service O OO .
quality

Quality of customer affects sales margin HEEEREEnEEnEER
Product/Service quality influences rate of return on Assets OO O]
Better quality results in greater market share HEEEEEnEEEEEE
Better quality improves profit margin [ | [ ] [ ] [ | [ ]
Sales margin (Net Premium) influences return on assets EEEEEEnEEEEEE
Sales margin (Net Premium) influences market share HEEEEEnEEEEEE
High sales margin (Net Premium) increases profit margin [ ] [ ] [ ] [ ] [ ]
High customer retention increases market share EEEEEEnEEEEEE
High customer retention increases profit margin O] OO [ OO O] O
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