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ABSTRACT

This research aims to improve sustainable
business  performance through Balanced
Scorecard (BSC) with a systematic literature
review method from 2018 to 2022, using Watase
Uake, which resulted in 28 selected articles. BSC
has proven to be strategic in improving the
holistic performance of companies, covering 4
main  perspectives:  financial,  customer,
development and growth, and internal process.
The internal process perspective was more
influential in strategizing to measure company
performance, followed by the training and
development perspective, and then the customer
and financial perspectives. The four perspectives
of performance measurement using the balanced
scorecard are interrelated so that the internal
process makes improvements in the learning and
development perspective, which in turn leads to
finance by bringing benefits to customer

satisfaction.
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INTRODUCTION

In an increasingly complex and dynamic business era, organizations are
required to have a holistic and adaptive strategic management approach. The
rapidly changing global market requires companies to be able to effectively
measure and improve their performance (Sudrez-Gargallo & Zaragoza-Saez,
2023). Knowledge is considered to be the ultimate power, and companies that
understand the extent of their goal achievement have a significant advantage.
These companies seek innovation to increase productivity through better
performance, differentiation, creation of new products, and high quality in the
products and services provided (Islam et al, 2018; Quesado et al., 2022).
Innovative technologies and sophisticated production methods emerge as
technology advances, competition increases, and customer demands intensify.
The Balanced Scorecard (BSC) is emerging as one of the most widely adopted
strategic performance management systems (Quesado et al., 2022). Initially,
business management tended to focus attention on financial metrics (Sayed et al.,
2021). However, BSC changes this paradigm by involving four additional
perspectives: customer, internal business processes, learning and growth, and
tinancial perspectives (Zand et al., 2018) This allows companies to track metrics
in a broader and proactive dimension, so that management can take corrective
measures before the full financial impact is felt (Goldstein, 2022).

BSC helps create a common and comprehensive reference point for all
employees and business units of the organization (Mehralian et al., 2018). Its use
in various sectors, including non-private and government units, has grown over
time (Mio et al., 2022). Nonetheless, limited knowledge regarding how these
organizations overcome challenges in the development and implementation of
their BSC is still an obstacle (Handoko et al., 2021). The importance of BSC
implementation in the context of strategic management continues to grow,
especially in following the global trend towards sustainable development (Jami
Pour & Asarian, 2019). Organizations are directed to demonstrate their efforts
through instruments such as corporate governance, corporate social
responsibility, and environmental management. BSC, as a comprehensive
strategic performance management tool, helps educational institutions serve
their mission with a focus on strategy through the provision of a balanced
performance system. It includes operational measures such as customer
satisfaction, innovation, learning, and internal process activities that are key
drivers of future financial performance (Coskun & Nizaeva, 2023).
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LITERATUR REVIEW
Balanced Scorecard

The Balanced Scorecard (BSC) is a performance management tool developed
by Kaplan and Norton in the early 1990s (Taamneh et al., 2018). Its function is to
help organizations translate vision and strategy into operational actions (Albuhisi
& Abdallah, 2018). BSC uses interrelated financial and non- financial performance
indicators, creating a comprehensive cause-and-effect relationship (Alsharari et al.,
2019). There are four main perspectives in BSC, namely finance, customer, internal
processes, and learning and growth. The finance perspective evaluates financial
performance, the customer perspective identifies target markets and segments
while measuring the success of these segments. Internal processes focuses on
improving internal processes that help achieve organizational goals, while the
learning and growth perspective focuses on improving internal processes that help
achieve organizational goals, emphasizes adaptation, innovation, employee
development, and mastery of technology (Sayed et al., 2021; Alsharari et al., 2019).
The main purpose of BSC is to create a shared understanding of the
organization's vision and strategy, ensuring consistent contributions from each
level and function towards long-term goals (Anggitaningsih et al., 2022). By
using indicators from these four perspectives, organizations can measure
performance holistically, not only based on financial aspects, but also taking into
account other critical aspects that contribute to sustainability and growth
(Albuhisi & Abdallah, 2018).

Employee Performance

Employee performance is an assessment of how someone completes their
work, referring to certain provisions that apply to a job. This includes adherence
to regulations, performing tasks without errors or with a minimum number of
errors, and accuracy in carrying out tasks (Albuhisi & Abdallah, 2018). Aspects
of employee performance also involve work results, the ability to obtain the
necessary information, timeliness in completing tasks, responsibility, and
cooperation with others (Anggitaningsih et al., 2022). Employee performance is
seen from the results of work in terms of quality and quantity in accordance with
the responsibilities given. Performance also involves working time, cooperation,
and achieving organizational goals. In conclusion, employee performance can be
measured by comparing the results of their work with predetermined standards,
both in terms of quality and quantity, in accordance with their responsibilities
(Taamneh et al., 2018).
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Strategic management

Strategic management is gaining more and more important attention in the
face of competitive and dynamically changing markets. The new view
emphasizes that profit is not the only goal of organizations Today, profit should
be the result of correct and sustainable actions. Awareness of common interests
with society and the limits of economic growth to preserve resources are the
determining factors in which managers must operate (Sayed et al., 2021).

The importance of monitoring and interpreting the organization's
environment, both internal and external, creates the basis for the development of
the company's strategic posture (Lucianetti et al., 2019). The value statement,
vision, mission, and strategic objectives become the foundation for determining
the overall business strategy (Cérdova-Aguirre & Ramoén-Jerénimo, 2021). The
strategic management process not only includes planning, organizing, executing,
and controlling business activities, but also highlights the implementation and
strategic control phases (Janaki, 2019). This entire process is fundamental in
achieving the goals that have been proposed by the company. Therefore,
managers need to not only understand, but also actively engage in the process of
developing, implementing, and controlling strategic plans, strategic control to
ensure the long-term success of the company in this competitive and dynamic
market (Mio et al., 2022). Strategic management is becoming increasingly
important in the face of competitive and dynamically changing markets. New
views and paradigms emphasize that profit is not the only goal of an
organization. Today, profit should be the result of right and sustainable actions.
The awareness of common interests with society as well as the limits of economic
growth to preserve resources define the context in which managers must operate
(Sayed et al., 2021).

METHODOLOGY

The method used in this research is the Systematic Literature Review
(SLR) method with the help of Watase Uake to assist in the search. This method
takes an approach that can identify, review, select, evaluate, and interpret
research journal articles that are relevant to a particular research question, topic,
or phenomenon. SLR aims to present an objective evaluation of a research theme
using a reliable methodology. The stages in conducting a systematic literature
review are as follows.

Research Question

The first step in carrying out SLR is to clearly formulate the research
question to define the scope and avoid ambiguity. Research questions are
formulated from the subject matter to be researched. In this study, we seek to
provide a deeper understanding of the following two research questions:
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RQ 1: What are the indicators of each Balanced Scorecard (BSC) perspective in
measuring performance in a company?

RQ 2: What is the role of Balanced Scorecard (BSC) in measuring performance
in a company?

Searching for the Literature

The collection of articles or journals is done by using a tool, Watase Uake,
to assist in the search. Watase Uake is an online system designed to conduct
research collaboration between researchers. This system was initiated in 2018 and
began to be developed by involving researchers from several universities in 2020.
Watase.web.id was created with the aim of facilitating researchers in conducting
joint research (collaborative research). Searching for articles with related topics is
done using the keywords "the role balanced scorecard, performance".

Selection Criteria

From the search using Watase Uake, 251 articles were obtained. There are
2 criteria for selecting articles: inclusion criteria are criteria that are adjusted, and
exclusion criteria are criteria that are not included or excluded. The exclusion
criteria of this study are articles published from 2018 to 2023 so that 251 articles
are obtained. Furthermore, from the screening results there were 173 articles that
did not enter the period and were not indexed Q1, Q2, Q3, Q4. After going
through the identification and screening stages, 28 articles were included.
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Figure 1. Diargram PRISMA
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RESEARCH RESULT

This study examines several indicators in the use of the Balanced

Scorecard which can be a measuring tool to analyze the mission of the
organization by being realized in developing a good strategy to realize goals,
actions and measure company performance (Alsharari et al., 2019). Huang (2009),
developed a Balanced Scorecard (BSC) system to support strategic planning that
selects management strategies for company operations based on four
perspectives, namely learning and growth, internal business processes,
customers, and finance. With the Balanced Scorecard (BSC) can help companies
to carry out their business strategic plans more effectively and efficiently for
sustainability company. The following date table 1 represents a more complete
explanation of the literature used as material for analysis.

Table 1. Journal Classification

Company Type/ Journal .
No. | Authors Name Organization Publisher Quartile
Sanchez- Manufacturin
1. | Marquez et al,, Compan & Elsevier Q1
(2018) pany
(Zand et al., John Wiley
2. 2018) Company Software and Sons Itd Q2
(Sayed et al., Environmental
> 2021) Consulting Firms Emerald Q2
(Hudnurkar et | Manufacturing
4 al., 2018) Company Emerald Q2
(Albubhisi & Manufacturing
> Abdallah, 2018) | Company Emerald Q2
(Taamneh et al., .
6. 2018) Banking Emerald Q2
Telecommunications,
(Alsharari et al., | Manufacturing,
7 2019) Finansial and Emerald Q2
Services Sectors
(Ndevu & :
8. Muller, 2018) Public Sector AOSIS Q3
(Islam et al., Multinational
9. 2018) Company Emerald Q1
(Jami Pour &
10. Asarian, 2019) SMEs Emerald Q2
(Bin Haji Rashid Inderscience
11. | & Haji Said, Public Sector Enterprises Q4
2018) P
(Nicoletti Junior | Manufacturing .
12. et al., 2018) Company Elsevier Ql
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(Mehralian et al., | Manufacturing
13. 2018) Company Emerald Q1
(Alani et al., . .
14. 2018) University Emerald Q2
15 (Essawy et al., Manufacturing Inderscience 3
" 12019) Company Enterprises
(Kuiate & Manufacturing
16. Noland, 2019) Company Emerald Q2
(Lucianetti et al., | Multinational
17. 2019) Company Emerald Q1
18. | (Wuetal, 2019) | Multinational Emerald Q2
Company
19 (Amaladhasan | Multinational Inderscience Q2
" | etal., 2019) Company Enterprises
(Valmohammadi | Manufacturing
20. et al., 2019) Company MDPI Q2
(Ritchie et al., . Taylor and
21. 2019) Hospital Francis Q3
(Asiaei & Bontis, | Multinational
22. 2020) Company Emerald Q2
(Sanchez- Manufacturin
23. | Marquez et al., Compan & Elsevier Q1
2020b) pany
(Sakrabani & . :
24. Teoh, 2021) Retail Business Emerald Q1
Manufacturing John Wiley
25. | (Karasneh, 2020) Company and Sons Ltd Q3
(Lim & Ok, Tourism Companies .
26- | 2001) and Hospitality Elsevier Ql
(Amos et al., . .
27. 2021) Services Health Elsevier Q1
(Anggitaningsih .
28. et al., 2022) Banking SRAC Q4

and journal quartile rank.

Table 1 illustrates the final results of the search using the watase wake web
application as a tool to search for literature that matches the topic of this research.
The results of the literature search were used to answer the request question
research. Articles were grouped according to company type, journal publisher,

469




Usman, Mediaty, Liwan, Nindita

Company Type

B Manufacturing Company
- Software Company

Environmental Consulting
= Firms

Public Sector

MSME Multinationals
| |

University
[ ]

B Hospital

Figure 2. Company Type

Based on figure 2, it explains that the 28 articles that passed the most
examining the Balanced scorecard measuring tool are manufacturing sector
companies with 11 articles followed by multinational companies with 5 articles
then software companies, public sector, hospitals and banking with 2 articles
each and finally university level, retail business, service companies and tourism
with 1 journal each.

Data Source
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Figure 3. Data Source
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Based on table 1 and clarified in figure 2 that the search results for articles
relevant to this study mostly come from Emerald as many as 14 articles, 5
articles from Elsevier, 3 articles from Inderscience Enterprise, 2 articles from
John Wiley and Sons Itd and 1 article each from SRAC, MDPI, and AOSIS.

Count of Quartile

EQl EQ2 HQ3 H(Q4

Figure 4. Quartile Types

Based on figure 4, we can see that the type of quartile that contributes the
most to the systematic literature review of this research is Q2 is in the first
position with 13 articles, followed by Q1 with 9 articles and Q3 with 4 articles
and Q4 with 2 articles.

DISCUSSION
RQ1: What are the indicators of each Balanced Scorecard (BSC) perspective in
measuring perfromance in a company?

Tabel.2 The Indicators of Each Balanced Scorecard (BSC)

No. | Indicator Description
1. | Finance e Sufficient Funds (Alani et al., 2018)
e Save costs (Amaladhasan et al., 2019; Sanchez-Marquez
et al., 2018)

e Operating income growth (Amaladhasan et al., 2019;
Essawy et al., 2019; Sayed et al., 2021)

e Product price (Jami Pour & Asarian, 2019)(Hudnurkar et
al., 2018; Jami Pour & Asarian, 2019)

e Determining payment (Hudnurkar et al., 2018)

e Audit (Hudnurkar et al., 2018)
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e Increased saled (Albuhisi & Abdallah, 2018; Jami Pour &
Asarian, 2019)

e Increase market share (Albuhisi & Abdallah, 2018;
Lucianetti et al., 2019; Nicoletti Junior et al., 2018)

e Human resource management (Taamneh et al., 2018)

e Increase in profit (Taamneh et al., 2018)

¢ Investment (ROI, ROA, dan Cash Flow) (Jami Pour &
Asarian, 2019; Taamneh et al., 2018)

e Long-term and short-term finansial performance
(Alsharari et al., 2019)

e Tac rate (Ndevu & Muller, 2018)

e Government Funding (Ndevu & Muller, 2018)

e Socio-economic planning and development (Ndevu &
Muller, 2018)

e Profitability (Nicoletti Junior et al., 2018)

¢ Social Investment (Nicoletti Junior et al., 2018)

e Environmental Investment (Nicoletti Junior et al., 2018)

¢ Investment (Alani et al., 2018)

e Grant (Alani et al., 2018)

e Budget approval (Alani et al., 2018)

¢ Risk management (Kuiate & Noland, 2019)

¢ Operating costs (Amaladhasan et al., 2019)

e Operatiob efficiency (Amaladhasan et al., 2019)

Customer

e Customer satisfication (Alani et al., 2018; Albuhisi &
Abdallah, 2018; Alsharari et al., 2019; Amaladhasan et
al., 2019; Karasneh, 2020; Lim & Ok, 2021; Lucianetti et
al., 2019; Mehralian et al., 2018; Sakrabani & Teoh, 2021;
Sanchez-Marquez et al., 2020; Ritchie et al., 2019; Wu et
al., 2019; Zand et al., 2018)

¢ Retaining customers or loyalty (Essawy et al., 2019; Jami
Pour & Asarian, 2019; Sayed et al., 2021; Wu et al., 2019)

e Product quality and quantity (Hudnurkar et al., 2018;
Jami Pour & Asarian, 2019; Lim & Ok, 2021; Sanchez-
Marquez et al., 2020; Taamneh et al., 2018)

e Commitment in delivering goods (Hudnurkar et al.,
2018; Taamneh et al., 2018)

e Services Quality (Hudnurkar et al., 2018)
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Customer reviewers (Albuhisi & Abdallah, 2018;
Hudnurkar et al., 2018; Sanchez-Marquez et al., 2020)
Costumer loyality (Albuhisi & Abdallah, 2018;
Lucianetti et al., 2019)

Feedback (Alsharari et al., 2019)

Safe and healthy environment (Ndevu & Muller, 2018;
Sakrabani & Teoh, 2021)

Community (Ndevu & Muller, 2018)

New costumer acquisition (Amaladhasan et al., 2019;
Jami Pour & Asarian, 2019)

Meet needs customers (Jami Pour & Asarian, 2019)
Target market share (Amaladhasan et al., 2019)
Adopting technology for customers (Sakrabani & Teoh,
2021)

Internal
Processes

Knowledge management (Asiaei & Bontis, 2020;
Karasneh, 2020)

Intellectual capital (Karasneh, 2020)

Work efficiency (Amaladhasan et al.,, 2019) (Sanchez-
Marquez et al., 2020)

On Time (Alsharari et al., 2019; Hudnurkar et al., 2018;
Jami Pour & Asarian, 2019; Sanchez-Marquez et al.,
2020a)

Measuring production time (Lucianetti et al., 2019;
Taamneh et al., 2018)

Infrastructure upgrades (Zand et al., 2018)

Solutions and promotions for new products (Sayed et al.,
2021; Valmohammadi et al., 2019) (Sayed et al., 2021)
Changes (Alsharari et al., 2019; Sayed et al., 2021)
Long-term business commitment (Hudnurkar et al.,
2018).

Top management support (Alani et al., 2018; Albuhisi &
Abdallah, 2018; Alsharari et al., 2019; Bin Haji Rashid &
Haji Said, 2018; Hudnurkar et al., 2018; Karasneh, 2020;
Lucianetti et al, 2019; Ritchie et al., 2019;
Valmohammadi et al., 2019)

Improved employee performance (Albuhisi & Abdallah,
2018; Lim & Ok, 2021)

Involving employees in various fields of work (Albuhisi
& Abdallah, 2018; Taamneh et al., 2018)
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e Employee rewards (Alsharari et al., 2019; Taamneh et al.,
2018)

e Productivity (Jami Pour & Asarian, 2019; Lucianetti et al.,
2019; Nicoletti Junior et al., 2018; Taamneh et al., 2018)

e Strong planning (Alsharari et al., 2019)

e Application of Ms Office (Alsharari et al., 2019)

e The right informations (Alsharari et al., 2019)

¢ Finding and solving problems (Alsharari et al., 2019; Lim
& Ok, 2021; Ritchie et al., 2019; Valmohammadi et al.,
2019)

¢ Decision making (Alsharari et al., 2019)

e Working in teams (Alsharari et al., 2019; Lucianetti et al.,
2019; Valmohammadi et al., 2019)

e Regular reporting (Alsharari et al., 2019)

e Effective communications (Alsharari et al., 2019)

e Transparency (Ndevu & Muller, 2018)

e Fair (Ndevu & Muller, 2018)

¢ Administration (Ndevu & Muller, 2018)

e Expanding new products (Jami Pour & Asarian, 2019)

¢ Legal action (Bin Haji Rashid & Haji Said, 2018)

e Corporate Social Responsibility (Kuiate & Noland, 2019;
Nicoletti Junior et al., 2018)

e Employee cultural values (Mehralian et al., 2018)

e Teaching and learning strategies (Alani et al., 2018)

¢ Reducing product damage (Essawy et al., 2019)

e Reduced re-work (Essawy et al., 2019)

e Welfare employees (pensioners) (Kuiate & Noland, 2019)

e Improving quality (Lucianetti et al., 2019)

e Organizational support (Wu et al., 2019)

e Product and services development (Amaladhasan et al.,
2019)

e Technology (Amaladhasan et al., 2019; Sakrabani &
Teoh, 2021; Valmohammadi et al., 2019)

e Implement standardized procedures (Ritchie et al., 2019)

e Product efficiency (Sakrabani & Teoh, 2021)

e Praktik human resource practices (Lim & Ok, 2021)

e Organizational capability (Lim & Ok, 2021)
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Learning
and Growth

Organizational improvement (Sanchez-Marquez et al.,
2018)

Employee customer-related knowledge (Asiaei & Bontis,
2020; Mehralian et al., 2018; Sanchez-Marquez et al,,
2020b; Zand et al., 2018)

Organizational commitment (Lim & Ok, 2021)
Customer orientation (Zand et al., 2018)

The development of skills, techniques and also new
products or innovations (Amaladhasan et al., 2019;
Asiaei & Bontis, 2019; Jami Pour & Asarian, 2019; Lim &
0Ok, 2021; Ndevu & Muller, 2018; Sakrabani & Teoh, 2021;
Sayed et al., 2021; Valmohammadi et al., 2019; Wu et al,,
2019)

Collaborations with suppliers and organizations
(Hudnurkar et al., 2018)

Employee training (Alani et al., 2018; Albuhisi &
Abdallah, 2018; Alsharari et al., 2019; Amaladhasan et
al., 2019; Jami Pour & Asarian, 2019; Lucianetti et al.,
2019; Mehralian et al., 2018; Sakrabani & Teoh, 2021;
Taamneh et al., 2018)

Target expansion (Alsharari et al., 2019)

Giving seminars (Alsharari et al., 2019)

Facilitate employees (Karasneh, 2020)

Developing perormance standards (Alsharari et al.,
2019)

External knowledge (Lim & Ok, 2021)

Employee statisfaction (Amaladhasan et al., 2019; Jami
Pour & Asarian, 2019; Lim & Ok, 2021)

Use of new technology (Alani et al., 2018; Jami Pour &
Asarian, 2019)

Using experts (Jami Pour & Asarian, 2019)

Salary and benefits (Nicoletti Junior et al., 2018)

Ethics and transparency (Nicoletti Junior et al., 2018)
Professionalism (Alani et al., 2018; Mehralian et al., 2018;
Wu et al., 2019)

Achievement award (Alani et al., 2018)

Staff promotion (Alani et al., 2018; Wu et al., 2019)
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e Regulating competition between organizations (Essawy
et al., 2019; Karasneh, 2020; Valmohammadi et al., 2019)
(Essawy et al., 2019)

e Reducing production waste (Amaladhasan et al., 2019;
Essawy et al., 2019) (Essawy et al., 2019)

e Responding to environmental and social changes
(Karasneh, 2020; Wu et al., 2019)

e Knowledge sharing (Amaladhasan et al., 2019; Asiaei &
Bontis, 2019; Valmohammadi et al., 2019)

Based on the results of the analysis of several articles above, we can know
that companies that use the Balanced Scorecard to measure performance by
developing corporate strategies are most widely used in the field of internal
processes. This is supported by research conducted by (Lim & Ok, 2021;
Sakrabani & Teoh, 2021) which states that the internal process perspective has
more influence on company performance and the training field and development
is in the second position then the customer field and the last is the learning and
growth field. Internal business processes are most influential because they focus
on helping the company to support the achievement of the company's strategic
goals in the long term by ensuring that its performance is in line with the
organization's vision and mission (Albuhisi & Abdallah, 2018; Taamneh et al.,
2018). The use of BSC can enable management to measure the extent to which
each organizational process supports strategic goals. In addition, companies
need to provide training to develop employee knowledge in order to improve
employee performance and gain a competitive advantage. With the training
provided to employees, they are more enthusiastic in working so that it can
produce more conducive, efficient and positive company performance (Lim &
Ok, 2021)

The four perspectives of performance measurement using the Balanced
Scorecard have a causal relationship such that internal processes make
improvements in the learning and development perspective, which in turn leads
to financial benefits for customer satisfaction (Ndevu & Muller, 2018).

RQ 2: What is the role of Balanced Scorecard (BSC) in measuring performance
in a company?
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As the business world continues to evolve, it is important for a company
to use a tool to evaluate performance to improve it and understand its
contribution in the long term. Performance assessment using Balanced Scorecard
perspectives can enable a company to make more strategic and operational
policies to lead to a better understanding of decision-making and long-term
business sustainability. We can know the role of each perspective based on the
results of the analysis in the financial perspective seen from the adequacy of
funds (Alani et al., 2018) to ensure that the organization has ensured sufficient
funds in its operations by using BSC to monitor and manage its financial
resources (Amaladhasan et al., 2019; Essawy et al., 2019; Sayed et al., 2021) and
also financial performance for the long and short term (Alsharari et al., 2019). BSC
can also be used to identify areas of cost savings (Amaladhasan et al., 2019;
Sanchez-Marquez et al.,, 2020b) so as to measure financial performance to
improve margins profit and profitability of the organization (Nicoletti Junior et
al., 2018; Taamneh et al., 2018). But it is necessary for organizations to determine
product prices (Hudnurkar et al., 2018; Jami Pour & Asarian, 2019) by using BSC
so that it can increase sales (Albuhisi & Abdallah, 2018; Jami Pour & Asarian,
2019)land can also increase market share (Lucianetti et al., 2019; Nicoletti Junior
et al., 2018). In addition, BSC can help organizations to manage organizational
risk (Kuiate & Noland, 2019).

Likewise, in the customer perspective, customer satisfaction (Alani et al.,
2018; Albuhisi & Abdallah, 2018; Alsharari et al., 2019; Amaladhasan et al., 2019;
Karasneh, 2020; Lim & Ok, 2021; Lucianetti et al., 2019; Mehralian et al., 2018;
Ritchie et al., 2019; Sakrabani & Teoh, 2021; Sanchez-Marquez et al., 2020a; Zand
et al., 2018) is the most important indicator as a benchmark for using BSC because
employees become loyal to customers (Albuhisi & Abdallah, 2018; Lucianetti et
al., 2019) by paying attention to customer needs and desires of customers (Jami
Pour & Asarian, 2019) mand also the commitment to deliver goods to consumers
and ensuring product quality and quantity (Hudnurkar et al., 2018; Jami Pour &
Asarian, 2019; Lim & Ok, 2021; Sanchez-Marquez et al., 2020; Taamneh et al.,
2018) so as to make customers feel satisfied because they have paid attention to
customer feedback (Alsharari et al., 2019) and understand customer complaints
and suggestions so that the company takes corrective action and also the right
solution (Albuhisi & Abdallah, 2018) to be able to retain customers (Essawy et al.,
2019; Jami Pour & Asarian, 2019; Sayed et al., 2021; Wu et al., 2019).
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As for the internal process perspective, knowledge management (Asiaei &
Bontis, 2020; Karasneh, 2020) is very important in using BSC because it can direct
employees in supporting the effectiveness and success of BSC implementation
using technology (Amaladhasan et al, 2019; Sakrabani & Teoh, 2021;
Valmohammadi et al., 2019). It is very necessary to be supported by top
management (Alani et al., 2018; Albuhisi & Abdallah, 2018; Alsharari et al., 2019;
Bin Haji Rashid & Haji Said, 2018, Hudnurkar et al., 2018; Karasneh, 2020;
Lucianetti et al., 2019; Valmohammadi et al., 2019) because as the holder of the
key elements of an organization (Ritchie et al., 2019). To improve employee
performance, managers need to provide training (Alani et al., 2018; Albuhisi &
Abdallah, 2018; Alsharari et al., 2019; Amaladhasan et al., 2019; Jami Pour &
Asarian, 2019; Lucianetti et al., 2019; Mehralian et al., 2018; Sakrabani & Teoh,
2021; Taamneh et al., 2018) and also involving employees in various areas of work
(Albuhisi & Abdallah, 2018; Taamneh et al., 2018) and providing rewards
(Alsharari et al., 2019; Taamneh et al., 2018). And providing support for
employees to encourage innovation so that employees can be involved in
improvements (Albuhisi & Abdallah, 2018) in product damage and re-work
(Essawy et al., 2019) so that employees can solve problems (Alsharari et al., 2019;
Lim & Ok, 2021; Ritchie et al., 2019; Valmohammadi et al., 2019)

Management also needs to have strong planning in strategizing the
organization so that it can find the right information for decision making
(Alsharari et al., 2019). Working in teams (Alsharari et al., 2019; Lucianetti et al.,
2019; Valmohammadi et al, 2019) is the key to effective communication
(Alsharari et al., 2019) in good strategic preparation so as to ensure transparency
and fairness in decision making (Ndevu & Muller, 2018). Top management is
believed to make a major contribution that can improve the quality of employees
(Alsharari et al.,, 2019)and employee welfare by providing future plans for
retirees, both in terms of severance pay and the cost of recruiting new workers,
as well as managing risks for the sustainability of the company because retirees
associate all indicators in the implementation of BSC in a company (Kuiate &
Noland, 2019). But there are also top management who are still reluctant to use
BSC so that their organizations still use traditional methods and do not reform
because there is no legal action or coercion that can make them implement the
BSC system (Bin Haji Rashid & Haji Said, 2018). So the role of managers is very
important and most important in making the vision, mission and strategy of the
company that involves all stakeholders in order to produce good performance in
the company. By focusing on communication between all staff in the company so
that it can help staff in achieving the company's vision, goals and strategies
(Alsharari et al., 2019).
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Meanwhile, from the perspective of learning and processes, managers
need to facilitate employees (Karasneh, 2020) by developing skills, techniques
and products (Amaladhasan et al., 2019; Asiaei & Bontis, 2020; Islam et al., 2018;
Jami Pour & Asarian, 2019; Lim & Ok, 2021; Ndevu & Muller, 2018; Sakrabani &
Teoh, 2021; Sayed et al., 2021; Taamneh et al., 2018; Valmohammadi et al., 2019;
Wu et al.,, 2019) by providing training to employees (Alani et al., 2018; Albuhisi
& Abdallah, 2018; Alsharari et al., 2019; Amaladhasan et al., 2019; Jami Pour &
Asarian, 2019; Lucianetti et al., 2019; Mehralian et al., 2018; Sakrabani & Teoh,
2021; Taamneh et al., 2018) and seminars (Alshararis et al., 2019) including in the
use of new technology (Alani et al., 2018; Jami Pour & Asarian, 2019) because
technology can make companies more developed especially in business targets
and update environmental conditions (Valmohammadi et al., 2019) can also
encourage employees to participate in decision-making and continuous
improvement by providing suggestions and solutions that can make the
company's production and operational processes more effective.

Increased employee knowledge of customers (Asiaei & Bontis, 2020;
Mehralian et al., 2018; Ritchie et al., 2019; Sanchez-Marquez et al., 2020b; Zand et
al., 2018) collaboration with suppliers and organizations (Hudnurkar et al., 2018),
target expansion (Alsharari et al., 2019) and other external knowledge (Lim & Ok,
2021) through the use of experts (Jami Pour & Asarian, 2019) so as to compete
between organizations (Essawy et al., 2019; Karasneh, 2020; Valmohammadi et
al, 2019). In addition to the use of experts, sharing knowledge between
employees (Amaladhasan et al., 2019; Asiaei & Bontis, 2019; Valmohammadi et
al., 2019) can respond to environmental and social changes (Karasneh, 2020; Wu
et al., 2019) so that organizations can reduce production waste (Amaladhasan et
al., 2019; Essawy et al., 2019). This supports the organization's commitment (Lim
& Ok, 2021) to remain customer-oriented and makes the organization to better
understand and utilize the knowledge possessed by employees about their
customers by analyzing the form of customer behavior and needs so as to make
the company design more appropriate strategies for customer satisfaction (Zand
et al., 2018). Additionally, organizational improvement (Sanchez-Marquez et al.,
2020a) (Sanchez-Marquez et al., 2020a) is supported by the development of
performance standards (Alsharari et al., 2019) and employee satisfaction
(Amaladhasan et al., 2019; Jami Pour & Asarian, 2019; Lim & Ok, 2021) through
salary and benefits (Nicoletti Junior et al., 2018), achievement awards (Alani et
al., 2018) for professionalism (Alani et al., 2018; Mehralian et al., 2018, Wu et al.,
2019) and staff promotion (Alani et al., 2018; Wu et al., 2019).
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CONCLUSIONS AND RECOMMENDATIONS

The use of Balanced Scorecard (BSC) in measuring performance in a
company can be seen from four main perspectives, namely financial, customer,
internal processes, and learning & growth, companies can quickly identify areas
that require more attention or improvement and can minimize risks and also save
time. In addition, the Balance Scorecard can also pay more attention to internal
processes because it is the core of all processes that occur in the company so that
it allows companies to identify and overcome the possibility of errors that can
slow down the performance of a company. Thus, the use of Balance Scorecard
(BSC) can be an effective tool in increasing the efficiency of the company's time
and leading to strategic goals more efficiently. The most important thing in
implementing BSC according to its four perspectives is the need for the role of
top management and professionals because their commitment and involvement
affect all business processes in a company. As well as the need for companies to
pay attention to the indicators of each perspective in implementing BSC in the
company so that the application of BSC can be carefully considered and handled
appropriately to ensure success in its application. The contribution of this
research provides empirical evidence from previous studies regarding indicators
in the application of BSC, and provides theoretical insights that are useful for
academics, managers, and practitioners. Therefore, the results of this study are
expected to serve as a foundation for exploring accounting changes in companies
to improve business processes and provide optimal benefits for those planning
to implement BSC.

This research provides valuable understanding of the role of the Balanced
Scorecard (BSC) in improving sustainable business performance. However, there
are some limitations in conducting this research. Namely, the article selection
process and criteria are the perspective of the researcher, and interpretation of
certain articles may result in bias, even though Watase Uake was used as a tool.
These limitations could potentially affect the overall representation of the
literature. Although the research focused on the items in the four perspectives of
the balanced scorecard and their role to measure business performance, they may
not be discussed in depth. In addition, this research only covers literature from
2018-2022 so further research is needed to use literature from 2023 so as to get
even more up-to-date information. Recognizing these limitations may help
future research to expand coverage and detail certain aspects to provide a more
comprehensive understanding.
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ADVANCED RESEARCH

Future research suggestions could involve further exploration of the
relationship between the Balanced Scorecard (BSC) and Corporate Social
Responsibility (CSR). It is important to understand how the implementation of
BSC can contribute to the company's efforts to fulfill its social responsibilities, in
line with the wishes of stakeholders. This research can explore the positive
impact of BSC on Corporate Social Responsibility practices, providing a more
comprehensive insight into the role of companies in the social and environmental
context. In addition, researchers can also explore the barriers or obstacles that
companies may face in implementing BSC, as well as provide a deeper
understanding of the factors that influence the success of BSC implementation in
various business contexts.
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