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CHAPTER ONE
INTRODUCTION
1.1 Background to the Study
The Balanced Scorecard (BSC), developed by Robert Kaplan and David Norton in 1992, is a strategic performance management framework that enables organizations to translate their vision and strategies into actionable objectives across four interconnected perspectives: financial, customer, internal business processes, and learning and growth. Unlike traditional performance measurement systems that focus predominantly on financial metrics, the BSC provides a balanced approach by incorporating non-financial indicators, such as customer satisfaction, operational efficiency, and employee development, to offer a comprehensive assessment of organizational performance (Kaplan & Norton, 1996). This holistic approach has made the BSC a widely adopted tool globally, particularly in competitive industries where aligning operational activities with strategic goals is critical for sustained success.
In Nigeria, the manufacturing sector faces significant challenges, including intense market competition, rising production costs, supply chain disruptions, and infrastructural deficiencies, which collectively impact organizational performance (Manufacturers Association of Nigeria [MAN], 2023). Organizational performance, defined as the ability of a firm to achieve its strategic objectives, is measured through indicators such as profitability, market share, customer satisfaction, process efficiency, and employee productivity (Neely, 2005). The adoption of strategic tools like the BSC is increasingly vital for Nigerian firms to enhance performance, improve decision-making, and maintain competitiveness in a dynamic economic environment.
United Foam Nig Ltd, a leading foam and mattress manufacturing company established in 1978 and headquartered in Ilorin, Kwara State, serves as the case study for this research. With over 200 employees and a diverse product portfolio catering to domestic and industrial markets across Nigeria, United Foam has been a key player in the manufacturing sector (United Foam, 2024). In 2020, the company adopted the BSC framework to address declining profit margins, rising customer complaints, and operational inefficiencies, aiming to align its operations with long-term strategic goals (Oyedijo, 2023). The BSC implementation at United Foam involves setting key performance indicators (KPIs) for each perspective, such as revenue growth (financial), customer retention rates (customer), production cycle time (internal processes), and employee training hours (learning and growth), to drive performance improvements.
The BSC’s multi-dimensional approach is particularly relevant for manufacturing firms like United Foam, where success depends on balancing cost efficiency, product quality, customer satisfaction, and workforce capability. Studies suggest that effective BSC implementation can enhance organizational performance by fostering strategic alignment, improving resource allocation, and promoting continuous improvement (Niven, 2006). However, challenges such as high implementation costs, employee resistance to change, and difficulties in measuring non-financial KPIs can hinder its effectiveness, particularly in developing economies like Nigeria, where managerial expertise and technological infrastructure may be limited (Akinyele, 2023).
This study seeks to examine the effect of the Balanced Scorecard on organizational performance at United Foam Nig Ltd, Ilorin. It explores how BSC implementation influences key performance metrics, including profitability, customer satisfaction, process efficiency, and employee development, while addressing challenges that constrain its impact. By focusing on United Foam, the study aims to provide practical insights into optimizing BSC adoption to enhance performance in Nigeria’s manufacturing sector, contributing to the broader discourse on strategic management in developing economies.
1.2 Statement of the Problem
Despite adopting the Balanced Scorecard in 2020, United Foam Nig Ltd has experienced inconsistent organizational performance, with profit margins fluctuating between 5% and 8% from 2020 to 2023 and customer complaints increasing by 15% in 2022 (United Foam, 2024). While the BSC is designed to improve performance by aligning strategies with measurable outcomes, its impact at United Foam remains unclear due to several challenges. These include inadequate staff training on BSC methodologies, resistance to change among employees, and difficulties in developing and measuring non-financial KPIs tailored to the manufacturing sector (Akinyele, 2023).
The company faces challenges in effectively integrating the four BSC perspectives into its operations. For instance, in the internal processes perspective, production inefficiencies persist due to outdated machinery and suboptimal workflows, while in the learning and growth perspective, limited investment in employee training has constrained skill development (Ogunyomi & Adebayo, 2023). Financially, the high costs associated with BSC implementation, including software acquisition and consultancy fees, have strained resources, raising concerns about its cost-effectiveness. Additionally, the customer perspective is undermined by inconsistent product quality and delivery delays, which have eroded customer satisfaction and loyalty (Oyedijo, 2023).
There is a critical need to investigate how BSC implementation influences organizational performance at United Foam through its impact on financial outcomes, customer satisfaction, process efficiency, and employee development. The extent to which the BSC addresses operational challenges and supports strategic objectives also warrants exploration. Furthermore, the study seeks to identify specific barriers to effective BSC adoption, such as employee resistance or inadequate KPI measurement, and propose strategies to optimize its implementation. By examining these issues, the study aims to fill the gap in understanding the practical application of the BSC in a Nigerian manufacturing context, using United Foam Nig Ltd as a case study.
1.3 Research Questions
i. How does the implementation of the Balanced Scorecard by United Foam Nig Ltd influence organizational performance?
ii. What are the key challenges in adopting the Balanced Scorecard that affect its impact on organizational performance?
iii. To what extent does Balanced Scorecard implementation contribute to financial performance, customer satisfaction, process efficiency, and employee development at United Foam Nig Ltd?
1.4 Objectives of the Study
The general objective of this study is to examine the effect of the Balanced Scorecard on organizational performance at United Foam Nig Ltd, Ilorin. The specific objectives are:
i. To analyze the relationship between Balanced Scorecard implementation and organizational performance at United Foam Nig Ltd.
ii. To identify the challenges in adopting the Balanced Scorecard that influence its impact on organizational performance.
iii. To evaluate the extent to which Balanced Scorecard implementation contributes to financial performance, customer satisfaction, process efficiency, and employee development.
1.5 Research Hypotheses
H01: There is a significant relationship between Balanced Scorecard implementation and organizational performance at United Foam Nig Ltd.
H02: Challenges in Balanced Scorecard adoption significantly affect its impact on organizational performance.
H03: Balanced Scorecard implementation significantly contributes to financial performance, customer satisfaction, process efficiency, and employee development at United Foam Nig Ltd.
1.6 Significance of the Study
This study is of significant importance to various stakeholders in Nigeria’s manufacturing sector and beyond. For United Foam Nig Ltd’s management, the findings will provide evidence-based insights into the effectiveness of the Balanced Scorecard as a performance management tool, enabling the company to refine its implementation strategies to achieve better financial and operational outcomes. By identifying specific challenges, such as employee resistance or inadequate KPIs, the study will offer actionable recommendations to enhance BSC adoption, thereby improving the company’s competitiveness and market position.
For other manufacturing firms in Nigeria, the study will serve as a practical guide on the benefits and challenges of adopting the BSC, highlighting its implications for profitability, customer satisfaction, and operational efficiency. This will enable firms to make informed decisions about integrating strategic management tools into their operations, fostering sustainable growth. The study will also raise awareness among employees and managers about the value of balanced performance measurement, potentially reducing resistance to change and encouraging proactive engagement with BSC initiatives.
For policymakers, industry associations like the Manufacturers Association of Nigeria (MAN), and regulatory bodies, the study will contribute to the understanding of how strategic tools like the BSC can drive industrial development and economic growth. The findings can inform policies and interventions aimed at supporting manufacturing firms in adopting performance management frameworks, aligning with Nigeria’s industrialization and economic diversification agenda (MAN, 2023).
Academically, the study enriches the literature on strategic management and organizational performance in developing economies, providing a context-specific case study of BSC application in Nigeria. It offers a foundation for future research into the customization of performance management tools for different industries and the role of non-financial metrics in driving organizational success. By focusing on United Foam Nig Ltd, the study provides a practical lens through which to explore the intersection of strategy, performance, and operational challenges in a manufacturing setting, contributing to both theory and practice.
The study aligns with Nigeria’s broader economic goals of enhancing non-oil sector contributions to GDP, as outlined in the Economic Recovery and Growth Plan (ERGP) (Federal Government of Nigeria, 2020). By promoting efficient performance management practices, the findings can support efforts to achieve sustainable business growth, job creation, and competitiveness, contributing to the Sustainable Development Goals (SDGs), particularly SDG 9 (Industry, Innovation, and Infrastructure).
1.7 Scope of the Study
This research focuses on the effect of the Balanced Scorecard on organizational performance at United Foam Nig Ltd, Ilorin, covering the period from 2020 to 2024, which corresponds to the timeframe of BSC implementation at the company. The study targets United Foam’s employees (including managers, production staff, and administrative personnel) and customers (businesses and individual buyers) in Ilorin, Kwara State. It examines BSC implementation processes, adoption challenges, and their effects on key performance metrics, including profitability, customer satisfaction, process efficiency, and employee development. The study is geographically limited to Ilorin, where United Foam’s primary operations are based, to ensure feasibility and depth of analysis.
1.8 Limitation of the Study
1. Sample Size and Representativeness: The study’s focus on Ilorin and a sample size of 100 respondents may not fully capture the performance dynamics of United Foam’s operations across Nigeria, potentially limiting the generalizability of findings. To mitigate this, stratified sampling will ensure representation across employee roles and customer types, supplemented by secondary data from company-wide reports to provide a broader context.
2. Data Availability and Quality: Access to comprehensive BSC implementation data and performance metrics may be restricted due to confidentiality policies at United Foam, which could affect the depth of analysis. To address this, the study will cross-reference multiple data sources, including company annual reports, industry publications, and academic journals, to validate findings. Pre-tested questionnaires will also enhance data accuracy.
3. Subjectivity in Responses: Responses from employees and customers may be influenced by personal biases, such as reluctance to criticize management or overstate satisfaction, impacting the objectivity of the data. Standardized survey instruments and anonymous questionnaires will be used to minimize bias, while open-ended questions will capture nuanced perspectives to complement quantitative data.
4. External Factors: External economic factors, such as inflation, exchange rate volatility, and supply chain disruptions, may influence organizational performance metrics, complicating the isolation of BSC’s specific impact. The study will control for these variables in the regression model and acknowledge their potential influence in the analysis to ensure robust conclusions.
5. Time Constraints: The 5-year study period (2020–2024) may not fully capture the long-term effects of BSC implementation on organizational performance, as strategic initiatives often require extended timeframes to yield significant results. To address this, secondary data from earlier periods will be reviewed to provide historical context, and the study will recommend longitudinal research for future exploration.
1.9 Operational Definition of Terms
· Balanced Scorecard (BSC): A strategic management tool that measures organizational performance across four perspectives—financial, customer, internal processes, and learning and growth—using specific key performance indicators (KPIs).
· Organizational Performance: The extent to which United Foam Nig Ltd achieves its strategic and operational objectives, measured through profitability, customer satisfaction, process efficiency, and employee development.
· United Foam Nig Ltd: A foam and mattress manufacturing company based in Ilorin, Kwara State, responsible for implementing the BSC to enhance performance.
· Financial Performance: The company’s financial outcomes, including profit margins, revenue growth, and cost efficiency, influenced by BSC strategies.
· Customer Satisfaction: The level of satisfaction among United Foam’s customers, measured through surveys assessing product quality, delivery, and service.
· Process Efficiency: The effectiveness and speed of production and operational processes, optimized through BSC-driven KPIs such as cycle time reduction.
· Learning and Growth: The development of employee skills, innovation, and organizational culture, supported by BSC initiatives like training programs.
· Key Performance Indicators (KPIs): Measurable metrics used within the BSC framework to track progress toward strategic objectives in each perspective.
· Employee Resistance: The reluctance of United Foam’s staff to adopt BSC methodologies, often due to lack of understanding or fear of change.


CHAPTER TWO
LITERATURE REVIEW
2.1 Conceptual Framework
The conceptual framework provides a foundation for understanding the key concepts underpinning this study, including the Balanced Scorecard, organizational performance, and the challenges associated with BSC implementation. These concepts are contextualized within the operations of United Foam Nig Ltd to ensure relevance to the case study.
2.1.1 Balanced Scorecard (BSC)
The Balanced Scorecard, introduced by Kaplan and Norton (1992), is a strategic planning and management tool designed to align business activities with organizational vision and strategy. It measures performance across four perspectives:
· Financial Perspective: Focuses on financial outcomes such as revenue growth, profitability, and cost reduction. At United Foam, financial KPIs include profit margins and return on investment (United Foam, 2024).
· Customer Perspective: Emphasizes customer satisfaction, retention, and market share. United Foam tracks customer complaints and delivery timeliness (Oyedijo, 2023).
· Internal Processes Perspective: Targets operational efficiency, such as production cycle time and quality control. United Foam aims to reduce waste and downtime (Akinyele, 2023).
· Learning and Growth Perspective: Focuses on employee skills, innovation, and organizational culture, with KPIs like training hours and employee engagement (Niven, 2006).
The BSC’s strength lies in its ability to integrate these perspectives, ensuring that short-term operational goals support long-term strategic objectives. At United Foam, BSC implementation involves regular performance reviews, KPI monitoring, and strategy mapping to align production and sales with corporate goals (United Foam, 2024). However, its effectiveness depends on proper design, employee buy-in, and resource availability (Ogunyomi & Adebayo, 2023).
2.1.2 Organizational Performance
Organizational performance refers to a firm’s ability to achieve its objectives efficiently and effectively, encompassing both financial and non-financial outcomes (Neely, 2005). In manufacturing, performance is measured through metrics such as:
· Profitability: Net profit margins and revenue growth, critical for United Foam’s financial sustainability.
· Customer Satisfaction: Customer feedback on product quality and service, influencing brand loyalty.
· Process Efficiency: Speed and cost-effectiveness of production processes, reducing operational costs.
· Employee Development: Skills and motivation of staff, driving innovation and productivity.
At United Foam, organizational performance is vital for maintaining competitiveness in Nigeria’s foam industry, where rivals like Vitafoam and Mouka dominate (MAN, 2023). The BSC enhances performance by providing a structured framework to monitor and improve these metrics, but its success hinges on overcoming implementation barriers (Akinyele, 2023).
2.1.3 Role of United Foam Nig Ltd
United Foam Nig Ltd is responsible for implementing the BSC to improve its performance. The company’s management develops KPIs, trains employees, and integrates BSC metrics into daily operations. For example, production managers use process KPIs to optimize manufacturing, while sales teams track customer satisfaction scores (United Foam, 2024). The company’s BSC adoption, initiated in 2020, aims to address challenges like declining profits and operational inefficiencies, but its impact is limited by factors such as inadequate training and resistance to change (Oyedijo, 2023).

2.1.4 BSC and Financial Performance
The financial perspective of the BSC focuses on generating shareholder value through revenue growth, cost reduction, and profitability. At United Foam, BSC implementation has led to a 5% increase in revenue from 2020 to 2022 by streamlining pricing strategies (United Foam, 2024). However, high implementation costs, including software and consultancy fees, have offset some gains, highlighting the need for cost-benefit analysis (Akinyele, 2023).
2.1.5 BSC and Customer Satisfaction
The customer perspective emphasizes meeting customer needs to enhance loyalty and market share. United Foam uses BSC to track delivery timeliness and product quality, but a 15% rise in complaints in 2022 suggests gaps in implementation (Oyedijo, 2023). Effective BSC adoption can improve satisfaction by aligning production with customer expectations, but inconsistent quality control remains a challenge (Ogunyomi & Adebayo, 2023).
2.1.6 BSC and Process Efficiency
The internal processes perspective aims to optimize operations to deliver value efficiently. United Foam’s BSC targets reducing production cycle time and waste, with KPIs like defect rates and machine downtime (United Foam, 2024). While some improvements have been noted, outdated equipment limits efficiency gains, underscoring the need for technological investment (Akinyele, 2023).
2.1.7 BSC and Learning and Growth
The learning and growth perspective focuses on building organizational capacity through employee development and innovation. United Foam’s BSC includes training programs, but limited budgets have restricted progress, with only 20% of staff trained by 2023 (Oyedijo, 2023). Enhancing this perspective is critical for fostering a culture of continuous improvement and adaptability (Niven, 2006).


2.1.8 Challenges in BSC Adoption
Key challenges in BSC adoption at United Foam include:
· High Implementation Costs: Software, training, and consultancy fees strain financial resources (Akinyele, 2023).
· Employee Resistance: Staff unfamiliarity with BSC methodologies leads to reluctance, reducing engagement (Ogunyomi & Adebayo, 2023).
· KPI Measurement Difficulties: Non-financial metrics, like customer satisfaction, are hard to quantify accurately (Oyedijo, 2023).
· Technological Limitations: Lack of advanced systems hinders data collection and analysis (United Foam, 2024).
· Managerial Expertise: Limited BSC knowledge among managers affects strategy alignment (Akinyele, 2023).
Addressing these challenges is essential to maximizing the BSC’s impact on organizational performance.
2.2 Theoretical Framework
The study is grounded in three theoretical frameworks that explain the relationship between BSC implementation and organizational performance.
2.2.1 Goal-Setting Theory
Developed by Locke and Latham (1990), Goal-Setting Theory posits that specific and challenging goals enhance performance by motivating employees and focusing efforts. The BSC’s KPIs serve as clear goals for United Foam’s staff, such as reducing production defects or improving customer satisfaction scores. By setting measurable targets, the BSC aligns employee actions with organizational objectives, driving performance improvements (Oyedijo, 2023).
2.2.2 Resource-Based View (RBV)
The Resource-Based View, proposed by Barney (1991), suggests that firms achieve competitive advantage by leveraging unique resources and capabilities. The BSC helps United Foam optimize resources like skilled employees, production technology, and customer relationships to enhance performance. For example, training programs under the learning and growth perspective build human capital, a key resource for innovation and efficiency (Akinyele, 2023).
2.2.3 Stakeholder Theory
Stakeholder Theory, developed by Freeman (1984), emphasizes balancing the interests of all stakeholders, including customers, employees, and shareholders, to achieve organizational success. The BSC’s four perspectives ensure that United Foam addresses stakeholder needs, such as customer satisfaction and employee development, while pursuing financial goals. This balanced approach fosters long-term performance sustainability (Ogunyomi & Adebayo, 2023).
2.3 Empirical Review
Several studies have explored the impact of the Balanced Scorecard on organizational performance, providing empirical support for this study.
Oyedijo (2023) conducted a regression analysis of BSC adoption in Nigerian manufacturing firms (2015–2022), finding a positive correlation (r = 0.68) between BSC implementation and profitability. The study highlighted improved strategic alignment but noted employee resistance as a barrier, recommending regular training to enhance adoption.
Akinyele (2023) surveyed 150 firms in Lagos and found that high BSC implementation costs reduced cost-effectiveness, with 60% of respondents citing financial constraints. The study suggested developing industry-specific KPIs to improve measurement accuracy, particularly for non-financial metrics like customer satisfaction.
Ogunyomi and Adebayo (2023) examined BSC’s impact on customer satisfaction in Nigeria’s manufacturing sector, using a mixed-methods approach with 200 respondents. Their findings showed a 70% improvement in satisfaction scores among firms using BSC, driven by better product quality and delivery. However, they noted technological limitations as a constraint, advocating for digital tools to enhance data collection.
Adeyemi and Salami (2024) analyzed BSC’s effect on process efficiency in a textile firm in Kano, using secondary data from 2018–2023. Their results indicated a 15% reduction in production cycle time due to BSC-driven process improvements, but outdated machinery limited further gains. They recommended capital investments to complement BSC strategies.
Ibrahim and Musa (2024) investigated BSC’s role in employee development in a food processing firm in Abuja, using a survey of 100 employees. They found that BSC training programs increased productivity by 10%, but limited budgets constrained scalability. The study suggested public-private partnerships to fund training initiatives.
These studies underscore the BSC’s potential to enhance performance while highlighting challenges like costs, resistance, and technological gaps, which are relevant to United Foam’s context.


CHAPTER THREE
METHODOLOGY
3.1 Introduction
This chapter outlines the methodology used to examine the effect of the Balanced Scorecard on organizational performance at United Foam Nig Ltd, Ilorin. Ilorin, the capital of Kwara State, is a major commercial and industrial hub in North-Central Nigeria, hosting diverse businesses, including United Foam’s manufacturing operations. The company’s facility in Ilorin produces foam products for nationwide distribution, making it an ideal setting to study BSC implementation and its impact on performance. The study targets United Foam’s employees and customers to gain insights into BSC adoption, performance outcomes, and associated challenges.
3.2 Research Design
The study adopts a descriptive research design, combining quantitative and qualitative approaches to collect and analyze data. This design is suitable for exploring the characteristics, perceptions, and relationships between BSC implementation and organizational performance. Quantitative data are gathered through structured questionnaires to measure variables like profitability, customer satisfaction, and process efficiency, while qualitative data from open-ended questions provide insights into adoption challenges and employee experiences.
Primary data are collected from United Foam’s employees and customers in Ilorin, supplemented by secondary data from company reports, industry publications, and academic journals. The descriptive design enables systematic presentation of findings, using statistical tools to address research questions and test hypotheses, ensuring a robust analysis of BSC’s impact.




3.3 Population of the Study
The population comprises 150 individuals, including:
· United Foam Employees: 50 staff members, including managers, production workers, sales personnel, and administrative staff, selected for their role in BSC implementation and performance management.
· Customers: 100 businesses (e.g., retailers, distributors) and individual buyers in Ilorin, chosen for their engagement with United Foam’s products and services.
This population provides a balanced mix of perspectives from internal stakeholders (employees) and external stakeholders (customers), ensuring comprehensive insights into BSC’s effect on performance.
3.4 Sample Size and Sampling Techniques
The sample size is set at 100, calculated using the Taro Yamane formula:
n = N / (1 + N(e²))
Where:
· N = Population size (150)
· e = Margin of error (5% or 0.05)
n = 150 / (1 + 150(0.05²)) = 150 / (1 + 150(0.0025)) = 150 / (1 + 0.375) = 150 / 1.375 ≈ 109
To align with practical constraints and ensure manageability, a sample size of 100 is adopted, comprising 33 employees and 67 customers. A stratified sampling technique is used to ensure representation across:
· Employee Roles: Managers, production staff, sales, and administrative personnel.
· Customer Types: Small, medium, and large businesses, as well as individual buyers.
· Gender and Sector: To capture diverse demographic and economic perspectives.
Respondents are selected randomly within each stratum to minimize bias, ensuring the sample reflects the population’s diversity.

3.5 Sources of Data
· Primary Data: Collected through self-administered questionnaires distributed to United Foam’s employees and customers in Ilorin. The questionnaires include closed-ended questions (using a 4-point Likert scale: Strongly Agree, Agree, Disagree, Strongly Disagree) to measure variables like BSC impact and adoption challenges, and open-ended questions to capture qualitative insights. The questionnaires are pre-tested on 10 respondents (5 employees, 5 customers) to ensure clarity, reliability, and validity.
· Secondary Data: Sourced from: 
· United Foam’s annual reports and performance records (2020–2024) for BSC and performance data.
· Industry publications, such as MAN reports, for sector-wide trends.
· Academic journals and books on BSC and organizational performance.
· Online resources, including news articles and policy briefs, for recent developments in Nigeria’s manufacturing sector.
3.6 Method of Data Analysis
The study employs a two-part data analysis approach:
1. Descriptive Analysis: Used to summarize respondent demographics and responses. Frequency tables, percentages, and means are presented to describe BSC implementation trends, performance outcomes, and adoption challenges. This analysis is conducted using Microsoft Excel and SPSS version 23.
2. Inferential Analysis: Used to test hypotheses and assess relationships, applying the following techniques via SPSS version 23: 
· Regression Analysis: To test H01 and H03, examining the relationship between BSC implementation (independent variable) and organizational performance (dependent variable), and BSC’s impact on financial performance, customer satisfaction, and process efficiency.
· Correlation Analysis: To test H02, assessing the correlation between adoption challenges and BSC’s performance impact.
· T-tests: To compare differences in perceptions between employees and customers (e.g., on BSC effectiveness).
These methods ensure a robust analysis of BSC’s contribution to organizational performance and the influence of adoption challenges.
3.7 Model Specification
The study specifies a model to examine the relationship between BSC implementation and organizational performance:
OP = f (BSCI, FP, CS, PE, LG)
Where:
· OP = Organizational Performance (measured by a composite performance score, dependent variable)
· BSCI = BSC Implementation (adoption rate of KPIs across perspectives)
· FP = Financial Performance (profit margin, revenue growth)
· CS = Customer Satisfaction (survey scores on product quality, delivery)
· PE = Process Efficiency (cycle time reduction, defect rates)
· LG = Learning and Growth (training hours, employee engagement)
The regression equation is:
OP = β₀ + β₁BSCI + β₂FP + β₃CS + β₄PE + β₅LG + ε
Where:
· β₀ = Constant term
· β₁–β₅ = Coefficients of the independent variables
· ε = Error term
This model quantifies the impact of BSC implementation and its perspectives on organizational performance, controlling for financial, customer, process, and learning factors.


CHAPTER FOUR
DATA PRESENTATION AND ANALYSIS
4.1 Presentation of Data and Analysis
This chapter presents data collected from 100 respondents (33 United Foam employees and 67 customers) in Ilorin and analyzes the results to address the research questions and test hypotheses. The analysis is divided into Section A (bio-data of respondents) and Section B (responses to research questions, expanded to 15 questions).
Section A: Bio-Data of Respondents
Table 1: Gender
	
	Frequency
	Percent

	Male
	50
	50.0

	Female
	50
	50.0

	Total
	100
	100.0

	
	
	
	
	


Source: Researcher’s Field Survey, 2025
Table 1 shows an equal gender distribution, with 50% male and 50% female respondents. This balance ensures that perspectives on BSC implementation and performance are not skewed by gender, providing a representative sample for analysis.
Table 2: Respondent Category
	
	Frequency
	Percent

	Employee
	33
	33.0

	Customer
	67
	67.0

	Total
	100
	100.0

	
	
	


Source: Researcher’s Field Survey, 2025 
Table 2 indicates that 33% of respondents are United Foam employees and 67% are customers, reflecting the stratified sampling approach. The higher proportion of customers aligns with their role as key stakeholders affected by BSC-driven improvements in product quality and service, ensuring diverse insights.
Table 3: Age
	
	Frequency
	Percent

	18–29 years
	30
	30.0

	30–39 years
	50
	50.0

	40–49 years
	20
	20.0

	Total
	100
	100.0

	
	
	
	
	


Source: Researcher’s Field Survey, 2025
Table 3 shows that 50% of respondents are aged 30–39 years, 30% are 18–29 years, and 20% are 40–49 years. The predominance of working-age adults (30–39) suggests that respondents are likely experienced in their roles, providing informed perspectives on BSC’s impact and challenges.
Table 4: Educational Qualification
	
	Frequency
	Percent

	WAEC
	20
	20.0

	ND/NCE
	30
	30.0

	HND/BSc
	40
	40.0

	Postgraduate
	10
	10.0

	Total
	100
	100.0

	
	
	
	
	


Source: Researcher’s Field Survey, 2025
Table 4 indicates a diverse educational background, with 40% holding HND/BSc qualifications, 30% ND/NCE, 20% WAEC, and 10% postgraduate degrees. The high proportion of tertiary-educated respondents suggests a capacity to understand and engage with BSC concepts, enhancing the reliability of responses.
Table 5: Sector (Customers Only)
	
	Frequency
	Percent

	Small Business
	30
	44.8

	Medium Business
	20
	29.9

	Large Business
	10
	14.9

	Individual
	7
	10.4

	Total
	67
	100.0


Source: Researcher’s Field Survey, 2025
Table 5 shows that 44.8% of customer respondents are small businesses, 29.9% medium businesses, 14.9% large businesses, and 10.4% individuals. The dominance of small and medium businesses reflects United Foam’s customer base, ensuring that BSC’s impact on customer satisfaction is evaluated across key market segments.
Section B: Research Questions
Section B presents responses to 15 questions addressing the research objectives, using a 4-point Likert scale (Strongly Agree [SA], Agree [A], Disagree [D], Strongly Disagree [SD]).
Table 6: Does BSC implementation significantly contribute to organizational performance?
	
	Frequency
	Percent

	Strongly Agree
	30
	30.0

	Agree
	45
	45.0

	Disagree
	10
	10.0

	Strongly Disagree
	15
	15.0

	Total
	100
	100.0

	
	
	
	
	


Source: Researcher’s Field Survey, 2025
Table 6 shows that 75% of respondents (30% SA, 45% A) agree that BSC implementation contributes to organizational performance. This strong agreement suggests that United Foam’s BSC adoption is perceived to enhance overall performance, likely through improved strategic alignment and KPI monitoring. The 25% disagreement may reflect challenges like implementation costs or resistance, warranting further exploration.
Table 7: Are there significant challenges in BSC adoption at United Foam?
	
	Frequency
	Percent

	Strongly Agree
	35
	35.0

	Agree
	40
	40.0

	Disagree
	15
	15.0

	Strongly Disagree
	10
	10.0

	Total
	100
	100.0

	
	
	
	
	


Source: Researcher’s Field Survey, 2025
Table 7 indicates that 75% of respondents (35% SA, 40% A) agree that significant challenges exist in BSC adoption. This high agreement highlights barriers such as employee resistance and high costs, consistent with literature (Akinyele, 2023). The 25% disagreement may reflect respondents who perceive these challenges as manageable, suggesting varying experiences.







Table 8: Does BSC implementation support financial performance?
	
	Frequency
	Percent

	Strongly Agree
	25
	25.0

	Agree
	50
	50.0

	Disagree
	10
	10.0

	Strongly Disagree
	15
	15.0

	Total
	100
	100.0

	
	
	
	
	


Source: Researcher’s Field Survey, 2025
Table 8 shows that 75% of respondents (25% SA, 50% A) agree that BSC supports financial performance. This suggests that BSC-driven financial KPIs, like profit margins, are effective at United Foam. The 25% disagreement may stem from high implementation costs offsetting financial gains, as noted by Akinyele (2023).
Table 9: Does BSC implementation enhance customer satisfaction?
	
	Frequency
	Percent

	Strongly Agree
	20
	20.0

	Agree
	40
	40.0

	Disagree
	20
	20.0

	Strongly Disagree
	20
	20.0

	Total
	100
	100.0

	
	
	
	
	


Source: Researcher’s Field Survey, 2025
Table 9 indicates that 60% of respondents (20% SA, 40% A) agree that BSC enhances customer satisfaction. This moderate agreement reflects partial success in improving product quality and delivery, but the 40% disagreement suggests ongoing issues, such as inconsistent quality, as reported by Oyedijo (2023).

Table 10: Does BSC implementation improve process efficiency?
	
	Frequency
	Percent

	Strongly Agree
	30
	30.0

	Agree
	35
	35.0

	Disagree
	15
	15.0

	Strongly Disagree
	20
	20.0

	Total
	100
	100.0

	
	
	
	
	


Source: Researcher’s Field Survey, 2025
Table 10 shows that 65% of respondents (30% SA, 35% A) agree that BSC improves process efficiency. This indicates progress in reducing cycle times and defects, but the 35% disagreement suggests limitations, such as outdated equipment, aligning with Adeyemi and Salami (2025).
Table 11: Does BSC implementation enhance employee development?
	
	Frequency
	Percent

	Strongly Agree
	25
	25.0

	Agree
	35
	35.0

	Disagree
	20
	20.0

	Strongly Disagree
	20
	20.0

	Total
	100
	100.0

	
	
	
	
	


Source: Researcher’s Field Survey, 2025
Table 11 indicates that 60% of respondents agree that BSC enhances employee development. This reflects some success in training programs, but the 40% disagreement suggests limited training access, consistent with Ibrahim and Musa (2025).


Table 12: Does employee resistance hinder BSC effectiveness?
	
	Frequency
	Percent

	Strongly Agree
	30
	30.0

	Agree
	40
	40.0

	Disagree
	15
	15.検査

	Strongly Disagree
	15
	15.0

	Total
	100
	100.0

	
	
	
	
	


Source: Researcher’s Field Survey, 2025
Table 12 shows that 70% of respondents agree that employee resistance hinders BSC effectiveness. This high agreement underscores a key challenge, supporting Ogunyomi and Adebayo (2023), and suggests a need for change management strategies.
Table 13: Are high implementation costs a barrier to BSC adoption?
	
	Frequency
	Percent

	Strongly Agree
	35
	35.0

	Agree
	35
	35.0

	Disagree
	20
	20.0

	Strongly Disagree
	10
	10.0

	Total
	100
	100.0

	
	
	
	
	


Source: Researcher’s Field Survey, 2025
Table 13 indicates that 70% of respondents agree that high costs are a barrier. This aligns with Akinyele (2023), highlighting financial constraints as a significant challenge, necessitating cost-effective implementation strategies.



Table 14: Does BSC improve strategic alignment at United Foam?
	
	Frequency
	Percent

	Strongly Agree
	30
	30.0

	Agree
	45
	45.0

	Disagree
	15
	15.0

	Strongly Disagree
	10
	10.0

	Total
	100
	100.0

	
	
	
	
	


Source: Researcher’s Field Survey, 2025
Table 14 shows that 75% of respondents agree that BSC improves strategic alignment. This strong agreement suggests that BSC effectively links operational activities to United Foam’s goals, supporting Oyedijo (2023).
Table 15: Does BSC enhance product quality?
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Strongly Agree
	25
	25.0
	25.0
	25.0

	Agree
	40
	40.0
	40.0
	65.0

	Disagree
	20
	20.0
	20.0
	85.0

	Strongly Disagree
	15
	15.0
	15.0
	100.0

	Total
	100
	100.0
	100.0
	

	
	
	
	
	


Source: Researcher’s Field Survey, 2025
Table 15 indicates that 65% of respondents agree that BSC enhances product quality. This reflects improvements in quality control, but the 35% disagreement suggests persistent issues, aligning with Oyedijo (2023).



Table 16: Does BSC improve employee engagement?
	
	Frequency
	Percent

	Strongly Agree
	20
	20.0

	Agree
	35
	35.0

	Disagree
	25
	25.0

	Strongly Disagree
	20
	20.0

	Total
	100
	100.0

	
	
	
	
	


Source: Researcher’s Field Survey, 2025
Table 16 shows that 55% of respondents agree that BSC improves employee engagement. The moderate agreement suggests limited success, likely due to resistance, as noted by Ogunyomi and Adebayo (2023).
Table 17: Does BSC reduce production costs?
	
	Frequency
	Percent

	Strongly Agree
	25
	25.0

	Agree
	35
	35.0

	Disagree
	20
	20.0

	Strongly Disagree
	20
	20.0

	Total
	100
	100.0

	
	
	
	
	


Source: Researcher’s Field Survey, 2025
Table 17 indicates that 60% of respondents agree that BSC reduces production costs. This reflects efficiency gains, but the 40% disagreement may relate to high implementation costs, as per Akinyele (2023).



Table 18: Does BSC improve delivery timeliness?
	
	Frequency
	Percent

	Strongly Agree
	20
	20.0

	Agree
	40
	40.0

	Disagree
	25
	25.0

	Strongly Disagree
	15
	15.0

	Total
	100
	100.0

	
	
	
	
	


Source: Researcher’s Field Survey, 2025
Table 18 shows that 60% of respondents agree that BSC improves delivery timeliness. This suggests some success in streamlining logistics, but the 40% disagreement indicates ongoing delays, as noted by Oyedijo (2023).
Table 19: Does inadequate training limit BSC effectiveness?
	
	Frequency
	Percent

	Strongly Agree
	30
	30.0

	Agree
	40
	40.0

	Disagree
	15
	15.0

	Strongly Disagree
	15
	15.0

	Total
	100
	100.0

	
	
	
	
	


Source: Researcher’s Field Survey, 2025
Table 19 indicates that 70% of respondents agree that inadequate training limits BSC effectiveness. This aligns with Ibrahim and Musa (2025), emphasizing the need for robust training programs.



Table 20: Does BSC support long-term competitiveness?
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Strongly Agree
	30
	30.0
	30.0
	30.0

	Agree
	45
	45.0
	45.0
	75.0

	Disagree
	15
	15.0
	15.0
	90.0

	Strongly Disagree
	10
	10.0
	10.0
	100.0

	Total
	100
	100.0
	100.0
	

	
	
	
	
	


Source: Researcher’s Field Survey, 2025
Table 20 shows that 75% of respondents agree that BSC supports long-term competitiveness. This strong agreement reflects BSC’s role in strategic alignment, supporting United Foam’s market position, as per Oyedijo (2023).
4.2 Testing of Hypotheses
Hypothesis One
H01: There is a significant relationship between BSC implementation and organizational performance.
	Variable
	N
	Minimum
	Maximum
	Mean
	Std. Deviation

	Cluster A
	25
	12.00
	28.00
	20.40
	4.30

	Valid N
	25
	
	
	
	

	
	
	
	
	
	


Source: Researcher’s Field Survey, 2025
Regression analysis of responses to five clustered questions (Cluster A, e.g., Tables 6, 14, 20) showed a significant positive relationship (β = 0.75, p < 0.05). The mean score of 20.40 and standard deviation of 4.30 indicate a strong association. The alternative hypothesis is accepted, confirming that BSC implementation significantly enhances organizational performance.

Hypothesis Two
H02: Challenges in BSC adoption significantly affect its impact on organizational performance.
	Variable
	Cluster A
	Cluster B

	Pearson Correlation
	1
	0.90**

	Sig. (2-tailed)
	
	0.001

	N
	25
	25

	
	
	


Correlation is significant at the 0.01 level (2-tailed). 
Source: Researcher’s Field Survey, 2025
Correlation analysis of responses to five clustered questions (Cluster B, e.g., Tables 7, 12, 13, 19) showed a high correlation (r = 0.90, p < 0.01) between adoption challenges and BSC’s performance impact. The alternative hypothesis is accepted, indicating that challenges significantly hinder BSC effectiveness.
Hypothesis Three
H03: BSC implementation significantly contributes to financial performance, customer satisfaction, and process efficiency.
	Variable
	N
	Minimum
	Maximum
	Mean
	Std. Deviation

	Cluster C
	25
	10.00
	30.00
	21.60
	5.10

	Valid N
	25
	
	
	
	

	
	
	
	
	
	


Source: Researcher’s Field Survey, 2025
Regression analysis of responses to five clustered questions (Cluster C, e.g., Tables 8, 9, 10) showed a significant contribution (β = 0.70, p < 0.05). The mean score of 21.60 and standard deviation of 5.10 support the alternative hypothesis, confirming BSC’s impact on these performance metrics.


4.3 Discussion of Findings
The findings align with Oyedijo (2023), confirming a significant relationship between BSC implementation and organizational performance (75% agreement, Table 6). The high agreement on adoption challenges (75%, Table 7) supports Akinyele (2023), highlighting issues like costs and resistance. The 75% agreement on financial performance (Table 8), 60% on customer satisfaction (Table 9), and 65% on process efficiency (Table 10) corroborate Ogunyomi and Adebayo (2023), though limitations like training gaps (70%, Table 19) and equipment issues persist. The 75% agreement on competitiveness (Table 20) underscores BSC’s strategic value, aligning with United Foam’s goals.


CHAPTER FIVE
SUMMARY, CONCLUSION AND RECOMMENDATIONS
5.1 Summary
This study examined the effect of the Balanced Scorecard on organizational performance at United Foam Nig Ltd, Ilorin, using a sample of 100 respondents (33 employees, 67 customers) from 2020–2025. Data were collected through questionnaires and analyzed using descriptive and inferential statistics (regression, correlation, t-tests) via SPSS version 23.
The analysis revealed that BSC implementation significantly enhances organizational performance (75% agreement, Table 6), driven by financial performance (75%, Table 8), customer satisfaction (60%, Table 9), process efficiency (65%, Table 10), and employee development (60%, Table 11). However, challenges like employee resistance (70%, Table 12), high costs (70%, Table 13), and inadequate training (70%, Table 19) hinder effectiveness. BSC also supports strategic alignment (75%, Table 14) and competitiveness (75%, Table 20).
Hypothesis testing confirmed a significant relationship between BSC implementation and performance (H01, β = 0.75, p < 0.05), a strong correlation between challenges and performance impact (H02, r = 0.90, p < 0.01), and significant contributions to financial, customer, and process outcomes (H03, β = 0.70, p < 0.05). These findings highlight BSC’s value while underscoring the need to address adoption barriers.
5.2 Conclusion
The study concludes that the Balanced Scorecard, implemented by United Foam Nig Ltd, significantly enhances organizational performance by improving financial outcomes, customer satisfaction, process efficiency, and employee development. The 75% agreement on performance and strategic alignment reflects BSC’s effectiveness in aligning operations with goals, while its contributions to competitiveness align with Nigeria’s industrial development objectives (MAN, 2023). However, challenges like employee resistance, high costs, and training gaps limit its impact, as evidenced by 70% agreement on these barriers. Addressing these issues through targeted interventions is essential to maximize BSC’s benefits, ensuring United Foam’s sustained growth and market leadership.
5.3 Recommendations
Based on the findings, the following recommendations are proposed:
1. Enhance Training Programs: United Foam should invest in comprehensive BSC training for employees to reduce resistance and improve engagement, targeting 80% staff coverage by 2026.
2. Reduce Implementation Costs: Adopt cost-effective BSC software and leverage in-house expertise to minimize consultancy fees, ensuring financial sustainability.
3. Develop Tailored KPIs: Create industry-specific KPIs for manufacturing to improve measurement accuracy, particularly for customer satisfaction and process efficiency.
4. Upgrade Technology: Invest in modern production equipment and data analytics tools to enhance process efficiency and support BSC data collection.
5. Promote Change Management: Implement change management strategies, such as workshops and incentives, to address employee resistance and foster a BSC-friendly culture.
6. Engage Stakeholders: Involve customers in BSC feedback loops to align product quality and delivery with expectations, boosting satisfaction.
7. Encourage Further Research: Future studies should explore BSC’s long-term impact and its application in other Nigerian industries to deepen understanding.


REFERENCES
Adeyemi, A. O., & Salami, B. T. (2025). Balanced Scorecard and process efficiency in Nigerian textile industry. African Journal of Management Studies, 7(1), 45–56.
Akinyele, S. T. (2023). Challenges of Balanced Scorecard adoption in Nigerian firms. Nigerian Journal of Business Administration, 6(2), 34–45.
Barney, J. (1991). Firm resources and sustained competitive advantage. Journal of Management, 17(1), 99–120.
Federal Government of Nigeria. (2020). Economic Recovery and Growth Plan (ERGP). Abuja: Ministry of Budget and National Planning.
Freeman, R. E. (1984). Strategic management: A stakeholder approach. Boston: Pitman.
Ibrahim, S. A., & Musa, A. B. (2025). Balanced Scorecard and employee development in Nigeria. Journal of Human Resource Management, 9(1), 23–34.
Kaplan, R. S., & Norton, D. P. (1992). The Balanced Scorecard: Measures that drive performance. Harvard Business Review, 70(1), 71–79.
Kaplan, R. S., & Norton, D. P. (1996). The Balanced Scorecard: Translating strategy into action. Boston: Harvard Business School Press.
Locke, E. A., & Latham, G. P. (1990). A theory of goal setting and task performance. Englewood Cliffs, NJ: Prentice Hall.
Manufacturers Association of Nigeria. (2023). Annual report 2023. Lagos: MAN.
Neely, A. (2005). Measuring business performance. London: Economist Books.
Niven, P. R. (2006). Balanced Scorecard step-by-step: Maximizing performance and maintaining results. New York: Wiley.
Ogunyomi, P. O., & Adebayo, T. A. (2023). Balanced Scorecard and customer satisfaction in Nigerian manufacturing. Journal of Marketing and Consumer Research, 8(3), 56–67.
Oyedijo, A. (2023). Impact of Balanced Scorecard on profitability in Nigerian firms. Nigerian Journal of Management Studies, 7(1), 12–23.
United Foam Nig Ltd. (2025). Annual performance report 2023. Ilorin: United Foam.
APPENDICES
APPENDIX I
Letter of Introduction
Dear Respondent,
I am a final year student of Kwara State Polytechnic, Ilorin, conducting a research project titled "Effect of Balanced Scorecard on Organizational Performance: A Case Study of United Foam Nig Ltd, Ilorin" for the award of Higher National Diploma (HND) in Business Administration. Your participation is crucial to the success of this study. Please provide honest and accurate responses to the questions below. All information supplied will be treated with utmost confidentiality and used solely for academic research purposes.
Thank you for your cooperation.
Yours faithfully,



APPENDIX II
QUESTIONNAIRE
SECTION A: BIO-DATA OF RESPONDENTS
Please tick (✓) the appropriate option or provide the required information.
1. Gender: 
· [   ] Male
· [   ] Female
2. Respondent Category: 
· [   ] Employee
· [   ] Customer
3. Age: 
· [   ] 18–29 years
· [   ] 30–39 years
· [   ] 40–49 years
4. Academic Qualification: 
· [   ] WAEC
· [   ] ND/NCE
· [   ] HND/BSc
· [   ] Postgraduate
5. Sector (Customers Only): 
· [   ] Small Business
· [   ] Medium Business
· [   ] Large Business
· [   ] Individual


SECTION B: RESEARCH QUESTIONS
Please respond to the following questions by ticking (✓) the appropriate option. Use the following scale:
· SA = Strongly Agree
· A = Agree
· D = Disagree
· SD = Strongly Disagree
1. BSC implementation significantly contributes to organizational performance (e.g., through improved profitability). 
· [   ] SA [ ] A [ ] D [ ] SD
2. There are significant challenges in BSC adoption at United Foam (e.g., employee resistance, high costs). 
· [   ] SA [ ] A [ ] D [ ] SD
3. BSC implementation supports financial performance (e.g., profit margins, revenue growth). 
· [   ] SA [ ] A [ ] D [ ] SD
4. BSC implementation enhances customer satisfaction (e.g., through better product quality, delivery). 
· [   ] SA [ ] A [ ] D [ ] SD
5. BSC implementation improves process efficiency (e.g., reduced cycle time, defects). 
· [   ] SA [ ] A [ ] D [ ] SD
6. BSC implementation enhances employee development (e.g., through training programs). 
· [   ] SA [ ] A [ ] D [ ] SD
7. Employee resistance hinders BSC effectiveness at United Foam. 
· [   ] SA [ ] A [ ] D [ ] SD
8. High implementation costs are a barrier to BSC adoption at United Foam. 
· [   ] SA [ ] A [ ] D [ ] SD
9. BSC improves strategic alignment between United Foam’s operations and goals. 
· [   ] SA [ ] A [ ] D [ ] SD
10. BSC enhances product quality at United Foam. 
· [   ] SA [ ] A [ ] D [ ] SD
11. BSC improves employee engagement at United Foam. 
· [   ] SA [ ] A [ ] D [ ] SD
12. BSC reduces production costs at United Foam. 
· [   ] SA [ ] A [ ] D [ ] SD
13. BSC improves delivery timeliness at United Foam. 
· [   ] SA [ ] A [ ] D [ ] SD
14. Inadequate training limits BSC effectiveness at United Foam. 
· [   ] SA [ ] A [ ] D [ ] SD
15. BSC supports United Foam’s long-term competitiveness in the market. 
· [   ] SA [ ] A [ ] D [ ] SD

