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Abstract:

The research aimed to identify the role of the balanced scorecard as an independent
variable and its dimensions (financial dimension - customers - learning and growth) in
evaluating employees’ performance as a dependent variable and its dimensions (employee
satisfaction - quality of performance - work relations), where the field of application is the
Egyptian banking sector, and reliance was placed on The descriptive analytical approach
was used for this purpose, and a survey list was used as the main tool for collecting data,
as it represents the population of employees (441), the research sample (206), the
community of customers (350,000) and the research sample (384), as the researcher
cannot access all the members of the community to conduct search.
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The researcher reached a number of results, the most important of which is that the study
showed that there is a relationship between the use of the balanced scorecard and
Improving the performance evaluation of employees in the banking sector. There is also
a positive effect of using the balanced scorecard in improving the performance evaluation
of employees in the banking sector in the Arab Republic of Egypt. The study showed that
interest the financial dimension works to reduce the total costs of the banking sector, while
banks do not rely on clear and specific financial standards to measure financial
performance. The study concluded that achieving customer satisfaction is low through
attention to following up on customer complaints and suggestions and responses to those
complaints, as they are not addressed quickly due to the lack of The availability of an
appropriate system to receive customer suggestions and complaints and deal with them in
a regular manner. The study confirmed the lack of interest in implementing an effective
system that contributes to developing the spirit of creativity and innovation among
employees, as well as the weakness of interest in providing the basic components
necessary to develop different methods and fields of work, and recommendations, interest
in the nature of the strong relationship that links Using the balanced scorecard and
Improving the evaluation of employees’ performance, as well as the need to benefit from
the positive impact of using the balanced scorecard in improving the evaluation of the
performance of employees in the banking sector in the Arab Republic of Egypt, paying
attention to the financial dimension so that banks rely on clear and specific financial
standards to measure financial performance, in addition to the necessity Work to identify
the necessary needs to pay attention to reducing the total costs of the banking sector
according to a well-thought-out plan. Banks must pay attention to responding to customer
complaints and suggestions and finding appropriate solutions to the problems and
addressing them in a short time. They should also have a system for receiving customer

suggestions and complaints and dealing with them in a regular manner.

key words:
Balanced scorecard, employee performance evaluation, financial dimension, customers,
learning and growth, quality of performance, work relationships.
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