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Abstract 
This study undertook research on government organisations in the UAE with a view toward identifying the most 
important Critical Success Factors (CSFs) that support the successful implementation of performance 
management systems (PMSs). However, the study was not limited to the identification of such CSFs, but also 
sought to examine their relevance and criticality. The remit of the research focus was narrowed to an attempt to 
understand the causes of PMS failure and to avoid possible obstacles to PMS implementation. Qualitative 
research took the form of case studies involving interviews, observations and document reviews. This study 
makes several contributions to the literature on CSFs that influence successful PMS implementation in the 
government sector, principally in the UAE and other developing countries. Further, it presents a theoretical 
model of CSFs for the successful implementation of PMS. The findings and recommendations presented in this 
paper could serve as guidelines for practitioners in the field of PMSs and for government and public 
organisations to fully benefit from the implementation of PMSs.  

Keywords: performance management system, critical success factors, performance measurement, government 
organisations, implementation, PMS, CSF, UAE 

1. Introduction 
Organisations in today’s rapidly changing global market understand that they need to periodically measure and 
evaluate their business performance in order to remain competitive (Sharma, Bhagwat, & Dangayach, 2005). In 
an increasingly aggressive competitive environment, greater focus on continuous improvement, the evolution of 
quality concepts, and significant developments in information and communication technologies have created a 
favourable context for the implementation of performance management systems (PMS) in many different 
organisations (Taticchi, Tonelli, & Cagnazzo, 2010). Privatisation and greater demands from stakeholders and 
customers are also placing new expectations on organisations, for which performance management has become a 
cornerstone of success (Bourne, Neely, Platts, & Mills, 2002). By supporting decision making and providing data 
on how effectively and efficiently services are being delivered, PMSs assist an organisation in controlling its 
strategy and achieving its goals and objectives (Malina & Selto, 2001). A recent study found evidence of superior 
financial performance in those branches of an organisation that adopted PMSs (Davis & Albright, 2004). 
Moreover, a PMS provides the basis for an organisation to identify its strengths and weaknesses, assess how well 
it is progressing toward its predetermined objectives, and decide on future initiatives with the goal of further 
improving organisational performance. 

Limited research is available on the possible causes of the success or failure of PMSs and the impact of different 
success factors on their implementation (de Waal & Counet, 2009). Poor understanding of the impact of critical 
success factors (CSFs) leads to the neglect of their value in designing the right model and consequently increases 
the risk of PMS failure (Bourne & Neely, 2002). Although extensive research has been carried out to investigate 
the success and failure of PMSs in various organisations around the world (Ariyachandra & Frolick, 2008; 
Bourne et al., 2002; De Waal & Counet, 2009; Kennerley & Neely, 2002; Richardson, 2004), there is a distinct 
lack of published research on issues related to PMS CSFs; however, according to Ariyachandra and Frolick 
(2008), to help ensure PMS success, several CSFs should be considered. And although a structured discussion of 
problems encountered when implementing and using a PMS in general seems to be missing in the literature 
(Bourne et al., 2002), even less attention has been paid to the CSFs that can facilitate effective PMS 
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implementation (Cavalluzzo & Ittner, 2004). Also, of all the research reported in the literature, most relates to 
developed regions – Europe, the USA, and East Asia – and not to developing countries (Salaheldin, 2009). 
Similarly, there is a lack of literature regarding the impact of successful PMS implementation on the 
performance of public organisations (Jamil & Mohamed, 2011). More research into the problems that cause PMS 
implementation to fail is thus required in order to heighten the chance of its future success (de Waal & Counet, 
2009). The design of the present study attempts to deal with the various challenges identified in the literature and 
to make a contribution in a number of areas, including identifying which CSFs should be considered when 
striving for successful PMS implementation in UAE government organisations.  

2. Literature Review 
2.1 Performance Management System (PMS) 

Measuring organisational success is a continuous challenge for both managers and researchers (Maltz, Shenhar, 
& Reilly, 2003). Consequently, the performance management system (PMS) has received considerable attention 
over the last three decades (Bourne et al., 2002; de Waal, 2007; Kennerley & Neely, 2002). The PMS is now an 
established concept that is receiving renewed attention in a variety of organisations (Taticchi et al., 2010). There 
is evidence that PMSs are currently being implemented in approximately 70% of medium to large firms in the 
USA and Europe, as well as in many government departments (de Waal & Kourtit, 2013). There has also been an 
increasing volume of empirical work on PMSs in the public sector (Boyne & Chen, 2007; Hoque, 2008; Radnor 
& McGuire, 2004; Sanger, 2008).  

The PMS is a critical factor for the effective management of an organisation, which may be due to the fact that, 
without measuring something, it is difficult to improve it (Salaheldin, 2009). Historically, PMSs were developed 
as a means of monitoring and maintaining organisational control and to ensure that organisations pursued 
strategies that led to the achievement of their overall goals and objectives (Neely, 2005). The development of a 
PMS in management has followed a path that has been influenced by a general push to improve the quality of 
services while also meeting strict cost parameters (Bititci, Turner, & Begemann, 2000). The design of an 
effective PMS, which includes the selection of appropriate measures and approaches for analysing results, is 
central to aligning an organisation’s operations with its strategic direction (Kaplan & Norton, 2006).  

Many PMSs have been introduced within the last three decades (Bititci, Carrie, & McDevitt, 1997; Fitzgerald, 
Johnson, Brignall, Silvestro, & Vos, 1991; Kanji, 1998; Kaplan & Norton, 1992; Keegan, Eiler, & Jones, 1989; 
Lynch & Cross, 1991; Neely et al., 2002; and others). The balanced scorecard (BSC), initially developed by 
Kaplan and Norton (1992), is cited by Harvard Business Review as one of the most important management tools 
of the last 75 years, while PMS is currently attracting a great deal of interest among both industrialists and 
academics (Bourne et al., 2002). The BSC PMS approach, which is also used extensively by other researchers, 
has been shown to be an effective system that provides a full evaluation of performance by combining different 
perspectives and measures (Jiménez-Zarco, Martínez-Ruiz, & González-Benito, 2006). 

With the rapid globalisation of the UAE economy, government organisations are facing an increasingly 
challenging situation. Stakeholders’ expectations are increasing and customer satisfaction is becoming more 
difficult to achieve. Thus, UAE government organisations are competing to create the conditions that will enable 
them to perform better. Notwithstanding the complexities in implementing PMSs, there has been little empirical 
research about the CSFs that impact the successful implementation of PMSs (Ariyachandra & Frolick, 2008). 
Also, there has been very limited empirical research about PMSs in the UAE and in the Middle East more 
generally. These gaps in the literature are reflected in the low level of contributions to international conferences 
and journals from these regions. The purpose of this study is to provide UAE government organisations with an 
understanding of those CSFs that influence successful implementation of PMSs.  

2.2 PMSs in the UAE  

UAE government organisations are striving to create the conditions that will enable them to perform better (Abu 
Dhabi Sustainability Index, 2011). Consequently, all UAE organisations have begun seeking new tools to 
enhance business excellence. A well-known PMS framework, the balanced scorecard (BSC) system (Kaplan & 
Norton, 1992), was introduced by the UAE government in 2008 for this purpose. The government, recognising 
the value of the PMS as a tool to support continuous improvement, formally established an office for 
performance management to monitor the implementation of PMSs in different organisations and instructed 
several of them to report their performance in the BSC format. In response, all organisations have established a 
set of measures and key performance indicators (KPIs) to meet the government’s requirements (The Abu Dhabi 
Economic Vision 2030).  
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2.4 Critical Successful Factors in a UAE Context 

Implementing PMSs in UAE government organisations is a challenging task and subject to a high risk of failure, 
for a number of reasons. This study was thus undertaken to provide UAE government organisations with an 
understanding of the CSFs that are central to the successful implementation of a PMS. A literature review was 
conducted to identify the relevant CSFs, after which an empirical case study was undertaken to discover which 
of them are the most critical to UAE government organisations. The literature review yielded 13 CSFs, which 
have been classified as shown in Table 2. 

Based on the literature review, the researchers developed a preliminary list of the CSFs that were the most 
frequently discussed and recommended for the successful implementation of PMSs. The list was used in this 
study as the foundation for a detailed investigation using case studies. This phase of research will assess the 
impact and value of CSFs for PMS implementation in UAE government organisations. Therefore, it is 
anticipated that this study will yield a short list of CSFs that are specific to UAE government organisations. 
Consideration of these CSFs may enable UAE organisations to better use their resources by focusing on the areas 
that are most likely to have a greater impact on PMS success. The researchers have classified the CSFs into four 
categories, as shown in Table 2. 

 
Table 2. CSFs identified before field research, classified into four groups  

CSF Group 
1. Linking PMS to organisational strategy 

2. System design and integration  

3. Continuous monitoring and reporting 

 

PMS design and implementation 

4. Clear targets and business benefits 

5. Top management commitment and support 

6. Staff involvement in the system 

7. Skilled resources running the system 

8. Staff training and awareness 

 

 

People  

9. IT infrastructure and support  Technology  

10. Effective data management system 

11. Motivation and linking performance to incentives 

12. Change management 

13. Role of effective communication 

 

Processes  

 

The CSFs are discussed under four headings, each representing an area of impact: (1) PMS design and 
implementation, (2) People, (3) Technology, and (4) Processes. A general discussion is provided below on the 
theoretical and practical implications of PMSs for UAE government organisations. 

3. Research Methodology 
This study undertook research on government organisations in the UAE with a view toward identifying the most 
important CSFs that support the successful implementation of PMSs. However, the study was not limited to the 
identification of such CSFs, but also sought to examine their relevance and criticality. The remit of the research 
focus was narrowed to an attempt to understand the causes of PMS failure and to avoid possible obstacles to 
PMS implementation. Qualitative research took the form of case studies involving interviews, observations and 
document reviews. The aim of this research was to identify the most important CSFs that support both successful 
PMSs and the implementation of a simple and objective PMS framework for UAE organisations. Moreover, this 
research aimed to develop a framework for the facilitation and implementation of organisation-wide change, 
such as that provided in a performance management system (PMS). The research specifically focused on 
governmental organisations in the UAE that share similar characteristics, and assessed the correlation between 
their strategies, processes and PMSs. The outcome of this study can assist UAE organisations in implementing 
effective PMSs, better managing their strategies, and enhancing the efficiency of their businesses. The findings 
of this research should be of considerable interest and value to senior policy makers, managers and other 
interested parties.  

Based on the nature and the objectives of this study, the researcher believes that the case study design was the 
most appropriate framework for the present research. A case study is an empirical inquiry that investigates a 
contemporary phenomenon in depth and within its real life context (Yin, 2009). A case study may be appropriate 
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when the field is underdeveloped (Yin, 2003). The method is often exploratory in nature (Eisenhardt and 
Graebner, 2007) and can be useful in understanding beliefs and relationships. According to Moore (1983), case 
studies are the preferred strategy when the investigator has little control over events. Case studies do not 
necessarily have to rely on previous literature or prior empirical evidence. Thus, case study research can be used 
for theory-building even if little is known about the phenomenon (Vissak, 2010). Thus, the case study method 
enables research to be conducted in countries with sample bases that are too small for other statistical 
generalisation methods to be applied (Rowley, 2002).  

This study used purposive sampling to identify interviewees. A total of 26 face-to-face, semi-structured 
interviews were conducted over a period of three months in five organisations. Initially, a small number of 
interviewees were selected based on their position in the organisational hierarchy and their role within the 
organisation. An ‘expert panel’ sampling technique was appropriate for this study, as it was concerned with a 
small number of specialised people who were knowledgeable in the study area (Aaker, Kumar, & Day, 2001). In 
each organisation, the researcher approached the managing director to support and facilitate the interviews. The 
number of participants from each organisation varied between four and six respondents.  

Data analysis was spread over two levels. The first level of analysis involved the comparison of interview data 
for each factor investigated. Then, the diversity of CSFs was divided into a number of categories or themes, 
which were justified by interview data. The second level of data analysis was a higher level; it involved a more 
interpretive analysis that was concerned with the responses as well as what may have been inferred or implied. It 
included the researcher’s critical evaluation of the dataset and findings. Therefore, ‘memo’ codes, or the running 
commentary of the researcher, were applied to arrive at an in-depth understanding of the interview responses. 
This inductive approach assists in establishing clear links between the research objectives and the summarised 
findings derived from the raw data. Consequently, in the present study, the second level of analysis tested the list 
of CSFs generated from the literature in light of data gathered during interviews. In detailed analysis, a method 
called data matrices was used. Data matrices are familiar case-by-attribute matrices that are used across the 
sciences to record data (Bernard & Ryan, 2009). The data matrix used in this study consisted of the construct 
(theme), attributes or propositions, literature, data references and critical evaluation. The objective of this data 
matrix was to provide a body of knowledge to aid in implementing PMSs. 

4. Results 
The collection and analysis of empirical data in this study led to the identification of the five most important 
CSFs affecting the successful implementation of PMSs. However, the data collected from the case study 
organisations showed a very weak emphasis being placed on CSFs, highlighting the need to give them priority in 
the implementation of PMSs in UAE organisations. In the literature, motivation and linking performance to 
incentives was found to be the most important CSF, and yet the field data revealed that it was completely missing 
from the case study organisations. Linking PMS to organisational strategy was ranked the second most important 
CSF in the literature, although some scholars consider it the most important factor for PMS implementation. 
That said, the field data results are alarming: 61% of managers reported that no proper link was made between 
PMS and organisational strategy. Moreover, staff involvement in the system was ranked the third most important 
CSF in the literature for PMS implementation; yet in this study, 75% of managers reported that staff involvement 
in PMS design and implementation was either poor or limited. System design and integration was ranked by the 
literature as the fourth most important CSF, and was discussed more than any other factor. However, although in 
the surveyed organisations a PMS design was actually in place, 65% of respondents thought that the design 
required improvement. The fifth most critical factor, top management commitment and support, also received 
much attention in the literature. However, 58% of respondents reported weak commitment and weak support 
from top management for PMS implementation. 

In addition to identifying CSFs in a UAE context, the outcome of the field research provided a simple model for 
all CSFs that illustrates thier details and explains how they work.  Furthermore, this study contributes to the 
currently limited understanding of the CSFs affecting PMS implementation. The results of empirical 
investigation and the analysis of literature led the researchers to create a list of the top five CSFs that exert the 
most influence on the successful implementation of PMSs within UAE government organisations: 

1. Motivation and linking performance to incentives 

2. Linking PMS to organisational strategy 

3. Staff involvement in the system 

4. System design and integration  



www.ccsen

 

5. Top m

A detailed 

4.1 CSF F

To develop
which CSF
were used
However, 
successful
implement
business i
identificati
their empi
(Yeoh & K
their scarc
implement

 

 

As illustra
contributio
impact of 
performan
the efforts
Furthermo
on this ass
framework
CSF frame

As illustra
an improv
framework

net.org/ijbm 

management c

discussion of 

Framework for 

p a framework
Fs potentially 

d to develop a 
based on the l
 PMS implem
tation. Yeoh a
intelligence (B
ion and assess
irical research 
Koronios, 2010
ce resources a
tation (Yeoh &

Figure 2. CS

ated in Figur
on of different
two key exte

nce and infrastr
s of the orga

ore, the framew
sessment, the s
k was found to
eworks for PM

ated in Figure 3
vement over t
k for CSFs inv

Intern

ommitment an

these factors i

the Implemen

k for successfu
affect its succ
framework co

literature revie
mentation. Ins
and Koronios 
BI) systems 
sment of CSF
was to shed 

0). They belie
and efforts by

& Koronios, 20

SF framework f

re 2, the prop
t CSFs on the 

ernal dimensio
ructure perform

anisation and 
work uses a clo
system can be m
o be the most a

MS implementa

3, the modified
the previous m
volved in the s

national Journal

nd support 

is presented lat

tation of PMSs

ul PMS implem
cess. Empirica
ontaining appr
ew, the research
stead, some m
(2010) condu

implementatio
s as related to
more light on
ved that under
y focusing on
010).  

for the implem

posed CSF fr
success of BI

ons, as per Ari
mance. Accor
individual us

osed feedback 
modified, optim
appropriate fra

ation.  

d proposed mo
model. First, i
successful imp

l of Business and

208 

ter in the discu

s  

mentation, var
al findings of 
ropriate CSFs 
hers could not
models were 
ucted a study
on. Their fra
o managing ch
n the CSFs tha
rstanding relev
nly on those 

mentation of BI

framework for
I implementat
iyachandra an

rding to Yeoh 
sers to assess
cycle to provi
mised and imp
amework for m

odel produced b
it is customise
plementation o

d Management

ussion section 

rious PMS mo
this study, tog
and the relatio
t find any prev
found in the

y that attempte
amework (see 
hange in BI im
at influence th
vant CSFs ena
factors most 

I systems (Yeo

r successful B
tion. In additio
nd Watson’s (2
and Koronios 

s the benefits 
ide continuous
proved accordi
modification an

by this study h
ed to this stu
of PMSs. Seco

of this paper. 

dels were revi
gether with th
onships that ex
vious model fo
e area of CS
ed to develop

Figure 2) w
mplementation
he implementa
ables BI stakeh
likely to aid 

oh & Koronios

BI implement
on, this framew
2006) recomm
(2010), this fr
of BI system

s assessment o
ingly. Yeoh an

and was extend

has unique cha
udy’s objective
ond, the design

Vol. 11, No. 4;

iewed to deter
e literature rev
xist between t

or CSFs that le
SFs for IT pr
p a framework
was based on
, the motivatio
tion of BI sys
holders to opti
successful sy

s, 2010) 

tation outlines
work consider

mendations: pro
framework sup
m implementa
f the results. B

nd Koronios’ (2
ded to develop

aracteristics tha
es and serves 
n was improve

2016 

rmine 
view, 
them. 
ad to 

roject 
k for 
n the 
on of 
stems 
imise 
ystem 

 

s the 
rs the 
ocess 
ports 
ation. 
Based 
2010) 
p new 

at are 
as a 

ed so 



www.ccsen

 

that mana
dynamic, 
feedback c
has fewer 
budget wit
defined an
understand
Finally, all
proposed 
complicate

 

Figure 

 
5. Discuss
This study
with highe
design an
involveme
The order 
Critical as
level of im
attention p
determines
entire syst
in perceive
essential fo
Therefore,
less than e

 

net.org/ijbm 

agers can use 
and can be re
cycle, as in Ye
CSFs; this enc
th regards to 
nd can be eas
ding inputs; co
l complex rela
CSF framewo

ed and represe

3. Proposed C

sion 
y found that the
er levels of st
nd integration
ent within an o

of CSFs in th
sessment of bo

mportance of ev
paid to it in t
s the success o
tem. Moreover
ed business be

for continuous 
, the validity o
expected, the C

Intern

its simple an
eviewed and u
eoh and Koron
courages a gre
only the most
sily measured

onsequently, ke
ations and high
ork for succe
nts this empiri

CSF framework

e five factors l
taff involveme
n; and top m
organisation. T
he framework 
oth the literatu
very CSF base
the literature. 
of PMS implem
r, the framewo
enefits. These b
improvement,

of the framewo
CSFs can be rev

national Journal

nd practical de
updated from 
nios’ (2010) fr
eater degree of
t important fac
d. In fact, a s
ey performanc
h-level groups
essful PMS im
ical study’s ma

k for successfu

listed in Figure
ent; linking PM
management c
Thus, every CS

was arranged
ure and this stu
ed on the level
As shown in

mentation. We
ork flow shows
benefits can be
 as it is a dyna

ork can be revi
viewed to dete

l of Business and

209 

esign without 
time to time. 

ramework. A f
f focus and all
ctors. A fifth s
separate mode
ce indicators (K
 were removed
mplementation
ain findings. 

ul PMS implem

e 3 are interrel
MS to organis
commitment a
SF has either a
d from top to b
udy’s empirica
l of impact it h

n this framewo
aknesses in an
s that the over
e measured usi
amic process th
ewed on an on
ermine the sou

d Management

confusion. T
 All that is n

fourth strength
ows an organi
strength of the
el for every C
KPIs) can be d
d to support b
n in UAE go

mentation in U

ated: higher le
sational strateg
and support 
a direct or indi
bottom accord

al findings led 
has on PMS im
ork, the collec
ny one of the C
rall success of 
ing strategic K
hat needs to be
ngoing basis, a
urce of the prob

Third, the mod
needed is to u
h of the propos
isation to prior
e model is tha
CSF was deve
designed and th
etter implemen

overnment org

UAE governmen

evels of motiva
gy depends on
increases mo
irect impact on

ding to their re
to a greater un

mplementation 
ctive outcome
CSFs will cons
f PMS implem
KPIs. The close
e reviewed on 
and if the bene
blem.  

Vol. 11, No. 4;

del is flexible
use the closed 
sed model is th
ritise its efforts
at CSFs are cl
eloped to assi
he results meas
ntation. Hence
ganisations is 

nt organisation

ation are assoc
n appropriate 

otivation and 
n the other fac
elative import
nderstanding o
and on the lev

e of the five C
sequently affec

mentation will r
ed feedback lo
a continuous b

efits are found

2016 

e and 
loop 

hat it 
s and 
early 
ist in 
sured. 
e, the 

less 

 

ns 

ciated 
PMS 
staff 

ctors. 
ance. 

of the 
vel of 
CSFs 
ct the 
result 
oop is 
basis. 
to be 



www.ccsen

 

Below, the
simple mo
enhance u
successful

5.1 Motiva

The literat
personal ta
CSF is giv
results and
managers 
the 26 man
stressed th
believed th
manager st
performs w
performan
PMS if the
successful 

 

 

Bourne et 
mechanism
According
staff to be
PMS resul
the desired
support th
auditing or
implement
system, the

5.2 Linking

Norton an
achieving 
strongly su

This study
with organ
PMS and o

net.org/ijbm 

e five CSFs ar
odel is develo
understanding 
. 

ation and Link

ture stresses th
argets, whether
ven top priorit
d incentives; in
surveyed in th
nagers highlig
he importance
hat proper mot
tated that ‘The
well.’ Another 
nce will be reco
ey see any sign
implementatio

al. (2002) id
m of the motiv
g to empirical 
e continually i
lts and the ava
d level of moti
heir successful
rganisation po
tation can be c
e percentage a

g PMS to Orga

nd Kaplan (20
the successfu

ubscribe to this

y found that 39
nisational strat
organisational 

Intern

re briefly desc
oped to illustra
of the mechan

king Performan

he importance
r at an organis
ty on the list i
ndeed, no syste
his study believ
ghted the impo
e of linking in
tivation will h
ere are no ince
manager state

ognised, the P
ns of benefits; 
on.’  

Figure 4

entified lack o
vation model a
findings in thi
interested and 
ailability of rew
ivation among 
l implementat

olicy for the ex
carried out usin
and amount of 

anisational Str

02) stated tha
ul implementat
s view, in prac

9% of manager
tegy. In contra
strategy is we

national Journal

cribed to demo
ate this study’
nisms and imp

nce to Incentiv

e of motivating
sational or staf
is that, in UAE
em of rewards 
ved in the crit

ortance of moti
ncentives to o
have a positive
entives in place
ed that ‘If staff

PMS will be suc
rewards and r

4. Motivation m

of motivation 
and its contrib
is study, the m

committed to
wards and reco
staff needed to

tion. The asse
xistence of suc
ng some KPIs,
incentives app

rategy 

at linking PMS
tion of PMSs.
ctice there is w

rs interviewed
ast, 44% of m

eak. The remain

l of Business and

210 

onstrate how th
’s empirical fi
portant elemen

ves 

g people by o
ff level (Blasin
E government
and recognitio

tical importanc
ivating employ
rganisational p

e impact on an
e at present; a

ff can see the b
ccessful.’ A th
recognition sho

model for PMS

as a major th
bution in prom
most important 
o PMS implem
ognition. The 
o implement P

essment of thi
ch systems. In 
, including staf
plied, and their

S to organisat
. Although the

weak alignment

d believed that 
managers interv

ning managers

d Management

hey work and 
findings for ea
nts needed to 

ffering incenti
ni & Leist, 201
t organisations
on appears to b
ce of motivatio
yees. Moreove
performance i

n organisation’
lso, no one rec

benefit from tha
ird manager cl
ould be given 

S implementati

hreat to PMS 
moting the succ

factors that st
mentation are 
effective use o

PMSs effective
is model impl
addition, deter
ff satisfaction 
r relationship w

tional strategy
e results of th
t between orga

their organisa
viewed believe
s (17%) had an

how they are 
ach factor; the

make each fa

ives for perfor
3). However, t
s, no link is m
be in place at a
on to the succe
er, the majority
in order to m
s performance
ceives a bonus
at system, and
laimed that ‘P
to people who

ion 

success. Figu
cessful implem
timulate desire
the link betw

of these two fa
ely; consequen
lementation ca
rmining the rig
with the rewar

with PMS resu

y is the most i
his study indic
anisational stra

ation’s PMS w
ed that the ali
n even more ne

Vol. 11, No. 4;

 measured. Al
e model also h
factor effective

rmance and se
the reason why

made between 
all. The majori
ess of PMSs: 2
y of managers

motivate staff. 
e. For instance
s if the organis
d they feel that 
People will acc
o are involved 

ure 4 illustrate
mentation of PM
e and motivati
een incentives
actors would c
ntly, this would
an be achieve
ght type or lev
rds and recogn

ults.  

important fact
cate that mana
ategy and PMS

was strongly ali
ignment betwe
egative impres

2016 

lso, a 
helps 
e and 

etting 
y this 
PMS 
ity of 
20 of 
s also 
They 
, one 
ation 
their 
ept a 
in its 

s the 
MSs. 
on in 
s and 
create 
d also 
ed by 
vel of 
nition 

or in 
agers 

Ss.  

igned 
een a 
ssion, 



www.ccsen

 

believing t
the momen
desires, no
[PMS and 

KPIs are n
organisatio
presents a
findings, i
strongly li
implement

As illustra
level repre
strategic o
level, whe
projects, a
via the KP
managing 
measured b
performan
issues: thi
organisatio
monitored

 

 

5.3 Staff In

According
implement
poor owne
Poor awar
highlights 
PMSs (Sad

Interview 
well invol
level and s

net.org/ijbm 

that the alignm
nt because ou
ot necessarily 

d strategy].’ 

not strongly li
onal objectives

a model for th
it can be argue
inked to the fa
tation. 

ated in Figure 5
esents organis
objectives and 
ere all relevan
and the bottom
PIs, which are t

a business. T
by the PMS in

nce. Therefore
s is its greates
on’s objective

d by a PMS. 

nvolvement in 

g to evidence f
tation; this is d
ership of the sy
reness of the 
the importanc

dikoglu & Zeh

data regarding
ved in the PM
senior manage

Intern

ment was miss
ur strategy do
strategies.’ An

nked to the or
s. PMSs are no

he successful a
ed that the im
act that an orga

5, the PMS ali
sational strateg

initiatives tha
nt initiatives a

m level represe
the core of PM
The model als
n the bottom le
, a PMS cann
st value for an

es and initiati

Figure 5

the System 

from this stud
due to a numb
ystem. In addi
system and li

ce of involving
hir, 2010).  

g staff involve
MS developmen
ers were involv

national Journal

sing altogether
esn’t have sm
nother manage

rganizational s
ot used as strat
alignment of P

mportance of th
anisational stra

ignment with o
gy, vision, mis
at support stra
and objectives 
ents the PMS. 
MSs. Similarly,
so shows that
evel. The resul
not work indep
n organisation
ves. All strat

. PMS alignme

dy, there is po
ber of factors, 
ition, staff at l
imited training
g staff in the de

ement shows th
nt and implem
ved in the PM

l of Business and

211 

r. For instance
mart objectives

er claimed, ‘W

strategy and th
tegic tools for 
PMSs and org
he alignment b
ategy needs a 

organisational 
ssion, objectiv
ategy executio

are derived f
At this level, 
 PMSs can be 

t the initiative
ts can be feedb
pendently, and

n. The existenc
tegic objective

ent with organ

or involvemen
including the

ower levels do
g are further 
ecision–makin

hat only 23% 
mentation proc

MS developmen

d Management

, one manager
s setting out w
We’re still miss

here is no prop
implementing

ganisational str
between PMSs
PMS to moni

strategy mode
ves and value
on (the middle
from the strat
the PMS cont
used to suppo

es in the midd
back to the mi
d should alwa
ce of this link
es and initiat

nisational strate

nt by staff, esp
ir exclusion fr
o not participa
reasons for w

ng process for 

of the respond
ess. Conversel

nt and implem

r stated, ‘The 
where we wan
sing the linkag

per cascading 
g organisationa
rategies. Base
s and organisa
itor and contro

el consists of t
s; the middle 

e level is usua
tegy and conv
tributes to orga
ort strategy exe
dle level can 
iddle level to r
ays be used to
k can be asses
tives should h

egy 

pecially at low
rom PMS desi
ate effectively 
weak involvem

the successful

dents believed 
ly, 42% report
entation proce

Vol. 11, No. 4;

link is immatu
nt to go. These
ge between the

of initiatives 
al strategy. Fig
d on the emp
ational strategi
ol its execution

three levels: th
level include

ally the operat
verted to tasks
anisational stra
ecution as a too

be monitored
eport the exec

o measure stra
sed by auditin
have KPIs an

 

wer levels, in 
ign, which lea
in implementa

ment. The liter
 implementatio

that the staff 
ted that only u
ess. It was app

2016 

ure at 
e are 
e two 

from 
ure 5 
irical 
ies is 
n and 

e top 
s the 

tional 
s and 
ategy 
ol for 
d and 
ution 

ategic 
ng an 
nd be 

PMS 
ads to 
ation. 
rature 
on of 

were 
upper 
arent 



www.ccsen

 

that the m
involveme
level of st
limited nu
junior, but
responden
system loo
manageme

Figure 6 il
that staff a
findings o
sufficient 
involveme

 

 

Although 
involveme
how many
workshops

5.4 System

The results
the implem
too many m
and Kenne
researcher

This study
while 50%
the PMS d
it is not tra
that ‘I feel
our own sy
for our un

 

net.org/ijbm 

majority of ma
ent in PMS de
aff involveme

umber of staff 
t some senior 

nt stated ‘Staff 
oks isolated; s
ent, and the sta

llustrates the st
awareness and 
f this study, e
awareness by

ent of staff in P

some of thes
ent can be asse
y people partic
s can be obtain

m Design and I

s of this study 
mentation of P
measures in th
erley (2000), 

rs have concurr

y found that 27
% believed it w
design required
ansparent and
l it is being iso
ystem because
its and section

Intern

anagers (or 75
evelopment an
nt was quite p
who have acc
members of st
are not that in
staff involvem
aff doesn’t noti

taff involveme
involvement m
ffective involv
y staff of PM
PMS implemen

Figure 6. S

se factors are
essed and meas
cipated in ever
ned to assess st

Integration  

demonstrate th
MSs is to be s

he design, both
successful PM
red with this v

7% of responde
was complex an
d improvemen

d its design doe
olated, not em

e we still see th
ns.’   

national Journal

% of the resp
d implementat

poor. There are
cess to the sys
taff, and some
nterested, they 
ment is limited
ice it.’ 

ent in PMS im
make to the ef
vement by sta

MS objectives
ntation. 

taff involveme

 discussed in
sured through 
ry stage. In ad
taff involveme

hat the existin
successful. The
h of which inc
MS implement
view (Bourne e

ents thought th
nd difficult to u
t. For example
es not cover al

mbedded in the
he system as l

l of Business and

212 

pondents) were
tion. One-third
e many potent
stem. One res

e middle mana
don’t see any 

d as the PMS

mplementation m
ffective implem
ff in PMS imp
, effective en

ent in PMS imp

n other section
surveys or rev

ddition, KPIs 
ent. 

ng PMS design
e study also fo

crease the prob
tation largely 
et al., 2002; Pa

hat the existing
use. However,
e, one respond
ll levels of the 
e business.’ A 
limited; it is de

d Management

e not satisfied
d of responden
tial reasons for
pondent claim

agement, are n
change.’ A th

S takes data f

model; this mo
mentation of P
plementation d
ngagement of 

mplementation m

ns in this pap
views of the pr
based on train

n is complex an
ound evidence 
bability of failu

depends on a
awar & Driva, 

g PMS design 
, the majority o

dent stated that
organisation.’
third responde
esigned to rep

d about the cu
nts (33%) stat
r this, one of w

med that ‘Unfo
not interested.’
hird respondent
from reports a

odel summaris
PMSs. Accordi
depends mainl

staff in PMS

model 

per in detail, 
roject resource
ning and awar

nd requires ma
of a lack of fo

ure. According
an appropriate
1999; Richard

was simple an
of respondents
t ‘The system i
’ Another resp
ent claimed, ‘
ort high-level 

Vol. 11, No. 4;

urrent level of 
ted that the ov
which could b

ortunately, not 
’ Similarly, an
t asserted that 
and sends the

ses the contrib
ing to the emp
ly on three fac
S design, and

 

the level of 
e plan to deter
reness sessions

ajor improvem
ocus and the u
g to Neely, Bo
e design, and 
dson, 2004). 

nd easy to deal
s (65%) agreed
is still not effec
ondent comme
We have devel
KPIs but not 

2016 

staff 
verall 
e the 
only 

other 
‘The 

em to 

ution 
irical 
ctors: 
d the 

staff 
rmine 
s and 

ent if 
use of 
urne, 
other 

with, 
d that 
ctive; 
ented 
loped 
KPIs 



www.ccsen

 

 

In addition
with all le
Based on e
Figure 7 th
small num
integration
when nece

PMS desig
and assess
levels in an
surveys ca
satisfaction

5.5 Top Ma

This study
although m
Field (200
literature s
establish l
received in
support in 
situation. O
implement
like to em
heavily inv

Figure 8 il
PMSs. Fiv
involveme
ownership
the right r
best skills 
managers 

net.org/ijbm 

n, this study r
evels of the or
empirical resu
hat illustrates t

mber of KPIs (u
n of KPIs at al
essary. 

gn is for the m
sed. The numb
n organisation

an also be used
n. 

Management Co

y has found th
managers do a
03), de Waal (2
stresses the im
egitimacy and
n this study sh
the successfu

Only 19% beli
tation. For inst

mphasise the im
volved at the b

llustrates the c
ve motives we
ent and engag
p and results in
resources for P
for completing
toward using P

Intern

Figure 7. 

ecorded comp
rganisations; m

ults and the lite
the five eleme
usually 6-9 in 
ll levels, and (

most part techn
ber of KPIs can
n covered by a 
d to assess sati

ommitment and

hat the level o
cknowledge th

2002), Kaplan 
mportance of ga
d visibility for 
hows that 62%
l implementati
ieved that the c
tance, one resp
mportance of 

beginning of th

ontribution of 
ere found that 
gement in sett
n better produ
PMS impleme
g them; (3) en
PMSs as truste

national Journal

The five elem

plaints that PM
moreover, the 
erature review
ents of effectiv
each level), (3
(5) a simple an

nical and is th
n serve as an i
PMS is anothe
sfaction with t

d Support 

f existing sup
his weakness. 
and Norton (2

aining consens
the project (A

% of managers 
ion of PMSs. N
current level o
pondent noted 
leadership.’ A
e project but th

f management c
positively affe
ting PMS tar
cts; (2) the im
ntation, which
suring that the
ed sources, an

l of Business and

213 

ments of an effe

MSs were not u
wrong KPIs w

w, a proposed m
ve PMS design
3) a user-friend
nd flexible des

hus usually con
indicator, and 
er KPI, and mo
the PMS desig

pport and comm
This finding i

2000), and Ric
sus and buy-in

Ariyachandra &
mentioned the

Nevertheless, 
f commitment
that ‘People d

Another respon
they withdrew l

commitment a
ected their lev
rgets and obje

mportance of th
h motivates th
e PMS is the m
nd which will i

d Management

ective PMS de

user-friendly a
were being se
model for effec
n: (1) the selec
dly design to e
sign so that sta

ntrollable; ther
a smaller num
ore levels are p

gn, so more use

mitment to PM
s in agreemen

chardson (2004
n from senior m
& Frolick, 200
e importance o
58% reported 
t and support w
don’t see strong
ndent recalled
later on.’ 

and support to 
el of commitm
ectives, which
he responsibili

hem to prioritis
main source for
in turn help the

 

sign 

and were not p
elected and we
ctive PMS des
ction of the rig
encourage use 
aff can unders

refore, it can b
mber is preferab

preferable. Cu
er involvemen

MSs in top ma
nt with research
4), among othe
management e
08). The analy
of managemen
weak commitm

was sufficient f
g leadership in

d that ‘Senior 

the successful
ment and supp
h heightens m
ity of top man
se their projec
r reporting data
em understand

Vol. 11, No. 4;

properly integ
ere poorly def
sign is present
ght indicators, 
by staff, (4) pr

stand and mod

be easily meas
ble. The numb

ustomer satisfa
nt represents gr

anagement is 
h by Chruscie
ers. In addition
early on, in ord
sis of the feed
nt commitmen
ment in the cu
for successful 
n this area. I w
management 

l implementati
port: (1) early-
managers’ sens
nagers in alloc
cts and identify
a, which will d
d its value and

2016 

rated 
fined. 
ed in 
(2) a 
roper 

dify it 

sured 
ber of 
ction 

reater 

poor, 
l and 
n, the 
der to 
dback 
t and 

urrent 
PMS 

would 
were 

on of 
stage 
se of 
ating 

fy the 
direct 

lend 



www.ccsen

 

it more sup
top manag
the use of 
and comm
implement
involveme

 

 

As a resu
organisatio
PMS imp
understand
thus exten
focusing th
because th
manageme
proposed m

The modif
needed to 
support ea
PMSs. The
loop suppo
model allo
dynamic, p
degree of 
factors. A
facilitate th

 

 

 

 

 

 

 

 

net.org/ijbm 

pport; (4) posi
gement commit
f PMSs in their
mitment. If top
tation will be s
ent in impleme

Figure 

ult, the propo
ons in focusin
lementation. 
ding of how C
nd current theo
heir efforts an
he data can he
ent to better u
model for PMS

fied proposed m
successfully 

asy implement
e outcome can
orts continuou
ows for the CS
permitting upd
focus so that 
s shown in th
he effective im

Intern

itioning PMS a
tment toward 
r departments,

p managers giv
successful. To

enting PMS ini

8. Top manag

osed framewor
g their attentio
In addition, t

CSFs influence
ories while he
nd resources o
elp them to av
utilise their re
S CSFs in UAE

model (Figure
implement PM

tation and con
n be measured 
us monitoring 
SFs to be anal
dates where an
organisation c

he sub-models
mplementation 

national Journal

as a main agen
its successful 
, as this will e
ve PMS the r
p managemen
itiatives. 

gement commit

rk highlights 
on on those ar
this research 
e successful PM
elping organisa
on the most re
void the risk 
sources and b
E government 

e 9) produced b
MSs in UAE 

nsists of five C
according to b

and assessmen
lytically review
nd when they a
can prioritise t
, the CSFs ar
of the propose

l of Business and

214 

nda item in bu
implementatio

enhance their f
right amount o
nt commitment

tment and supp

the top CSF
reas that will h
also makes a

MS implemen
ations plan pro
levant CSFs. 
of failed PMS

better understa
organisations,

by this study c
government 

CSFs that are 
business expe
nt. If the outco
wed and altere
are required. T
their efforts an
e clearly defin
ed model.  

d Management

usiness meeting
on; and (5) con
feeling of own
of attention, st
t can be measu

port for PMS i

s that need t
have the most 
a theoretical 

ntation. The re
operly for suc
This study is 

S implementat
and areas of c
, with sub-mod

can be conside
organisations.
essential for t
ctations and ad
ome is deemed
ed accordingly
The small num
nd budgets wit
ned and can b

gs, which will 
nvince top man
nership and lea
taff will follow
ured by auditin

implementatio

to be address
significant im
contribution 
sults and outc

ccessful PMS 
of great benef

tion, while als
concern. Figur
dels for individ

ered as a frame
. It features a
the successful 
djusted if need
d unacceptable
y. The model i
mber of CSFs a

th regards to t
be easily meas

Vol. 11, No. 4;

promote incre
nagers to cham
ad to better sup
w suit, and sy
ng their action

on 

sed and can a
mpact on succe

by expanding
comes of this s
implementatio
fit to organisa
so encouraging
e 9 shows the
dual CSFs. 

ework for the C
a simple desig
implementatio

ded, and the cl
e, the design o
is both flexible
allows for a gr
the most impo
sured, which h

2016 

eased 
mpion 
pport 

ystem 
s and 

assist 
essful 
g our 
study 
on by 
ations 
g top 
e full 

CSFs 
gn to 
on of 
losed 

of the 
e and 
reater 
ortant 
helps 



www.ccsen

 

Figure 9. 

 
6. Conclus
PMSs and
gap in the
Ruzita, Az
CSFs that 
manageme
a valuable
performan
reviewing 
identified 
compared 

This study
in the pub
and the co
extends th
al. (2002),
Radnor an
context of 
but the out
in the crit
brought to
contributed
model for 
findings an

Reference
Aaker, D. A

Amberg, 
Fried

net.org/ijbm 

Proposed CSF

sion 
d their impleme
e literature on 
zhar, & Hasan
influence the

ent system is c
e contribution 
nce manageme

the literature, 
some gaps in
to developed c

y makes severa
blic and govern
omplex relatio

he work of othe
, Cheng et al. (
nd Barnes (20
f UAE governm
tcomes could 
ical factors in
o light the u
d to the literat

r CSFs that su
nd conclusions

es 
A., Kumar, V.,

M., Fischl, 
drich-Alexande

Intern

F framework fo

entation in the
PMSs in the 

n, 2009; and o
 implementati

currently unde
to the study o

ent researchers
which produc

n this area, in
countries, and 

al contribution
nment sector, 

onship between
ers who explor
(2005), de Waa
07), among o
ment organisat
vary from cou

n UAE govern
ubiquity of pe
ture on PMSs 
upports the su
s discussed her

, & Day, G. (2

F., & Wie
er-Universität E

national Journal

or successful P
individua

e UAE is a rela
UAE in the p

others). The st
ion of PMSs, 
r-researched (C
of PMSs in go
s, local govern
ced a list of the
ncluding the l
in the governm

ns to the literat
principally in 
n CSFs and th
red CSFs in re
al (2003), Ferr

others – it use
tions. Such an 
untry to countr
nment organisa
erformance m
in the governm

uccessful impl
rein.  

001). Marketin

ner, M. (20
Erlangen-Nürn

l of Business and

215 

PMS implemen
al CSF sub-mo

atively new res
public sector (
tudy was spec
as the process
Cheng, Dainty
overnment org
nment practitio
e common CS
ack of researc
ment sector ve

ture on CSFs 
the UAE, by 

he implementa
elation to PMS
reira and Otley
d a different 
 approach can

ry. After invest
ations, this stu

management in
ment sector in
lementation of

ng Research. N

005). Backgro
nberg. 

d Management

ntation in UAE
odels 

search area. Th
(Amir & Amiz
cifically under
s of successfu
y, & Moore, 20
ganisations, yie
oners, and pol
Fs that suppor
ch on the sub

ersus the privat

that influence 
evaluating the

ation of PMSs
S – Ariyachand
y (2009), Goh 
approach to id

n be applied to
tigating the ca

udy recommen
n government
n developing c
f PMSs and u

NewYork: John

ound of crit

E government 

his study attem
zawati, 2010; 
rtaken to shed
ully implement
005). This rese
elding importa
icy makers. T
rt PMS implem
bject in develo
te sector.  

successful PM
e impact of C
s. Although th
dra and Frolick
Swee (2012), H
dentify the sp
 developing co

auses of the we
nded means of
t organisations
ountries, prese

using the mod

n Wiley & Son

tical success 

Vol. 11, No. 4;

organisations w

mpted to reduc
Jamil et al., 2

d more light on
ting a perform
earch thus pre
ant informatio

The study bega
mentation, and
oping countrie

MS implement
SFs in this co
he present rese
k (2008), Bour
Hawke (2012)

pecific CSFs in
ountries in gen
eaknesses and 
f improvement
s. The study 
enting a theore
del to arrive a

ns. Inc. 

factor rese

2016 

 

with 

ce the 
2011; 
n the 

mance 
sents 
n for 

an by 
 then 
es as 

ation 
ntext 
earch 
rne et 
), and 
n the 
neral, 
gaps 

t and 
also 

etical 
at the 

arch. 



www.ccsenet.org/ijbm International Journal of Business and Management Vol. 11, No. 4; 2016 

216 
 

Amir, A. M., Ahmad, N. N. N., & Mohamad, M. H. S. (2010). An investigation on PMS attributes in service 
organisations in Malaysia. International Journal of Productivity and Performance Management, 59(8), 
734-756.  

Ariyachandra, T. R., & Frolick, M. N. (2008). Critical success factors in business performance 
management—Striving for success. Information systems management, 25(2), 113-120.  
http://dx.doi.org/10.1080/10580530801941504 

Ariyachandra, T., & Watson, H. J. (2006). Which Data Warehouse Architecture Is Most Successful? Business 
Intelligence Journal, 11(1), 4.  

Bernard, H. H. R., & Ryan, G. W. (2009). Analyzing qualitative data: Systematic approaches. SAGE 
publications.  

Bititci, U. S., Carrie, A. S., & McDevitt, L. (1997). Integrated performance measurement systems: A 
development guide. International Journal of Operations & Production Management, 17(5), 522-534.  
http://dx.doi.org/10.1108/01443579710167230 

Bititci, U. S., Turner, U., & Begemann, C. (2000). Dynamics of performance measurement systems. 
International Journal of Operations & Production Management, 20(6), 692-704.  
http://dx.doi.org/10.1108/01443570010321676 

Blasini, J., & Leist, S. (2013). Success factors in process performance management. Business Process 
Management Journal, 19(3), 477-495.  http://dx.doi.org/10.1108/14637151311319914 

Bourne, M., Neely, A., Platts, K., & Mills, J. (2002). The success and failure of performance measurement 
initiatives: Perceptions of participating managers. International Journal of Operations & Production 
Management, 22(11), 1288-1310.  http://dx.doi.org/10.1108/01443570210450329 

Boyne, G. A., & Chen, A. A. (2007). Performance targets and public service improvement. Journal of Public 
Administration Research and Theory, 17(3), 455-477. http://dx.doi.org/10.1093/jopart/mul007 

Cavalluzzo, K. S., & Ittner, C. D. (2004). Implementing performance measurement innovations: Evidence from 
government. Accounting, Organizations and Society, 29(3), 243-267.  
http://dx.doi.org/10.1016/S0361-3682(03)00013-8 

Cheng, M. I., Dainty, A., & Moore, D. (2005). Implementing a new performance management system within a 
project-based organization: A case study. International Journal of Productivity and Performance 
Management, 56(1), 60-75.  http://dx.doi.org/10.1108/17410400710717082 

Chrusciel, D., & Field, D. W. (2003). From critical success factors into criteria for performance excellence–An 
organizational change strategy. Journal of industrial technology, 19(4), 1-11.  

Daniel, D. R. (1961). Management information crisis. Harvard Business Review, 39(5), 111-121. 

Davis, S., & Albright, T. (2004). An investigation of the effect of balanced scorecard implementation on financial 
performance. Management Accounting Research, 15(2), 135-153.  
http://dx.doi.org/10.1016/j.mar.2003.11.001 

De Waal, A. A. (2002). Quest for Balance. The Human Element in Performance Management Systems. New York, 
NY: Wiley.  

De Waal, A. A. (2003). Behavioural factors important for the successful implementation and use of performance 
management systems. Management Decision, 41(8), 688-97. 

De Waal, A. A. (2007). Is performance management applicable in developing countries? The case of a Tanzanian 
college. International journal of emerging markets, 2(1), 69-83.  
http://dx.doi.org/10.1108/17468800710718903 

De Waal, A. A., & Counet, H. (2009). Lessons learned from performance management systems implementations. 
International Journal of Productivity and Performance Management, 58(4), 367-390.  

De Waal, A., & Kourtit, K. (2013). Performance measurement and management in practice: Advantages, 
disadvantages and reasons for use. International Journal of Productivity and Performance Management, 
62(5), 446-473.  http://dx.doi.org/10.1108/IJPPM-10-2012-0118 

Eisenhardt, K. M., & Graebner, M. E. (2007). Theory building from cases: opportunities and challenges. 
Academy of Management Journal, 50(1), 25-32. http://dx.doi.org/10.5465/AMJ.2007.24160888 

Esteves, J. (2004). Definition and Analysis of Critical Success Factors for ERP Implementation Projects. 



www.ccsenet.org/ijbm International Journal of Business and Management Vol. 11, No. 4; 2016 

217 
 

Doctoral thesis at the Universitat Politècnica de Catalunya, Barcelona. 

Ferreira, A., & Otley, D. (2009). The design and use of performance management systems: An extended 
framework for analysis. Management Accounting Research, 20(4), 263-282.  
http://dx.doi.org/10.1016/j.mar.2009.07.003 

Fitzgerald, L., Johnson, R., Brignall, S., Silvestro, R., & Vos, C. (1991). Performance Measurement in Service 
Businesses. London: CIMA. 

Goh, S. C. (2012). Making performance measurement systems more effective in public sector organizations. 
Measuring Business Excellence, 16(1), 31-42.  http://dx.doi.org/10.1108/13683041211204653 

Hawke, L. (2012). Australian public sector performance management: Success or stagnation? International 
Journal of Productivity and Performance Management, 61(3), 310-328.  

Hoque, Z. (2008). Measuring and reporting public sector outputs/outcomes: Exploratory evidence from Australia. 
International Journal of Public Sector Management, 21(5), 468-93. 
http://dx.doi.org/10.1108/09513550810885787 

Jamil, C. Z. M., & Mohamed, R. (2011). Performance Measurement System (PMS) In Small Medium 
Enterprises (SMES): A Practical Modified Framework. World Journal of Social Sciences, 1(3), 200-212. 

Jiménez-Zarco, A. I., Martínez-Ruiz, M. P., & González-Benito, Ó. (2006). Performance measurement system 
(PMS) integration into new product innovation: A literature review and conceptual framework. Academy of 
Marketing Science Review, 9, 1-16.  

Kanji, G. K. (1998), Measurement of business excellence. Total Quality Management, 9(7), 633-643. 
http://dx.doi.org/10.1080/0954412988325 

Kaplan, R. S., & Norton, D. P. (1992). The balanced scorecard: Measures that drive performance. Harvard 
Business Review, 71-79. 

Kaplan, R. S., & Norton, D. P. (2000). The Strategy Focused Organization: How Balanced Scorecard 
Companies Thrive in the New Business Environment. Boston, MA: Harvard Business School Press. 
http://dx.doi.org/10.1108/sl.2001.26129cab.002 

Kaplan, R. S., & Norton, D. P. (2006). Alignment: Using the balanced scorecard to create corporate synergies. 
Harvard Business Press.  

Keegan, D. P., Eiler, R. G., & Jones, C. R. (1989). Are your performance measures obsolete? Management 
Accounting, 45-50. 

Kennerley, M., & Neely, A. (2002). A framework of the factors affecting the evolution of performance 
measurement systems. International Journal of Operations & Production Management, 22(11), 1222-1245. 
http://dx.doi.org/10.1108/01443570210450293 

Leidecker, J. K., & Bruno, A. V. (1984). Identifying and using critical success factors. Long range planning, 
17(1), 23-32. http://dx.doi.org/10.1016/0024-6301(84)90163-8 

Malina, M. A., & Selto, F. H. (2001). Communicating and controlling strategy: An empirical study of the 
effectiveness of the balanced scorecard. Journal of Management Accounting Research, 13(1), 47-90. 

Maltz, A. C., Shenhar, A. J., & Reilly, R. R. (2003). Beyond the Balanced Scorecard: Refining the Search for 
Organizational Success Measures. Long Range Planning, 36(2), 187-204.  
http://dx.doi.org/10.1016/S0024-6301(02)00165-6 

Moore, N. (1983). How to do research. London: The Library association. 

Neely, A. (2005). The evolution of performance measurement research: Developments in the last decade and a 
research agenda for the next. International Journal of Operations & Production Management, 25(12), 
1264-1277. http://dx.doi.org/10.1108/01443570510633648 

Neely, A., Bourne, M., & Kennerley, M. (2000). Performance measurement system design: Developing and 
testing a process-based approach. International Journal of Operations & Production Management, 20(10), 
1119-1145. http://dx.doi.org/10.1108/01443570010343708 

Pawar, K. S., & Driva, H. (1999). Performance measurement for product design and development in a 
manufacturing environment. International journal of production economics, 60, 61-68.  
http://dx.doi.org/10.1016/S0925-5273(98)00195-9 



www.ccsenet.org/ijbm International Journal of Business and Management Vol. 11, No. 4; 2016 

218 
 

Pinto, J., & Slevin, D. (1987). Critical Factors in Successful Project Implementation. IEEE Transactions on 
Engineering Management, 34(1), 22-27. http://dx.doi.org/10.1109/TEM.1987.6498856 

Radnor, Z. J., & Barnes, D. (2007). Historical analysis of performance measurement and management in 
operations management. International Journal of Productivity and Performance Management, 56(5/6), 
384-396.  

Radnor, Z., & McGuire, M. (2004). Performance management in the public sector: Fact or fiction? International 
Journal of Productivity and Performance Management, 53(3), 245-260. 
http://dx.doi.org/10.1108/17410400410523783 

Richardson, S. (2004). The key elements of Balanced Scorecard success. Ivey Business Journal, 69(2), 7-9.  

Rockart, J. (1979). Chief Executives Define Their Own Information Needs. Harvard Business Review, 81-92.  

Rowley, J. (2002). Using case studies in research. Management Research News, 25(1), 16-27.  
http://dx.doi.org/10.1108/01409170210782990 

Ruzita, J., Azhar, R., & Hasan, H. A (2009). Performance Measurement Practices of Public Sectors in Malaysia.  
http://dx.doi.org/10.20460/JGSM.2012615785 

Sadikoglu, E., & Zehir, C. (2010). Investigating the effects of innovation and employee performance on the 
relationship between total quality management practices and firm performance: An empirical study of 
Turkish firms. International Journal of Production Economics, 127(1), 13-26.  
http://dx.doi.org/10.1016/j.ijpe.2010.02.013 

Salaheldin, S. I. (2009). Critical success factors for TQM implementation and their impact on performance of 
SMEs. International Journal of productivity and Performance Management, 58(3), 215-237.  
http://dx.doi.org/10.1108/17410400910938832 

Sanger, M. B. (2008). From measurement to management: Breaking through the barriers to state and local 
performance. Public Administration Review, 68, S70-S85. 
http://dx.doi.org/10.1111/j.1540-6210.2008.00980.x 

Sharma, M. K., Bhagwat, R., & Dangayach, G. S. (2005). Practice of performance measurement: Experience 
from Indian SMEs. International Journal of Globalisation and Small Business, 1(2), 183-213. 
http://dx.doi.org/10.1504/IJGSB.2005.008014 

Taticchi, P., Tonelli, F., & Cagnazzo, L. (2010). Performance measurement and management: A literature review 
and a research agenda. Measuring Business Excellence, 14(1), 4-18.  
http://dx.doi.org/10.1108/13683041011027418 

Vissak, T. (2010). Recommendations for using the case study method in international business research. The 
Qualitative Report, 15(2). 

Yeoh, W., & Koronios, A. (2010). Critical success factors for business intelligence systems. Journal of Computer 
Information Systems, 50(3), 23-32.  

Yin, R. K. (2003). Case study research: Design and methods (3rd ed.). CA: Thousand Oaks.  

Yin, R. K. (2009). Case Study Research: Design and Methods (4th ed.). London: Sage. 

 
 

Copyrights 
Copyright for this article is retained by the author(s), with first publication rights granted to the journal. 

This is an open-access article distributed under the terms and conditions of the Creative Commons Attribution 
license (http://creativecommons.org/licenses/by/3.0/). 


