
THE DESIGN AND PLANNING OF THE BALANCED SCORECARD - A CASE
STUDY OF CHANG-HUA HOUSEHOLD REGISTRATION OFFICE OF

CHANG-HUA

楊俊雄、潘振雄

E-mail: 9124108@mail.dyu.edu.tw

ABSTRACT

The Balanced Scorecard was originally designed for the purpose to improve the management system of private sector businesses.

However, analysis has proven a more effective application in the public sector and non-profit agencies agencies. Even after the

discovery, few government and non-profit organizations in Taiwan develop and use the Balanced Scorecard to facilitate Strategy

deployment. The research adopts a case study method by using the Household Registration Office of Chang-hua City as the subject.

Through the study of literatures, interviews, and seminars, a Balanced Scorecard suitable for government organization was

developed. The research found: 1. The management system and performance measurement of the subject were influenced

significantly by the superior agency. The subject failed to develop its own strategies to meet its organizational objectives. Also, the

strategy, performance measurement, and compensation system lack a strong correlation. The measurement’s scope did not

incorporate all four aspects of the Balanced Scorecard. 2. The design and development of the Balanced Scorecard for the subject

include three sets of strategic goals: - To become a team specializing in household registration that the civilian can count on; - To be

a model for other government organizations and a good helper of the community; - To set twelve (1) strategic objectives: - To

increase customers'''' satisfaction; - To provide professional service of high efficiency a3nd zero errors; - To provide harmonic and

friendly service; - To use the budget effectively; - To reduce waste and reduce non-value added cost; - To increase the usage of the

property; - To encourage organization innovation; - To increase efficiency; - To take social responsibility; - To increase employees''''

satisfaction; - To enhance organization learning; Then to develop strategic objectives and performance measurement incorporating

all four constructs of the Balanced Scorecard, and implement the system at the Household Registration Office of Changhua City. 3.

During the implementation of the Balanced Scorecard, the research found the key of success lies in five factors: -The full support and

involvement of the chief officer of the organization; -The establishment of a promotion team; -The development of a suitable

organizational structure; -The reestablishment of an organizational culture fitting the needs of the new strategy; -To increase

employees'''' involvement in the new strategy;
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