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Use of the balanced scorecard methodology in

service quality management
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Conclusions

This study examined the usage and quality of web services applying the balanced
scorecard methodology. We developed a framework and tested it as an exploratory
case study in two small business firms within the agricultural industry. The findings
suggested that the lessons learned evolved over a set of processes that were aimed at
integrating quality in the potential use of web services.

The business issues including: effective organizational performance and successful
strategy implementation will be greatly enhanced. This study contributes to theory of
web services as it provides a methodology to evaluate the quality of web services via the
balanced scorecard. Further, it contributes to practitioners as they will have a system
which will provide them with timely, cost-effective, scalable, manageable, and reliable
feedback on their strategic performance. The balanced scorecard gives a holistic view of
the firms by simultaneously examining its performance from four perspectives namely:
learning and growth, internal business processes, customer, and financial perspectives.
Future research should apply this framework to test the quality of web services or any
other system on a wider scale in order to derive at meaningful generalizations.
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