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The Effect of BSC Implementation on Restaurant Managers’ Perception of KPIs
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Abstract

The purpose of this research was to investigate whether the perception of KPIs by restaurant managers from financial and
non-financial perspectives was affected by BSC implementation. The perceptions that were examined were importance,
adoption, performance, and utilization of KPIs. We surveyed managers from multinational restaurant chains that were
adopting BSC and those that were not. From a non-financial perspective, the difference in perceived importance between
BSC adopted firms and firms that did not adopt BSC was significant. The managers of BSC adopted firms perceived KPIs
more seriously than the others. Secondly, according to the managers' working experiences, the difference of perceived
utilization in the internal business process perspective was significant between BSC adopted firms and firms that did not
adopt BSC. In addition, from the learning and growth perspective, the difference in perceived adoption and utilization
between the two groups was significant. Finally, in the BSC adopted firms, the perceived importance of the managers
affected the other perceptions like adoption and utilization from both the financial and non-financial perspectives.

Key Words: BSC (Balanced Scorecard), KPI (Key Performance Indicators), restaurant managers’ perception:
importance, adoption, performance, utilization, financial perspective, non-financial perspectives
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<Table 1> Demographic Characteristics of the Subjects (n=298)
) All BSC-adopted Firms BSC-not adopted Firms
Category Variables
Frequency (%) Frequency (%) Frequency (%)

Gend Male 201 (67.4%) 100 (65.8%) 101 (69.2%)

ender Female 97 (32.6%) 52 (34.2%) 45 (30.8%)
20-24 1 (0.3%) - 1 (0.7%)

25-29 58 (19.5%) 24 (15.8%) 34 (23.3%)

Age 30-34 163 (54.8%) 80 (52.6%) 83 (56.8%)

35-39 76 (25.5%) 48 (31.6%) 28 (19.2%)

High school graduate 119 (39.9%) 55 (36.2%) 64 (43.8%)

Educati 2yrs College degree 116 (38.9%) 61 (40.1%) 55 (37.7%)

ucation 4yrs University degree 61 (20.5%) 34 (22.4%) 27 (18.5%)

Master’s degree 2 (0.7%) 2 (1.3%) -

Workine Experi >3 years 111 (37.2%) 62 (40.8%) 49 (33.6%)

t‘t’fl gg r"gff}‘f“fe e 37 veas 126 (42.3%) 64 (42.1%) 62 (42.5%)

At e TUTTEnt Bttt 7 vears < 61 (20.5%) 26 (17.1%) 35 (24.0%)
Total worki >3 years 2 (0.7%) - 2 (1.4%)

o o e 3-7 years 109 (36.6%) 50 (32.9%) 59 (40.4%)

experience 7 years< 187 (62.8%) 102 (67.1%) 85 (58.2%)

Residential area 111 (37.2%) 65 (42.8%) 46 (31.5%)

Area where the Office town 27 (91%) 8 (53%) 19 (130%)

restaurant located Commercial area 147 (49.3%) 71 (46.7%) 76 (52.1%)
University town 13 (4.4%) 8 (5.3%) 5 (3.4%)

alpha AlFEE 2% 0.7 o2, AME FEEH WY S Qe Adufeo] tieliA= 2 W ok W AR
4ol 2AT ZHET] AF Aol BAZL Gtk oA T gk 7 Q14lRjolst felelA] ergkort, A

A= ATk (Lee 2008).
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<Table 2> Reliability of variables

) Cronbach’s alpha
Category Variables - —
Importance  Reflection ~ Performance  Utilization
Achievement rate to the sales target
Growth rate to the sales of previous year
Financia.l Achievement rate to the oPerating profit ta.rget 0.784 0.808 0.944 0.844
perspective  Growth rate to the operating profit of previous year
Sales per an employee
Operating profit per an employee
Product mix of new menu item
Customer satisfaction
Employees hospitality
Customer Numbers of customer complaints
perspective  Number (or rate) of dealing with customer complaints 0.810 0.855 0.842 0.829
Royal customer rate
New customer rate
Revisit rate of the existing customers
Raw material usage rate to the standard
Accuracy rate of order receiving
ll)ntejr nal Speed rate of serving dishes after receiving an order
?SICI;:SSS Table turnover rate (or seat turnover rate) 0.816 0.858 0.780 0.811
P . Average spending per customer
perspective ) . i ) )
Number of idea suggestion for improving operations
Communication accuracy clearness among employees
Learni Employee turnover rate
earning Embol isfacti
andgrowth g Ve S 3HO0 0.700 0.703 0.776 0.790
A raining completion rate
perspective

Evaluation results of manager leadership

L 7|29 At A= 2| R|5H= Aotk (Mooraj 5 1997;
Banker % 2000; Malina & Selto 2001), BSCE -39}
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<Table 3> The differences between BSC-adopted and BSC-not adopted groups in perception

BSC-adopted

BSC-not adopted

variables (Mean+SD) (Mean+SD) t-value p-value
(n=152) (n=146)
Financial perspective 4.00+0.61 3.94+0.48 0.881 0.381
I customer perspective 4.33+0.44 4.114+0.48 4215 0.000***
mportance Internal business process perspective 4.17+0.50 3.85+0.55 5.256 0.000***
learning and growth perspective 4.24%0.54 4.09£0.58 2.196 0.029*
Financial perspective 3.79+0.69 3.76+0.60 0.377 0.707
Adopi customer perspective 4.02+0.62 3.76£0.62 3.584 0.000***
opuon Internal business process perspective 3.84+0.72 3.50+0.69 4.138 0.000***
learning and growth perspective 3.91£0.71 3.77£0.74 1.694 0.091
Financial perspective 2.57+1.44 3.35+0.67 -5.433 0.000***
Pesf customer perspective 3.48+0.63 3.55+0.52 -1.003 0.324
eriormance Internal business process perspective 3.60+0.60 3.45+0.50 2.044 0.045*
learning and growth perspective 3.66+0.70 3.51£0.63 1.702 0.092
Financial perspective 3.51£0.73 3.59+0.56 -0.959 0.348
Urilizati customer perspective 3.83+0.56 3.67+0.49 2.380 0.019*
tiization Internal business process perspective 3.87+0.54 3.55+£0.55 4.512 0.000***
learning and growth perspective 3.90+0.72 3.63+0.61 3.081 0.003**
*p<0.05, *p<0.01, **p<0.001
ol& I3l YA EE B85 Frh= Aolth(Denton FIRRE Fofl= ARl i Bl WA Eut, o] ZIgt
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<Table 4> The perception differences of BSC-adopted group in demographics characteristics

Working Experience at the Current

Gender Education Age R
estaurant
High 2yrs > 4yrs
Variables Male  Female school  College Unive¥sity 25-29  30-34 35-39 >3 years 3-7 years 7years<
(Mean) (Mean) cvalue graduate degree  degree Fovalue (Mean) (Mean) (Mean) Fovalue (Mean) (Mean) (Mean) Fovalue
Sd)  (Std) (Mean) (Mean) (Mean) Sd)  (Sed)  (Std) Sd)  (Sed)  (Std)
(n=100) (n=52) Sed)  (Sed)  (Std) (n=24) (n=80) (n=48) (0=62) (n=64) (n=20)
(n=55) (n=61) (n=36)
Financial 401 3.99 399 400 401 w371 411 395 . 394 397 423
perspective 062  ©589 %7 @67 059 (054 00 o 056 (064 PO 073 051 (047 238
customer 43 4.28 ns. 4.39 4.31 4.27 ns 425 4.40 4.26 ns 432 1.30 4.45 s
Imporance | PETPECie 044 (043) 1B 045) 039 (050 0880 (043) (044 (043 T 052 039 01 2P
Iemalbusiness 419 413 (oo 425 416 407 | gene 417 421 409 (oo 421 408 429, a.
process perspective (0.50)  (0.50) 050  (0.44)  (0.57) (046)  (0.49)  (0.53) (050)  (0.49)  (0.48)
learning and 428 4.14 ns 4.30 4.20 4.20 ns 421 427 4.19 s 431 412 4.36 s
gowthperspecive. (051) (057) 9 (054 047 062 %9 051 058 047 O3 (052 (056 (04e) 27
Financial 378 3.80 . 380 374 385 o 363 385 380 w375 370 408 N
perspective 072 062 O 071 ©6s 071 93BT @063 0700 069 77 ©76) (063 (058 080
customet 406 3.93 e 408 396 402 e 403 400 4.04 w404 395 414
Adopton | PETPCEe 059 (067 T 069 (054 063 O 054 070 ©0sn) 027 ©6s) ©57) (055 0970
Internal buSlnCSS 384 384 0.027115 3.99 379 3.68 2.314ns 394 387 374 0.776“5 3~9O 372 3~98 1.663“5
process perspective (0.72)  (0.74) 071) (069 (0.77) 057) (074  (0.76) 071)  (0.66) (0.88)
learning and 397 381 e 395 389 3.90 w395 390 3091 w396 377 45 .
growthperspective (0.71) (0720 22 (082 (058) (0760 °0%0 @59 ©78) 67 %9 73  (06s) e 1Y
Financial 246 279 276 244 250 o 334 247 236 . 238 269 270
perspective 094 213 02 503 093 (oo %040 %y ©98) (093 7T (o4 (8e) (22 0714
customer 349 346 n.s. 3.52 348 3.41 n.s. 359 347 344 n.s 3.34 353 3.66 n.s
Pesformance | PERPECtive 063 (066 221 069 (058 (065 o272 @067 06l (066 T (064 (058 (71 23
Internalbusiness ~ 3.60 359 (. 362 363 349 (i 368 358 358 (oo 347 362 381 Lo
process perspective (0.58)  (0.65) 057  (0.60) (0.66) 0.64)  (0.56)  (0.65) 0.64) (052  (0.64)
orowth perspecive (0.70)  (070) 038" (0e8) (065  (083) 00 e0)  (068) (078 %07 @71 (0es) (071 138
Financial 351 350 v 353 344 359 o 350 351 35l w347 343 379
perspective 0700 (079 %9 @071 ©e) 078 %7 07 078 ©06n 02" ©se) (081 (062 212
customer 384 381 w390 378 3.8l e 387 383 38l e 382 375 402
dloagion  PETSPECTvE 056 (058 922" s (058 o6 %P 046 ©s) o6 9827 04 64 (057 170
Intemalbusiness 383 3.94 (.. 389 382 391 (oo 394 386 385 (ooc 385 377 4ld g0
process perspective (0.55)  (0.51) 052 (058)  (0.49) 046)  (056)  (0.55) (049) (056  (0.52)
learning and 3.84 4.01 ns.  3.81 3.94 3.96 ns, 401 3.82 3.96 ns 3.95 3.74 4.16
orowth perspecive  (0.71)  (075) 17 (0920 (0600 056 %% (058 (085 (056 819" @6d (081 (058 12

n.s.: non-significant *p<0.05, **p<0.01, ***p<0.001

= 0Sd

=

& Rivle [0&



BSC 20| QIAR] T SHANTIXIE QIA0| OXI= YE 493

<Table 5> How the managers’ perception of importance regarding BSC affects adoption, performance and utilization of KPIs on BSC: All

Result:

Perspectives Independent variable Dependent variable o 5

B t-value p-value R
Adoption 0.842 17.736 0.000*** 0.718
Financial perspective Importance Performance 0.232 1.649 0.100 0.107
Utilization 0.426 6.021 0.000*** 0.366
Adoption 0.727 11.039 0.000*** 0.540
Customer perspective Importance Performance 0.136 1.714 0.088 0.111
Utilization 0.350 5.035 0.000*** 0.313
I I busi Adoption 0.808 15.470 0.000*** 0.669
e Importance Performance 0.292 4.569 0.000*** 0.286
process pefspective Utilization 0.461 7.673 0.000*** 0.448
Learni d h Adoption 0.801 13.460 0.000*** 0.616
eﬁ‘m‘“g and growt Importance Performance 0.330 4.294 0.000** 0.270
pelspective Utilization 0.399 5.185 0.000*** 0.321

"p<0.05, "p<0.01,

"'p<0.001

<Table 6> How the managers’ perception of importance regarding BSC affects adoption, performance and utilization of KPIs on BSC: Com-

parison between BSC-adopted group vs. BSC-not adopted group

Results
Perspectives Im\{?;;%tm Djs EZSIZ ne BSC-adopted group BSC-not adopted group
B t-value  p-value R? B t-value  p-value R’
Fi al Adoption 0.877 15.085 0.000*** 0.776 0.788 9.792  0.000***  0.632
”;‘mc‘d Importance Performance  0.141  0.690  0.492 0.062  0.585  4.628 0.000**  0.408
petspective Utilization 0.440  4.622  0.000"* 0382 0419  3.889 0.000** 0.352
C Adoption 0.781 8.134  0.000**  0.553 0.632 6.627  0.000**  0.483
‘;Stong\f, Importance Performance ~ 0.137  1.084 0.280 0.097  0.208  1.992 0.049*  0.189
petspective Utlization 0308  2.814 0.006™ 0244 0348 3735 0.000"* 0.340
Internal Adoption 1.504 12.854 0.000*** 0.724 0.718 8.369  0.000***  0.572
business process  Importance Performance 0.352  3.452 0.001* 0295 0203 2334 0.021* 0.220
perspective Utilization 0.369 4.113  0.000***  0.345 0.450 5.153  0.000**  0.446
growth Importance Performance 0.345  3.047 0.003** 0263  0.288  2.732 0.007**  0.255
perspective Utilization 0.353 3.011 0.003**  0.260 0.393 4.017  0.000"**  0.362
*p<0.05, **p<0.01, *p<0.001
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