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ABSTRACT : BSC is being widely used as a performance management system by government
and nonprofit agencies as well as for-profit companies around the world. In Korea, BSC is
considered as an alternative of performance measurement system following MBO(management
by objectives) and TQM(total quality management), and has been actively applied in many
organizations, especially public agencies. The purpose of this study is to analyze the adoptability
of BSC for social service settings in Korea. BSC is a performance measurement and management
tool which emerged with criticizing the limitations of traditional performance management system
mainly focusing on financial indicators. It regards not only financial perspective but also three
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non-financial perspectives such as customer, internal process and learning & growth. Additionally,
BSC focuses on the balance and cause & effect relationship. It embodies strategies based on
mission, and establishes cause and effect relationship among strategies, objectives, measures,
target and initiatives. Through this process, BSC can be a strategic management system and
communication tool as well as a performance measurement system. This study suggests that BSC
has a high potential for social service organizations in Korea in five aspects as follows. First,
it contains a variety of non-financial perspectives and measures. Second, it is excellent for
switching mission into strategies, and furthermore initiatives. Third, it considers intangible assets
comprehensively. Forth, it can be an effective communication tool inside and outside of
organization by analyzing the cause and effect relationship of interactions among every
component and stakeholder of organization. Fifth, under the situation that every local government
is planning to adopt BSC until 2010, social service settings using BSC can share information
and communicate more fluently with governments, main resource-providers.

Key Words : social service settings, BSC(Balanced Scorecard), performance measurement,

performance management
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Perspective) ( %)
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Perspective)

4% 2 49 94
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%3): Niven(2003: 32)
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&5 944 B | =] 4y
(Activity Focus) (Relationship Focus) -
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(Future Focus) =| "I

Z7]: Olve et al.(1999: 305)
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g F3th A2 OECD(003) w=w
ORCD 71i=re] BSC =9Hl&-2 Az 12%, 5
2 6%, 58 5%S1d] Hl3Y %"%"E‘E*Q‘ 20%% L
ERt, AF71Sdell HIs) 33§49 BSC =4 HIE
o] 23] ¥ & B¥S Hola Uk
=) 734, 19397 H A AEE A3 3
H A9AH(GPRA; Government Performance
& Results Act)= A8t Algstal glom, o]
of we} 1990t FukiE =5 (Department
of Defence), oA 5-(Department of Energy),
AR (Department  of Commerce), B4
(Department of Transportation), ajQHAR] %
(Department  of Coast Guard), =AZ(RS;
Internal Revenue Service) 52 AHAY, HAY
oK Virginia), o}0]2.2Klowa), HEHM=(Maryland),
o E8]F(Puerto Rico), BIAK(Texas), PId|4
ElMinnesota),  2#&(Oregon), Z&&t}+
(Florida), ¥J&(Washington), F+EKUtah), |
ol(Maine) 59 F45 AFZ(Charlotte), At]of
3(San Diego), ¥E#H:=(Portland), AlNE
(Seattle), 22=El(Austin) 59 ALHF(AH
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)
¥0, ol

o} BSC Hdle] A Hall of Fame)?oll YAJsH
u|=re] 72 ol B (Duke Children’s Hospital)
Aol B ¢ lRol, YEARIE T]He=
BSC7} 4EAez A8d 4 ok 72 w4
(Duke University Hospital)d) 2Jol| & w]=e] E)
¥ Q¥ A (Montefiore Medical Center)?), 2l
2~ BA(Lawrence Hospital), FIC]YE that HY
(Vanderbilt University Medical Center), A v}2]
E5F2 WYA(St. Mary's/Duluth Clinic Health
systems), #2] ¥= WY (Henry Ford Hospital),
Z2ge  thet HY(University of Colorado
hospita)10), 7Hucte] 28] Q ¥ (Ontario
hospitals)!D, 43 mlo]Z WA(St. Micheal's
Hospital) 5°] W &gl BSCE AR&-3staL
o FEUEE 0004 BE 33dErig 2 o
AlA 8] 2 (publicly owned hospitals and affiliated
services)ol BSC AAAHAAE =LAt
(Coop, 2006). P|=7¢} 79, w78 5 thehulol
A BSCE #-83h= 73571 B A= Ueyte

d, =4 st Ao} Fevieta, osto]

=
Sha(UCLA) & 307K o] F8 thstellA]
7 #e =2 &8st 9l
t}12) BSCE 283 33TAH AHEs, HA
Yol thetnl =AM University of Virginia
Library)130] 2001'd BSCE =931t E¢t 1]
= ] ELo} Fof] A& 4] FTEAH, Z
2B EA] FF =T Carlsbad public library), Al
Y EA FFEX I Cerritos public library), 2t
H]2E} FFEATHChula Vista public library),
FEE H|X FFEABNewport Beach public
FTEEAT At BSCLSC:
Library Balanced Scorecard)E 3522 7|3
TS HMatthews, 2006). Hlg=|%32] =
of&z2Ql HAE QugHBLO: Boston Lyric
Opera) 1995 BSCE =943kt BSC =)
Ax, =9 5d 21 2000d0l= 3ol F =
7kt 50% ool 43 s HRl ZoR
RHusigich BAE euate] Aldle 394 A7
o} vA AR 2L 7 jHEo] oA S
SAE EAFAte AdA 9uiE 7RI
(Kaplan and Norton, 2004: 429743R).
FEvtlAE 20039 Fo] AE 2 o]
A7 FEE A& o2 x| el RT3
A BSCE FHSsHA E=yste] &8st ok
= AR T AR, ARBAR, &

7, Sy, AT, 591%, B4, s

library)2

7) BSCS] #A1AK21 Kaplan®} Norton©] A 20004 A8+ BSCol(Balanced Scorecard Collaborative)©] A 200035E] BSCE =43t 7]

e
o

oz 4=t 2 Aldlell tisl S Fodshe A3 AN “Hwww.bscol.com).

8) Kaplan and Norton(2001: 1537154)

9) Kaplan and Norton(2001: 1547159)

10) Wachtel et al.(1999)

11) Robinson et al.(2003)

12) www.balancedscorcard.org/adopters/index.asp
13) http://www.lib.virginia.edu/bsc/
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3] o] FofA| 3L =) /\}ﬂix z223} 54
o] HlulA] FARH HIFE i AT-E THo=E 4
HHE W o2 2t} Baker and Pink(199)&
Aol 24 BSCY ¥ o]&s tHFe
Castaneda-Mendez et al.(1993)2 9]8 49|
A, A A, 7, B8-S R AAst]
sl BSCE E=9dsloF gtk Fgsioick
Robinson et al.(2003) & Fe 713 (Nominal
Group Technique)s AMEst] 339578
BA57S A% BSC AEE 74 - ARbslSATk
Coop(2006) > FARE FFOTI|H HEE
3 = BSC Al&=dls A708HHA, BSCPF o5

A8 2x(Healthcare Service) 42 I3 7323
T 2 F okl F8Ith Chang and
Chow(199)= WE7|HAME 229 =421
S 9fall BSCE B3] E72 EYsjoksitt
T35kt Karathanos and Karathanos(2005)
g xR Y] BrH e BSCY 43 =
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4) gx9 gz, 2007d 62 8UA} 7|AKwww.dt.cokr)
5) fHFIFEARE

FAKKOTRA)E 2001 hek7o)] 1w} A3}

FA AT ks HE S 002 oS Ads] A BSCE =9

3lth =9 o]% st guge nigo 2 1A#A B (CRM: Customer Relationship Management) 2148 BSC 37} wkgsla, BSC
ATE JMIEIR 2 1A% AT BSC A4S EUE RS 23 74 SHdA BR80T aAFEA g 42lo] 20% o1
7RI H, 3714 IANEE #9471 2000 HskejellA 20049 FFAZ ol SR s 3700999 drieele] ke AEE

AFTHATE S - f55, 2007).
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BARE vlwshaA, = w78 BSC
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200, AAE, 2007; oA, 2007 AYD 9,
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71X
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AHOIFA,  2007), F=ATIEATAEYFR
], 2007), F5FA(743] 2, 2006), HHhst
WFABSC A3, 2006) F°] Atk

3. AbslEAZZ 9] BSC 48 Al

ARBIER| 22 FoME, SaAr|29 AEd
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Social Services)16)2} FjUt}t QERIA] O] FAJH]
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o)X BSCE &-83skal Utk

TS vl wAAZ ol RIS ot 9
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Norton, 2001: 1467150)

19969 F8 E57|# 7 iRl S 5Ea3]9
Ha FIFHE G R AF(UWSENE: United
Way of Southeastern New England)=, %29
At &5 71 AAE g A HORE
BSC7} Adatrhe A7) st sjoll BSC =9

16) Potthoff et al.(1999)
17) MacDonald(1998)
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TR <& 2v 35Ead V5 wdFis @
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< 2> 35233 0| FUTUS LSS 122 BC
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Z23 AHNPL New Profit Inc.) 1999
I FA9 A 7 ARS B2 E BSCE
5}k NPI= Wl 7] 9]ghe 2[R0 g 3= 2}
AxAHoZ ATS Y3t 7|HolA BSCE AR
3kl 2lo] BSCE ARI2HA E4aiaith NPI=
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5 ¢
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94 3% w2 27}
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o A3 A 27}

o U Q1 (recognition), AY2] &-o]X(ease of giving)
ki o AR I o] BAE ZHS 4 QA AFALS] Aol 71dshs A F2 Al AlF
o IAFAE: AMul2 Aol gk JE: A|7|A - ] Mulx AlF
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ZX: Kaplan and Kaplan(1996)
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