DOI: https://doi.org/10.7341/20201644 JEL codes: J24, 015,D73,L1/ 113

Designing a human resource scorecard:
An empirical stakeholder-based study
with a company culture perspective

Hasan Boudlaie' "'>’, Hannan Amoozad Mahdiraji
Sabihe Shamsi, Vahid Jafari-Sadeghi’
Alexeis Garcia-Perez’

Abstract
Human resource management (HRM) in public organizations managed based on
a balanced scorecard requires a different narrative on the map of strategic goals
than in private organizations. However, this issue is not widely recognized and
discussed. This study aims to identify strategic goals and outline an HRM strategy with
a stakeholder approach from a corporate culture perspective based on a balanced
scorecard by examining and highlighting areas that should be included in the revised
narrative. This exploration was carried out through qualitative research, particularly
a thematic analysis based on data from the Kish Free Zone Organization. Therefore,
using the themes obtained, a human resources strategy map was presented based on
a balanced scorecard. The six-step Clarke-Braun process and the three-step Attride-
Stirling thematic classification method were combined into a thematic network, and
a seven-step research process was created. Data was collected through interviews
with stakeholders in the Human Resources (HR) unit. These stakeholders are (1) HR
employees (2) employees of other entities (3) senior and middle management (4) family
of employees (5) HR department of related companies (6) retirees, and (7) customers
of this entity. To identify strategic goals and a human resource strategy map, 187 main
topics, 39 organizational topics, and 12 global themes were identified after transcription
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of the interviews, including (1) the development of family policies (2) promoting the well-
being, health, and well-being of employees (3) improving productivity HR department
(4) promoting the human dignity of the staff (5) developing an organizational
culture based on customer orientation and innovation (6) empowering employees
(7) development HR information system (8) strategic recruitment and retention of
employees (9) performance management and development employees (10) strategic
transformation of HRM based on research and process reform (11) adjusting the
allocation and use of the HR budget to the organization's strategy and (12) improving
the accounting mechanism for the personnel budget. This study is innovative due to
the proposed approach to redesign the strategy map and the balanced scorecard from
a human resource management perspective, methodically, due to adopting a combined
thematic analysis process and constructing related narratives and stakeholder
approaches from a corporate culture perspective.

Keywords: balanced scorecard, strategic human resource management, public
organizations, stakeholder approach, strategy map

INTRODUCTION

Free zone organizations are a very important sector for developing the economy
and independent trade and strengthening international relations. However,
as part of the government, this sector has also faced employee demotivation
as well as the negative opinion of the public sector in the general population
(Mendes, Santos, Perna, & Teixeira, 2012). Some CEOs and senior line managers
are skeptical about the role of human resources in their companies’ success.
Meanwhile, many executives, despite the belief that “human resources are
the most valuable asset of an organization,” cannot understand how human
resources functions play a role in making the envisioned organizations
a reality. The problem is rooted in the fact that it is difficult to measure the
impact of human resource functions on an organization’s performance and
success (Becker, Huselid, & Ulrich, 2001). People are the company (Kucharska
& Kowalczyk, 2019; 2020) and employees are one of the key groups of
stakeholders (Philips, 2003; Phillips, Freeman, & Wicks, 2003). Recently, Kianto,
Vanhala, Ritala and Hussinki (2020) strongly highlighted the advantageous
consequences of intellectual capital on various aspects of organizational
performance. Moreover, Kucharska (2020) proved that employee commitment
matters for a company’s reputation and performance.

Nonetheless, strategic HRM in the public sector is now considered (Guo,
Brown, Ashcraft, Yoshioka, & Dennis Dong, 2011) because the contemporary
public management movement focuses on increasing accountability and
efficiency. Besides, the growing recognition of the importance of human
resources, innovation, cost control, organizational members’ participation, and
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human resources diversity is emphasized in the public sector (Lim, Wang, &
Lee, 2017). Therefore, appropriate frameworks for strategic HRM are required
to delineate its role in achieving organizational success in the public sector.

On the other hand, a balanced scorecard provides a clear and tangible
framework for linking different performance measures to the strategic
objectives of the organization (Wilson, 2006). The balanced scorecard
translates an organization’s strategies into performance objectives, measures,
guantitative targets, and executive initiatives from four balanced perspectives,
including financial, customer, internal processes, and learning and growth.
In this way, a balance between retrospective indicators (financial indicators)
and prospective indicators (the indicators of the three other perspectives) is
created (Kaplan & Norton, 1996).

By applying the balanced scorecard model in the field of human
resources, the new tool of HRM scorecard is provided for human capital
management and measurement (Walker & McDonald, 2001). In the human
resource scorecard, HRM as a strategic asset and the contribution of human
resources to the organization’s success is considered. HR scorecard helps to
prioritize capabilities and provide an appropriate approach for managers and
staff. The advantage of a balanced scorecard is to show the priorities of human
resources and how they relate to each other. Besides, it enables managers to
recognize the goals of human resources in future periods by communicating
the priorities (Becker, Huselid, & Ulrich, 2001). Furthermore, the challenge of
implementing the strategy and management of human resource performance
has increased in recent decades in public sector organizations compared to
private sector organizations (Newcomer, 2007). These organizations include
a broader range of stakeholders who directly or indirectly influence the
organization or are influenced by it (Zheng, Wang, Liu, & Mingers, 2018). In
these organizations, the ultimate objective is not financial gains but to meet
citizens and society’s needs. Hence, when the human resource scoreboard is
used in the public sector, the customer (citizens) perspective is at the top of
the strategy map (Kaplan & Norton, 2001b).

Providing and maintaining effective staff, improving the employee’s
performance, and motivating and managing them, HRM has a special
role in achieving the objectives and strategies pursued by public sector
organizations from the company culture perspective. By aligning its strategy
with the organization’s overall strategy, it has a significant contribution to
achieving the organization’s grand strategy. Therefore, the first step in the
implementation of the strategy is to identify and define strategic objectives
that can be achieved through the definition of the strategy map. However,
the review of theoretical foundations suggests the use of the human resource
scorecard in the public sector has not been developed theoretically enough,
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and much research has not been considered so far in this field. Therefore, our
knowledge regarding it is limited and the vacancy of research that addresses
the use of the human resource scorecard in the public sector is tangible.

According to the facts mentioned above, the purpose of this qualitative
research is to identify the strategic objectives and strategy map of HRM in the
Kish Free Zone Organization (KFZO) using a balanced scorecard approach based
on the thematic analysis and from the company culture perspective. Note
that KFZO’s fundamental objectives are conducting the needed infrastructural
worksintheKishlsland (anislandinIran), helpingto constructive development,
improving economic development, generating helpful job opportunities,
attracting both internal and international tourists and investors, setting both
employment and commodity markets, facilitating active presence in the
world market to develop non-petroleum exports, arranging condition for
producing industrial products, launching processing industries, and finally,
taking advantage of Kish Free Island special opportunities including general
assembly, the board of the directors, managing director, chairman of the
board of the directors, and legal inspectors. Accordingly, the cultural context
of this organization encompasses all three aspects of economic, social, and
political. Considering the main stakeholders of HRM in this organization,
the data are first collected and then, using the objectives corresponding
to the four perspectives of the balanced scorecard (financial, stakeholders,
internal processes and functions, and employee development), the themes
are identified by thematic analysis. Moreover, Hofstede and Minkov (2010)
noted that national, cultural context might influence organizational studies
results. Hence, this study may illustrate how the Iranian context of Kish Free
Zone Organization may impact strategic human resource management by
designing a human resource scorecard.

LITERATURE REVIEW

HRM in the public sector has major differences with the private sector
(Boselie, Harten, & Veld, 2019). Although many HRM activities and processes
are the same in both, the public sector issues always present challenges
and contradictions concerning HRM (Berman, Bowman, West, & Van Wart,
2010; Knies, Boselie, Gould-Williams, & Vandenabeele, 2018). The concept
of strategic HRM in the public sector gained high importance when the
new public management appeared in the 1980s. New public management
(NPM) theorists rose to progress a requirement for flexibility, innovation,
managerialism, and responsiveness within the public sector, which challenged
the essential principles of bureaucratic/mechanistic organizational forms
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(Funck & Karlsson, 2019). With the advent of new public management,
staff development is possible through advanced HRM techniques (Hajiagha,
Akrami, Hashemi, & Amoozad, 2015; Hajiagha, Hashemi, Mahdiraji, &
Azaddel 2015; Hood, 1995; Lapsley & Wright, 2004). Several factors in the
public sector that may influence the adoption of a strategic HRM approach
(Brunettov & Beattie, 2020).

First, the multiplicity and diversity of its objectives, the complexity of
performance measurement, and the tendency for conflicts between
various goals and stakeholders make strategic management as well
as the achievement of the vertical and horizontal integration more
difficult (Arnaboldi, Lapsley, & Steccolini, 2015).

Second, public management is subject to scrutiny or regulatory bodies
created by the legislature (Biancone & Jafari-Sadeghi, 2016). Such
a situation frequently limits executive and administrative autonomy
in achieving a strategic approach.

Third, the political environment may affect the implementation of
strategic HRM because successful HRM in the public sector needs
the support from top managers and political support (Rainey, 2009).
Therefore, in countries with relatively high political instability and
frequent political changes, the limited time horizons of political
leaders can lead to strategic HR policies’ failure.

Another problem is the difference in HRM approaches at the level
of central organizations and headquarters with operational centers.
The strategic alignment between strategic HRM and the particular
environment in which it is applied is important.

Taking everything into consideration, it can be said that the
implementation of strategic HRM in a particular country is influenced by a set
of political, social, economic, and cultural factors that are interconnected
(Jarvalt & Randma-Liiv, 2010). Performance management in the public sector
can lead to various political as well as managerial purposes that affect each
other (Wang, Zhu, Mayson, & Chen, 2019).

First, the definition of the missions and clear objectives help each employee
understand what the organization desires and provides a concentration
on the operations (communication purpose) (Niven, 2006).

Second, by the measurement of performance considering the
objectives, policymakers and public managers need to be able to
explain to the public for what purposes their money has been used
(“transparency/accountability purpose”) (Hajiagha Razavi, Mahdiraji,
Hashemi, & Turskis, 2015; Jafari-Sadeghi, Nkongolo-Bakenda,
Anderson, & Dana, 2019; Moullin, 2017).

Third, public sector organizations can use performance measurement
to learn and improve performance (learning purpose) (Buick,
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Blackman, O’Donnell, O’Flynn, & West, 2015; Hajiagha, Mahdiraji,
Zavadskas, & Hashemi, 2014).
e Fourth, the performance measurement systems can provide a basis for
the compensation of public officials (appraising purpose) (Armstrong,
2000; Jamalnia, Mahdiraji, Sadeghi, Hajiagha, & Feili, 2014).

The specification and intensive monitoring of performance, coupled with
a set of incentives and sanctions, can be used to ensure the public sector
managers continue to act in line with the interests of the society (Beheshti,
Mahdiraji, & Zavadskas, 2016; Jafari-Sadeghi, 2019; Verbeeten, 2008).
Considering what is said, the strategic HRM and employee performance
management in the public sector needs to maintain a coherent and effective
approach. Seeking to apply appropriate private sector models in the public
sector, the new public management introduces the balanced scorecard model
(Maran, Bracci, & Inglis, 2018). Although this model was first introduced for
the private sector, Kaplan and Norton (2001a) presented a modified version of
it for the public sector. Considering the four perspectives introduced, the given
model appreciates the complexity of many public organizations and presents
more measures. Moreover, this model is unlimited to the key perspectives
provided by Kaplan and Norton (Arnaboldi, Lapsley, & Steccolini, 2015;
Hansen & Schaltegger, 2016; Jafari-Sadeghi & Biancone, 2017b). The balanced
scorecard is a strategic planning and management system that aligns business
activities with the organization’s vision and strategy, improves internal and
external communications, and controls the organization’s performance against
the strategic objectives (Kaplan & Norton, 1996). The balanced scorecard
can be used as a communication tool, measurement system, and strategic
management system (Ahn, 2001; Becker & Huselid, 2006; Jia, Mahdiraji,
Govindan, & Meiduté, 2013; Mahdiraji, Arabzadeh, & Ghaffari, 2012; Malina
& Selto, 2001; Niven, 2006; Rezaei, Jafari-Sadeghi, & Bresciani, 2020).

Kaplan and Norton suggest an effective way to implement a balanced
scorecard is to use a strategy map. The strategy map outlines the causal
relationships between strategic objectives and serves as a starting point for
balanced scorecard projects. The strategy map includes four perspectives,
like a balanced scorecard (Kaplan & Norton, 2008). Niven (2006) emphasizes
that the financial perspective is not the main target in the public sector,
but a limited resource by which the mission is accomplished. Considering
performance from different perspectives based on the various objectives
and stakeholders (McAdam, Hazlett, & Casey, 2005; Messeghemv, Bakkali,
Sammut, & Swalhi, 2018), a balanced scorecard in the public sector is
assumed as a tool for linking the goals of the performance management and
the public organization objectives (Bobe, Mihret, & Obo, 2017; Modell, 2004).
Performance management is more difficult in the public sector than in the
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private sector because the social and political environment is more complex
(Brignall & Modell, 2000; Hoque, 2014; Mahdiraji, Govindan, Zavadskas, &
Razavi Hajiagha, 2014) and meeting the needs of the community is of utmost
importance. Therefore, the client/customer perspective is at the highest level
(Aidemark, 2001; Kaplan & Norton, 2001b; Mahdiraji, Kazimieras, & Razavi,
2015). The public sector strategic map changes in a top-down, cause-effect
hierarchy (Moullin et al., 2007) and is translated as follows. The financial
perspective provides the necessary means for human capital growth,
productivity, organizational capacity, and information in the learning and
growth perspective. This, in turn, provides the work needed for the success
of the critical factors in the internal processes perspective and ultimately, the
client’s perspective (Mahmoudi, Mahdiraji, Jafarnejad, & Safari, 2019; Mathys
&Thompson, 2006; Mendes, Santos, Perna, & Teixeira, 2012).

Irwin (2002) argues that the customer perspective is determined by the
definition of the organization stakeholders when the strategy map is drawn by
the identification of the organization strategy. In public sector organizations;
labels such as “customer,” “consumer,” “client,” “user,” “stakeholder’
“citizen,” “taxpayer,” or “the public” are mostly used to describe this term
(Cunningham, 2016). However, this perspective is not completely described
only by the identification of a customer. Accordingly, depending on the nature
of the activity, the customers/clients may be divided into several categories
(Conaty & Robbins, 2018). The balanced scorecard in the public sector
replaces the terms “customer’ and “internal processes” with “stakeholder
“ and “operational excellence,” respectively. Moreover, growth is omitted
in the innovation and learning perspective, since it may be misleading if it
is simply considered as growth in physical or monetary terms. Besides, the
term “growth” is eliminated in the learning and growth perspective, because
it may be misleading and considered as growth in physical or monetary terms.
Generally, the balanced scorecard model in nonprofit organizations seems to
be unlimited to four main performance dimensions (Grigoroudis, Orfanoudaki,
& Zopounidis, 2012; Mokhtarzadeh, Mahdiraji, Beheshti, & Zavadskas, 2018).

By employing the four-dimensional model of balanced scorecard in
human resource management, the HR Scorecard model’s perspectives
and strategic objectives were developed and the strategic map was
constructed. Both the HR scorecard and the balanced scorecard include
objectives, measures, initiatives, action items, and strategy maps that are
designed in both of them, including several perspectives. Generally, they
are applied to describe a specific strategy and execute it. While for-profit
organization scorecards traditionally place the financial perspective at the
top of the strategy map, an HR scorecard usually does not, considering that
the HR department’s primary goal is not to make a profit but to support its
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“customers,” which are typically internal to the organization. Besides, since
the balanced scorecard in HR is more likely to have an internal perspective
that revolves around key strategic areas in which the department operates,
the internal perspective themes in an HR scorecard are unique from
traditional scorecards (Cunningham, 2016; Kaplan & Norton, 2006).

An HR balanced scorecard helps HRM to prioritize capabilities and
provides an appropriate approach for managers and employees. The
advantage of an HR balanced scorecard is to show the priorities of human
resources and how they are connected. Besides, it enables managers to
determine the goals of human resources in future periods by communicating
the priorities (Balogh & Golea, 2015; Jafari-Sadeghi, Biancone, Giacoma, &
Secinaro, 2018). The HR scorecard aligns business strategy with the objectives
and outcomes desired and expected by the human resources to provide
a statistical basis for measuring human resources efficiency and their impact
on the implementation of organization strategy (Becker, Huselid, & Ulrich,
2001; Jafari-Sadeghi & Biancone, 2017a). To achieve the strategic objectives
of the organization in the public sector, it is first necessary to define the
client, financial, process, and learning and growth objectives and activities
to implement them using the HR scorecard. Precisely, HR managers can ask
which HRM practices, skills, and behaviors help line managers implement
the organization’s strategic objectives (Cunningham & Kempling, 2011;
Jafari-Sadeghi & Biancone, 2018).

e The customer or client perspective. Internal and external clients
are considered as customers. The external clients in public sector
organizationsinclude citizens, and the internal clients include groups
who receive services in the organization (Jafari-Sadeghi, Kimiagari,
& Biancone, 2020; Soysa, Jayamaha, & Grigg, 2019). Most of the
HRM clients are internal ones in the organization and include line
managers and employees who rely on HRM to perform their duties
in response to external clients.

e The financial perspective. Timely and accurate financial data are
always a priority because the financial objectives and measures are
helpful in summarizing the outcomes of budgetary expenditures.

¢ Internal processes perspective. In the internal processes perspective,
the managers identify the internal processes in which the organization
needs to develop. These processes enable the organization to
effectively provide its services (Cunningham & Kempling, 2011).

e Learning and growth perspective. There is a direct relationship
between the effectiveness of HRM and the quality of the work of the
HR staff. Hence, by the encouragement and continuous training of
employees for learning and innovation, organizations can achieve long-
term development. This perspective is mainly related to the training of
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human resources staff, helping to meet customer needs, optimizing the
internal processes, and achieving overall objectives (Qingwei, 2012).

To develop a human recourse scorecard in public sector organizations,
customer objectivesarefirstrecognized; then, effective processes are considered,
in addition to effective financing. The learning and growth perspective recognizes
that these objectives rely on a human component — motivation, training, and
the appropriate identification of competencies (Cunningham, 2016).

New public management principles have promoted a more flexible
and responsive approach to recruitment, selection, retention, training, and
development of publicsectoremployees. The new models of HRM in the public
sector introduced the concept of human resources to achieve performance
outcomes in line with the strategic direction of the public sector organization
(Brown, 2004). Along with the emergence of new public management,
the changing structure and operations of the governments replaced the
traditional Weberian model including centralized and bureaucratic practices
with private-sector HRM systems. The new public management has led to
a strategic approach to HRM in the public sector. A new concept of “best
practices” has arisen, which is called a “high-performance work system” (El-
Ghalayini, 2017). The core of HRM is to achieve the strategic objectives of the
organization. Because of unprofitability, public sector organizations’ ultimate
objectives are the quality and effectiveness of the services. Therefore, in the
HR scorecard, the client perspective is related to the internal customers; that
is, the employees of the organization (Qingwei, 2012).

According to what is said so far, it follows that strategic HRM in the public
sector needs significant concepts and means to illustrate the contribution
of this unit to the value creation in the organization. It seems that the use
of a balanced scorecard in the public sector HRM can effectively create
responsivity and accountability to the performance of this unit. Additionally,
by mapping strategic objectives and implementing them, the position of the
HR unit can be promoted to the strategic partner of the organization. Here,
some of the most important, relevant researches are reviewed.

Balogh and Golea (2015) presented an HR scorecard model and argued
that the indicators in the scorecard are calculated as predetermined values
versus the actual values to facilitate the identification of causes leading
to differences. Also, it facilitates the decision-making process on how to
eliminate the causes which influence the performance. Anwar, Djakfar, and
Abdulhafidha (2012) and Jafari-Sadeghi, Jashnsaz and Honari Chobar (2014)
analyzed the organization’s performance with a balanced scorecard approach
and developed the indicators accordingly to evaluate the employees’
behavior, attitude, skills, and knowledge. Besides, Iveta (2012) presented
the possibilities of using the modern balanced scorecard method in human
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capital and identified that one of the organization’s primary goals should
be to have a manageable and sustainable HR scorecard with visible and
measurable key performance indicators. This research’s key performance
indicators included all possible aspects — internal and external — of HR
strategy, aiming to achieve a more significant organizational approach. Using
a balanced scorecard and based on the Delphi method, Qingwei (2012)
identified a set of indicators to evaluate HRM effectiveness in a hospital,
combined with the hospital human resource characteristics.

Furthermore, Boada-Grau and Gil-Ripoll (2009) studied the performance
indicators by the examination of the relationship between strategic HRM in
organizations using the three perspectives (customer, financial, and process) of
the balanced scorecard. They recognized the indicator of “values and culture”
among strategic HRM indicators as acquiring the most predictive capability.
Their research identified that the strategic HRM variables were more predictive
for process and customer perspectives than the financial perspective.
Fottler, Erickson and Rivers (2006) developed an HR scorecard in a clinic and
presented a considerable number of internal and external indicators for the
financial, customer, internal processes, and growth and learning perspectives.
Considering their role in achieving the strategic objectives, the management
team identified these indicators for each of the above perspectives by modeling.
The four perspectives were identified for the clinic’s mission.

Using the HR scorecard, Shankari and Suja (2008) analyzed the
performance of strategic business units (luxury, business, and leisure) of the
Taj Group of Hotels with a specific reference to the financial perspective. They
aimed to maximize human capital and minimize HR costs. Cunningham and
Kempling (2011) studied the promotion of organizational fit in the strategic
HRM using the HR scorecard in two public sector organizations. Reviewing the
relevant literature, it can be recognized that HRM researchers have sought
to acknowledge the question as to whether HRM plays its role efficiently and
effectively in the organization or not. Accordingly, the need for performance
managementis recognized and the need for a tool to determine the accordance
of HRM with the organization’s objectives and strategy becomes evident.
The HR scorecard represents an approach that allows the accordance of the
performance with the strategic objectives. The literature review recognized
that the HR scorecard is used as a communication tool (Balogh & Golea, 2015;
Phuong & Harima, 2019), as a system for measuring performance (Anwar,
Djakfar, & Abdulhafidha, 2012; Jafari-Sadeghi & Biancone, 2019; Shankari &
Suja, 2008), and as a system forimplementing strategy (Bryl, 2018; Cunningham
& Kempling, 2011; Qingwei, 2012; Reidolf & Graffenberger, 2019).

The role of the balanced scorecard in managing performance and
helping to realize the organization strategy, especially in the public sector,
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becomes evident by a review of the previous research conducted on HRM
and employee performance management. Numerous studies examined
the HR scorecard. However, little research has been performed on the use
of HR scorecards in the public sector. Recognizing the lack of appropriate
research can strengthen the value of similar research initiatives and add to
the importance of such research. The way of achieving the concept of an HR
scorecard in the public sector is illustrated in Figure 1.

Strategic human Performance Balanced
resource management management scorecard
v J

! '

y

Strategi Performance Balanced Human

trategic human ! N

resource management management in scorecard in the resource
in the public sector the public sector public sector scorecard

\/

Human resource scorecard in the public
sector

Figure 1. The process of the formation of HR scorecard in the public sector

In the present research, the balanced scorecard approach as
a communication tool and content-based qualitative analysis is used to
present the strategy map of the HR unit performance by the identification of
the strategic objectives for four perspectives of the HR scorecard.

Qualitative research
method

Thematic analysis

Seven-stage analysis of the research themes

Six-stage process
of Clarke and
Braun (2006)

Three-stage process
of Stirling (2001)

Figure 2. Study framework

METHODOLOGY

Using qualitative research, the present study seeks to create a map of HRM'’s
strategic objectives, based on the balanced scorecard with the stakeholder
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approach from the perspective of the company culture. The research
participants included all the stakeholders of the HR unit of Kish Free Zone
Organization, who were selected based on the researcher’s judgment. The
data were collected by a semi-structured interview. The stakeholders of this
unitinclude (1) HR unit employees (2) employees of other units (3) senior and
middle managers (4) family of employees (5) HR units of affiliated companies
(6) retirees, and (7) the clients of this unit. The questions in the interview
were formulated based on the four perspectives of the balanced scorecard.
Given that all the stakeholder groups were unrelated to each of the four
perspectives of the scorecard, a special interview pattern was considered
for each group when the interview questions were prepared; in this manner,
they only responded to the parts related to them as presented in Table 1.
Eventually, in the process of collecting data from the seven stakeholder
groups of this unit, 21 interviews were conducted during the period from
21 November 2017 to 13 December 2017. As a case in point, the family of
employees as a group of stakeholders in this research were asked to only
respond to the questions related to the customer perspective.

Table 1. The pattern of interview and data collection

Participant

Seni d HR of
groups HR Other units enl'or an The family of - ° . .
middle affiliated Retirees Clients
HR scorecard  employees  employees employees .
) managers companies
perspectives
financial v [ ] v
customer v v v v v ' v
processes v v v [ ] v
Growth and v v v °
learning

Notes:

v'The given group has the necessary information from the corresponding perspective,

The given group does not have the necessary information from the corresponding perspective,
@The given group may have the necessary information from the corresponding perspective.

To investigate the interpretive validity of the results, 14 of the 21
participants were asked about the conformity of their views with that of the
interviewer after the completion of the interview and analysis of the data.
Thereby, the accuracy of the research results was verified by the participants.
There was collaboration between the researchers for reviewing the results
and verifying them, receiving suggestions on how to conduct interviews,
computer analysis, and categorization. Moreover, to provide confidence, how
to follow the research processes was explained, and the detailed notes and
reports on the results were prepared. Thus, the digital recording of collected
data, the use of MAXQDA software, and the preparation of successive reports
from each stage of the analysis were performed.
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DATA ANALYSIS

To analyze the data in the present study, the six-stage process of Braun and
Clarke (2006) and the three-stage thematic classification method of Attride-
Stirling (2001) were combined to form the thematic network, and a seven-
stage process was created. Thematic networks systematize the extraction of
lowest-order premises evident in the text (Basic Themes); categories of basic
themes grouped to summarize more abstract principles (Organizing Themes);
and super-ordinate themes encapsulating the principal metaphors in the text
as a whole (Global Themes). These were then represented as web-like maps
depicting the salient themes at each of the three levels and illustrating the
relationships between them. Considering the nature and questions of the
research and due to the collection of data from the interview, the seven-
stage process demonstrated in Figure 3 was followed. Firstly, the interviews
recorded were listened to several times and transcribed to become aware
of the interview atmosphere and collect the data. At this stage, a frequent
review of the data was performed to search for meanings and patterns (first
stage). After studying the data and understanding them, a preliminary list
of the ideas contained in the data and the meaningful statements were
prepared, called the basic themes. The basic themes indicate an important
point in the text and by their combination; an organizing theme was created
(Attride-Stirling, 2001). For instance, participant P, said in his interview, “at
least staff should think HR is a utopia to honor people. This skill doesn’t exist
at all. They have to be respected by everyone, both the managers and the
personnel.” The basic theme of “the need to honor the staff in the HR unit”
was extracted accordingly. Participant P, referred to the basic theme of the
“lack of specialized training” as follows, “holding general and specialized
training courses for each occupation, the education department can
withdraw an effective step towards the development of human resources,
while the general courses are now held mostly and there are no specialized
courses for each occupation.” Additionally, participant P, indicated the
special circumstances of the life of employees in Kish Island noting that “in
Kish Island, a person becomes depressed unconsciously. Our staff suffer such
a problem. Hence, it should be addressed, because depression affects the
ability of a person to do his duties in an office. Every person who experiences
some problems in his home may not properly do his work at the workplace.
Therefore, internal, ethical, and psychological issues should also be
addressed.” By these statements, the basic theme of “attention to the mental
conditions of the staff considering the restrictions on the island” is extracted.
At the end of this stage, 187 basic themes were extracted (second stage).
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Following the analysis of the basic themes, they were combined to create
the general themes. The themes that have the most similarity and could indicate
semantically a single meaning were placed in a category. Accordingly, the
categories of themes were created, called the “organizing themes.” All the basic
themes were put in 39 categories, indicating the formation of 39 organizing
themes (third stage). As a case in point, putting three basic themes under
a category entitled “promoting the mental health of staff” is shown in Table 2.

Table 2. Promoting the mental health of staff

Organizing theme Basic theme

Dealing with the mental conditions of staff considering the
restrictions on the island

Lack of a proper mechanism for strengthening the staff’s morale
Dealing with the problems and concerns of the staff

The organizing themes obtained were categorized in similar and coherent
groups, and the global themes were redeveloped in the following stage.
Decisions on how to categorize the themes were made based on the content
and, if necessary, based on theoretical foundations. In the present study, given
that the purpose of preparing the thematic network is to draw the strategy
map of HR performance, the global themes were developed based on the
strategic objectives to be placed under the four perspectives of the balanced
scorecard (fourth stage). The themes identified at this stage provided the
primary source of the formation of the thematic network. The global themes
and the organizing themes which form them are presented in Table 3.

The themes are narrated to describe the global themes and determine
the nature of what a theme discussed about it. Given that the purpose of the
research is to map the thematic network in the form of a strategy map, the
narrative of themes is expanded to three levels as follows.

o First level — The narrative of global themes. At this level, the global
themes are defined and described, and the themes composing them
are analyzed (fifth stage).

¢ Second level — The narrative of the strategic map perspectives. After
mapping the thematic network, based on the existing relationships
between the global themes, each theme is placed as a strategic
objective in one perspective of the HR scorecard. This led to preparing
the strategy map. Each perspective of the map is explained at this level.

¢ Third level — The overall narrative of the strategy map. Considering
the cause-effect nature of the strategic objectives and the perspectives
of the strategy map, the relationships between the perspectives of
the map are described in this level.
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Table 3. Global themes

No. Global theme Organizing theme

1 developing family-centered policies

Creating a balance in the personal and work life of the staff
2 promoting the well-being, health, and livelihoods of staff

Creating various welfare facilities for the staff at different
levels

Identifying and addressing the material and spiritual needs
of the staff

Promoting the mental health of the staff

Improving the psychological and physical conditions of the
workplace

Improving health and insurance services

3 improving the productivity of the HR unit

The need to measure the productivity of staff

Promoting the effectiveness of staff

Promoting the efficiency of the staff

Improving the administrative discipline of staff

Creating new mechanisms for material and spiritual
rewards to the staff

Inventing methods for motivating the staff

Accelerating the process of serving the clients

4 promoting the human dignity of staff

Honoring the staff of the organization

Addressing the affairs of retirees

5 developing an organizational culture based on customer orientation and innovation

Create an organizational atmosphere for creativity and
innovation

Creating a common organizational culture among the staff
based on the organization’s fundamental values

Increasing the satisfaction of the stakeholders of the HR
unit

6 empowering employees

Training human resources in line with the objectives of the
organization

Identify the capabilities of the staff and developing them in
line with the organization strategy

Extending the knowledge management process at the
organization

Promoting the teamwork spirit

Delegating authority to the staff and their constructive
participation

7 developing human resources information system

Designing HR processes based on the information
technology
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No. Global theme

Organizing theme

8 employee strategic recruitment and maintenance

Recruiting from Kish Island with a focus on the relatives of
retirees

Designing a formal and scientific process for recruiting
human resources

Maintaining effective staff

9 performance management and staff development

Designing a strategic system for the assessment of staff
performance

Paying attention to the agreement between the occupation
and the employed person

Developing a modern and fair system for staff promotion

10  strategic transformation of HRM based on the research and process reform

formulating a strategy for the transformation of HR in line
with the organization vision

Supporting the research plans

Reengineering HR business processes

Making HR processes agile

11  alignment between the allocation and consumption of human resources budget and the

organizational strategy

Improving effectiveness in the allocation and consumption
of the budget

The need to allocate sufficient budget to the activities of
the HR unit

The alignhment between the HR budget and the
organization objectives

12 improving the mechanism of the settlement of the human resources budget

Promoting the efficiency of the staff costs

Increasing the effectiveness of the HR unit costs

First global theme - developing family-centered policies. The
development of family-centered policies is concerned with the necessity of
the development of strategies to address the needs of the families of staff.
The purpose of the development of such policies is to reduce the conflicts
between work-life and family life and provide facilities for families to consider
the unique living conditions in Kish Island. Such as being far from the mainland,
the high cost of family travel, and the low level of school and kindergarten
services. Participant P from the family of employees group, referred to this
issue “sometimes, when my husband comes home, for example, when we
are eating food, his directors call repeatedly and this annoys us.”
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A part of the interview with participant Py,

"in Kish Island, a person becomes depressed unconsciously. Our employees suffer such a problem. So, it should be addressed, because depression affects
the ability of a person to do his duties in an office. Every person who experiences some problems in his home may not do properly his work at the
workplace. Therefore, the internal, ethical and psychological issues must also be addressed"

\ /£

Second stage: Basic theme

Attention to the mental conditions of the staff considering the restrictions in the island

N/

Third stage: Organizing theme, "promotion of the mental health of staff"

Dealing with the mental conditions of staff
considering the restrictions in the island

Lack of a proper mechanism for strengthening
the staff's morale

N\ /S

Fourth stage: Global theme "promotion of the well-being, health, and livelihood of the staff"

Dealing with the problems and concerns of the
staff

Identifying and addressing
the material and spiritual
needs of the staff

Improving the psychological
and physical conditions of
the workplace

N\ L

Fifth stage: Global theme narrative, ""promotion of the well-being, health, and livelihood of the staff"

Creating various welfare
facilities for the staff at the
different levels

Promoting mental health of
the staff

Improving the health and
insurance services

This theme addresses the well-being issues, the physical and mental health of the staff and their livelihoods. The organization must provide facilities and
conditions that enable staff to focus on their duties and responsibilities without any concerns and do them in the right way. The organization's HRM needs
to develop some objectives in this regard and provide incentives for the staff.

N\~

Sixth stage: The stakeholder perspective in the strategy map

Promoting the well-being, health,
and livelihoods of staff

Developing family-centered policies

Promoting human dignity of staff

Improving the productivity of the
HR unit

N

£

Sev

enth stage: Overall narrative of the strategy map of

HR

First level: financial level; focus on
the effective allocation and
consumption of the budget

Second level: HR functions and
processes; reforming and improving
the processes

Third level: staff development;
development of personal and
organizational capabilities

Fourth level: stakeholders; meeting
the needs and expectations of the
stakeholders

Figure 3. The data analysis process

Second global theme — promoting the well-being, health, and livelihoods
of staff. This theme is concerned with paying attention to the welfare issues
and improving the physical and mental health of the staff and their livelihoods.
The organization must provide facilities and conditions that enable the staff to
focus on their duties and responsibilities and perform them in the right way
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with no concerns. The organization’s HRM needs to develop some objectives
in this regard and provide incentives for the staff. Regarding the exceptional
conditions of the staff living in Kish Island, participant P _stated that “in Kish
Island, a person becomes depressed unconsciously. Our employees suffer such
a problem. Hence, it should be addressed, because depression affects the
ability of a person to do his duties in an office. Every person who experiences
some problems in his home may not properly do his work at the workplace.
Therefore, internal, ethical, and psychological issues should also be addressed.”

Third global theme — improving the productivity of the HR unit. Increasing
the productivity of the staff is one of the most critical objectives of the
organization, which can be realized through joint plans of the senior managers
of the organization and HR unit and is considered as a criterion to measure the
performance of the HR unit. Developing a strategy to encourage and reward the
staff and provoke them improves the administrative discipline of the staff and
promotes their effectiveness and efficiency; thus, improving their productivity.
Participant P, stated one of the reasons for the ineffectiveness and inefficiency
of the unit was as follows, “over the past 20 years, the organization has become,
unfortunately, more and more similar to extremely big public agencies that are
not efficient and effective. The high amount of the current works prevents the
managers and experts to take any action.”

Fourth global theme — promoting the human dignity of staff. Considering
the staff of the organization as organizational capital is critically important.
Honoring the staff and respecting them should be on the agenda of HRM
and should be implemented at all levels of the organization. This objective
should be considered at all stages of recruitment, maintenance, and the
abandonment of the organization by the staff should be considered. This
belief has to be created in the staff that the organization will not achieve its
strategic objectives without their effective and efficient existence, and their
efforts are valued and deserve appreciation. The staff must see the HR unit
as a supporter of their interests and the decisions made in this unit in line
with the improvement of their situation. For instance, participant P_stated
in his interview, “at least staff should think HR is a utopia to honor people.
This skill doesn’t exist at all. They have to be respected by everyone, both the
managers and the personnel.”

Fifth global theme — developing an organizational culture based on
customer orientation and innovation. The organization’s objectives must focus
on the development of common ideas and beliefs among the members of the
organization, concerned with meeting the needs of customers, satisfying them,
and creating new innovative ideas. Creativity and innovation, adherence to the
values of the organization, and increased satisfaction of the stakeholders are
inferred collectively by the staff of the organization as valued issues. Participant
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P,, pointed to the need to develop an organizational culture to support creativity
as follows, “the whole organization should be a place involving new ideas and
creativity. When no new idea or creativity is presented by human resources,
I will naturally not present any idea and not show any creativity.”

Sixth global theme —empowering employees. The theme of empowering
employees in an organization indicates the objectives by which not only is it
ensured that the employees demonstrate the necessary ability to carry out
their duties but also the organization can entrust them the responsibility of
making decisions on their certain duties. Participant P, referred to the training
of human resources in line with the organization’s objectives as follows,
“holding general and specialized training courses for each occupation the
education department can take an effective step towards the development of
human resources, while the general courses are now held mostly and there
are no specialized courses for each occupation.”

Seventh global theme — developing a human resources information
system. A human resources information system is developed to create an
integrated and comprehensive collection of information related to human
resources based on the information technology that facilitates and accelerates
decision making, planning, performing the tasks, and HRM processes.
Participant P_, criticized the lack of an organization’s progress in utilizing IT
facilities as follows, “for example, one day, people wrote and posted letters.
However, in today’s society, it is not acceptable to send a letter by post and
the Internet and cyberspace are used for this purpose. Anyway, | think that
we still use the earlier method.”

Eighth global theme - employee strategic recruitment and
maintenance. One of the important and strategic objectives of the HR unit
is to recruit the appropriate staff for the organization and maintain effective
staff. Accordingly, considering the macro objectives of the organization,
the HR unit should recruit staff from the indigenous people living on the
island and maintain only productive and capable staff by the identification.
Participant P opined on recruitment and staffing as follows, “we should
have a rigorous process for recruiting human resources. The right person
should be recruited for the right work. In many administrative systems when
people enter into the system, they should read at least four books, such as
the book of administrative rules. This process should lead to people taking
a test. People should know where they are working, what the objectives of
the organization are, and where the organization wants to reach.”

Ninth global theme — performance management and staff development.
Performance management is used to identify, measure and develop the
performance of individuals and the team, and coordinate performance with
the organization’s strategic objectives and the staff development includes
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activities that affect the individual and professional growth of the staff.
Regarding the need for a performance evaluation system and providing
feedback to staff, participant P , explained the best performance evaluation
model as follows, “using 360-degree feedback, you can evaluate your
subordinates, colleagues, and supervisor(s) in terms of ethics, procedure,
behavior, operation, effectiveness.”

Tenth global theme - the strategic transformation of HRM based on
the research and process reform. The strategic transformation of HRM
provides solutions by the activities creating the change to improve the
consistency between the staff and HR units and between HR units and other
units. It is implemented to solve present problems. Regarding the lack of
agility of processes, participant P, pointed out the issue of it being time-
consuming “another weakness is that some affairs related to some staff are
followed up with a delay. For instance, the letter written by some people
may be investigated with a delay of three or four months in this bureaucratic
process, and this is a weakness.”

The eleventh global theme - alignment between the allocation and
consumption of human resources budget and the organizational strategy.
In this theme, the necessity of allocating the budget to the objectives and
strategies of the organization is referred to. The consumption of the budget
will be effective when pursuing organizational objectives. Participant P,
expressed the economic constraints as the weakness of the function of this
unit “it is related to such issues as lack of budget. For example, regarding
the welfare, education and research affairs, it can be said that as long as the
budget is not allocated to the welfare unit to hold sports competitions or
sports classes or contract with other centers in this regard, the staff of that
unit cannot do anything, even if they are the best and most specialist ones. It
equally applies to education and research.”

Twelfth global theme - improving the mechanism of the settlement
of the human resources budget. The settlement of the human resources
budget should be applied carefully and, the budget should be estimated
rationally. It should be determined that each budget has been allocated
for the achievement of which objective and the implementation of which
plan and the budget allocated should be used exactly for the same objective
or plan. Participant P, believes that the allocation of the budget to some
activities of the HR unit led to the reduction of many other costs “On the
other hand if this budget is unallocated to education, several times of it will
be spent in other areas, whether for overhead costs, including electricity
costs, or the costs of additional work.”

Company Culture Matters
Wioleta Kucharska (Ed.)



Hasan Boudlaie, Hannan Amoozad Mahdiraji, Sabihe Shamsi, / 133
Vahid Jafari-Sadeghi, Alexeis Garcia-Perez

RESULTS AND DISCUSSION

After identifying and analyzing the relationships between the twelve global
themes, the themes and the relationships between them are presented in
the form of a graphical scheme called the thematic network. In the present
study, global themes are considered as the strategic objectives of the HR unit.
Therefore, by placing these themes within the framework of the HR scorecard,
the proposed thematic network has been presented as the strategy map of HR
in Figure 4. After drawing the strategy map of HR performance, the narratives
related to each of the perspectives (second level of narratives description)
are written. Ultimately, the cause-effect relationships between the different
perspectives of the balanced scorecard are described as the comprehensive
narrative of the strategy map (seventh stage).

The narrative of the first perspective — financial. Although financial
objectives are not placed at the top of the strategy map in public sector
organizations, they are useful in summarizing the outcomes of the budgetary
expenditures. In the HR unit, the budget is allocated to the activities of this
unit. The alignment of the allocation and consumption of the budget with
the organization strategy as well as the improvement of the mechanism of
the settlement of the budget, are the objectives placed in this perspective to
ensure that the given budget enjoys the highest effectiveness and efficiency.

The narrative of the second perspective — HR functions and processes.
In the HR processes perspective, the unit focuses on processes that their
identification and improvement are associated with, the development
of the unit and, consequently, the organization. Being a pioneer in these
processes ensures the services provided are effective and efficient. Given the
significant volume of information in the HR unit and the need for organizing
them, the development of an HR information system is required. Because the
appropriate human resources enter into the organization through the HR unit,
paying attention to the strategic recruitment and maintenance of the staff is
important. Exploiting the maximum potential of the staff and coordinating
their performance with the strategic objectives of the organization are possible
by the performance management and staff development. HR processes can
meet the needs of the stakeholders only when they are transparent, agile,
fast, and up-to-date, and are conducted without loss of resources in the least
amount of time. For this purpose, the strategic transformation of HRM based
on the research and process reform seems necessary.
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resources budget

Financial

Figure 4. Strategic objectives map of the HR scorecard for the Kish Free
Zone Organization

The narrative of the third perspective — staff development. To survive,
an organization should focus on the growth and learning of employees and
the development of their capabilities. The empowerment of employees is
one of the goals of this perspective, concerned with the identification of the
talents and capabilities of employees and their development in line with the
organization’s strategies to create a vibrant and dynamic organization and
respond to the needs of the stakeholders more quickly and efficiently. In
addition to the individual development of staff, paying attention to common
culture is also important. By the common fundamental values and beliefs, the
employees can collectively lead the organization to its ultimate objectives.
Hence, staff development can be realized by developing an organizational
culture based on customer orientation and innovation.

The narrative of the fourth perspective — stakeholders of the HR
unit. Stakeholders of the HR unit includes seven different groups (HR unit
employees, employees of other units, senior and middle managers, the
family of employees, HR units of affiliated companies, retirees, and clients).
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Identifying the needs and determining goals to encounter them are placed at
the top of the objectives of the strategy map. The goals determined in this
regard are typically related to the expectations of these seven groups. The
expectations of the stakeholders in the group of staff are responded to by
the promotion of their well-being, health, and livelihoods, and their family
expectations can be responded to by developing family-centered policies. All
groups of staff and retirees are taken into consideration by promoting the
human dignity of the staff, and the improvement of the productivity of the
HR unit can meet the expectations and needs of the staff of this unit and
other related units, other staff, and clients.

Big narrative — strategy map of the HR unit. A third-level narrative or
big narrative describes the strategic objectives map of the HR scorecard in
the Kish Free Zone Organization. After finding global themes, the relationship
between the themes is identified as a cause-effect relationship. At that point,
these themes are embedded in the HR strategy map as strategic objectives
of the strategy map for their relationship with the HR scorecard. On the map,
the financial perspective, HR functions and processes, development of staff
and stakeholders were placed from the bottom to the top, respectively. At
the lowest level, the financial perspective, which focuses on the efficient
allocation and consumption of the budget, was placed. In line with the
improvement of the HR functions and processes, the allocation of budget leads
to the development of individual and organizational capabilities. Therefore,
the objectives related to the HR processed were placed at the second level,
followed by the perspective of staff development at a higher level. The staff
development, and the focus on what distinguishes them in the direction of
achieving the strategic objectives, meets the needs and expectations of the
stakeholders in this unit. In this fashion, the perspective of stakeholders was
placed at the top of the map.

The results of this paper contribute to the literature by providing
numerous theoretical and practical implications. Building on the cultural
perspectives of organizations, this research contributes to HRM literature
through redesigning a balanced scorecard and strategy map. In this regard,
our paper employs the combined process of the thematic analysis and the
construction of the related big narratives and with the stakeholder approach,
in which 187 basic themes, 39 organizing themes, and 12 global themes
have been synthesized. Therefore, the findings of this research highlight that
the strategic objectives map of the HR scorecard consists of four pillars like
financial motives, HR functions and processes, staff development, as well as
stakeholders of the HR unit.

Regarding practical implications, the findings of this paper shed light
on the importance of a staff development strategy through developing an
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organizational culture based on customer orientation and innovation. This
can be achieved by maximizing the value of customer feedback within the
organization that requires strong communication with customers. This is
an essential step to convert customer strategy to customer culture, where
employees make the countermeasures against issues raised by customers.
Clear communication to customer feedback leads to a more proper
understanding of employees and how their roles and responsibilities impact
the organization’s performance. These customer-orientated behaviors shape
the culture of the organization to a customer-oriented culture.

CONCLUSION

Recognizing the priorities of the Kish Free Zone Organization — concerning
the staff (strategic objectives of HRM in the public sector) and mapping it
into a capable framework (balanced scorecard strategy map) by qualitative
research (seven-stage analysis of combined themes) based on the stakeholder
approach and the company culture perspective — was the main purpose
of the present research. Strategic themes of HRM have been identified in
this research using a balanced scorecard approach based on the thematic
gualitative analysis. Considering the key stakeholders of the HRM in the
Kish Free Zone Organization, the stakeholders of the HRM unit expanded to
internal and external ones. Internal stakeholders included senior and middle
managers and the staff. External stakeholders included the employees’
families, HR units of affiliated companies, retirees, and clients of this unit.
The most important criteria of the strategic HRM have been identified by
the present research. In this way, a connection between HRM and the main
strategy of the organization can be created. Therefore, the importance of
attention to strategic objectives in long-term plans can be recognized. They
can assist the organization in achieving its mission.

The purpose of this research was to identify the strategic objectives to
create a strategy map of the HR scorecard for the Kish Free Zone Organization
based on the company culture perspective. For this purpose, a qualitative
analysis of the themes was employed and, after finding global themes, the
thematic network was presented within the framework of the HR scorecard.
Therefore, the distinctive feature of the present research was that it used
the thematic analysis to map the thematic network to create the strategic
objectives map of the scorecard. Additionally, considering the thematic
analysis methods presented by Braun and Clarke (2006) and Attride-Stirling
(2001) as the fundamental methods, the researchers developed in this study
a specific qualitative analysis method to identify the strategic objectives of
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HR. Various organizations can practice this method to provide an HR scorecard
by identifying the basic, organizing and global themes, mapping the thematic
network, and creating the strategy map.

Free-trade industrial zone organizations and public sector organizations
can enjoy the results of this research to develop HRM strategy. The
performance objectives in the strategy map can present key performance
indicators for companies and other organizations; hence, they can be
a guide to determine the operational objectives and implement the strategy.
Additionally, given that the present study led to drawing the strategy map of
the HR unit of the organization, (a) its measures, operational objectives and
executive initiatives can be determined in future research for the performance
objectives identified, and (b) the HR balanced scorecard of the organization
can be expanded using the strategy map drawn.

The limitation of this research relies on several dimensions. First, the
sector of which we based our paper has been limited to the HR scorecard in
the public sector. Second, the research has been conducted in the context
of Iran, which limits the generalization of its findings to those high-context
cultural societies. Therefore, forthcoming studies can analyze other sectors in
a different context with distinct cultural characteristics. More importantly, the
data gathered for the synthesis depends on self-announcing, which increases
the probability of it being one-sided for social desirability answers. Hence,
future studies can provide evidence to prove the findings of this study, using
guantitative analysis.
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Abstrakt

Zarzqdzanie zasobami ludzkimi (ZZL) w organizacjach publicznych zarzqdzanych
w oparciu o zréwnowazong karte wynikow wymaga innej narracji dla mapy celow
strategicznych, niz w organizacjach prywatnych. Jednak kwestia ta nie jest szeroko
dostrzegana i dyskutowana. Niniejsze opracowanie ma na celu identyfikacje celow
strategicznych i zaprojektowanie mapy strategii zarzqdzania zasobami ludzkimi z po-
dejsciem interesariuszy z perspektywy kultury firmy w oparciu o zrownowazonq karte
wynikow, dzieki zgtebieniu i uwypukleniu obszarow, ktére powinny by¢ w zmienio-
nej narracji uwzglednione. Niniejsza eksploracja zostata przeprowadzona na drodze
badan jakosciowych, konkretnie poprzez analize tematyczng dokonang w oparciu
o dane z Kish Free Zone Organization. W zwiqgzku z tym, mapa strategii zasobow ludz-
kich oparta na zrownowazonej karcie wynikéw zostata przedstawiona przy uzyciu
uzyskanych tematow. Szesciostopniowy proces Clarke’a i Brauna oraz trzystopniowa
metoda klasyfikacji tematycznej Attride-Stirlinga zostaty potqczone w sie¢ tematycz-
ng, w rezultacie czego stworzono siedmiostopniowy proces badawczy. Dane zebrano
na drodze wywiaddw z interesariuszami jednostki ds. Zasobéw Ludzkich (HR). Inte-
resariuszami tymi sq (1) pracownicy dziatu HR (2) pracownicy pozostatych komdrek
(3) kierownicy wyzszego i sredniego szczebla (4) rodzina pracownikéw (5) jednostki
HR spotek powigzanych (6) emeryci i (7) klienci tej jednostki. Aby zidentyfikowac cele
strategiczne i mape strategii zarzqdzania zasobami ludzkimi, po transkrypcji wywia-
dow zidentyfikowano 187 podstawowych tematow, 39 tematdow organizacyjnych i 12
tematow globalnych, w tym (1) opracowanie polityk skoncentrowanych na rodzinie
(2) promujgcych dobrostan, zdrowie i byt pracownikdéw (3) poprawa produktywnosci
dziatu HR (4) promowanie godnosci ludzkiej personelu (5) rozwdj kultury organiza-
cyjnej opartej na orientacji na klienta i innowacyjnosci (6) wzmocnienie pozycji pra-
cownikéw (7) rozwdj systemu informacji HR (8) strategiczna rekrutacja i utrzymanie
pracownikéw (9) zarzqdzanie wydajnosciq i rozwdj pracownikow (10) strategiczna
transformacja ZZL w oparciu o badania i reforme proceséw (11) dostosowanie alo-
kacji i wykorzystania budzetu HR do strategii organizacyjnej oraz (12) usprawnienie
mechanizmu rozliczania budzetu kadrowego. Badanie to jest nowatorskie przedmio-
towo poprzez proponowane podejscie do przeprojektowania mapy strategii i zrowno-
wazonej karty wynikow z perspektywy zarzqdzania zasobami ludzkimi; metodycznie
poprzez przyjecie potqgczonego procesu analizy tematycznej i konstrukcji powigzanych
narracji oraz podejscia interesariuszy z perspektywy kultury firmy.

Stowa kluczowe: zrownowazona karta wynikow, strategiczne zarzqdzanie zasobami
ludzkimi, organizacje publiczne, podejscie interesariuszy, mapa strategii
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