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ABSTRACT

""The impact of using the balanced scorecard as a
benchmark in achieving competitive advantage"

a field study on the Yemen Telecommunications CorporationSana‘a —
Headquarters

Prepared by Dr/supervised by
Ebtesam Ameen Mohammed Al- Dhubhani Sinan Ghaleb Al-Marhadi

The study aimed to determine the impact of using the balanced scorecard as a benchmark
in achieving competitive advantage in the General Corporation Yemen
Telecommunications Corporation. The study used a descriptive analytical approach, and
the study sample was selected using a comprehensive census of all members of the
community, numbering 250, represented by the administrative and supervisory leadership
at the headquarters of the General Telecommunications Corporation in the capital city of
Sana'a, Yemen. A questionnaire was used to collect data, and 250 questionnaires were
distributed, 207 were recovered, 3 were excluded, and 204 were analysed. The study used
the Statistical Package for the Social Sciences (SPSS).

The study reached several conclusions, the most important of which are:

- There is an impact of using the balanced scorecard with its five dimensions
(financial dimension, internal processes dimension,learning and growth dimension,
sustainability dimension, and customer dimension) in achieving competitive
advantage.

- There is moderate interest in using the balanced scorecard at the Public
Telecommunications Corporation. Interest in two dimensions (financial and
sustainability) was high, while interest in the other dimensions (internal processes,
learning and growth, and customers) was moderate.

- The General Telecommunications Corporation shows a high level of interest in the
financial aspect, as evidenced by its increased annual revenues compared to similar
organisations and its continuous efforts to open new markets and attract new users,
the organisation also strives to be the best in financial indicators.

- The General Telecommunications Corporation pays moderate attention to internal
operations, as it has been found that the corporation benefits from comparisons



with similar corporations to develop new services and strives to adopt best
practices in its field.

There is a lack of concern on the part of the corporation to periodically measure
the impact of training on the performance of its employees.

The General Telecommunications Corporation pays moderate attention to
customers, as it is clearly interested in attracting new customers and strengthening
relationships with them. The corporation focuses on expanding its customer base
and is keen to build long-term relationships with its customers based on respect
and trust.

The Public Telecommunications Corporation (PTC) has a high level of interest in
achieving competitive advantage. Its interest in two dimensions (quality and
image) was high, while its interest in the cost dimension was moderate.

The results showed that the General Telecommunications Corporation uses
benchmarking to compare the results of the performance card indicators (financial

and non-financial) with similar institutions.

The study made a number of recommendations, the most important of which are:

Increasing interest in applying the balanced scorecard in all activities and functions
of the Public Telecommunications Corporation.

Continuing the Corporation's interest in the financial dimension by adopting cost
reduction strategies and enhancing investment efficiency to ensure greater long-
term financial sustainability.

The need for the institution to focus on internal response processes by enhancing
coordination between departments, developing faster strategies to resolve service-
related complaints quickly and efficiently, and making greater use of benchmarks
and market research to improve the institution's internal performance.

Greater focus on learning and growth by the organisation through the development
of ongoing training programmes for employees to enhance their skills in modern
technologies.

Increased focus by the organisation on finding more effective mechanisms to
measure and analyse training outcomes and their impact on overall performance.
The study recommends that the General Telecommunications Corporation use
benchmarking to improve customer satisfaction.

Continue to pay more attention to the competitive advantage of the organisation in

all its dimensions.



- The need to continue to focus on achieving quality by the organisation because of
its impact on customers and the satisfaction of their needs and desires.

- Greater emphasis by the Public Telecommunications Corporation on reducing
costs by adopting strategies to reduce administrative costs and ensure a higher
level of financial efficiency that supports competitive advantage in the market.

- Maintain the level of interest in the image by enhancing the institution's media
presence through various communication channels to highlight its achievements
and services.

The study presented a set of future recommendations.
Keywords: competitive advantage, balanced scorecard, benchmarking, General

Telecommunications Corporation.
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