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 e presented study evaluates the performance with the balanced scorecard approach and fuzzy Delphi in the Mostazafan
Foundation.  e main goal of the present study is to consider the most important key indicators of human resource performance
for designing a business dashboard based on multi-criteria decision-making in the Mostazafan Foundation. For this, the main
contributions of the article are (1) identifying the main e�ective human resource performance indicators using the Delphi method
and (2) presenting an integration framework using multi-criteria decision-making according to the determined indicators.  e
target population of the study was the senior and middle managers of the Mostazafan Foundation.  e questionnaire was
completed by 30 experts and Cronbach’s coe�cient for the questionnaire was calculated to be 0.87. Finally, after using the fuzzy
Delphi method, the key indicators for evaluating the performance of the Mostazafan Foundation were obtained and ranked using
AHP.  e results show the ranking of indicators from the �nancial perspective: the organization’s pro�t per employee (per capita
pro�t), the organization’s income per employee (per capita income), and the cost of compensation for total services per employee;
from the customer’s point of view: the level of commitment and belonging of employees to the organization; the client’s complaint
rate and employees’ perceptions of using their capabilities in the organization; in terms of internal processes: agility in hiring the
right sta�, key employees by market standards; and in terms of growth and learning, the percentage of key employees with a
development plan, the rate of sta� with a coach, and the rate of trained sta�.

1. Introduction

Today, many organizations use various tools to measure
their performance [1] to stay competitive in their business
environment [2].  e indicators that the leaders of the
organization have always considered are �nancial indicators.
However, the changing business environment has led or-
ganizations to use new performance indicators to be ahead
of their competitors in the sea of competition [3]. On the
other hand, one of the competitive advantages in organi-
zations is human resources [4].  e management of the
human resources unit is considered the main structure of an
organization to coordinate the people of the organization to
achieve the goals and business strategies set in the

organization [5]. From the perspective of management,
human resources are the most valuable unique assets of
organizations. For this purpose, human resource manage-
ment pays more attention to people, processes, and tech-
nologies within the organization rather than to the external
environment.  is unit is a pioneer in communicating with
people [6]. In this regard, it intends to �nd ways to improve
the performance of the organization. Human resource
professionals have responsibilities such as communication
management, motivation, and leadership of the organiza-
tion. In this direction, human resource professionals focus
on statistical, computational, quantitative, and strategic
aspects of systematic human resource management [7].
 erefore, continuous improvement of organizational
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performance leads to greater organizational coordination
[8]. *is coordination can support the growth and devel-
opment program and create opportunities for organizational
excellence [9]. Without reviewing and becoming aware of
the progress and achievement of goals, and without iden-
tifying the organization’s challenges and obtaining infor-
mation about the implementation of policies, continuous
performance improvement will not be possible. All of the
above is not possible without measurement and evaluation,
so performance appraisal issues can be viewed from different
angles [10].

*e modern perspective aims at training, growth, and
development of evaluated capacities, improving individuals’
and organizations’ performance, providing consulting ser-
vices and public participation of stakeholders, and creating
motivation and responsibility for improving the quality and
optimization of activities and operations [11]. Its basis is to
identify the strengths and weaknesses of organizational
excellence. *e origin of this view is contemporary re-
quirements and develops into a systematic evaluation of
performance using modern techniques and methods [12].
*e area covered by performance measurement can be the
macro level of an organization, a unit, a process, and staff
[13]. If the level of performance appraisal includes only
individuals, as is common in human resource management,
it is done with different criteria in organizations. Although
seemingly doing the work, the organization, the individuals,
or the organizational unit are only a part of the whole
system, and the conditions of other components must also
be considered [14]. Paying attention to the organization’s all-
inclusive criteria and strategies, and aspirations are one of
the components of a comprehensive performance man-
agement system. Such an approach to performance appraisal
will be realistic, equitable, reliable, progressive, and dynamic
[15].

*e main objective of the present study is, considering
the importance of this issue, we seek to find out the most
important key indicators of human resource performance
for designing a business dashboard based on multi-criteria
decision-making in the Mostazafan Foundation. *erefore
the main contribution of the article is as follows [16]:

(i) Identifying main effective human resource perfor-
mance indicators using the Delphi method

(ii) Presenting an integration framework using multi-
criteria decision-making according to the deter-
mined indicators

*e remaining of the article is organized as follows:
Section 2 presents literature review and research gap. Section
2 presents problem statement and solution approach. Sec-
tion 3 presents the main findings of the article and finally,
Section 4 presents an overall conclusion and further research
for future study.

2. Literature Review

2.1. Review. *is section reviewed previous work related to
the main subject of this research. For example, Dincer and
Hacioglu [17] point out that service companies need to be in

a dynamic structure to compete in the business environ-
ment. A dynamic structure creates skilled employees and
talented managers who work together to develop effective
strategies for global competition.*e purpose of this study is
to investigate the results of banking performance in Turkey
based on the level of customer service and satisfaction in
services provided using the fuzzy VIKOR approach and
hierarchical analysis process method that analyzes the
performance of the Bank of Turkey. In order to obtain data
dynamics, customer satisfaction competency has been
identified as reference point for experts. Findings such as
experimental results confirm that the performance results
are from different banks in terms of customer satisfaction
and types of ownership. *e straightforward basic conclu-
sion is about the appropriate facilities of state-owned banks
as opposed to private banks. To this end, effective customer
service in the performance appraisal process has a strategic
role in adopting appropriate competitive strategies. In this
research, fuzzy data has been used to analyze the results.
Linden [7] states in his research that the business process
management system is often focused on controlling flow
management. According to resource management, language
modeling is mainly based on human resource allocation. At
runtime, resource allocation is at the management level. To
meet the need for more capabilities in global resource
management, this study refers to the integration of inter-
active dashboards in a resource-aware business process
management platform. Together with the appropriate
methodology, this framework provides macro perspectives
on the right job to increase decision support on human and
non-human resource management. Ming et al. [18] pre-
sented a new method for evaluating performance and
solving complex fuzzy multi-criteria decision-making
problems based on a combination of VIKOR and sets of
fuzzy numbers with interval values. *e problem of per-
formance appraisal often arises in complex implementation
processes in which multiple evaluation criteria, theoretical/
objective evaluations, and fuzzy conditions must be con-
sidered and managed simultaneously. *is article forms
theoretical, inaccurate, and uncertain processes with the
help of linguistic terms in the form of fuzzy numbers, be-
cause fuzzy theory can be a suitable tool for working with
such uncertain cases. However, presenting linguistic terms
in the form of ordinary fuzzy series is not clear enough.
Fuzzy number sets with interval values have more flexibility
and can better represent the generated vague and ambiguous
results and be a more accurate model. *is article discusses
fuzzy numbers with VIKOR interval values, [19] the purpose
of which is to solve multi-criteria decision-making prob-
lems. Also, the weight and implementation of various cri-
teria using the concepts of sets of fuzzy numbers have equal
interval values. In order to prove the effectiveness of this
research method, it has been used to evaluate the perfor-
mance of the three main intercity bus companies that use the
intercity public transportation system. Mohammad and
Somayeh [20] have studied the role of balanced scorecard in
evaluating the performance of managers of higher education
institutions in Bushehr. *e performance of higher educa-
tion institution managers was examined from four aspects of
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financial indicators, customer retention, internal processes,
and the process of growth and learning. *e research
method was a descriptive survey. *eir statistical population
was 136 deputies and managers of higher education de-
partments, of which 115 species were randomly selected as a
sample in this study. *e obtained data were analyzed using
SPSS software and statistical method of mean and ANOVA
by balanced scorecard. Reference [21] dealt with the impact
of implementing a human resource information system on
human resource managers’ decision-making through the use
of business intelligence tools, such as reports, analysis,
dashboards, and benchmarks or actions they have paid. In
this study, a quantitative methodological approach was
conducted based on the results of a survey of 43 CEOs and
human resource managers, data analysis methods, corre-
lation coefficient, and regression analysis using SPSS soft-
ware. *e findings of this study provide significant insights
into the subject, which show that the information collected
by business intelligence tools from the human resources
system influences human resource managers’ decision-
making and the organization’s performance. Reference [22],
in their research, identified the key indicators that should be
used in production dashboards. *ey also identified other
types of indicators. *ey acknowledged that the dashboard
design was different from other display systems. Reference
[23] research is to determine whether there is a difference in
the field of human resources between domestic and foreign
companies in South Africa because companies from de-
veloped countries are more successful in this field. Survey
responses were collected from 61 domestic companies and
57 foreign companies with more than 200 employees. From
the findings, it seems that foreign companies are more in-
volved in having a written mission statement, business
strategy, and human resource management, which leads to
improved performance in employees and reduced operating
costs for such companies compared with local companies.
Sirous and Soltanzadeh [10], in their research, presented a
quantitative model for evaluating system performance.*eir
model identifies factors affecting performance and the re-
lationship between them and measures performance by
considering relevant factors and a hierarchical analysis
process. However, this model has limitations concerning
measuring instruments. Irajpour et al. [24] identified and
prioritized organizational performance evaluation indica-
tors based on sustainable balanced scorecard methods.
*erefore, first, a list of related indicators was extracted
using a review of the existing literature and then reviewed by
the experts of this company, and the final model was pro-
posed. *e results indicate that the flow of liquidity is the
priority and the order of air pollution and increasing
workforce skills are the following priorities. *e proposed
model shows that performance indicators can be integrated
with different dimensions of stable balanced scorecard using
the fuzzy ANP technique. Nekoei Moghadam et al. [25]
designed a human resources dashboard. *e fuzzy Delphi
method and then a mathematical model based on ANFIS
(adaptive neural fuzzy inference system) have been used to
modify the conceptual model and elements. *e statistical
sample is the human resources staff of SEPAHBank, and 132

staff members were selected with Cochran’s formula for the
classified questionnaire. *e questionnaire consisted of 61
questions based on the indicators of the customer and fi-
nancial perspectives. In the customer model, growth and
learning with 0.40 progress have a positive effect on output;
the internal process with 0.60 progress shows a positive
impact on the output. In the financial model, growth and
learning have a negative impact on output with a decrease of
0.29; the internal process shows a negative impact on output
with a decrease of 0.14. *e results show that the perfor-
mance for the first output (customer) is 38.80 and for the
second output (financial) is 39.00 (in the range of 0–100).
*e numbers that indicate performance are 50 for the first
element and 50 for the second element. Reference [26] stated
in their research that today the data sources of multiple
companies are large and complex. For this reason, the
problem in these organizations is the collection of data that
makes it sound at the right time and for the right person
whose value is being exploited. To this end, there is a need to
analyze the data to provide an overview of the data from the
company’s raw information, operational, and useful infor-
mation to help monitor the project and make decisions. In
this research, a combination of three business process
modules (multiple actors and data sources) has presented a
suitable method to support decision-making processes using
information technology. *e primary purpose of this study
is to extract key performance indicators from different data
sources and use business techniques, including data visu-
alization techniques and a management dashboard. Moons
et al. [27] presented a rigorously defined logistics perfor-
mance measurement framework to evaluate the efficiency of
logistics processes in operating rooms. *e analytic network
process (ANP) is utilized as a popular multi-criteria deci-
sion-making (MCDM) technique to provide effective de-
cision-support models. Modak et al. [28] presented A BSC-
ANP approach to organizational outsourcing decision
support in the real-world application. In this article, BSC
considers elements of decision-making for organizational
performance evaluation. Findings show that the proposed
approach can help in determining the best outsourcing
strategy for an organization. Yang and Lee [29] developed a
map strategy for forensic accounting with fraud risk man-
agement. For this, consider an integrated balanced score-
card-based decision model. BSC considers elements of
decision-making for forensic accounting (FA) measure-
ment. DEMATEL-ANP captures the interrelations in a
strategy map for fraud risk management. Finally, the priority
significant indicators to promote fraud risk management are
selected. Also, a decision model is developed to provide
information for FA technology implementation. Abedian
et al. [30] determined the best combination of perspective
indicators of the balanced scorecard by using game theory.
In this article, a mathematical model was employed to de-
termine the equilibrium among the four perspectives of the
balanced scorecard (BSC) as four players in a cooperative
game to specify the relationship among indicators in the
strategy map of Esfahan Steel Complex Company. Huynh
et al. [31] created a strategic performance management
model for enterprises investing in coastal urban projects
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toward sustainability. For this, in the article, a strategic
management tool was developed by integrating the balanced
scorecard (BSC), analytic network process (ANP), and de-
cision-making trial and evaluation laboratory (DEMATEL)
methods. Nour et al. [32] verified the impact of applying a
balanced scorecard on earnings quality controlled by the
Firm (Bank) size of banks listed on the Palestine Exchange
during the 2011–2019 period. To achieve this objective, a
panel model relating to the dependent variable (earnings
quality) and independent variables (balanced scorecard
components) with the control variable (Firm size) was es-
timated. *e results showed a statistically [33] significant
negative effect of customer perspective (CUS) on earnings
quality (EQ); a statistically significant positive effect of in-
ternal business process perspective (IBP) on earnings quality
(EQ); and a statistically significant positive effect of Firm size
(FS) on earnings quality (EQ). Mohammed et al. [34] studied
the impact of the management accounting system (MAS) on
the circular economy by adopting the agile-adaptive bal-
anced scorecard (AABSC) as a mediating factor for this
relationship. *e purpose of this study is to recommend the
problems of the circular economy represented in waste of
resources and air pollution, in addition to innovation,
customer satisfaction, and internal operations problems. A
dual approach was applied which are structured equation
model (PLS-SEM) and artificial neural network (ANN)
approach.

2.2. Research Gap. According to the above-mentioned
studies, previous research has mostly used prioritization for
predetermined indicators. Based on the acquired knowledge,
for implementation in an organization, extraction of the
index has been done less among experts, because the use of
predetermined indicators may not have coordinated with
the organization. To overcome this problem, in this research,
first, indicators are identified using the Delphi method, then
they are prioritized using decision-making methods. In
Table 1, previous research literature is categorized.

3. Problem Statement

3.1. Picture of Problem Statement. *e study population
consisted of experts from senior and middle managers and
human resources specialists of the Mostazafan Foundation.
According to the required characteristics of experts, in-
cluding a master’s degree or higher or a bachelor’s degree
with more than 15 years of experience in the Foundation for
the Underprivileged, familiar with the balanced scorecard,
strategy concepts, and sufficient knowledge of the conditions
of the Mostazafan Foundation and its strategies; aware of
evaluating organizational performance and key performance
indicators; aware of human resource management knowl-
edge; 30 people with this features were identified as a panel
of experts. To prepare the literature in the present study, we
used library studies including books, articles, journals, re-
search reports, and existing documents. Also, we used the
Internet and collected data from a closed questionnaire with
a standard scale (validity and reliability). To send and collect

data, we applied direct references. In general, in collecting
information in the stage of identifying the indicators, three
methods such as documentary, Delphi, and survey studies,
have been used, and there is a kind of trinity.

In order to collect information, prepare a theoretical
framework, study the thoughts and intellectual develop-
ments, and different perspectives, the documentary method
has been used and referring to all available sources and
references. In most multi-criteria decision-making issues,
indicators must first be collected and identified. After the
initial identification of indicators, using the fuzzy Delphi
method and Delphi steps, until the threshold and the col-
lective agreement of experts, the indicators were approved.
Experts expressed their agreement through verbal variables
such as strongly agree, agree, neither agree nor disagree,
disagree, and strongly disagree. In Figure 1, conceptual
model of the research is depicted.

To implement the proposed framework, the key indi-
cators of the balanced scorecard dimensions are first de-
termined using regular Delphi meetings with experts. *en,
for the second round of Delphi, confidential meetings were
held with each of the experts to determine the most im-
portant indicators for evaluation [20]. Finally, by deter-
mining the indicators, their ranking is done using the AHP.

3.2. Solution Approach

3.2.1. Balanced Scorecard (BSC). A balanced scorecard is a
strategy performance management tool, a well-structured
report, that can be used by managers to keep track of the
execution of activities by the staff within their control and
to monitor the consequences arising from these actions
[20]. *e phrase “balanced scorecard” primarily refers to a
performance management report used by a management
team, and typically this team is focused on managing the
implementation of a strategy or operational activities—in a
2020 survey 88% of respondents reported using balanced
scorecard for strategy implementation management, 63%
for operational management. Balanced scorecard is also
used by individuals to track personal performance, but this
is uncommon—only 17% of respondents in the survey use
balanced scorecard in this way, however, it is clear from the
same survey that a larger proportion (about 30%) use
corporate balanced scorecard elements to inform personal
goal setting and incentive calculations. *e critical char-
acteristics that define a balanced scorecard are [1] as
follows:

(i) Its focus on the strategic agenda of the organization/
coalition concerned

(ii) A focused set of measurements to monitor per-
formance against objectives

(iii) A mix of financial and nonfinancial data items
(originally divided into four “perspectives” as Fi-
nancial, Customer, Internal Process, and Learning
and Growth)

(iv) A portfolio of initiatives designed to impact per-
formance of the measures/objectives
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Balanced scorecard was initially proposed as a general-
purpose performance management system. Subsequently, it
was promoted specifically as an approach to strategic per-
formance management. Balanced scorecard has more re-
cently become a key component of structured approaches to
corporate strategic management. Two of the ideas that
underpin modern balanced scorecard designs concern
making it easier to select which data to observe, and ensuring
that the choice of data is consistent with the ability of the
observer to intervene [27].

3.2.2. Fuzzy Delphi Method. *e Delphi method is named
after a Greek oracle who had the ability to predict the future.
As a research methodology, it was first developed and de-
scribed in the 1950s with the goal of forecasting and building
consensus among a panel of national defense experts who
were asked to identify targets in the United States that might
be bombed during the Cold War [36]. Researchers needed
an alternative to the shortcomings of traditional forecasting
methods, such as quantitative modeling and trend extrap-
olation. Over the past 60 years, the method has been widely
applied in business, economics, public policy, and other
fields that rely on projections and expert opinions [37].

*ere is considerable variability in Delphi designs, and
many authors fail to fully describe or provide a rationale for
their methods. As described in detail below, Delphi

designers should be prepared to defend their methodological
steps (i.e. processes for protocol development, defining
panelists, measuring consensus, and reporting results).
Furthermore, methodological decisions should align with
any resulting claims. If the Delphi is intended to generate
“generalizable knowledge” for consumption by a wide au-
dience, researchers should adopt high levels of rigor and be
clear in the reporting of their methodology; however, when
used for local consensus building purposes, certain short-
cuts might be reasonable [38].

3.2.3. Analytic Hierarchy Process (AHP). Analytic hierarchy
process (AHP) is a well-known multi-criteria decision-
making (MCDM) method in industries [39]. AHP is based
on pairwise comparisons of alternatives and factors [14]. In
this article, the weights of the alternatives and then their rank
are determined using the AHPmethod.*e steps of the AHP
method are described as follows:

(i) Step 1: pairwise comparison matrix
According to the experts’ opinions building a
pairwise comparison matrix, for alternatives.

Dn×m �

d11 · · · d1n

⋮ ⋱ ⋮

dn1 · · · dnm

⎡⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎣

⎤⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎦. (1)

Table 1: Literature categorized.

Author
Solution approach Set type

Case study
VIKOR AHP BSC ANP DEMATEL GT1 ANN SEM Certain Uncertain

Dincer and Hacioglu [17] ∗ ∗ ∗ ∗
Ming et al. [18] ∗ ∗ ∗
Sirous and Soltanzadeh [20] ∗ ∗ ∗
Irajpour et al. [24] ∗ ∗ ∗ ∗
Moons et al. [27] ∗ ∗ ∗
Modak et al. [28] ∗ ∗ ∗ ∗
Yang and Lee et al. [34] ∗ ∗ ∗ ∗
Abedi et al. [1] ∗ ∗ ∗ ∗
Mohammed et al. [33] ∗ ∗ ∗
In this research ∗ ∗ ∗ ∗

Determining BSC indicators according to the Delphi
method 

Comparison matrix

AHP method

Ranking of the indicators

Figure 1: Conceptual model.
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(ii) Step 2: normalized pairwise comparison matrix (N)

It is calculated by equation (9).

N �

d11′ · · · d1n
′

⋮ ⋱ ⋮

dn1′ · · · dnn
′

⎡⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎣

⎤⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎦
, dij
′ �

1


j
i�1 dij

. (2)

(iii) Step 3: computation of the factor weights.

V �

v1

⋮

vn

⎡⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎣

⎤⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎦

,

Vj �


n
i�1 dji
′

n
,

V′ � NV �

v1′

⋮

v2′

⎡⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎢⎣

⎤⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎥⎦

.

(3)

N is the matrix order and V′ is the factor weight matrix.
Also, in this study, for AHP considered, a questionnaire

was prepared and distributed among experts after identi-
fying the indicators with the Delphi method. *e ques-
tionnaires are in the form of pairwise comparisons, which
are in several levels and according to their higher level, and
the experts show the importance of each index with each
other in pairs and with numbers between 1 and 9. After that,
each index’s weighting and the weight of each index were
obtained using the analytic hierarchical process.

4. Results

According to the identification of key indicators of human
resource performance in four perspectives of the balanced
scorecard, we used the approach of analytic hierarchical
process and prioritized the key indicators of human resource
performance based on the balanced scorecard approach in
the Mostazafan Foundation. For this purpose, a pairwise
comparison questionnaire was prepared and sent to 30
experts. In the following, we presented the results in each of
these scenes.

4.1. Financial View. In this perspective, four criteria of the
organization’s income per employee (per capita income), the
organization’s profit per employee (per capita profit), the
cost of compensation for total services per employee, and per
capita welfare costs are considered. According to the analytic
hierarchical process, the relevant criteria were ranked, which
are described in Tables 1–3.

In Table 1, we consider the sum of each column and
divide each element by it, which is called normalizing the
column of the matrix. *e results are shown in Table 2.

By normalizing the row of results in Table 3, the weight
of each criterion in Table 4 is obtained.

*e prioritization of financial perspective indicators is
shown in Figure 2.

Based on Table 4 and Figure 2, the priority of key in-
dicators of human resource performance to evaluate the
performance of theMostazafan Foundation in financial view
was determined as follows:

(1) Profit of the organization for each employee (per
capita profit): 63%

(2) Organization income per employee (per capita in-
come): 22%

(3) Compensation cost of total services for each em-
ployee: 8%

(4) Per capita welfare expenditure: 6%

4.2. Customer View. In this perspective, three criteria are
considered: the degree of commitment of employees to the
organization, employees’ perception of using their capa-
bilities in the organization, and the client’s complaint rate.
According to the analytic hierarchical process, the relevant
criteria were ranked. Tables 5–7 are described.

In Table 5, we divide each operation by the sum of the
column numbers and normalize the column and the results
are provided in Table 6.

By normalizing the row of results in Table 6 and per-
forming the relevant calculations, the final weights of each
index were determined and given in Table 7.

*e prioritization of customer perspective indicators is
shown in Figure 3.

Based on Table 6 and Figure 3, the priority of key
performance indicators of human resources to evaluate the
performance of the Mostazafan Foundation in the customer
perspective were identified as follows:

(1) Employee commitment to the organization: 66%
(2) Employees’ perception of using their capabilities in

the organization: 65%
(3) Customer complaint rate: 23%

4.3. Internal Processes View. In this perspective, eight cri-
teria were examined, which were: duration of the re-
cruitment process, key staff turnover rate, staff turnover
rate, number of HR staff to total employees, number of
operational plans implemented to total plans extracted
from Human resource strategies, the percentage of adap-
tation of new employees, agility in hiring qualified per-
sonnel, and the distance of compensation for services to
market standards.

According to the hierarchical analysis process, the rel-
evant criteria were ranked, which are described in
Tables 8–10.
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In Table 8, we divide each component by the sum of the
column numbers and normalize the column and the results
are provided in Table 9.

By normalizing the row of results in Table 9 and per-
forming the relevant calculations, the final weights of each
index were determined and given in Table 10.

Prioritization of perspective indicators of internal pro-
cesses is shown in Figure 4.

Based on Table 10 and Figure 4, the priority of key
indicators of human resource performance to evaluate the
performance of the Mostazafan Foundation in terms of
internal processes was identified as follows:

(1) Agility in hiring qualified personnel 19%
(2) Key employee dismissal rate 18%
(3) Service compensation gap with market standards

17%
(4) Adaptation rate of new employees 15%
(5) Recruitment process time 11%
(6) Number of employees of human resources unit to

total employees of the organization 10%
(7) Employee leave rate 6%

(8) Number of operational plans implemented to the
total plans extracted from human resource strategies
55%

4.4. Growth and Learning View. In this perspective, the
criteria were the attainment of managerial positions
(middle managers) by the current employees of the
company, the percentage of planned horizontal promotion,
the time required to qualify for promotion, the effectiveness
of training, per capita training (training hours), trained
staff rate, staff rate with a coach, managers who have
completed the performance management course, the
percentage of key employees with a development plan, and
the percentage of development programs implemented,
which is given in Table 11 of the experts’ opinions
according to the results.

In Table 11, we divide each operation by the sum of the
column numbers and normalize the column and the results
are presented in Table 12.

By normalizing the row of results in Table 12 and
performing the relevant calculations, the final weights of
each index were determined and given in Table 13.

Table 2: Basic table of analytic hierarchical process in financial perspective.

Per income Per profit Per capita welfare costs Service reimbursement fee
Per income 1 0.2 7 2
Per profit 5 1 9 6
Per capita welfare costs 0.14 0.11 1 1
Service reimbursement fee 0.5 0.16 1 1

Table 3: Normalization table of analytic hierarchical process in financial perspective.

Per income Per profit Per capita welfare costs Service reimbursement fee
Per income 0.15 0.14 0.39 0.2
Per profit 0.75 0.68 0.5 0.6
Per capita welfare costs 0.02 0.07 0.06 0.1
Service reimbursement fee 0.08 0.11 0.06 0.1

Table 4: Weight of criteria in financial view.

Per income Per profit Per capita welfare costs Service reimbursement fee
0.219 0.633 0.063 0.085

0
10
20
30
40
50
60
70

per income per profit per walefare
costs

Service fee

22%

63%

6% 8%

(%)

Figure 2: Weight of criteria from financial perspective.
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Prioritization of growth and learning view indicators is
shown in Figure 5.

Based on Table 13 and Figure 5, the priority of key
indicators of human resource performance to evaluate the
performance of the Mostazafan Foundation in terms of
growth and learning were identified as follows:

(1) Percentage of key employees with 26% development
plan

(2) *e rate of employees with a coach is 23%
(3) 11% trained staff rate
(4) Effectiveness of training 9%
(5) Time required to qualify for 8% promotion
(6) Percentage of planned horizontal upgrade 6%
(7) Achieving managerial positions (middle managers)

by the current employees of the company 5%
(8) Percentage of implemented development programs

5%
(9) Per capita education (person training hours) 4%
(10) Managers who have completed the performance

management course 4%

5. Managerial Insights and
Practical Implications

*e balanced scorecard model or the balanced evaluation
model is a method for turning strategy into action, in other
words, this model is a method for operationalizing the ideal,
mission, and strategies of organizations, and the company’s
future perspective is the main area of balanced evaluation
model investigations. *e balanced scorecard did not have a

control role and its criteria are not used to describe past
performance, but these criteria are a tool to explain the
organization’s strategy, which enables the achievement of
organizational goals by coordinating activities at various
levels of the organization. In this research, factors affecting
human resources in the Mostazafan Foundation have been
investigated in four dimensions. *ese four dimensions are
Financial view, Customer view, Internal process view, and
Growth and learning view. In all four dimensions, while
determining the key criteria affecting the performance of
human resources, the priority of each of them has been
determined by theMostazafan Foundation. According to the
results of ranking the indicators, the first three important
indicators in each perspective were listed below.

5.1. Financial Perspective

(i) Profit of the organization for each employee (per
capita profit)

(ii) Income of the organization per employee (per capita
income)

(iii) *e cost of total service compensation for each
employee

5.2. Customer Perspective

(i) *e degree of commitment and belonging of em-
ployees to the organization

(ii) Employees’ perception of using their capabilities in
the organization

(iii) Client complaint rate

Table 5: Matrix of pairwise comparisons of criteria in the customer perspective.

Client complaint
rate

Employee commitment and
belonging

Employee perception to use
capability

Client complaint rate 1 0.25 9
Employee commitment and
belonging 4 1 9

Employee perception to use
capability 0.11 0.11 1

Table 6: Normalization table of analytic hierarchical process in customer perspective.

Client complaint
rate

Employee commitment and
belonging

Employee perception to use
capability

Client complaint rate 0.20 0.18 0.47
Employee commitment and
belonging 0.78 0.74 0.47

Employee perception to use
capability 0.02 0.08 0.05

Table 7: Weights obtained from the hierarchical analysis process in the customer perspective.

Employee perception to use capability Employee commitment and belonging Client complaint rate
0.65 0.664 0.23
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5.3. Perspectives on Internal Processes

(i) Agility in hiring the right staff
(ii) Drop rate of key employees
(iii) Service compensation gap with market standards

5.4. Perspective of Growth and Learning

(i) Percentage of key employees with a development plan
(ii) Rates of employees with a coach
(iii) Rate of trained staff

0

0.1

0.2

0.3

0.4

0.5

0.6

0.7

Employee
perception to use

capability
Employee

commitment Client Complaint
Rate

Figure 3: Weight of criteria in the customer perspective.

Table 8: Matrix of pairwise comparisons of criteria in terms of internal processes.

Duration of
the

recruitment
process

New
employee
compliance

rate

Key
staff
leave
rates

Number of
employees of
the human

resources unit
to the total
number of
employees

Employee
leave rate

Service
compensation

gap with market
standards

Agility
in hiring
the right
force

Number of
operational

plans executed
to the total
number of
programs

Duration of the
recruitment
process

1 0.2 7 2 7 0.33 0.2 1

New employee
compliance rate 5 1 9 6 0.33 0.33 0.2 1

Key staff leave rates 0.14 0.11 1 1 4 7 0.2 9
Number of
employees of the
human resources
unit to the total
number of
employees

0.5 0.16 1 1 1 0.33 5 1

Employee leave
rate 0.14 3 0.25 1 1 0.33 0.2 1

Service
compensation gap
with market
standards

3 3 0.14 3 3 1 3 3

Agility in hiring the
right force 5 5 5 0.2 5 0.33 1 5

Number of
operational plans
executed to the
total number of
programs

1 1 0.11 1 1 0.33 0.2 1
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Table 9: Normalization table of hierarchical analysis process in terms of internal processes.

Duration of
the

recruitment
process

New
employee
compliance

rate

Key
staff
leave
rates

Number of
employees of
the human

resources unit
to the total
number of
employees

Employee
leave rate

Service
compensation

gap with market
standards

Agility
in hiring
the right
force

Number of
operational

plans executed
to the total
number of
programs

Duration of the
recruitment
process

0.06 0.01 0.25 0.13 0.31 0.03 0.02 0.05

New employee
compliance rate 0.32 0.07 0.38 0.39 0.01 0.03 0.02 0.05

Key staff leave rates 0.01 0.01 0.04 0.07 0.18 0.7 0.02 0.41
Number of
employees of the
human resources
unit to the total
number of
employees

0.03 0.01 0.04 0.07 0.04 0.03 0.5 0.05

Employee leave
rate 0.01 0.22 0.01 0.07 0.04 0.03 0.02 0.05

Service
compensation gap
with market
standards

0.19 0.22 0.01 0.2 0.13 0.1 0.25 0.14

Agility in hiring the
right force 0.32 0.37 0.21 0.01 0.22 0.03 0.1 0.23

Number of
operational plans
executed to the
total number of
programs

0.06 0.07 0.00 0.07 0.04 0.03 0.02 0.05

Table 10: Weights obtained from the hierarchical analysis process in terms of internal processes.

Duration of the
recruitment
process

New employee
compliance

rate

Key
staff
leave
rates

Number of employees
of the human

resources unit to the
total number of

employees

Employee
leave rate

Service
compensation gap

with market
standards

Agility in
hiring the
right force

Number of
operational plans

executed to the total
number of programs

0.115 0.154 0.179 0.097 0.056 0.169 0.187 0.044
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Figure 4: Weight of criteria in terms of internal processes.
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6. Conclusion and Outlook

For this purpose, according to the Analytic Hierarchy
Process (AHP), ranking was done in each of the landscapes.
According to the results of ranking the indicators, important
indicators in each perspective are as follows:

(i) Financial views were determined as follows: (1)
profit of the organization for each employee (per
capita profit): 63%; (2) organization income per
employee (per capita income): 22%; (3) compen-
sation cost of total services for each employee: 8%;
and (4) Per capita welfare expenditure: 6%.

(ii) Customer perspectives were identified as follows: (1)
employee commitment to the organization: 66%; (2)
employees’ perception of using their capabilities in
the organization: 65%; and (3) Customer complaint
rate: 23%.

(iii) Internal processes were identified as follows: (1) agility
in hiring qualified personnel: 19%; (2) key employee
dismissal rate: 18%; (3) service compensation gap with
market standards: 17%; (4) adaptation rate of new
employees: 15%; (5) recruitment process time: 11%;
(6) number of employees of human resources unit to
total employees of the organization:10%; (7) employee
leave rate: 6%; and (8) number of operational plans
implemented to the total plans extracted from human
resource strategies: 55%.

(iv) Finally, growth and learning were identified as
follows: (1) percentage of key employees with 26%
development plan; (2) the rate of employees with a
coach is 23%; (3) 11% trained staff rate; (4) effec-
tiveness of training 9%; (5) time required to qualify
for 8% promotion; (6) percentage of planned hor-
izontal upgrade 6%; (7) achieving managerial po-
sitions (middle managers) by the current employees
of the company 5%; (8) percentage of implemented
development programs 5%; (9) per capita education
(person training hours) 4%; and (10) managers who
have completed the performance management
course 4%.

As it turned out, the “total service reimbursement cost
per employee” index has the third priority among financial
perspective indicators. *is result is in line with decisions
related to targeting costs by the organization’s senior
management. *e two indicators of “agility in hiring
qualified personnel” and “remuneration gap with market
standards” were identified as the most important key in-
dicators of human resource performance in terms of internal
processes. *is result is in line with the strategic goal of
“attracting, retaining, and developing human resources” as
one of the two strategic goals of human resources in the
Mostazafan Foundation. Also, the index of “key employee
leave rate” was among the eight indicators of the perspective
of internal processes in the second priority. *is result is in

Table 13: Weights obtained from the hierarchical analysis process in terms of growth and learning.

Percentage of
development
programs
implemented

Time
required
to qualify

Percentage
of planned
horizontal
upgrades

Acquisition of
managerial
positions by
current

employees

Managers who
have completed
a course in
performance
management

Rates of
trained
staff

Percentage of
key employees

with a
development

plan

Per capita
education

Staff
rates
with a
coach

Training
effectiveness

0.57 0.15 0.14 0.21 0.039 0.73 0.261 0.4 0.229 0.89

0.57

0.15 0.14
0.21

0.039

0.73

0.261

0.4

0.229

0.89

0
0.1
0.2
0.3
0.4
0.5
0.6
0.7
0.8
0.9

1

Pe
rc

en
ta

ge
 o

f
de

ve
lo

pm
en

t..
.

Pe
rc

en
ta

ge
 o

f
pl

an
ne

d.
..

A
cq

ui
sit

io
n 

of
m

an
ag

er
ia

l..
.

M
an

ag
er

s w
ho

 h
av

e
co

m
pl

et
ed

...

Ra
te

s o
f t

ra
in

ed
 st

af
f

Pe
rc

en
ta

ge
 o

f k
ey

em
pl

oy
ee

s..
.

Pe
r c

ap
ita

 ed
uc

at
io

n

St
af

f r
at

es
 w

ith
 a 

co
ac

h

Tr
ai

ni
ng

 ef
fe

ct
iv

en
es

s

Ti
m

e r
eq

ui
re

d 
to

qu
al

ify

Figure 5: Weight of criteria in terms of growth and learning.
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line with the policies of the Mostazafan Foundation re-
garding “leaving the service of key employees” as one of the
strategic indicators of the company. It should be noted that
in this article, the issue of social responsibility based on
Alvani et al. [6] in the context of sustainable development
has been studied, which is not mentioned in this article.
Suggestion for further research is that it is possible to assess
the impact of the considered factors on human resources by
using structural equations model.
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*e data are collected from the real case and are available in
the article.
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