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ABSTRACT

This study aimed to 1) study the process of performance appraisal of the staff of the
Waterworks Authority Region 9, 2) examine the success of the performance appraisal using the
Balanced Scorecard (BSC) and basing on the Competency, and 3) investigate the relationships
between the assessors and staff’s factors and the success of the performance appraisal using the
Balanced Scorecard (BSC) and basing on the Competency. The samples were 408 staff members
divided into 3 groups: 27 managers/directors, 81 foremen, and 300 officers of the Waterworks
Authority Region 9. The data collection tool was a questionnaire survey. The data was processed
using SPSS for Windows. In addition, the statistical methods utilized were frequency, percentage,
average, standard deviation, and Pearson product-moment correlation coefficient.

According to the BSC appraisal, one of its objectives was to create sustainable
success; therefore, the BSC has specified the key performance indicators to cover all aspects. The
findings indicated that the Waterworks Authority Region 9 had the key indicators covering all
aspects and distributed the weights of the indicators to all of its branches. Thus, it can be
concluded that they have achieved the objectives of the performance appraisal based on the BSC.
However, the acceptance of the results of the appraisal has not been successful because each
assessor had different scores despite the fact that the staff from two sectors had the same appraisal

results. These different results were considered unfair for the staff. The assessors, therefore, had



to rate the performance of the staff from every sector according to the standards which would
make the appraisal reliable. In consequence, the staff would accept the results of the appraisal.

Concerning the factors related to the assessors, it was found that the managers/directors
of each sector of the Waterworks Authority Region 9 acted as the assessors which could be
considered as the crucial factor causing the errors in the staff appraisal using the BSC. These
errors were caused by these assessors who tried to please their staff. In addition, though some
sectors had specified the standards, they did not use these standards when assessed the staff.
Instead, they relied on their instinct. For the factors related to the staff who were assessed, it was
found that the problems included the staff had negative attitudes towards the results of the
appraisal, they did not trust the appraisal system, and some of them thought that the appraisal was
unfair. Also the staff usually expected to get the raise but did not want to know the results of the
appraisal, that is their weaknesses, which defeated the main objective of the appraisal.

Finally, in testing the Hypothesis it was found that the correlation between the assessors
and staff’s factors and the success of the performance appraisal using the BSC was low (the

coefficient = 0.216*). Because the coefficient was low, the Hypothesis was rejected.



