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Abstract

This study aimed to introduce the Balanced Scorecard (BSC), which is considered one of the
performance evaluation tools that still requires further clarification to facilitate its application. The
study proposed a framework for the Balanced Scorecard that can be applied to Damietta Container
& Cargo Handling Company. This framework includes four key perspectives: the financial
perspective, the internal operations perspective, the customer perspective, and the learning and
growth perspective. Indicators were estimated under each of these four perspectives wherever
possible, while highlighting the indicators that could not be assessed due to limitations in the
available data, with a recommendation to include them when preparing the company’s annual
Balanced Scorecard.

The rationale for choosing this topic lies in emphasizing the importance of applying the Balanced
Scorecard to Damietta Container & Cargo Handling Company, then selecting the appropriate
indicators within each perspective in line with the company’s nature of business and estimating
these indicators. The Balanced Scorecard model is not a rigid template that can be applied
uniformly across all organizations, nor even across a specific industry. Rather, each organization
develops a performance model suited to its mission, culture, strategy, and unique characteristics.
Accordingly, the study problem stems from the lack of comprehensiveness in the current
performance evaluation system applied at Damietta Container Terminal.

The study adopted the descriptive-quantitative approach by analyzing data extracted from the
company’s records and its various departments, as well as conducting comparisons to reach the
desired results for the fiscal year 2023/2024. This was done by linking theory with practice.

The study reached several key findings, most importantly the proposal of a Balanced Scorecard
tailored for Damietta Container Company. It also stressed the importance of establishing a
department responsible for receiving customer complaints and building effective communication
channels with them, in order to measure the level of responsiveness to complaints. This indicator is
crucial as it reflects customer satisfaction with the provided services, and through it, the company
can enhance its performance, improve customer service, and strengthen its competitive position
among other ports. Additionally, the study emphasized the need to empower younger employees in
leadership and equipment maintenance roles to help them gain experience.
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