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Introduction 

/CPCIGOGPV�CEEQWPVKPI�RNC[U�C�UKIPKſECPV�
role in augmenting managers with valuable 
information to plan, scrutinize, examine and 
EQPVTQN�VJGKT�QRGTCVKQPU�VQIGVJGT�YKVJ�HWNſNNKPI�
VJG� FGEKUKQP�OCMKPI� RTQEGUU� GHſEKGPVN[� CPF�
GHHGEVKXGN[� 
;QWPI�� ������� %QPUGSWGPVN[�� VJKU�
has a great impact on the entire organization’s 
RTQſVCDKNKV[� 
-CRNCP� CPF�#VMKPUQP�� ������� 6Q�
elaborate on the decision-making process, 
Mendoza and Bescos (2001) indicated that 
information should have various characteristics, 
which allow managers to better identify 
problems and clearly understand their causes, 
in order to consider all existing alternatives. 
These characteristics consist of respecting the 
FGCFNKPG��RTQXKFKPI�UWHſEKGPV�FGVCKNU��TGNKCDKNKV[�
and comprehensiveness. So, managers should 
give a particular consideration to the precision of 
accounting information in order to synchronize 
different dimensions as explained by Wouters 
CPF� 8GTFCCUFQPM� 
������� 6JG[� CTIWGF� VJCV�
most management decisions have consequences 
for different dimensions (e.g., number of 

units produced, inventory levels, reliability 
of processes and service towards customers) 
that require obtaining helpful accounting 
information to translate these different 
FKOGPUKQPU�KPVQ�C�EQOOQP�ſPCPEKCN�FKOGPUKQP��
Additionally, based on the changes in the local 
and international business environment, most 
companies are trying to expand their perception 
to create ways by which they can accomplish 
competitive advantages simultaneously by 
improving the internal systems so as to monitor 
and control the companies’ activities. Thus, a 
PWODGT�QH�UVWFKGU�JCXG�FKUEWUUGF�VJG�UKIPKſECPV�
role of strategic planning in executing a mixture 
of programs that can play a part in achieving 
the overall organization’s mission and attaining 
its objectives (Hodgetts and Luthans 2003, 
#PVJQP[� CPF� )QXKPFCTCLCP� ������ $TQEM�
and Barry 2003. Neigher 2003, houben et 
al 1999, Tanabe et al 2003, Kim et al 2003). 
According to Hodgetts and Luthans 2003, 
strategic planning is a process that is designed 
by the company to establish an organization’s 
fundamental mission and objectives, as well as 
a plan of action to achieve these objectives. To 

(�PDLO��PVKDKDW��#JPDLO�FRP

Abstract: The major objective of this paper is to recognize how the interdependent relationship between the 
$CNCPEGF�5EQTGECTF�
$5%��CPF�UVTCVGIKE�RNCPPKPI�RTQEGUU�YQTMU�KP�5CWFK�6GNGEQOOWPKECVKQP�%QORCP[�
56%���
This study is exploratory as it gives a comprehensive overview on the telecommunication sector in Saudi Arabia 
and on a success story in the telecommunication industry in the Kingdom. The study indicates the role of executing 
VJG�$5%�CU�C�YKFG�TCPIKPI�RGTHQTOCPEG�GXCNWCVKQP�U[UVGO�KP�HQTOWNCVKPI�C�UVTCVGIKE�RNCPPKPI�RTQEGUU�YJKEJ�NGCFU�
VQ�KPXQNXKPI�VJG�$5%�KP�VJG�UVTCVGIKE�RTQITCOU��+P�EQPVTCUV��VJG�UVWF[�CNUQ�KPXGUVKICVGU�VJG�XKVCN�TQNG�QH�UVTCVGIKE�
RNCPPKPI�RTQEGUU� KP�CVVCKPKPI�$5%� VJTQWIJ�FGUETKDKPI� VJG�OKUUKQP�CPF�XKUKQP�QH� VJG�EQORCP[�YKVJ� VJG�CKO�QH�
setting the objectives that lead to deploying the key performance indicators (KPIs). This paper relies on the case 
UVWF[�OGVJQF�VJCV�YKNN�DG�CRRNKGF�KP�VJG�56%�KP�5CWFK�#TCDKC�KP�EQOOQP�YKVJ�GZRNQTCVQT[�UVWFKGU��
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CXQKF� EQPHWUKQP�� #PVJQP[� CPF� )QXKPFCTCLCP�
(1995) indicate an obvious distinction between 
strategy formulation (deciding new strategies) 
and strategic planning (implementing these 
strategies). A company that seeks to develop 
its performance measures should involve its 
strategic planning process to achieve this 
fundamental purpose.

Literature Review 
A number of efforts in the theoretical and 

empirical aspects have been done regarding 
VJG� $5%� CPF� UVTCVGIKE� RNCPPKPI�� #U� UVCVGF�
D[� 0ÓTTGMNKV� 
������� $5%� KU� QPG� QH� VJG� OQUV�
contemporary innovations in management and 
strategic management accounting that help 
OCPCIGTU� VCMG� VJGKT� FGEKUKQPU�� %TCDVTGG� CPF�
DeBusk (2008) referred to the core meaning 
QH�$5%�CU�VJG[�OGPVKQP�VJCV�$5%�KPENWFGU�MG[�
measures relating organizational performance 
and planned targets, they also mentioned the 
HQWT�RGTURGEVKXGU�QH�$5%�FKUEWUUGF�D[�-CRNCP�
CPF�0QTVQP�
�������
���ſPCPEKCN��VJG�UVTCVGI[�HQT�
ITQYVJ��RTQſVCDKNKV[��CPF�TKUM�XKGYGF�HTQO�VJG�
RGTURGEVKXG�QH�VJG�UJCTGJQNFGT��
���EWUVQOGT��VJG�
strategy for creating value and differentiation 
from the perspective of customer, (3) internal 
DWUKPGUU� RTQEGUUGU�� VJG� UVTCVGIKE� RTKQTKVKGU� HQT�
various business processes that create customer 
and shareholder satisfaction, and (4) learning 
CPF� ITQYVJ�� VJG� RTKQTKVKGU� VQ� ETGCVG� C� ENKOCVG�
that supports organizational change, innovation 
and growth.  In addition, if the companies adopt 
such a new management accounting tool that 
derived from the company’s strategy, they can 
be helpful in formulating an entire picture of the 
strategic planning process.

Furthermore, there are several contemporary 
UVWFKGU� UJQYGF� VJG� UJQTVCIG� QH� ſPCPEKCN�
performance measures and the advantages of 
CFQRVKPI�$5%�CU�C�UWDUVKVWVKQP�VJCV�ECP�UWRRQTV�
companies in developing and formulating 
strategic planning to help them achieve good 
TGVWTPU�CPF�KORTQXG�VJG�RTQſVCDKNKV[�
G�I���%TCKI�
CPF�/QQTGU�������0QTTGMNKV�������%TCDVTGG�CPF�
DeBusk 2008, Wong-On-Wing et al 2007, Lipe 
CPF� 5CNVGTKQ� ������ 8GGP�&KTMU� ������ *GPTK�
2006, Skaerbaek and Tryggestad 2009, Wouters 
CPF� 9KNFGTQO� ������ 9GIOCPP� ������� %TCKI�
CPF�/QQTGU������CTIWGF� KP� VJG� HCXQT�QH�$5%�

CPF�UCKF� VJCV� VJG�$5%�YCU�FGXGNQRGF�DGECWUG�
VJG� GZENWUKXG� TGNKCPEG� QP� ſPCPEKCN� OGCUWTGU�
KP� C�OCPCIGOGPV� U[UVGO� KU� KPUWHſEKGPV�� 6JG[�
also indicated that making a clear distinction 
between lead indicators and lag indicators will 
NGCF�VQ�C�TGURGEVCDNG�WPFGTUVCPFKPI�QH�VJG�$5%��
Financial measures are lag indicators (such 
as ROI, customer retention costs, revenue per 
employee ...etc.), and lead indicators include 
a number of measures which are related to the 
ſPCPEKCN�CPF�PQP�ſPCPEKCN�CURGEV�
K�G���TGXGPWG�
mix, new product development and customer 
UCVKUHCEVKQP���+P�C�TGEGPV�UVWF[��$5%�KPVTQFWEGF�
by Kaplan and Norton (1992) addressed 
many of the concerns raised by Hopwood 
(1972) (as mentioned in Wong-On-Wing et al 
2007).  It is a multi-dimensional performance 
OGCUWTGOGPV� U[UVGO� VJCV� KPENWFGU� ſPCPEKCN��
QWVEQOG�CPF� UJQTV�VGTO�CU�YGNN� PQP�ſPCPEKCN��
driver and long-term measures (Wong-On-
Wing et al 2007). Their study mentioned that 
C�MG[�HGCVWTG�QH�VJG�$5%�KU�KVU�GORJCUKU�QP�VJG�
linking between measures and the company’s 
strategy. It also can be expected to decrease the 
RQUUKDKNKV[�QH�FKUCITGGOGPV�CPF�EQPƀKEV�DGVYGGP�
raters (supervisors) and ratees (subordinates) 
by supporting a more general approach to 
performance evaluation. Wegmann (2008) 
RQKPVGF� QWV� VJCV� $5%� ITQWRU� VQIGVJGT� UGXGTCN�
ſPCPEKCN� CPF� PQP�ſPCPEKCN� KPFKECVQTU� FGUETKDG�
the company’s strategy (leading indicators) 
and its performances (lagging indicators). They 
further stated that currently about one American 
EQORCP[�QWV�QH�VYQ�WUGU�VJG�$5%�HQT�OGCUWTKPI�
their performance. A European inquiry shows 
that 41% of the European companies’ questions 
WUG�C�$5%�
K�G�������KP�(TCPEG���������

A number of previous studies have ex-
plained the central meaning of strategic plan-
ning and its relationships with numerous per-
URGEVKXGU� KP� FKHHGTGPV� QTICPK\CVKQPU� 
PQPRTQſV�
QTICPK\CVKQPU�� HCOKN[� ſTOU�� UWRGTOCTMGV� UGE-
tor…etc.)


#PVJQP[� CPF� )QXKPFCTCLCP� ������ 6CPCDG�
et al 2003, Dodangh et al 2010, Ronchetti 2006, 
%TCKI�CPF�/QQTGU�������-KO�GV�CN��������5VTC-
tegic planning is the process of deciding the 
programs that the organization will undertake 
and the approximate amount of resources that 
will be allocated to each program over several 
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PGZV�[GCTU�
#PVJQP[�CPF�)QXKPFCTCLCP���������
Houben et al (1999) argue that strategic man-
CIGOGPV�KPENWFGU�VJTGG�DCUKE�GNGOGPVU��PCOGN[��
the formulation of a strategy, the implementa-
tion of a strategy and the control and evaluation 
of the strategy. The second element is concerned 
with strategic planning, as most skilled manag-
ers spend their valuable time thinking about the 
future. The result may be an informal under-
standing of the future direction the company is 
going to take, or it may be a formal statement of 
plans. The formal statement of plans is called 
a strategic plan; the process of adjusting this 
statement is called strategic planning. 

*QYGXGT�� #PVJQP[� CPF� )QXKPFCTCLCP�

������EQPſTO�VJCV�C�UVTCVGIKE�RNCP�RTQXKFGU�VJG�
framework within which the operating budget 
is developed. A vital advantage of preparing a 
strategic plan is that it can help the operating 
budget work effectively. Also, strategic plan-
ning ensures an orderly, continuing process of 
consideration and commitment to certain stra-
tegic alternatives. Furthermore, the last two 
decades have witnessed the expansion of nu-
merous management philosophies, which affect 
VJG�EQORCP[ŏU�QRGTCVKQPU�CPF�KVU�QXGTCNN�RTQſV-
ability. These philosophies include Total Qual-
ity Management (TQM), Just in Time (JIT) and 
Business Process Reengineering (BPR). As 
pointed out by Ronchetti (2006), strategic plan-
ning presents a unique challenge to most orga-
nizations today, whether they are private, pub-
NKE�� QT� PQPRTQſV� ſTOU�� &GCNKPI� YKVJ� UVTCVGIKE�
RNCPPKPI�KORQUGU�UGXGTCN�SWGUVKQPU��+U�RNCPPKPI�
a science or is it an art? Should an organiza-
tion attempt to do strategic planning internally 
or should the organization depend on external 
expert? Does strategic planning consort with 
EGTVCKPV[� QT� WPEGTVCKPV[!� 6JGUG� CTG� FKHſEWNV�
questions to answer, while any strategic plan-
ning effort is extremely related to uncertainty, 
much of the uncertainty associated with strate-
gic planning can be addressed by following the 
UVTWEVWTG�QHHGTGF�D[�VJG�$5%�OQFGN���

STC: a general synopsis
Al-aklabi and Al.Allak (2011), pointed 

out that since we are living in globalization 
of economy and the contemporary age of 
information, the telecommunication industry has 

DGEQOG�VJG�HCUVGUV�ITQYKPI�CPF�OQUV�RTQſVCDNG�
form of business. Therefore, it is a fact that the 
telecommunications have become an instinctive 
part of every activity of today’s consumers which 
offer noteworthy opportunities in consort with 
challenges to telecommunication companies. 
5CWFK�6GNGEQO�%QORCP[�KU�C�NGCFKPI�RTQXKFGT�
of telecommunication services in the Middle 
East and North Africa. The company provides 
NCPFNKPG�� OQDKNG� CPF� KPVGTPGV� UGTXKEGU�� 56%�
primarily operates in Saudi Arabia where it is 
headquartered in Riyadh. 

56%� YCU� KPEQTRQTCVGF� KP� ������ HQNNQYKPI�
VJG�%QWPEKN�QH�/KPKUVGTUŏ�&GETGG�0Q������FCVGF�
23/12/1428 H, approving of the establishment 
QH�C�5CWFK�5VQEM�%QORCP[�WPFGT� VJG�PCOG�QH�
ő5CWFK� 6GNGEQO� %QORCP[Œ�� 6JG� EQORCP[�
recorded revenues of SAR 51,786.8 million 

���������� OKNNKQP�� FWTKPI� VJG� ſPCPEKCN� [GCT�
ended December 2010 (FY2010), an increase 
QH� ��� QXGT� ������ 6JG� QRGTCVKPI� RTQſV� QH� VJG�
company was SAR 10,978.3 million ($2,932 
million) in FY2010, a decrease of 14.3% over 
������ +VU� PGV� RTQſV� YCU� 5#4� �������� OKNNKQP�
($2,520.2 million) in FY2010, a decrease of 
������QXGT������
56%�YGDUKVG��#WI��������1P�
VJG�QVJGT�JCPF��CEEQTFKPI�VQ�56%�YGDUKVG��56%�
is the largest integrated telecom company in 
Saudi Arabia; it commands high market share 
and high margins in its Saudi operations. Thus, 
56%�JCU�OCFG�CESWKUKVKQPU�KP�UGXGTCN�RQVGPVKCN�
high growth markets. This will ensure net 
subscriber additions over the next few years.

#EEQTFKPI� VQ�6TGU8KUVC� 
ſPCPEKCN� UGTXKEGU��
�������56%�JCU�QYPGF�KPXGUVOGPVU� KP�JGCXKN[�
populated countries such as India and Indonesia. 
The overall demand for telecom services is 
developing among increasing competition. 
Besides, penetrating new markets will result in 
CP� KPETGCUG� KP�QRRQTVWPKVKGU� HQT�FKXGTUKſECVKQP�

HQT� GZCORNG�� PGY�OCTMGVU� UWEJ� CU� +PFKC� CPF�
Indonesia). As said by same source mentioned 
above, the new and continuous technologies 
developed in this sector are leading to 
FKXGTUKſECVKQP� QH� RTQFWEV� RQTVHQNKQ� CPF� CTG�
creating more revenue generation opportunities 
by leveraging the current infrastructure. So, to 
cope with such opportunities and challenges, 
56%� CFQRVGF� CP� ETWEKCN� RTQITCO� CKOKPI�
to transform its business from government 
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system to the recognized commercial business 
UVCPFCTFU�� 56%� JCU� FGXGNQRGF� ENGCT� UVTCVGIKGU�
focusing on internal re-organization, re-skilling 
and redevelopment of its staff, enhancement 
of its internal processes and studying its 
customers’ needs and their requirements 
while continuing carrying out its national and 
social duties and responsibilities. In addition, 
56%� KU� VJG� NGCFKPI� PCVKQPCN� RTQXKFGT� QH�
telecommunication services in the Kingdom 
of Saudi Arabia. The company is incessantly 
YQTMKPI� VQ� HWNſNN� CPF� UCVKUH[� VJG� OCTMGV�
requirements, keeping pace with emerging 
technologies in the telecommunications sector 
and satisfying its customers’ needs (www.stc.
gov.sa). Since the Saudi government has made 
enormous efforts to transform its systems to the 
international standards, it needs to set strategic 
plans with the purpose of achieving its future 
goals and objectives. 

Research Methodology 
Research methodology makes up one of 

the most fundamental parts in any research 
project as it is a structure for data analysis 

that facilitates interpreting and analyzing such 
data in the practical sections of the research. 
This reminds us of a favorite quote in Alice’s 
Adventures in Wonderland. This is part of 
#NKEGŏU�EQPXGTUCVKQP�YKVJ�VJG�%JGUJKTG�%CV��+P�
VJKU� #NKEG� CUMU� VJG� %CV� 
5CWPFGTU� GV� CN� ������
R������

‘Would you tell me, please, which way I ought 
to walk from here?’

‘That depends a good deal on where you want 
VQ�IGV�VQ�ŏ�UCKF�VJG�%CV�

‘I don’t much care where,’ said Alice.

‘Then it doesn’t matter which way you walk,’ 
UCKF�VJG�%CV������������

%QPUGSWGPVN[�� VJG� HQNNQYKPI� UGEVKQP� KU�
concerned with understanding the way that we 
think about the development of knowledge, 
determining an apparent research approach, 
identifying a comprehensible research strategy, 
ENCTKH[KPI� FCVC� EQNNGEVKQP� OGVJQFU� CPF� ſPCNN[�
explaining how to analyze such data. To do 
VJKU�NQIKECNN[��ſIWTG���GZRNCKPU�VJGUG�UGSWGPVKCN�
UVCIGU�VJTQWIJ�4%�������

             (1)                               (2)                                      (3)                                     (4)                       
       Research      Research          Research       Data Collection         
        Philosophy                   Approach                          Strategy                            Methods                 

            

Figure 1. Research Cycle (RC)

Research Philosophy  
Research philosophy refers to the way that 

we think about the progress of knowledge. Two 
views about the research process dominate 
VJG� NKVGTCVWTG�� RQUKVKXKUO� CPF� RJGPQOGPQNQI[��
They are dissimilar views about the manner 
in which knowledge is developed and both 
have an important role to play in business and 
management research (Saunders et al, 2000). 
This research explores the interdependent 
TGNCVKQPUJKR� DGVYGGP� $5%� CPF� VJG� UVTCVGIKE�
planning process. There will be an emphasis on 
formulating a model between the two variables, 
KPƀWGPEGF�D[�C�PWODGT�QH� HCEVQTU� VJCV� NGCF� VQ�
a statistical investigation, which assumes the 
role of an objective analysis about data that 
have been collected through questionnaires 
and interviews in Saudi business environment 
(positivism perspective). 

 Additionally, the research tries to obtain 
UWHſEKGPV� KPHQTOCVKQP� VJTQWIJ� HQTOCN� CPF�
informal interviews concerning the obstacles 
that might face the managers and hinder them 
from providing useful and reliable information 
for the strategic planning process, together with 
their lack of ability to cope with the sophisticated 
tools of management accounting techniques 
such as Activity-Based techniques. This might 
be achieved in the course of discovering 
behaviors, skills, attitudes and values of the 
management accounting staff. Nevertheless, the 
dominant philosophy is related to the positivism 
perspective.

Research Approach 
The research project involves the use of 

theory. This theory may or may not be made 
explicit in the design of the research; the extent 
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to which we are clear about the theory at the 
beginning of the research raises an important 
question relating to the design of the research 
project. This is whether the research should use 
the deductive approach or the inductive approach 

)KNN�CPF�,QJPUQP��������5CWPFGTU�GV�CN���������
6JKU� TGUGCTEJ� RTQLGEV� KU� FGUKIPGF� VQ� ſPF� QWV�
VJG� KPVGTFGRGPFGPV� TGNCVKQPUJKR� DGVYGGP� $5%�
and the strategic planning process by gathering 
quantitative and qualitative data about these 
two basic variables and other control variables 
VJCV� JCXG� CP� KPƀWGPEG� QP� VJKU� TGNCVKQPUJKR��
These control variables include; organizational, 
technological and environmental variables.  
The conceptual model has been developed to 
indicate the connection between basic variables 
and control variables to facilitate replication. 

Research Strategy     
The research strategy will be a general plan 

of how we will go about answering the research 
questions we have set. It will specify the sources 
from which we intend to collect data and 
consider the constraints that we will inevitably 
have (e.g. access to data, time, location and 
money, ethical issues). Several studies have 
discussed a number of strategies that can be 
used to allow the researcher to answer research 
questions and carry out his/her objectives 

(Hussey and Hussey 1997, Saunders et al 2000, 
4[CP�GV�CN�������)KNN�CPF�,QJPUQP��������6JGUG�
UVTCVGIKGU� KPENWFG�� GZRGTKOGPV�� UWTXG[�� ECUG�
study, grounded theory, ethnography, action 
research, cross-sectional and longitudinal 
studies, and exploratory, descriptive and 
explanatory studies. This research will depend 
on the case study method that will be applied in 
VJG�56%�KP�5CWFK�#TCDKC��

Data Collection Methods
As the title suggests, data collection meth-

ods are used in this part of the research, which 
is concerned with collecting data (Hussey and 
Hussey, 1997). Whatever the research question 
(s) and objectives are, we need to collect data 
to answer them. However, for many research 
questions and objectives it will be impossible 
to collect or to analyze all the data available 
owing to restrictions of time, money and often 
access to the required data (Sharp and Howard 
1996, Saunders et al 2000). Several methods 
can be used to gather data including interviews, 
secondary data, observation, sampling, critical 
incident technique, diaries, focus groups and 
RTQVQEQN�CPCN[UKU��6JG�ſTUV� VJTGG�OGVJQFU�YKNN�
be used to collect data. Figure 2 depicts the ba-
sic research model.   

Organizational factors 

                      (Strategy – organizational structure – company’s size)                            

Interdependent Relationship

(Diversity and complexity - Company’s IT) 

Technological factors  

 Balanced 
Scorecard  

Strategic Planning    
Process   

   Figure 2. The Basic Research Model

Introducing STC and its relation with 
BSC   
Vision statement

%TCKI� CPF� /QQTGU� 
������� RQKPVGF� QWV�
VJCV� 
CEEQTFKPI� VQ� %QNNKPU� CPF� 2QTTCU� ������
a well-conceived vision statement consists 
of core ideology (i.e., the enduring character 

of the organization – a consistent identity 
that transcends product or market life cycles, 
technological break-through, management fads, 
and individual leaders) and envisioned future 
(which is made up of a 10-30 year audacious 
goal plus vivid descriptions of what it will take 
to achieve that goal. Additionally, Ronchetti 
(2006) stated that the vision statement is a word 
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picture of what the project intends to become 
5,, 10,or 15 years in the future. Based on that, 
56%�JCU�FGXGNQRGF�KVU�XKUKQP�UVCVGOGPV�
YJKEJ�
addressed its core ideology and envisioned 
future) as follows. 

´%HFRPLQJ� WKH� PRVW� VXFFHVVIXO�
WHOHFRPPXQLFDWLRQ�FRPSDQ\�LQ�WKH�PLGGOH�(DVW���
DQG�1RUWK�$IULFDµ��

Mission statement 
In trying to make a clear distinction between 

vision and mission, Ronchetti (2006) stated that 
ő9JKNG� OKUUKQP� UVCVGOGPVU� CTG� QHVGP� CDUVTCEV��
the vision statement should contain as concrete 
a picture of the desired end state as possible 
in order to provide a basis for development 
UVTCVGIKGUŒ� 
RCIG� �����#EEQTFKPI� VQ�%TCKI� CPF�
Moores (2005), the literature suggests that a 
OKUUKQP�UVCVGOGPV�CNNQYU�VJG�ſTO�VQ�CTVKEWNCVG�
a strong vision for the organization and to 
communicate it to its growing workforce and 
UVCMGJQNFGTU�� (WTVJGTOQTG�� 4CTKEM� CPF� 8KVVQP�

������ 
CU� OGPVKQPGF� KP� %TCKI� CPF� /QQTGU��
2005), stated that having a mission statement 
UKIPKſECPVN[� KPETGCUGU� UJCTGJQNFGT� GSWKV[��
2GCTEG�CPF�&CXKF�
������
CU�OGPVKQPGF�KP�%TCKI�
and Moores, 2005) pointed out that corporate 
philosophy, self-concept, and public image 
should be included in the mission statements. 
56%�JCU�GUVCDNKUJGF�KVU�OKUUKQP�CU�HQNNQYU��

ő#U�NGCFGTU� KP�C�YQTNF�QH�EQPUVCPV�EJCPIG��
we strive to exceed our customers’ expectations 
UQ�VJCV��VQIGVJGT��YG�TGCEJ�PGY�JQTK\QPUŒ�56%�
website.

Based on the previous mission, we can 
recognize that this mission is extremely related 
VQ�VJG�CRRNKECVKQP�QH�VJG�$5%�
EWUVQOGT�QTKGPVGF�
KU� QPG� QH� VJG� HQWT� $5%� RGTURGEVKXGU��� 5Q��
CFQRVKPI�$5%�KP�RGTHQTOCPEG�GXCNWCVKQP�JGNRU�
56%� HQTOWNCVG� CPF� CEEQORNKUJ� VJG� NQPI�VGTO�
programs which lead to running its mission.       

BSC in STC: adoption toward strategic 
planning

In the subsequent sub-sections an effort 
will be made to discuss the four perspectives 

QH�VJG�$5%��K�G���ſPCPEKCN�RGTURGEVKXG��EWUVQOGT�
perspective, internal processes perspective, 
Innovation and learning perspective and their 
TQNG�KP�UVTCVGIKE�RNCPPKPI�KP�56%���

Financial perspective
#U� UVCVGF� D[� 4QPEJGVVK� 
������� ſPCPEKCN�

RGTURGEVKXG� FGſPGU� UVTCVGIKE� QDLGEVKXGU� CPF�
ſPCPEKCN� RGTHQTOCPEG� OGCUWTGU� VJCV� RTQXKFG�
evidence of whether or not the company’s 
ſPCPEKCN� UVTCVGI[� KU� [KGNFKPI� KPETGCUGF�
RTQſVCDKNKV[�CPF�FGETGCUGF�EQUVU��(WTVJGTOQTG��
%TCKI� CPF� /QQTGU� 
������ JCXG� RQKPVGF� QWV�
that economic growth strategies are usually 
approached from a revenue growth or 
productivity perspective. Revenue growth 
involves either increasing revenue from new 
markets, new products, and new customers; or 
increasing sales to existing customers. 

56%� FGRGPFU� QP� PWOGTQWU� ſPCPEKCN�
OGCUWTGU�UWEJ�CU�PGV�RTQſV�� UCNGU�ITQYVJ��CPF�
UCNGU�TGXGPWGU��+P�RTCEVKEG��56%�JCU�PWOGTQWU�
ſPCPEKCN�OGCUWTGU�HQT�GXCNWCVKPI�VJG�EQORCP[ŏU�
RGTHQTOCPEG��CEEQTFKPI�VQ�6TGU8KUVC�
(KPCPEKCN�
Services, 2010), total revenue grew 7% from 
SAR 47.5 billion in 2008 to SAR 50.8 in 
2009 due to customer acquisitions in their 
international operations. The company’s net 
income in the year 2009 fell marginally by 
1.6% due to falling domestic market share 
to competitors and falling international call 
rates. In 2010, revenues marginally increased 
1.2% from SAR 24.8 billion in 2009 to SAR 
25.1 billion in 2010. Finally, according to the 
same source mentioned above, the company 
KU� NQQMKPI� CV� QVJGT� TGXGPWG�OQFGNU� NKMG� ſZGF�
line and wireless broadband connectivity to 
maintain the otherwise falling ARPU (Average 
Revenue Per Unit) levels in the face of rising 
EQORGVKVKQP�� 56%� KU� RNCPPKPI� VQ� EQPEGPVTCVG�
on value added services in the wireless sector 
in order to drive and maintain the ARPU rates 
CPF�UWDUETKDGT�DCUG��56%�KPXQNXGU�VJG�ſPCPEKCN�
RGTURGEVKXG� KP� KVU� $5%� VQ� JGNR� KP� UVTCVGIKE�
planning as illustrated by Figure 3.

6CDNG����(KPCPEKCN�RGTURGEVKXG� KPENWFKPI�56%��
the role in strategic planning 



47J. Emp. Res. Acc. Aud. 1, No. 1, 41-53 (Oct. 2014)

http://journals.uob.edu.bh

Table 3. Financial perspective including STC, the role in strategic planningEBITDA:
Earnings Before Interest, Tax, Depreciation, and Amortization.

Objectives Measures Role in strategic planning

%� 6Q� UGEWTG� VJG� ſPCPEKCN�
UGEWTKV[� HQT� VJG� 56%�
portfolio.

%� To ensure the growth of 
RTQſVU���

%� Net income
%� )TQUU�RTQſV�
%� EBITDA 
%� Sales revenues
%� ARPU   

6JG� EQORCP[ŏU� ITQYVJ� CPF� RTQſVCDKNKV[�
should be included in formulating the 
enduring programs that aim to transform 
its operations from government system 
to commercial business standards in the 
international markets.

Customer perspective
6JG�UGEQPF�RGTURGEVKXG�KP�$5%�C�EWUVQOGT�

perspective, as mentioned by Ronchetti (2006), 
this perspective makes up another view of 
internal operations that has a cause-and-effect 
TGNCVKQPUJKR� YKVJ� VJG� ſPCPEKCN� RGTURGEVKXG�
and addresses how the organization must 
appear to customers in order to carry out the 
organization’s mission. In addition, several 
studies have examined the customer perspective 
CU�CP�KORQTVCPV�KVGO�KPXQNXGF�KP�$5%�
�%TCDVTGG�
and DeBusk 2008, Wegmann 2008, Norreklit 
������.KRG�CPF�5CNVGTKQ�������%TCKI�CPF�/QQTGU�
������� CU� OGPVKQPGF� KP� %TCKI� CPF� /QQTGU�
(2005) which is according to Kaplan and Norton 

������� VJKU�RGTURGEVKXG� KFGPVKſGU� VJG� KPVGPFGF�
outcomes from delivering a differentiated 
value proposition, for example, market share in 
EWUVQOGT�UGIOGPVU�CPF�EWUVQOGT�RTQſVCDKNKV[��

56%�JCU�EQPFWEVGF� KPVGPUKXG�OCTMGV�UVWF[�
and research for the improvement of business 
strategies in giving full satisfaction to its 
existing clients and target markets (Al-aklbi 
and Al-Allak 2001). In addition, the same 

study pointed out that to sustain the company’s 
success going FORWARD. The company 
UJQWNF�FGſPG�KVU�HWVWTG�UVTCVGIKE�RTKQTKVKGU�CU�C�
long term plan composed of seven dimensions 
referred to as FORWARD strategy. In addition, 
56%�KU�CNYC[U�VT[KPI�VQ�UCVKUH[�KVU�EWUVQOGTU��UQ�
56%�KU�UVTQPIN[�NGXGTCIKPI�KVU�YKTGNGUU�PGVYQTM�
to attract customers, offering them a single 
JCPFUGV� HQT� OQDKNG�� ſZGF�� CPF� FCVC� UGTXKEGU��
with a single contract and billing system to cover 
VJGO�CNN� 
6TGU8KUVC�(KPCPEKCN�5GTXKEGU���������
On the other hand, to attract new customers, 
56%� KU� YKVPGUUKPI� HCXQTCDNG� FGOQITCRJKEU�
with investments in heavily populated countries 
such as India and Indonesia. Entering new 
markets and attracting new customers from 
countries like India and Indonesia accomplishes 
some objectives; these objective include (for 
example); (1). An increase in opportunities for 
FKXGTUKſECVKQP��CPF�
����6JG�ITQYVJ�KU�GZRGEVGF�
to be driven by relatively underpenetrated 
OCTMGVU� UWEJ� CU� +PFKC� CPF� +PFQPGUKC�� 56%�
KPXQNXGU�VJG�EWUVQOGT�RGTURGEVKXG�KP�KVU�$5%�KP�
order to help in strategic planning as illustrated 
by Table 4.

Table 4. Customer perspective including STC, the role in strategic planning
1RWH��67&�SRUWIROLR�LQFOXGHV��0RELOH��/DQGOLQH��'DWD��DQG�,QWHUQHW�6HUYLFHV�

Objectives Measures Role in strategic planning
To increase the 
satisfaction for the 
existing customers and 
attract new customers 
particularly in countries 
like India and Indonesia 

%�Market survey in Saudi 
Arabia and other countries. 

%�Market share especially 
in the new market outside 
Saudi Arabia. 

%�%WUVQOGT�UCVKUHCEVKQP�TCVKPI���
%�Return by customers as % of 
UCNGU�HTQO�56%�RQTVHQNKQ����

&KXGTUKſECVKQP� RTQITCO� KU� QPG� QH�
VJG� OQUV� UKIPKſECPV� RTQITCOU� VJCV�
UJQWNF� DG� KPENWFGF� KP� VJG� 56%ŏU�
strategic planning process. The 
QDLGEVKXG� KU� RWVVKPI� VJG� FKXGTUKſGF�
telecommunications services and 
overall operations in conformity to 
what its customers expect and to 
synergize with market competition.  
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Internal processes perspective
   Internal processes, make up the impact of 
product and service quality and help identify 
which internal business processes must operate 
with excellence in order to satisfy customers. 
Internal process metrics are then developed, 
which communicate the level of product quality 
through the monitoring of in-process metrics 
as well as measuring productivity associated 
with the number of units produced or services 
provided (Ronchetti, 2006). In addition, 
Dodangeh et al (2011) pointed out that the 
internal processes may include on time delivery, 
product development, product’s quality, and 

EQPVKPWQWU� KORTQXGOGPV�� %TCKI� CPF� /QQTGU�
(2005) stated that the internal process aims to 
develop new products and services, penetrate 
new markets and customer segments. Also, 
improving internal processes will accomplish 
operational excellence by improving supply-
chain management, internal processes, asset 
utilization, and resource-capacity management. 
KP� 56%�� VJG� EQORCP[� KU� VT[KPI� VQ� KORTQXG� KVU�
internal processes in order to advance its internal 
system which leads to customer satisfaction and 
KPETGCUKPI� RTQſVU�� 56%� KPXQNXGU� VJG� KPVGTPCN�
RTQEGUU�RGTURGEVKXG�KP�KVU�$5%�KP�QTFGT�VQ�JGNR�
in strategic planning as illustrated by Table 5.

Table 5. internal process perspective including STC, the role in strategic planning        

Objectives Measures Role in strategic planning

%� To advance our business 
processes. 

%� 6Q� GPEQWTCIG� CNN� 56%�
staff to be involved with 
the internal running of the 
business.

%� 6Q� GPEQWTCIG� CNN� 56%�
involvement in the 
decision-making process.   

%�The employees’ ability to 
work in a team work. 

%�'UVCDNKUJ�56%�EQWPEKN��
%�Average major service 

name (from the portfolio 
mentioned in the note 
above).

%�Time consumed for 
rendering the different 
mobile and landline services 
to customers.  

Upgrading and advancing the 
KPVGTPCN� RTQEGUUGU� KP� 56%� 
NKMG�
all businesses) can play a part in 
articulating the strategic plans 
which will put into consideration 
how incessantly augment the 
internal processes.  This will 
TGUWNV� KP� KPETGCUKPI�RTQſVCDKNKV[�
which is considered the ultimate 
CPF�UKIPKſECPV�IQCN�QH�VJG�ſTO��������

Innovation and learning perspective 
This perspective is very vital for all businesses 

in order to cope with the local and international 
changes in the environment. It enables the other 
VJTGG�RGTURGEVKXGU�FGſPGU�YJCV�V[RG�QH�UVCHH�CPF�
automation the organization must have in order 
to achieve the mission, support the internal 
RTQEGUUGU�� CPF� UCVKUH[� VJG� EWUVQOGTU�� 56%�
has made huge efforts toward innovation for 
developing instantly its operations as explained 
D[� 
6TGU8KUVC�� (KPCPEKCN� 5GTXKEGU�� �������
6JGUG� GHHQTVU� KPENWFG� VJCV� 56%� CPF� /QDKN[�
announced the completion of the technical 
interconnect link of their two networks which 
YQWNF�DGPGſV� VJG� UWDUETKDGTU�� VJKU� NKPM�EQXGTU�
����QH�VJG�RQRWNCVGF�CTGCU�KP�VJG�EQWPVT[��56%�
launched the fastest broadband internet service 
KP�VJG�TGIKQP�YKVJ�URGGFU�WR�VQ�����/DRU��56%�

CRRTQCEJGU�%+5%1�6GEJ� 
%KUEQ� KU�C�EQORCP[�
that offers high end routers, switches,  and other 
PGVYQTMKPI�VQQNU��CPF�%KUEQ�KU�VJG�DCEMDQPG�QH�
VJG�KPVGTPGV��YKVJQWV�%KUEQ��VJG�KPVGTPGV�KU�RTGVV[�
much useless.) for hosting services in Saudi 
#TCDKC�� 56%� JCU� GZRCPFGF� VJG� GOGTIGPEG� QH�
/QDKNG�8KTVWCN�0GVYQTM�1RGTCVQTU�
/801ŏU��
in any of its markets can create the potential 
HQT� UGXGTCN� PGY� EQORGVKVQTU� 
8KTIKP� /QDKNG�
JCU� TGEGPVN[� GPVGTGF� +PFKC��� CPF� ſPCNN[� 56%�
announced that it would consider issuing new 
FGDV�VQ�HWPF�VJGKT�ITQYVJ�VCTIGVU��56%�KPXQNXGU�
the innovation and learning perspective in its 
$5%� KP� QTFGT� VQ� JGNR� KP� UVTCVGIKE� RNCPPKPI� CU�
illustrated by Figure 6.

6CDNG����KPPQXCVKQP�CPF�NGCTPKPI�RGTURGEVKXG�
KPENWFKPI�56%��VJG�TQNG�KP�UVTCVGIKE�RNCPPKPI�
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Table 6. innovation and learning perspective including STC, the role in strategic planning
The role of strategic planning in adopting BSC

Objectives Measures Role in strategic planning

%� To acquire new 

techniques in STC 

operations. 

%� To learn our employees. 

%� To become the leader 

in telecommunication 

sector in Saudi.   

%�Hours of STC employee 

training locally and abroad. 

%�Employee suggestions. 

%�How many high degrees to 

our employees taken in our 

activity. 

%�How many new ideas 

applied regarding mobile 

and landline services? 

Discovering the gap between 

the current employees’ skills 

and the potential skills help 

design the strategic plans 

with an entire picture with 

respect to what are required 

capabilities that should be 

acquired in the future.     

Based on various formal and informal 
KPVGTXKGYU�� 56%� KU� HQEWUKPI� QP� KPETGCUKPI� VJG�
RTGUGPV� CPF� RQVGPVKCN� RTQſVU� YJKNG� CUUGUUKPI�
the company’s performance that enables the 
company’s managers to set strategic plans 
which are aiming on the programs that can be 
GXCNWCVGF� HTQO� ſPCPEKCN� XKGY�� #U� UVCVGF� D[�
)QPXKPFCTCLCP� 
������� VJG� UVTCVGIKE� RNCPPKPI�
process is the process of deciding the programs 
VJCV�VJG�EQORCP[�YKNN�WPFGTVCMG�CPF�VJG�ſPCPEKCN�
resources that should by assigned to each 
RTQITCO�� #U� OGPVKQPGF� D[� %+8+%75� 
9QTNF�
#NNKCPEG� HQT� %KVK\GP� 2CTVKEKRCVKQP��� UVTCVGIKE�

planning is the overall planning that facilitates 
the good management of a process, it takes the 
company outside the day-to-day activities and 
provides the big picture of what we are doing 
and where we are going. It gives us clarity about 
what we actually want to achieve and how to go 
about achieving it. In this section I am trying 
VQ�FGXGNQR�C�UVTCVGIKE�RNCP�HQT�56%�HQEWUKPI�QP�
VJG�őRGTHQTOCPEG�GXCNWCVKQPŒ�DGECWUG�VJG�EQTG�
QDLGEVKXG�QH�VJKU�TGUGCTEJ�KU�JQY�VQ�KPXQNXG�$5%�
- as a comprehensive performance evaluation 
U[UVGO���KP�VJG�UVTCVGIKE�RNCP�HQT�56%��(KIWTG���
shows such plan.

2. Identify objectives 

organized by the four 

BSC perspectives

3. Select appropriate 

indicators which are 

related to the four BSC 

perspectives 

4. Setting targets 

to quantify our 

objectives

5. Measure the 

performance

1. 'H¿QH�9LVLRQ��
PLVVLRQ��DQG�

strategy for STC 

Strategic plan

KPIs
Feedback

Figure 7. Strategic plan for adopting BSC
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1. �&GſPG�VJG�OKUUKQP�CPF�XKUKQP�HQT�56%�DCUGF�
on implementing SOWT analysis in order 
VQ� MPQY� YJCV� UVTGPIVJU� QH� 56%� 
VJG� DKIIGUV�
telecom company in Saudi, the high quality of 
rendered services in Saudi, the cheapest calls 
to abroad), opportunities ( new developments 
in mobile and landline services, expand in new 
markets like India and Indonesia, increasing the 
FGITGG�QH�CWVQOCVKQP�QH�QRGTCVKQPU�KP�CNN�56%�
branches), weaknesses ( lack of measurement 
of service quality, lack of customer satisfaction 
HTQO� 56%� UGTXKEGU��� CPF� VJTGCVU� 
� KPETGCUG� QH�
EQORGVKVQTU�NKMG�/QDKN[�CPF�<CKP���%QPFWEVKPI�
5916� CPCN[UKU� JGNRU� 56%� CTVKEWNCVG� VJG�
strategic plan. 

2. +FGPVKH[� QDLGEVKXGU�� VJGUG� QDLGEVKXGU� UJQWNF�
DG� QTICPK\GF� D[� $5%� RGTURGEVKXGU� 
ſPCPEKCN��
customer, internal processes, innovation and 
NGCTPKPI��� 56%� OCPCIGTU� UJQWNF� UGV� UGXGTCN�
objectives that are extremely related to 
improving the learning and innovation which 
leads to enhancing the internal processes of 
VJG�EQORCP[�YJKEJ�KP�VWTP�YKNN�DG�TGƀGEVGF�VQ�
customer satisfaction. All these objectives serve 
the ultimate objective of the company which is 
KPETGCUKPI�VJG�RTQſVU�

3. 5GNGEV�CRRTQRTKCVG�KPFKECVQTU�
-2+U���UGNGEVKPI�
good and reliable performance indicators is 
very vital in order to evaluate the progress of the 
company. �1PEG�56%�JCU� CPCN[\GF� KVU� XKUKQP��
OKUUKQP��CPF�FGſPGF�KVU�IQCNU�CPF�QDLGEVKXGU��KV�
needs a way to measure progress to those goals. 
Key Performance Indicators (KPIs) are those 
OGCUWTGOGPVU��+P�CFFKVKQP��KV�KU�CNUQ�UKIPKſECPV�
VQ�UGV�UCOG�FGſPKVKQP�QH�-2+U�HTQO�[GCT�VQ�[GCT��
(QT� GZCORNG� KH� 56%� WUGU� ő+PETGCUG� 5CNGUŒ� CU�
a KPI , it needs to address considerations like 
whether to measure by how many mobile lines 
and landlines are sold or by Saudi Rials (SR) 
amount achieved from such sales. Finally, 
-2+U� OWUV� DG� SWCPVKſCDNG� 
OGCUWTCDNG��� HQT�
example in the customer perspective, market 
share should be set in percentage but customer 
satisfaction cannot be considered one of the 
KPIs unless it is converted to numbers through 
RKNQVKPI� UWTXG[�� 56%� UJQWNF� UGV� SWCPVKſCDNG�
-2+U�KP�VJG�HQWT�RGTURGEVKXGU�QH�$5%�

4. 5GVVKPI� VCTIGVU� VQ� SWCPVKH[� QWT� QDLGEVKXGU��
56%�UJQWNF�URNKV�KVU�QDLGEVKXGU�VJCV�KV�JCU�FGſPGF�
KP�VJG�HQWT�RGTURGEVKXGU�KP�$5%�CPF�CUM�ſPCNN[�

have we got a balanced situation. It means that 
YJGP� UGVVKPI� VJG� QDLGEVKXGU�� 56%� OCPCIGTU�
make balance while distributing the company’s 
QDLGEVKXGU� QXGT� VJG� HQWT� RGTURGEVKXGU� QH�$5%��
for example; after setting strategic objectives, 
YG� ſPF� VJG� FKUVTKDWVKQP� CU� HQNNQYU�� ſPCPEKCN�
perspective 9 objectives, customer perspective 3 
objectives, learning and innovation 1 objective, 
and internal process perspective 1 objective. 
We can say that this distribution is unbalanced. 
#U�C�ſPCN�RQKPV��VJG�EQORCP[�ECP�OGCUWTG�VJG�
performance and support managers with the 
feedback information.  

Control variables: The impact on the 
basic relationship

Organizational factors

The basic idea of the study which explained 
VJG� TGEKRTQECN� TGNCVKQPUJKR� DGVYGGP� $5%� CPF�
UVTCVGIKE� RNCPPKPI� KP� 56%� ECPPQV� DG� YQTMGF�
alone without taking the adjacent environment 
KPVQ� CEEQWPV� VJCV� JCU� JWIG� KPƀWGPEG� QP� VJG�
UWEEGUU�QT�HCKNWTG�QH�VJG�TGUGCTEJ�KFGC��)QUUGNKP�
(1997) pointed out the different strategic types 
KP� VJG� QTICPK\CVKQPU�� RTQURGEVQTU�� FGHGPFGTU��
analyzers, and reactors, the fundamental 
distinction among these types is very vital 
when formulating the relationship between 
$5%� CPF� UVTCVGIKE� RNCPPKPI� KP� 56%�� � ő56%ŏU�
new strategy – LEAD – was developed to focus 
collective energy and efforts in capturing the 
emerging opportunities while managing overall 
challenges over the coming years” (www.stc.
gov.sa)��%TGCVGF�HTQO�VJCV��56%�UJQWNF�CPCN[\G 
different strategies with the aim of framing 
a proper strategy – that is synchronized with 
its organizational structure - which helps in 
KPXQNXKPI�$5%�KP�VJG�56%ŏU�UVTCVGIKE�RNCPPKPI���

#NVGTPCVKXGN[�� ſTOU need to understand 
precisely the organizational structures to 
facilitate the accomplishment of organizational 
objectives (Hill 2003, Rees and Porter 2001), 
QTICPK\CVKQPCN� UVTWEVWTG� OGCPU� VJTGG� VJKPIU��
(1) the formal division of the organization 
into subunits, (2) the location of decision 
making responsibilities within the structure, 
and (3) the establishment of integrating 
mechanism. So, a well-designed organizational 
structure facilitates implementing strategic 
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planning programs throughout an unremitting 
synchronization among the hierarchical levels 
VJCV� EQPXG[U� VJG� IGPGTCN� ſTOŏU� UVTCVGI[� VQ�
all employees. Furthermore, the reciprocal 
TGNCVKQPUJKR� DGVYGGP� $5%� CPF� UVTCVGIKE�
planning in�VJG�ſTO�FGRGPFU�UQOGYJCV�QP�VJG�
ſTOŏU�UK\G�CPF the number of internal operating 
functions that need to be� KPXQNXGF� KP� VJG�$5%�
structure.    

Technological factors 
(WTVJGTOQTG�� 1ŏ4GICP� CPF� )JQDCFKCP�

(2003, p.1) lightened the crucial impact 
of new technologies on accomplishing the 
organization’s goals as they point out that 
őVJG� FGITGG� CPF� EQORNGZKV[� QH� EJCPIG� KP� VJG�
EWTTGPV�GEQPQOKE�GPXKTQPOGPV�KU�FTKXKPI�ſTOU�
to seek new ways of conducting business 
to create wealth. But change need not be 
detrimental – it can also be opportunities that 
ſTOU�UJQWNF�UGGM�VQ�GZRNQKVŒ��56%�KU�IQKPI�VQ�
adopt new and international technologies in its 
wireless services, DSL services, international 
CESWKUKVKQPU�� CPF� NCPFNKPG� UGTXKEGU�� UQ� 56%�
should take the innovative technologies in 
the environment into consideration with the 
purpose of helping the managers to set a 
clear image of the performance evaluation 
system and how this evaluation system can 
be involved in the strategic planning process. 
Alternatively, adopting a strategic plan is 
FGUKTCDNG�KP�C�TGNCVKXGN[�NCTIG�CPF�EQORNGZ�ſTO�
that has diverse operations and transactions 

NKMG�56%���5KPEG� UVTCVGIKE�RNCPPKPI� KU� TCKUKPI�
PGY�RTQITCOU�
UWEJ�CU�ECTT[KPI�QWV�$5%��CNQPI�
with developing ongoing programs, it requests 
adequate data regarding the level of complexity 
in order to establish appropriate programs and 
VQ�CNNQECVG�UWHſEKGPV�ſPCPEKCN�CPF�PQP�ſPCPEKCN�
resources for each program.    

Conclusions
6JKU� UVWF[� KPFKECVGF� VJG� UKIPKſECPV� TQNG�

of the up-to-date management accounting 
techniques in providing useful, valuable, and 
appropriate information with the purpose of 
assisting the organizations in making short-
term and long-term decisions. The purpose of 
this study is considered one of such imperative 
role which indicated the reciprocal relationship 
DGVYGGP� $5%� CPF� UVTCVGIKE� RNCPPKPI� CRRNKGF�

in one of the most important success in the 
telecommunications sector in Saudi Arabia. 
The study addressed an appropriate background 
VJGQTGVKECNN[� CPF� RTCEVKECNN[� QH� VJG� $5%� CPF�
VJG� UVTCVGIKE� RNCPPKPI� KP� QTFGT� VQ� ſPCNK\G�
such overview with a conceptual framework 
between the basic two variables of the study. 
In addition, the current study provided useful 
KPHQTOCVKQP�CDQWV�56%�YJKEJ�KU�EQPUKFGTGF�VJG�
leading telecom company in Saudi, the study 
KPFKECVGF� CNUQ� PWOGTQWU� ſPCPEKCN� KPFKECVQTU�
which evaluate the performance in the company 
and the need for a comprehensive performance 
evaluation system instead of depending on only 
a unique perspective.

6JG� UVWF[� KPVTQFWEGF� VJG� $5%� CPF� JQY�
KV� YKNN� DG� KPXQNXGF� KP� VJG� 56%� UVTCVGIKE� RNCP�
starting from expressing the company’s vision 
and mission as a foundation for building the 
$5%� HTQO� KVU� HQWT� RGTURGEVKXGU� KP� 56%�� (QT�
each perspective, the study organized it from 
VJTGG�RQKPVU�QH�XKGY��YJCV�CTG�VJG�QDLGEVKXGU�QH�
each one, how to measure it, and what is the 
role of each perspective in strategic planning – 
VJKU�KU�EQPUKFGTGF�VJG�ſTUV�UKFG�QH�VJG�TGEKRTQECN�
relationship-. This technique of analysis 
provided a comprehensive view for how to 
KPXQNXG�VJG�$5%�KP�VJG�56%ŏU�UVTCVGIKE�RNCPPKPI�
which will help the company in evaluating 
the performance from different perspectives. 
Lastly, the study introduced the second side 
of the reciprocal relationship which indicated 
VJG�TQNG�QH�UVTCVGIKE�RNCPPKPI�KP�CFQRVKPI�$5%�
UVCTVKPI� HTQO� C� ENGCT� FGſPKVKQP� QH� VJG� XKUKQP�
and mission, and identifying the objectives 
QTICPK\GF� D[� VJG� HQWT� $5%� RGTURGEVKXGU��
Afterward, selecting the proper indicators for 
56%� VJCV� CUUKUV� KP� UGVVKPI� VCTIGVU� VQ� SWCPVKH[�
56%ŏU� QDLGEVKXGU� YKVJ� VJG� CKO� QH� OGCUWTKPI�
the performance and collecting feedback 
information for enhancement. The researcher 
recommends for more applications in the 
RQUUKDKNKV[�QH�CRRN[KPI�$5%�KP�FKHHGTGPV�UGEVQTU�
private and public not only in Saudi Arabia but 
CNUQ�KP�QVJGT�EQWPVTKGU�UQ�CU�VQ�MPQY���&QGU�VJG�
PCVWTG�QH�GPXKTQPOGPV�GHHGEV�QP�CRRN[KPI�$5%!���
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