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Original scientific paper 
Abstract: Measurement and adequate performance management of a 
company represent an imperative regarding the attainment of competitive 
advantage in the market. This need is especially pronounced in medium-sized 
and large companies, which represent complex organizations and require the 
application of scientific principles for solving complex issues in practice. 
Therefore, the performance management process in medium-sized and large 
companies is singled out as the subject of the research. It is important to 
point out that the main concept of the paper is the macro aspect of the 
performance management process. The primary goal of the research is the 
development of a new model for performance management based on 
considering all important parameters of business operations of these 
companies on the territory of the Republic of Srpska. The research was 
conducted via combined methods – a multiple case study which implies four 
companies and a survey questionnaire. Through the analysis of many models 
in the literature, seven were singled out which were studied further. The 
main elements and conceptual bases of these models served as the basis for 
conducting research and creating a new model for performance 
management. The result of the published research represents “SOFI” model 
(strategic, organizational, financial and information–technological aspects), 
whose application contributes towards easier management by managers, as 
well as making correct management decisions in the conditions of 
uncertainty. 

Key words: Management, performance, model, company. 

1. Introduction   

Measuring in business economy has always attracted the attention of the 
academic community and practice for the simple reason and a well-known fact that 
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"one cannot manage something that cannot be measured". The issue of performance 
management is important for all companies, regardless of their activity or 
geographical position, but is especially affirmed with a company's growth and its 
development. The increase in the size of a company, maturing and the expansion of 
operations confront the management with the challenge of information reliability for 
making correct managerial decisions. To be competitive in modern business, 
companies must cooperate with each other (Puška et al. 2022).  

Reference literature recognizes a significant number of models (seven of which 
were chosen for further study) which focus on the performance management of a 
company, but simultaneously numerous open issues and unresearched specificities 
are present. In accordance with this, as the main research question in this paper, an 
analysis of concept frequency and key elements of theoretical models of performance 
management in the practice of medium-sized and large companies is posed, with the 
main goal of developing a new model for performance management of medium-sized 
and large companies.  

Taking into consideration the goal of the research, a group of research questions 
is defined, which relates to the identification of the most significant theoretical 
models for performance management and their prevalence in the practice of 
medium-sized and large companies. It required desk research, which enabled insight 
into scientific and professional literature in performance management. The 
frequency of the elements of the chosen models was determined via quantitative 
research, that is, using a questionnaire, on a sample of 130 respondents, as well as 
through a qualitative part, that is, a multiple case study (the research presented in 
this paper is a part of larger research). Based on that, the following research 
questions were formulated: 

Q1: Theoretical models for performance management and their applicability: 
Q1a: Which are the most significant theoretical models for the performance 

management of a company?  
Q1b: Which elements of theoretical models are present in the practice of medium-

sized and large companies in the Republic of Srpska?  
One of the main goals of the research is also to determine the manner of 

conducting the performance management process in the practice of medium-sized 
and large companies. Besides a standard description of performance management 
practice, the information-technological section was singled out as a significant and 
special segment, that is, IT support necessary for performance management process 
itself. Two following questions illustrate the previous explanation: 

Q2: What is the practice of medium-sized and large companies like, concerning 
performance management? 

The response to this question ought to provide information concerning the 
performance management practice of medium-sized and large companies in the 
Republic of Srpska. Besides the influence of information technologies on 
performance management, the barriers to doing business and the types of 
performances which have been measured and evaluated will be considered as well as 
the frequency of measuring different types of performances.  

Q3: How and which information technologies and systems are used to support 
performance management of medium-sized and large companies? 

The importance of information technologies and systems in the modern business 
world is significant. In that context, it is necessary to mention the market of tools and 
products of business intelligence (BI), which has been increasing continuously in the 
recent period and has shown a strong tendency towards further expansion in the 
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future. In the context of economic sciences, it is possible to place every goal in the 
frame of business intelligence (Soldić Aleksić & Stankić, 2011).  

The review of the literature shows that PM practice in medium-sized and large 
companies has been the subject of various research, but that such research in 
transition economies is very rare. Simultaneously, companies in these economies 
have a pronounced need for the use of systematic methods of setting goals and 
monitoring the progress of their realization, but they also have some difficulties in a 
direct takeover of models, created due to the needs of the companies in developed 
market economies. That is why this research puts the following question in the first 
place:   

Q4: What kind of performance management model could be successfully 
implemented in the practice of medium-sized and large companies in the Republic of 
Srpska? 

Each management process faces different barriers in business. One research 
question, precisely, concerned the revealing of the most significant organizational 
barriers in the performance management process of medium-sized and large 
companies. Furthermore, a gap between the existing theoretical models for 
performance management and real practice, regarding the frequency of these models 
in the abovementioned process, was supposed to be determined. 

Q5: Revealing organizational barriers in the performance management process and 
defining the ways for their overcoming: 

Q_5a: Is there a gap between theoretical models for performance management and 
real practice in performance management? 

Q_5b: What are the ways of overcoming organizational barriers? 
The research questions defined in this way limit the subject, goal, and scope of 

research, which will be presented in this paper. Thereby, a conceptual framework is 
defined, as well as research ambitions and tasks. Based on these research questions, 
hypotheses, subjected to the evaluation using quantitative statistical methods, are 
defined. Only the main method will be presented in this paper: 

H1: The practice of performance management in medium-sized and large 
companies in the Republic of Srpska shows deviations from the referent theoretical 
models of performance management. 

Based on everything abovementioned, it is concluded that the main goal of this 
paper is the development and evaluation of the model for performance management 
of medium-sized and large companies. The model that can be adequately 
implemented in most studied organizations certainly contributes to a better practice 
of performance management and improvement of all aspects of business in medium-
sized and large companies.   

A more explicit and deeper interpretation of the subject of the research can be 
obtained from the established goals of the research. Detailed study and review of 
relevant literature, the goal of which is determining and analyzing referent 
theoretical models for performance management, emerges as the first goal. The 
second goal concerns the evaluation of the frequency of concepts and key elements 
of theoretical models of performance management in medium-sized and large 
companies in the Republic of Srpska. The third goal implies determining the state 
and the description of typical ways of performance management in medium-sized 
and large companies in the Republic of Srpska. The following, fourth goal refers to 
information technology (IT) and the system for performance management support, 
which are used in the practice of medium-sized and large companies, being 
established based on theoretical and empirical research. Development, design and 
evaluation of the performance management model in medium-sized and large 
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companies are defined as the fifth goal. The sixth goal refers to revealing 
organizational barriers in the performance management process and defining 
recommendations for the advancement of the performance management process in 
medium-sized and large companies.  

The structure of the paper includes a review of the literature in performance 
management, research methodology, the representation of the development of SOFI 
model for performance management in medium-sized and large companies, the 
representation of the model elements with key performance indicators and 
questions necessary for successful model implementation, the discussion of the 
results and final considerations. 

2. Literature Review 

Performance management (hereinafter, PM) has experienced expansion in the 
last twenty years, but it has been systematically developed and studied in developed 
market economies for more than half a century. According to certain authors (Bititci 
et al. 2014), this concept evolved from performance measurement into performance 
management. In developing this area, there are also critical reviews, which 
demonstrated concern regarding the efficiency of a performance management 
system developed in management theory and the possibilities for their application in 
practice (Furnham, 2004; Hazard, 2004). Criticisms are mainly directed at the 
processes and problems of building strong and successfully applicable performance 
management systems (PMS) in practice, more than the very need for those systems, 
which is confirmed through their contribution to the effectiveness and efficiency of 
the organization, both in management theory and practice (Cokins, 2004; Pulakos, 
2004; Armstrong, 2006; Pulakos, 2009). In accordance with the previously 
mentioned, it can be said that PMS represents a system based on several integrated 
processes, which support managers in making decisions for creating values in a 
holistic manner (Hristov et al., 2021). Furthermore, PMS can be defined as a 
collection of control management mechanisms, which are used by managers and 
employees with the general purpose of fulfilling organizational goals, which are 
affected by the behaviour of people and their performance (Franco‐Santos & Otley, 
2018). Performance is understood as the success (both regarding effectiveness and 
efficiency) of an organization in achieving established goals and performing its 
mission (Balaban et al., 2016). 

The concept of “business process” started to be used more intensively in 
academic circles in the early nineties (Rummler & Brache 1995; Rentzhog, 1998). 
The total concept of business processes developed in stages, but it can be freely said 
that corporate performance management (CPM) is the most advanced stage of its 
development (Scheer & Jost, 2005). This process is recognized by Gartner group, 
which named this concept “corporate performance management – CPM”, which 
refers to the use of processes, methodologies, metrics, and technologies to create an 
unbreakable bond between corporate strategy, planning, implementation, and 
control. To ensure the company’s agility, the members of management must use the 
tools and methods that enable the organization to quickly evaluate the consequences 
of decisions so that the company can adjust to a new situation. The primary task of 
every management ought to be the pursuit of efficient (doing things in the right way) 
and effective (doing the right things) business operations. Besides the direct benefit 
of carrying out the performance management process for the purpose of business 
optimization, the importance of monitoring the process has increased because of 
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both initiatives and legal provisions, which refer to corporate management and risk 
management. The synonyms for the concept of corporate performance management 
(CPM) are business performance management (BPM) and enterprise performance 
management (EPM) (Dresner, 2008).  

The most recent papers in this area point to the importance of the development 
and use of PMS, where the inclusion of employees in the design, development, and 
use of the performance management process itself is especially emphasized (Cooper 
et al., 2019). It is necessary for companies to implement an appropriate system of 
evaluation and identification of the performance of each employee, team, or the 
entire organization, and accordingly to apply adequate rewards (Andrejić, 2022). 
Furthermore, some other contemporaries emphasize that performance management 
is the general practice that organizations use for measuring and managing 
employees’ work, which aims at ensuring the attainment of the desired goals of the 
organization (Tweedie et al., 2019). Performance management also implies setting 
corporate, departmental, team and individual goals, the use of a performance 
evaluation system, appropriate strategy and reward schemes, training and 
development strategies, feedback information, communication and teaching, 
individual career planning, the mechanisms for monitoring the efficiency of the 
performance management system, and even organizational culture management 
system (Schleicher et al., 2018). To survive on the market and be competitive, 
enterprises must share and distribute knowledge and information (Puška et al. 
2019). According to some authors, employee performance management is one of the 
most critical functions in any organization. This function, which includes employee 
performance evaluation, attempts to improve employee performance, with the goal 
of improving performance at the organisational level (DeNisi et al., 2021). Investing 
in staff, as well as staff management and the use of their knowledge becomes the key 
to the success of a modern organization (Kaplan & Norton, 1996). In general, 
performance management is challenging, complex, multiple, and multi-layered 
processes, relying on theory and research from many different areas, including 
measurement theory and motivation theory, cognitive, clinical, social and 
behavioural psychology, neuroscience, organizational development and change 
management (Pulakos et al., 2019). 

As previously mentioned, the topic of the paper represents determining the 
importance and the role of the performance management process in medium-sized 
and large companies. According to the existing research, mature conceptual models 
of performance management are widespread, but the value of the use of these 
models in the practice of organizations has not been sufficiently researched (Bititci et 
al., 2014). The abovementioned conclusion is one of the reasons for the research 
conception in this paper. The insight into considerable research on performance 
management tells us that it has been conducted in various areas, and that the criteria 
for choosing companies have been different. Some authors tackled the research of 
performance management in large companies (Wang, 2010; Striteska, 2012; Gungor 
& Gozlu, 2016). In the paper of Taletović and Sremac (2023), it is stated that small 
and medium-sized companies are not competitive in comparison to large companies 
in the economies of scale within transport services. There is a significant number of 
authors who focused their research on manufacturing companies, regardless of their 
size (Wong et al., 2014; Oh et al., 2014; Feng et al., 2014; Bititci, 2015). Furthermore, 
certain research included companies from different industries, and companies of all 
sizes (Flamholtz & Aksehirli, 2000). It is also important to mention our national 
authors whose study included a wide range of companies with different features 
regarding their size, branch affiliation, stock market listing, and the like (Todorović  
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et al., 2015). It is evident that large companies have been the subject of these studies 
more often. In this paper, the research has included large companies, but the range 
has also been expanded with medium-sized companies. There surely are justified 
reasons for introducing medium-sized companies into the research, because, 
together with small companies, they are the driving force of development and 
progress in all the economies in the world. Small and medium-sized companies have 
also demonstrated exceptional vitality and the countries with this sector developed 
overcame transitional issues more easily and successfully. However, practice shows 
us that small companies, most frequently, do not have the capacities and do not apply 
the systematic performance management models, and thus, they are centralized and 
owner-bound, so this category of companies will not be included in the research in 
this paper, nor will micro companies. The insight into some research conducted in 
domestic areas shows that small companies use incomparably fewer performance 
measures than large companies (Todorović et al., 2015).  

Besides theoretical research of different concepts and performance management 
models (Cross & Lynch, 1989; Kaplan & Norton, 1992; Flamholtz, 1995; Bititci et al. 
1997; Ghalayini et al., 1997; Neely et al., 2007), a significant part of the research is 
focused on practice and exploration of valuable models that are used in practice by 
medium-sized and large companies in the Republic of Srpska, as well as the study of 
typical ways of performance management in medium-sized and large companies. The 
results of both studies have been used for the development and design of a 
performance management model in medium-sized and large companies, which is 
evaluated by experts and members of the academic community.   

3. Research Methodology 

The research was conducted with combined methods – a multiple case study and 
a questionnaire. Four companies, classified according to the criteria of size and the 
period of experience in implementing a systemic manner of performance 
management, were analyzed in the multiple case study. The research via 
questionnaire (quantitative research) enables parallel collection of additional 
findings on performance management in medium-sized and large companies, 
significant for the main purpose of this study. It is undertaken with the aim of 
ascertaining the characteristics of distributions and relationships between the 
variables in a basic set via examining a sample of the basic set (Ristić, 2016). The 
quantitative research encompassed 130 respondents, in the period from February to 
June 2018 and it was conducted on the territory of the Republic of Srpska. Based on 
the theoretical and empirical research, a model for performance management in 
medium-sized and large companies (SOFI model) was developed, named after four 
aspects it includes – strategic, organizational, financial and information-technological 
aspects. Appropriate key performance indicators, which enable the monitoring of the 
planned goals and indicate the need for performance advancement, may be applied 
to every element of the model. This paper provides an overall view of the research 
field, enriching the existing knowledge fund with the model developed on the basis of 
the research conducted in the Republic of Srpska and defining recommendations and 
possibilities for further research.  

The empirical research conducted in this paper, which is an integral part of wider 
research, is composed of two parts: a case study as a qualitative part of the research 
and a questionnaire as a quantitative part of the research. A schematic diagram of the 
research can be observed in the following Figure 1. 
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Figure 1. Emphasized schematic diagram of the methodology and design 

of the empirical research  

3.1.  Qualitative research  

The first part of the research meant conducting a multiple case study. According 
to Creswell, the defined size of the sample for a multiple case study ought to be in the 
range between three and five (Creswell, 2002). In this case, four companies were 
analyzed, two of which are medium-sized, and two are large. The first variable in 
choosing a company is company size, and the level of experience in implementing a 
performance management system – PMS, is taken as the second variable. According 
to similar research, it can be observed that one variable represents the time period 
since the moment the performance management system was implemented and 
amounts to ten years (Striteska, 2012). Considering that in this case, it is the 
question of a transitional area, a shorter period is taken, namely a period of five 
years of the use of a systematic manner of performance management. Two 
companies (a medium-sized and a large one) implemented a systematic manner of 
performance management in a period shorter than five years, while the other two 
companies conducted the process of performance management for longer than five 
years. The design of this multiple case study, according to the methodology of Yin 
(2009) belongs to the group "multiple cases – one unit of analysis". The subject of 
analysis is certainly the performance management process. Two public and two 
private companies took part in this research, each of which belongs to the category of 
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different business activities (banking, public service, telecommunications, electric-
energy sector). A semi-structured interview and the method of document analysis 
were used as the methods for collecting qualitative data. The methods of analysis and 
synthesis, directed at research questions and the understanding of concepts, were 
applied as the methods of the analysis of qualitative data. 

3.2. Quantitative research  

The second part of the research, concerning quantitative, that is, a survey 
questionnaire, is conducted using a standardized questionnaire. The questionnaire 
consists of closed-ended questions and the Likert-type scale of five-level items. 
Furthermore, an integral part of the questionnaire is a cover letter, whereby the 
purpose of the research is explained. The questionnaire is created via Google Forms 
application, and the access link was being delivered through e-mail. The local 
chamber of commerce took part in the research by means of support and connecting 
with the companies.  

The research sample was determined via stratification of the basic set of medium-
sized and large companies in the Republic of Srpska. According to the data of The 
Chamber of Commerce and Industry of the Republic of Srpska, a sample for 
conducting research in the Republic of Srpska (54 companies1) was obtained through 
stratification out of a total of 1080 large and medium-sized companies. 11 belonged 
to the category of large, and 43 to the category of medium-sized companies, out of a 
total of 54 companies. The research was carried out over five months (February – 
June 2018), with 130 responses obtained, which enabled the smooth implementation 
of statistical analyses (Cohen, 1988). These 130 responses have been collected from 
54 companies, where several employees holding management positions in each 
company have been asked to fill in the questionnaire (see Figure 2). 

 

 
1 It is necessary to mention that 459 companies had a registered public email address out of a total of 1080 
medium-sized and large companies. Stratified sampling was determined based on that set of companies. This 

data is important because the non-existence of a registered public email address may question the existence of 

business activities of registered companies, because business entities are obliged to file a tax return to authorized 
institutions in electronic form (www.poreskaupravars.org). Furthermore, delivering a link for filling in a 

questionnaire electronically enables faster and more transparent communication, so these data swayed the 

researcher that the quantitative research is based solely on the companies which possessed registered email 
addresses. 
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Figure 2. The representation of a company structure in the conducted 

research 

The performed statistical analyses can be grouped in the following way: 
descriptive, exploratory, and inferential statistical analyses. Within descriptive 
statistics, a number of analyses, referring to respondent structure in relation to: size, 
form of ownership, form of organizing, company’s business activity, the level of 
conducting the PM process, the frequency of measurements and performance 
evaluation, ranking diverse types of performance according to the frequency of 
measurements and evaluation, company size,  a form of organizing and a form of 
ownership, the use of information technology and systems (integrated information 
system, business intelligence technology, specialized software for performance 
management and Excel) was carried out and the ranking of barriers according to the 
size of negative impact on the PM process. In the inferential statistics part, there are 
the analyses which check the posed hypotheses and other questions significant for 
the research purpose with the help of diverse statistical tests. Those tests describe 
the statistical significance of certain phenomena. Besides statistical importance, 
there is more and more talk about practical significance, which implies the 
calculation of effect size. For each used analysis there is a corresponding test for 
effect calculation. Software package Statistical Package for Social Sciences was used 
in the research. However, due to the limited possibilities of presenting all the 
statistical analyses, only the most significant analyses necessary for model design 
will be presented in this paper.  

In every quantitative research, before testing the posed hypotheses, research 
questions and other forms of analyses, it is necessary to determine the reliability of 
measuring instruments. Cronbach's alpha is most often used for calculating the 
reliability of measuring instruments. This coefficient may have a value from zero to 
1, and it is believed that the closer the result is to one, the reliability is greater 
(Cronbach, 1951). The main indicator of reliability between the results of 
measurements is the correlation coefficient. Rather large Cronbach's alpha 
coefficients are calculated in this research (from 0.894 to 0.947), which suggests that 
the reliability of scales is at a high level (see Table 1). 
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Table 1. The analysis of scales reliability 

Model BSC prism pro efqm idpms ipms smart 

Cronbach's 
Alpha 

0.946 0.911 0.924 0.930 0.914  0.894 0.947 

 

The choice of questions for the questionnaire (or the interview) is determined by 
the choice of important data that ought to be collected. They primarily relate to the 
posed hypotheses, established research questions and the research goals. In order to 
obtain important answers to the posed research questions by means of research, 
first, it is necessary to identify and specify the information which provides the 
answer to those research questions, and only then approach choosing and 
establishing the questions for the questionnaire or the interview, whereby the data 
that may contain that information are collected. To sum up, the posed research 
questions and hypotheses determine the important data that should be collected, and 
through the choice of those data, the choice of questions posed in the questionnaire 
and the interview is determined. 

Before the final application of the questionnaire, trial research on the 
comprehensibility of the questions was also conducted, where each interviewee had 
the opportunity to suggest about any segment of the research instrument. 15 
respondents, namely the respondents who occupy managerial positions in the 
economy or are a part of the academic community, were included in the testing of 
questions’ comprehensibility, that is, scale items. The obtained suggestions 
influenced the forming of the final version of the questionnaire and are considered 
useful. The most frequent suggestions concerned the additional explanation of a 
term, which was believed to be common knowledge and established in business 
terminology (stakeholders, market segments, market niches, organizational culture, 
performance indicators, mission, vision, and the like). Considering the purpose, the 
questionnaire was adjusted in that sense, as well as various reformulations of items 
within the scale, which contributed to a better understanding of respondents in the 
research itself. In the final version of the questionnaire, the items are randomly 
divided into scales (per aspect), so as not to observe a clear classification into a 
certain model, because, in that case, the responses could be suggestive. 

4. The development of a performance management model for medium-
sized and large companies 

The first established hypothesis (H1) should be used to check if the practice of 
performance management in medium-sized and large companies in the Republic of 
Srpska shows deviations from referent theoretical models of performance 
management. The following table (Table 2) shows the sum of average deviations of 
performance management practice from the performance management model. 
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Table 2. The sum of average deviations of performance management 

practice from theoretical models of performance management 

The sum of average deviations of performance management practice from 
theoretical models of performance management 

BSC prism pro efqm idpms ipms smart 

  194.53 187.8 179.34 196.8 207.25 203.8 180.4 

 

The deviation of the evaluated performance management practice from a 
theoretical model of performance management is calculated by subtracting from the 
number five (the maximum possible frequency of an element (item) of a given 
theoretical model in performance management practice) a round number for the 
item of that model in the scale, which indicates the evaluated frequency of an 
element (item) of that theoretical model in performance management practice. Then, 
all the deviations are added up and the obtained sum is divided by the number of the 
elements (scale items) of that theoretical model. Arithmetic means of deviations of 
performance management practice from theoretical models of performance 
management are shown further in Table 3. 

Table 3. Descriptive statistics of the deviation of PM practice from PM 

models 

   N Mean value 
    Standard     
deviation 

Minimum Maximum 

BSC 128 1.4964 .92926 .00 4.00 
prism 128 1.4359 .85608 .00 4.00 

pro 128 1.3711 .94263 .00 4.00 
efqm 128 1.5063 1.02441 .00 4.00 

idpms 128 1.6191 1.03100 .00 4.00 
ipms 128 1.5625 .93329 .00 4.00 
smart 128 1.3781 1.01461 .00 4.00 

 
It is evident that the greatest deviation of the practice of IDPMS model with the 

calculated value of 207.25 (see table 2), and then from IPMS model. The smallest 
deviation is from Pyramid of organizational development model with the value of 
179.34 (see table 2), and a slightly higher deviation is also observed in SMART 
model. Other models (BSC, the performance prism and EFQM), significantly more 
frequent in the practice of world organizations, are rated at an average level in this 
research, that is, the deviation of practice from these models is in the middle of the 
interval of deviation in the presented results. If a model is completely represented, 
then all the statements relating to that model are evaluated at number five in the 
scales. It would mean there is no deviation and that all the calculated values are at 
zero. The maximum value of deviation would occur in a situation where all the 
respondents assigned grade 1 to a certain statement, which can be calculated 
depending on the number of respondents and items related to a model. In this case, 
the comparison was performed per model, i.e., the amount of the deviation of 
practice compared to every model individually was determined. It is concluded that 
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the arithmetic means of the deviation of performance management practice from the 
performance management model were calculated in the testing of this hypothesis. 
The calculated deviations were in the interval from 179.34 (for the Pyramid of 
organizational development model) to 207.24 (for the IDPMS model) for the basic 
posed hypothesis. During the additional testing, The Friedman test was used for 
several dependent groups, where the result showed that the null hypothesis was 
rejected (p = .000), that is, that at least two performance management models 
mutually statistically significantly differ per the amount of deviation from 
performance management practice. This conclusion was also confirmed by the 
calculated effect value (d=1.3422), which points to the existence of a great effect. The 
basic established hypothesis is confirmed. 

In the part of the descriptive statistics (see Table 4), an analysis was performed 
where a range of deviations in the evaluated performance management practice from 
the items of the theoretical models of performance management can be observed, i.e., 
the largest and the smallest deviations can be determined.  

Table 4. Arithmetic means of the deviation of practice from the items of 

the performance management model 

RBSC1 1.09 RPRO6 1.64 
RBSC2 1.19 REFQM1 1.48 
RBSC3 1.22 REFQM2 1.16 
RBSC4 1.25 REFQM3 1.58 
RBSC5 1.44 REFQM4 1.81 
RBSC6 1.69 REFQM5 1.53 
RBSC7 1.43 RIPMS1 1.56 
RBSC8 2.18 RIPMS2 1.51 
RBSC9 1.74 RIPMS3 1.22 

RBSC10 1.73 RIPMS4 1.88 
RBSC11 1.49 RIPMS5 1.66 

RPRISM1 1.28 RSMART1 1.17 
RPRISM2 1.62 RSMART2 1.15 
RPRISM3 1.57 RSMART3 1.49 
RPRISM4 1.34 RSMART4 1.51 
RPRISM5 1.42 RSMART5 1.62 

RPRO1 0.83 RIDPMS1 1.62 
RPRO2 1.26 RIDPMS2 1.22 
RPRO3 1.37 RIDPMS3 1.89 
RPRO4 1.52 RIDPMS4 1.75 
RPRO5 1.65   

 
The largest deviation can be observed in item eight in BSC model, which reads: 

"In our company, the innovation management processes are organized 
(design/development of products/services, research and development, etc.)". This 
shows us that companies do not have organized innovation management processes, 
nor can they in any way follow the effects and results that are achieved by 
introducing innovations. The smallest deviation is in item one in the PRO model, 
which reads: "We are developing products/services that correspond to the market 
that our company has chosen." This certainly tells us that most companies believe 
that the products or services they provide are adequate to the market in which they 
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operate, and that this element is at a satisfactory level in the performance 
management process. 

It can be concluded, based on the calculated values of the arithmetic means of the 
deviation of performance management practice compared to the items of the 
performance management model, that the range of deviation is from 0.83 to 2.18. A 
logical sequence of the choice of the items of theoretical models for the performance 
management model of medium-sized and large companies was such that the items 
with the smallest deviation are chosen out of every model. The model obtained in 
this way can be defined as a descriptive model, which illustrates the elements 
applicable in medium-sized and large companies in the Republic of Srpska. 
Considering that the total average deviation of all the items of the model is 1.48, the 
conclusion has been reached that it could be the upper limit for the choice of items of 
the new model. This would mean that items, with a deviation of less or equal to 1.48, 
are chosen out of every model. 

If we look at the BSC model, it can be observed that the first four items form a 
new model, as well as items five and seven. The review of these items is as follows: 
we systematically measure and evaluate financial business results, in order to obtain 
a greater value for the owners, then we devote great attention to the service of 
products/services, systematically determine functionality, quality, availability and 
the price of products/services for customer key segments, we devote great attention 
to product/service image, customer management processes are organized in our 
company (choosing, acquiring, retaining and increasing the number of customers) 
and the operations management processes are organized in our company (managing 
supply, production, distribution, risks). In the performance prism model, the first, the 
fourth and the fifth item have a deviation up to the average value and as such form a 
new model. They are formulated in the following manner: we know exactly what 
people, practices, technologies, and infrastructure are needed for enabling business 
processes, it exactly is known in our company what our stakeholders want from it 
and our business processes are arranged in such a way that they lead towards the 
implementation of defined strategies. In the Pyramid of organizational development 
model, the items one, two and three have a value less than average and are defined 
as: we develop products/services that correspond to the market that our company 
has chosen, we precisely identify and define a sustainable market (target market 
segments and market niches – smaller groups of customers with specific needs 
within one market segment) and develop support systems to the main business 
(marketing, sales, accounting, management information system, etc.) necessary for 
effective and efficient functioning. The items one and two from EFQM model, with 
the deviation of 1.48 and 1.16, satisfying the criterium for forming a new model are: 
we manage the relations with our partners, suppliers and internal resources and we 
implement our mission and vision by developing and applying the strategy focused 
on stakeholders. In the IPMS model, item three has a deviation of 1.22 and is defined 
as: our company is focused on key business processes in business performance 
management. SMART model contains two items with a deviation less than the 
defined criterium. These items are defined as follows: business vision in our 
company represents the basis for the company’s strategy and based on the 
established strategy at the company level, we define goals for each branch, and then 
strategies are set for achieving those goals. The last IDPMS model contains only one 
item, which has a deviation within a defined range, and it is as follows: management 
is responsible for determining “general” areas of success (based on the strategy and 
important for the long-term success of a company) and “specific” areas of success 
(important for competing in specific product markets).  
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Besides the quantitative part of the research, the qualitative part of the research 
also influenced the model formation, that is, conducting the multiple case study. The 
conclusions made from four case studies determined the choice of certain additional 
elements necessary for a new model formulation. It is also important to mention that 
the creation of a new model is based on previous settings of four aspects of 
reviewing company’s operations. In the domain of the information-technological 
aspect, no item with a deviation within the defined criterium has been positioned, so 
in this case, the possibility of the inclusion of elements which concerns information 
capital in the model itself has been reviewed. The analysis shows that item eleven of 
the BSC model, which refers to this aspect, had a deviation of 1.49, and it is 
considered that it can be an integral part of the new model. It is defined as follows: 
large importance is dedicated to information capital (databases, information 
systems, networks, technical infrastructure). Furthermore, from the aspect of the 
importance of information systems in the total business process, that is, performance 
management, it is necessary to include this element in the new model composition. 
The justification for the introduction of this item can be derived from the case 
studies’ analysis as well, where the necessity of the implementation of information 
technologies and systems has been emphasized in all four case studies. The 
information–technological aspect of doing business changes the way a company 
operates, sheds completely new light on business activities and employees’ 
behaviour and certainly becomes strategically important. Simply, business 
digitalization occurs, which is an indication of monitoring the organization’s 
compliance with the fourth industrial revolution.  

Digital transformation of the business environment will consider those 
organizations successful that can adapt quickly, learn fast and accept dynamic 
requirements from the business environment. Organizations with high performance 
act as strong networks, coordinated through culture, information systems and the 
mobility of talented employees. Many companies are focused on redesigning the 
organization itself, but also on building new organizational models. The way 
organizations with high performance do business today differs significantly from the 
way they functioned ten years ago. However, many organizations still practice 
inherited practices, systems, and behaviors, which ought to be rejected, before the 
market rejects them. As organizations become increasingly digital, they face bigger 
and bigger challenges to redesign themselves, to move more quickly and adjust to 
the changes in the environment (Bersin et al., 2017). Further in the paper, the model 
for performance management of medium-sized and large companies – SOFI model 
(see Figure 3), can be observed, obtained because of qualitative and quantitative 
research. SOFI presents an acronym for the names of aspects from which doing 
business in this model is observed (strategic, organizational, financial, and 
information-technological). 
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• Information capital:  
o Data bases   
o Information 

systems  
o Networks  
o Technical 

infrastructure 

• Long-term values for 
owners – measuring 
and evaluating 
financial results 
(income growth, sales 
growth, productivity 
and profitability) 

Strategic  

aspect 

Financial  

aspect 

Model for 

performance 

management of 

medium-sized and 

large companies 

(SOFI) 

Organizational 

aspect 

Information 

technological 

aspect 

• Vision  
• Mission  
• Goals  
• Strategies  
• Product management (service, 

quality, availability, cost and 
image, functionality)  

• Market management (key 
market segments and market 
niches)  

• Customer relationship 
management – CRM  

• Stakeholders  
• The compliance of business 

processes with the strategy  
• Partners, suppliers and 

internal resources 
management 

• Organization capacities (people, 
technology, infrastructure and 
practice)  

• Management (general areas of 
success and specific areas of 
success)  

• Key business processes  
• Basic business support systems 

(marketing, sales, accounting, 
management information system)  

• Operations management 
(supply management, production 
management, distribution 
management, risk management) 

 

Figure 3. Performance management model for medium-sized and large 

companies – SOFI 
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5. Key performance indicators and the questions necessary for a 
successful model implementation 

The model is the counterpart of BSC model, because like it, it contains four 
aspects or perspectives. Just as famous authors Kaplan and Norton developed a 
model, and tried to simplify perspectives by formulating diverse questions, which 
every manager ought to observe, to facilitate the performance management process, 
so this paper will attempt to contribute to a better understanding of a performance 
management model of medium-sized and large companies by posing adequate 
questions, as well as the examples for key performance indicators. 

Table 5. Questions for elements contained in the strategic aspect 

 
 

NO. 

 
 

ELEMENTS 

 
 

QUESTION 

The examples of key performance 
indicators – KPI for a strategic 

aspect (for more details, see Marr, 
2012) 

1. Vision 
In which business 

area are we? What is 
our core business? 

The employee engagement level – to 
what extent are employees 

dedicated to the implementation of 
a company’s mission and vision 

2. Mission 

In which business 
area are we? What is 

our core business? 
What is the purpose 

of our existence? 

The employee engagement level – to 
what extent are employees 

dedicated to the implementation of 
a company’s mission and vision  

3. Goals 

What do we want to 
achieve? How do we 
plan to measure our 

plan? 

The progress in the goals of joint 
investments 

4. Strategies 
How do we want to 

compete in the 
market? 

Sales per employee 
Development in accordance with a 

regional development vision 
The costs and the impact of non-
compliance with the regulations 

5. 
Products 

management 

Do we develop 
products that 

correspond to the 
market our company 
has chosen? Is there 

a need for new 
product 

development? 

Brand equity (BE) 
Time to market (TM)  

Quality index (QI) 

6. 
Market 

management 

Do we know exactly 
which are our target 

market segments? Do 
we have developed 

market niches 
(smaller groups of 

customers with 
specific needs) 

Market share 
Market growth rate (MGR) 

Relative market share (RMS) 
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within certain 
market segments? 

7. 

Customer 
relationship 
management 

- CRM 

Do we know who our 
loyal customers are? 
How do we retain the 

existing and attract 
new customers? How 

do we make a 
uniform platform for 

customer 
relationships with 

the aim of increasing 
total value for 

customers? 

Customer satisfaction index (CSI) 
Customer retention rate (CRR) 
Customer lifetime value (CLV) 
Customer turnover rate (CTR) 

The number of complaints 
Average costs of attracting new 

customers 
Total revenue per customer 

Total costs per customer 

8. Stakeholders 

Who are our 
stakeholders? What 
do they want from 

us? What do we 
expect from them?  

Rentability 
Employee fluctuation rate 

Absenteeism rate 
Customer complaint rate 
Dividend coverage level 

The value of given charity donations 

9. 

The 
compliance 
of business 
processes 
with the 
strategy 

Are our business 
operations complied 
with the strategy? Is 

the strategy 
implemented as 

planned? How do we 
achieve the 

compliance of all 
business units while 

implementing a 
defined strategy? 

Cash outflows trend of outsourcing 
resources 

The efficiency of new investments 
The sale of newly-introduced 

products 

10. 

Managing 
partners, 
suppliers 

and internal 
resources 

Do the relationships 
with partners, 
suppliers and 

internal resources 
support the 

company’s strategy 
and enable the 

process to unfold 
efficiently? 

Average delays of payments 
The time of shipment delay 

The average value of procurement 
per supplier 

 
It is evident that the strategic aspect (see Table 5) contains ten elements. The 

proper implementation of these elements depends on the response to the posed 
questions, which the manager ought to interpret adequately. By choosing adequate 
key performance indicators, we facilitate the process of monitoring our business 
operations and making correct managerial decisions. 
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Table 6. Questions for elements contained in the organizational aspect 

N
O. 

    ELEMENTS QUESTION 

The examples of key 
performance indicators – KPI 
for organizational aspect (for 
more details, see Marr, 2012) 

1. 
Organization 

capacities 

Do we know exactly what people, 
practices, technology and infrastructure 

are needed for enabling business 
processes? How do we ensure that our 

employees are motivated to work in 
accordance with the strategy? 

Overall equipment effectiveness 
(OEE)  

Process or machine downtime 
level – (PMDL) 

Human capital added value 
(HCVA) 

Revenue per employee (RPE) 
Employee satisfaction index 

(ESI) 
Employee churn rate (ECR) 

Average employee tenure (AET) 

2. Management 

Has the management defined general 
areas of success based on the strategy and 

which are important for the long-term 
success of the company? Are specific areas 

of success important for competing on 
specific products market defined? Does 

the management adequately manage 
social responsibility processes? 

Energy consumption (EC) 
Waste reduction rate (WRR) 

3. 
Key business 

processes 

What are our key business processes that 
bring us the most value? Are there critical 

business processes? 

Process waste level (PWL) 
Six Sigma process level (SSL) 

4. 
Basic business 

support 
systems 

Are marketing, sales, accounting and IT 
sectors adequately developed? Are certain 
modifications needed in order to provide 

effective and efficient functioning? 

Page views and bounce rates 
(PV & BR) 

Online share of voice (OSOV) 
Klout score (KS) 

5. 
Operations 

management 

Which business processes do we have to 
improve to implement a defined strategy? 

How do we link operational plans with 
strategies? 

Order fulfilment cycle time 
(OFCT) 

Delivery in full, on time rate 
(DIFOT) 

The percentage (%) of the first 
pass yield (FPY) 

 
In the organizational aspect (see Table 6), we observe five elements, which are 

also defined through appropriate questions and examples of key performance 
indicators. If we observe the element “organization capacities”, then the following 
key questions are imposed: “Do we know precisely what people, practices, 
technology, and infrastructure are needed for enabling business processes? How do 
we ensure that our employees are motivated to work in accordance with the 
strategy?“. The examples of KPI which can be used within this element are: overall 
equipment effectiveness – OEE, process or machine downtime level – PMDL, human 
capital added value – HCVA, revenue per employee – RPE, employee satisfaction 
index – ESI, employee churn rate – ECR, and average employee tenure – AET). It is 
certain that the abovementioned KPI enables observing whether and to what extent 
the established goals are achieved, which evidently applies to other elements as well. 
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Table 7. Questions for elements contained in the information technological 

aspect 

NO. ELEMENTS QUESTION 

The examples of key 
performance indicators – KPI 
for information technological 
aspect (for more details, see 
Kotarba, 2017 and Baroudi, 

2010) 

1. 
Information 

capital 

Do we have adequate 
information capital 
which supports the 

performance 
management process? 

Does the existing 
informational capital 

provide us with insight 
into the situation daily 

and in which segments? 
Can we have all the types 
of reports necessary for 
the efficient functioning 

of a company? 

The share of costs spent on 
hardware in total costs 

The share of costs spent on 
software in total costs 

The number of activities 
performed in the network per 

person 
IT reporting frequency 

The percentage (%) of IT 
functions connected with 

business 
IT costs per employee 

Average IT cost per customer 
Technology efficiency index  

 

Table 8. Questions for elements contained in the financial aspect 

NO. ELEMENTS QUESTION 

The examples of key 
performance indicators (KPI) 

for the financial aspect (for 
more details, see Marr, 2012) 

1. 

Long-term 
values for 
owners – 

measuring 
and 

evaluating 
of financial 

results 

How do we increase value 
for shareholders? Has a 

larger income been realized 
compared to the previous 

period? Has greater 
productivity been realized 
compared to the previous 

period? 

Net gain 
Net profit margin 

Gross profit margin 
Operating profit margin 

Productivity 
Sales in 
crease 

Income growth 
EBIT – earnings before interest 

and taxes  
ROI – return on investment 

Total shareholder return - TSR 
Economic value added - EVA 
Cash conversion cycle - CCC 

 

In the last two aspects, we observe one element in each (informational capital 
(see Table 7) and long-term values for owners – measuring and evaluating financial 
results (see Table 8), which are, by their nature, comprehensive and wide, and as 
such, they can provide insight into a wider range of business activities related to 
finance and information technologies.  
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6. Discussion 

By analyzing all four case studies, a conclusion was reached that organizational 
culture and the knowledge and experience of employees have the largest negative 
impact on the performance management process. Although employee performance is 
mostly measured and evaluated, it proved that employees and their attitude towards 
the organization also represent the biggest obstacle in the performance management 
process. Employees are a key link in a business chain and their inflexibility can pose 
a big problem. Yet again, the fact that people do not like change because they are 
used to comfort in the existing environment is proved. It is necessary to work on the 
change of human consciousness, to get productive and satisfied employees. 
Furthermore, knowledge related to information technology is mostly an obstacle to 
successful activity performance, because a certain number of employees are not 
ready to learn and adjust to new software solutions, which can ultimately only 
facilitate the process of business operations. In most cases, information systems and 
organizational structure do not represent a barrier in the abovementioned process, 
that is, they have the smallest negative impact. The reason for that was the fact that 
the topic of research were the companies in which integrated information systems 
were implemented, whereby all business processes were covered, and which 
simultaneously support performance management activities as well. It is evident that 
none of the official theoretical models of performance management in a company is 
used in the examined companies. Described conclusions from all four case studies 
along with quantitative research helped to form a model for performance 
management of medium-sized and large companies. 

The answers to the posed questions will also be elaborated in this part. The issues 
of the research are, as has already been stated in the introductory part, expressed in 
the following research questions: 
Q_1a: Which are the most significant theoretical models for the performance 
management of a company?  

By studying the literature in the area of performance management, it can be 
observed that there are a number of models, the goal of which is to perceive all the 
elements of business results and which provide direct help to managers to monitor, 
optimize and maximize those business results continuously. Using a 
multidisciplinary approach, various authors formulated diverse scientific models 
applicable in the practice of organizations of all sizes and types of organizing. 
However, not all models started to be practised in the same way and with the same 
intensity. Seven models were singled out of a large number of the existing models in 
the literature, which served to form and conduct research, and which were 
recognized as relevant in the research of other authors, confirmed in practice, but at 
the same time complying with the established subject, goal and methodology of this 
research. They are: 1) SMART model (Strategic Measurement and Reporting 
Technique), (Cross & Lynch, 1989), 2) Balanced Scorecard (BSC), (Kaplan & Norton, 
1992), 3) Performance prism model), (Neely et al., 2002), 4) EFQM excellence model 
(The European Foundation for Quality Management Excellence Model), (EFQM, 1992), 
5) Pyramid of organizational development model – PRO, (Flamholtz, 1995), 6) IPMS 
(Integrated Performance Measurement System), (Bititci et al. 1997), 7) IDPMS 
(Integrated Dynamic Performance Measurement System), (Ghalayini et al., 1997). 
Q_1b: Which elements of theoretical models are present in the practice of medium-sized 
and large companies in the Republic of Srpska?  

Based on theoretical research of the chosen seven models of performance 
management, the grouping of all the elements of the existing models into certain 
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categories was performed. The analysis has shown that each of the elements belongs 
to one of four categories (financial, strategic, organizational and information-
technological). Based on that, an integrated theoretical model of performance 
management has been developed, which encompasses and summarizes various areas 
or aspects of a company in the process of reviewing company performance. By 
researching a sample of 130 respondents from medium-sized and large companies, 
the results of the size of the deviation of certain model elements from practice were 
obtained. The amount of deviation determines the percentage of the element’s 
frequency in practice. The less the deviation, the greater the frequency of the 
element in the practice of organizations taking part in the research. Empirical 
research has shown that out of all examined elements, medium-sized and large 
companies in the Republic of Srpska mostly recognize and use the following 
elements in their practice of business results management: vision, mission, goals, 
strategies, product management, market management, organization capacities, 
management, key business processes, partners, suppliers and internal resources 
management, long-term values for owners and information capital. 
Q2: What is the practice of medium-sized and large companies like concerning 
performance management? 

The performance management process can be considered a development 
generator of a business system. It can be observed in the research results that 95% of 
respondents believe that a systematic way of performance management is being 
carried out in their companies. Both parts of the research have shown that this 
process is supported by information technologies and systems, but it is also 
considered that precisely information technologies represent a large barrier to 
performance management. A certain number of respondents realized that 
inadequate IT support has a negative impact on their business system. On the other 
hand, organizational culture and knowledge and experience of employees are 
considered the largest barrier to case studies. There where information technologies 
are at a high level, employees and their attitude towards work are the biggest 
obstacles in performance management. In the quantitative part of the research, the 
results demonstrate that financial performance is most frequently measured and 
evaluated, and the performance of programs and projects most rarely, while the 
results of the qualitative research, in the first place, affirm the performance of 
employees, that is, individuals and teams. Furthermore, there are differences in the 
frequency of performance measuring and evaluating, and it can be perceived that 
this process is performed daily in most studies, while, in the quantitative part of the 
research, performance measurements and evaluations are mostly carried out 
monthly.  
Q3: How and which information technologies and systems support performance 
management of medium-sized and large companies? 

The response to this research question can be obtained from case studies in a 
much more detailed and precise manner compared to the quantitative part of the 
research. The conducted studies with the conclusions derived from them provided 
different answers. Primarily, it is characteristic that all four companies use an 
integrated information system, business intelligence technology solutions and have 
specialized software for performance management support. Depending on the 
company’s activities, the solutions of information technologies and systems are 
adjusted accordingly. ERP solution, as a product of SAP company, is present in 
medium-sized and large companies. Besides  ERP solutions, performance 
management processes are also supported by specialized software such as: IBM base 
application, as well as the applications for loan processing and payment transactions, 
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then in-house software for payment of receivables, invoicing and spending, web help 
desk applications for employee performance monitoring, software for documents 
management and key processes management, Data Warehouse platform with 
programs specialized for performance management and others. The parameters 
important for business monitoring are obtained by data filtering for the required 
purpose and by drafting adequate reports, which are mainly exported in excel. 
Moreover, in certain cases, Data Marts are integrated with ERP whereby dynamic 
excel reports are created, which additionally improves system performance 
monitoring. 
Q4: What kind of performance management model could be successfully implemented 
in the practice of medium-sized and large companies in the Republic of Srpska? 

The conducted research aimed at determining the elements of the existing 
theoretical models, which are present in the practice of medium-sized and large 
companies in the Republic of Srpska. The elements that are mostly present in 
practice represent a basis of a new model, which could be successfully implemented 
in the practice of medium-sized and large companies. The model itself (see Figure 3) 
is structured in the form of four aspects, where each aspect individually reflects one 
business dimension. It consists of strategic, organizational, financial and information-
technological aspects. The model is made of many elements, which ought to enable 
the organization to manage performance adequately. In the strategic part, the 
following were singled out as the most significant elements: vision, mission, goals, 
strategies, product management, market management, customer relationship 
management, stakeholders, the compliance of business processes with the strategy 
and partner, suppliers and internal resources management. When the elements are 
observed in a strategic aspect, it is perceived that an adequation formulation of 
vision, mission, goals and strategies is necessary for the successful functioning of a 
business, as scientists have for a long time apostrophized. According to this research, 
besides a general formulation of statements on vision and mission, and then 
determining concrete values that are to be obtained in the future period, that is, 
determining goals, besides defining general organizational strategy, it is necessary to 
determine goals for each business unit, and then strategies for achieving those goals 
as well. Managing products or services implies the development of adequate, that is, 
competitive products/services regarding functionality, price, quality, service, time of 
delivery and image, in accordance with the chosen market. Managing a market 
means that it is necessary to identify a sustainable market and market niches where 
products or services could be marketed. This process also includes strategic market 
planning, which enables determining potential customers and their needs. Customer 
relationship management (CRM) implies detailed customer analyses and their 
purchases. Choosing, acquiring, retaining and the growth of the number of customers 
are important segments in this part. Stakeholders are an important segment of every 
business system, where the position and status of all stakeholders are very 
significant, that is, defining what they want out of the company itself, but also what 
the company expects from them. The compliance of business processes with the 
strategy implies that the processes are established in such a way as to lead towards 
the implementation of the defined strategies. The last element in a strategic aspect 
implies partners, suppliers and internal resources management. This element 
indicates that organizations plan and manage partnerships, suppliers and internal 
resources in order to support the organization’s strategy and enable efficient 
process, that is, that intra- and inter-organizational networks are efficiently 
managed. The organizational aspect comprises elements, which relate to the 
organization’s capacities, management, key business processes, support systems to 
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basic business and operations management. The organization’s capacities are 
observed through employees, technology, infrastructure and practice (policies and 
procedures on work methods). In order to determine the level of the capacities or 
possibilities of a company, the method of comparison with the second most 
important competitors is mostly used. In this way, an incentive for the improvement 
of all the elements of the organization’s capabilities is encouraged, which 
simultaneously represents the support for key business processes as well. In this 
paper, management stood out as an independent element rated rather high, and it is 
observed as the management responsible for determining “general” and “specific” 
areas of success. “General” areas of success are based on the strategy and are 
significant for long-term company success, while “specific” areas of success are 
significant for competitiveness in specific market segments. If a competitive 
advantage for a certain product is to be gained, then marketing sector analyses 
according to sales reports, market share and customer satisfaction is most often 
conducted. One feature is singled out as key most often and it becomes a specific area 
of success for that specific product. It can be quality, time of delivery, expenses or 
some other specificity. Management area includes general management, but also 
marketing, production, engineering, finance and accounting management. It is highly 
important to identify key business processes, those that bring the most benefit and 
focus attention on them and their smooth operation. These processes ought to be in 
accordance with the defined strategy. Developing a support system for basic 
business for its efficient and effective functioning is necessary and can relate to 
marketing, sales, accounting, information system and others. Operations 
management includes the second segment of a company and it relates to the efficient 
operation of procurement, production, distribution processes, but also adequate risk 
management. An information-technological aspect relates to information capital, 
which is made up of databases, networks, information systems and technical 
infrastructure. It is impossible to imagine that any performance management 
process functions without adequate information systems support. All the indicators, 
both financial and non-financial, ought to be an integral part of a unique information 
system. In order for employees to be able to contribute towards the realization of the 
set goals, they need timely and fast information, which is realized through the 
creation of necessary reports with the help of information technologies. The financial 
aspect encompassed the element relating to the realization of long-term value for 
owners, where systematic measuring and evaluating financial results is 
apostrophized. Undoubtedly, without financial indicators, there is no long-term 
success of a company, but it must not rely solely on them. In this segment, income or 
sales growth, productivity and profitability are measured most often, which ought to 
contribute towards the realization of long-term value for owners and the long-term 
success of a company. 
Q_5a: Is there a gap between theoretical models for performance management and real 
practice in performance management? 

Theoretical models of performance management present in this research and the 
real practice of performance management indicate that there is a gap in the 
frequency of these models in the abovementioned practice. Certain elements of the 
model are more frequent than others in a greater or smaller percentage, but models, 
in total, are not present in the practice of medium-sized and large companies in the 
Republic of Srpska.  
Q_5b: What are the ways of overcoming organizational barriers in the performance 
management process? 
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Theoretical research has shown that organizational structure, organizational 
culture, knowledge and the experience of the employees who are in these jobs and 
the non-existence of the appropriate information system for the support of 
performance management process occur as the biggest obstacles in the performance 
management process. In the organizational barriers testing, the barriers in the form 
of information systems, organizational culture and knowledge and experience of 
employees stood out as statistically significant. The ways for overcoming the 
abovementioned barriers have to comply with the same type of barrier. If we 
consider the barrier relating to information systems, then employee education, 
implying engaging consultants as well, better equipment regarding IT infrastructure, 
“outsourcing” for certain IT services and forming strategic partnerships are 
suggested as the best way of overcoming it.   

According to the stated authors, the digital revolution faces organizations with 
the issue of adequacy of their strategies, organizational structures and support 
systems, managerial capabilities to respond to the demands of those modern 
technologies with the help of knowledge and skills, the need to change organizational 
cultures, in order to benefit from new technologies in full (Aleksić Mirić & Petković, 
2018).   

The barrier concerning organizational culture includes the changes in the value 
system of employees in such a way that they experience measurement systems and 
performance evaluation as just and adequate in favour of their personal and 
organizational development. In one segment, it is necessary to act directly on 
employees’ values, beliefs and opinions, and in another segment, performance ought 
to be managed in a way to produce desired changes in the company’s cultural values, 
which is recognized as a reciprocal relationship between organizational culture and 
performance in the relevant literature. It is important to influence the employees’ 
conscience regarding the fact that the inclusion in performance management process 
can have a positive contribution to their status, the sense of belonging to the 
company, as well as material satisfaction. Organizational culture development that 
supports the use of the chosen performance management system of a company is 
necessary because numerous research confirms that it can be the instrument of 
management, whereby the company’s goals are realized (Janićijević, 2013).   

The knowledge and experience of employees can, certainly, present an obstacle to 
the successful development of the performance management process, which has also 
been confirmed in this research. At the same time, the knowledge and experience of 
employees represent the most valuable organizational resources (Lalić, 2016). The 
human resource management sector, which ought to present an understanding of the 
connection between individual and organizational performance, should have a key 
role in overcoming this barrier. That process implies the understanding of purpose, 
methods, desired effects and implications, which performance management on an 
organizational level has on employees’ performance. Besides acting on cultural 
values, which are abovementioned, barrier overcoming, and employees’ resistance 
ought to encompass specially designed training, targeted at the advancement of that 
knowledge and form of behavior, which is mostly connected to a concrete 
organizational model of performance management. 

The conducted theoretical and empirical research (qualitatively and 
quantitatively) generated authentic results which have been spoken about up till 
now. However, while viewing these results and possibilities for their generalization, 
it is important to consider certain limitations as well. 

The first limitation relates to the fact that the theoretical analysis and the 
generation of an integrated theoretical model included the seven most frequent, and 
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not all models possible in theory and practice. Considering that this is an interesting 
area for modern management, it is also concluded that the research did not include 
the models which have been recently published and generated. 

The second limitation relates to the qualitative part of empirical research and is 
reflected in the analyses relating to multiple case studies. The promised analyses that 
could not be applied are: the technique of key words in context and thematic 
analysis. While conducting multiple case studies, the interviews were done face to 
face and the notes were kept during the interview, but the respondents did not allow 
the interview to be recorded. As the main reasons, they stated the feeling of 
discomfort due to recording, negative impact on the interviewing process itself and 
the uneasiness while formulating answers. However, the interviews were successful. 
Nevertheless, the written text from the notes is insufficient for the abovementioned 
analyses, where more extensive vocabulary is required. It is the main reason for the 
impossibility of performing the promised analyses and acquiring the necessary 
conclusions. In exchange for the abovementioned limitations of the paper, the 
methods of analysis and synthesis focused on research questions and understanding 
of concepts, which responded adequately to the established requirements, were 
applied. 

The third limitation relates to the quantitative part of empirical research via 
questionnaires and the possibilities of providing “socially desirable responses” to the 
questions from the established questionnaire. It would mean that the respondents 
could answer the way they thought they ought to, and not according to the true state 
of the studied companies. However, it is indisputable that such situations are always 
possible in conducting research via questionnaires, which is their integral part. 

The fourth limitation relates to the perceptive character of measures. Although 
they are usually conducted by interviewing or polling natural persons in research, it 
has to be mentioned that their perception or subjectivity of responding can present a 
weakness in the research process. In this research, the respondents were familiar 
with the performance management process in their companies (managers, decision-
makers, those who answer to the capital owners) and they described and evaluated 
PM practice in the companies they work for. There was an attempt at diminishing 
this limitation by choosing respondents, but it is certainly necessary to be stated. 

The fifth limitation is related to population defining and forming the research 
sample taken from that population. It must be emphasized that stratified sampling 
from the population of medium-sized and large companies, which operate on the 
territory of the Republic of Srpska, was used for this part of the research. 459 
companies out of a total of 1080 medium-sized and large companies had a registered 
email address, which ultimately represented the population for this stratified 
sampling. The non-existence of a registered public email address may question the 
existence of business activities of registered companies, so the researcher decided on 
these steps, which are considered appropriate to the moment in which it is being 
done. In case that the companies without the registered email address have also been 
included, the surpassed research form (sending questionnaires in written form by 
post) would have been resorted to, which could be characterized as an archaic 
approach. It is also necessary to point out the problems which occurred during data 
collecting for the purpose of quantitative research. The research was realized, but a 
settlement was not reached in certain companies during data collecting, which 
resulted in the scantiness of this sample. The response to research demand was such 
that it led to a diminished sample. The main reasons, which the respondents stated 
are: “the lack of time”, “heavy workload”, “animosity towards many researchers”, 
“distrust concerning anonymity” and the like. Because of that, the necessary sample 
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size for the correct application of that statistical test was previously calculated with 
“the analysis of statistical strength a priori” for each applied statistical test. In the 
cases with little deviation from the necessary sample size, “bootstrapping” procedure 
was applied. 

Finally, the last limitation relates to the examples of possible performance 
indicators for every element per individual aspect. During the model elaboration, 
already existing indicators in the literature were stated. However, it is necessary to 
emphasize that those are the indicators which are established and used in practice, 
so the fact represented a motif for choosing the indicator and thus establishing the 
justification of their use. 

Besides the responses to research questions and limitations, it is necessary to 
define the recommendations for further research as well. The first recommendation 
for further research arises from the fact that theoretical analysis and the generation 
of the integrated theoretical model included the seven most frequent, and not all 
models possible in theory and practice. Further research should be directed at the 
meta-analysis of all the existing performance management models, as well as the 
convergence of the existing and confirmed in practice, established models and their 
further improvement, development, and upgrade, and not necessarily forming some 
completely new models. 

The second recommendation for further research is to retain and foster 
qualitative research, which is of special value because they introduce the context of 
reality and represent a “laboratory” in the field, and that future research ought not to 
be based solely on quantitative analyses. It is important to point out the importance 
of qualitative research because companies are specific, and those specificities shape 
the context in which performance management takes place. 

The third recommendation concerns the quantitative research design, which 
includes the questionnaire’s features, the contents of items in scales, defining 
research sample and performance indicators for every element within individual 
aspects. Accordingly, further research can bring improvements through the 
correction of the contents of certain items in scales, to decrease the possibility of 
socially desirable responses, expand the research sample and form new, specific 
performance indicators for every element of every individual aspect.  

The fourth recommendation for further research arises from the fact that this 
research was conducted using stratified sampling from the population of medium-
sized and large companies, which operate on the territory of the Republic of Srpska. 
The recommendation is that the conclusions be tested in other transitional 
economies as well, but also the companies of developed market economies.  

The fifth recommendation for further research concerns the fact that the model 
that is developed is focused on complete implementation in the group of medium-
sized and large companies, where a distinction is to be made between the 
manufacturing and service industry, key performance indicators and the elements 
relating to products and services sectors classified.  

7. Conclusion 

One of the most important results of this research is the model for performance 
management of medium-sized and large companies (SOFI). In the area of 
performance management, according to the author’s findings, research with the use 
of combined methods is rare. It is assumed that the results of the research with 
combined methods can provide a stronger basis and hypotheses establishment for 
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building future research in this area. Based on the results obtained through the 
applied methodology (multiple-case study and a survey questionnaire), the 
frequency of the basic elements of theoretical models in the practice of studied 
organizations, which served to design and develop an adequate model for 
performance management, was analyzed. It is assumed that such a model could be 
implemented in medium-sized and large companies, which could certainly 
contribute to the improvement of insight into the reasons for good or bad own 
business operation of a large part of the economy. The performance management 
process of medium-sized and large companies in the Republic of Srpska was 
considered in a systematic and comprehensive manner.  

The model obtained through the research conducted in this paper has yielded 
certain elements, which are mostly present in the practice of studied organizations. 
Those elements relate to mission, vision, goals, strategy, product, market, customer 
relationship, operations, partners, suppliers’ management, key business processes, 
management, organization’s capacities, long-term values for owners and information 
capital. The following appear as the least frequent elements: innovations 
management, organizational culture, established methodology of performance 
measurement, a pyramidal hierarchical structure of goals and measures, as well as 
teamwork on process improvement. All of these elements show critical points of a 
company in the market in which the research was conducted, which leaves room for 
improvement in the part of these segments.  

Contributions for further research of performance management theory in 
medium-sized and large companies relate to the new model development which 
would respond to the requirements of practice in a scientifically established way and 
thus contribute to further development of this important area of business 
management.  

The research also has concrete contributions to the management practice of 
medium-sized and large companies. SOFI model (Figure 3) shows that managers 
ought to follow four key units, the monitoring of which is determined by the 
appropriate key performance indicators and responses to the posed questions 
relating to every aspect individually (table 5 – table 8). They can also monitor the 
realization and progress of the implementation of that concept through a research 
instrument (questionnaire) which is developed. 

The model is to help managers govern easily, monitor performance, and make 
correct managerial decisions. At the same time, the obtained model represents the 
authentic result of this research, and simultaneously stimulates considering the 
possibility of its use in different economic circumstances. Besides the contribution of 
this research and according to the limitations within which it was conducted, a 
multitude of potential research directions appear. The main possibilities for further 
research reflect in the verification of the model itself in practice, where it is 
necessary to focus on the adjustment to different activities, and the analysis of 
barriers occurring in the SOFI model implementation process itself. 

Funding: This research received no external funding. 

Data Availability Statement: The data used to support the findings of this study are 
included within this article. However, more details on the data can be made available 
upon request to the corresponding author. 



 Kovačević/Decis. Mak. Appl. Manag. Eng. 6 (2) (2023) 95-125 

122 

Acknowledgments: This paper is part of PHD dissertation ''Development and 
evaluation of model for performance management of medium and large enterprises'' 
defended at Faculty of Economics in Belgrade, Serbia.  

Conflicts of Interest: I declare that I have no known competing financial interests or 
personal relationships that could have appeared to influence the work reported in 
this paper. The funders had no role in the design of the study; in the collection, 
analyses, or interpretation of data; in the writing of the manuscript, or in the decision 
to publish the results. 

References 

Aleksić, Mirić A., & Petković, M. (2018). Digitalna organizacija. XLV Simpozijum o 
operacionim istraživanjima, SYM-OP-IS, Zlatibor. 

Andrejić, M. (2022). Different Approaches for Performance Appraisal and Bonus 
Calculation: The Case of Truck Drivers. International Journal of Management and 
Decision Making, 1(2), 97-107. https://doi.org/10.56578/jimd010203 

Armstrong, M. (2006). Performance Management – Key strategies and Practical 
Guidelines. Kogan Page, London and Philadelphia.  

Balaban, N., Ristić, Ž., & Balaban, V. (2016). Procenjivanje spremnosti organizacije za 
visoku performansu: metodološki aspekti i rešenja. XXI Internacionalni naučni skup 
SM 2016., Ekonomski fakultet, Univerzitet u Novom Sadu, Subotica. 

Baroudi, R. (2010). KPI mega library: 17.000 key performance indicators. Scotts 
Valley, California. 

Bersin, J., McDowell, T., Rahnema, A., & Van Durme Y. (2017). The organization of the 
future: arriving now. Available on: 
http://https://www2.deloitte.com/insights/us/en/ focus/human-capital-
trends/2017/organization-of-the-future.html.  

Bititci, U. S. (2015). Managing Business Performance: The Science and the Art. 
Chichester, WS: John Wiley & Sons Ltd. 

Bititci, U., Carrie, A., & McDevitt, L. (1997). Integrated performance measurement 
systems: a development guide. International Journal Of Operations & Production 
Management, 17(5), 522-534. https://doi.org/10.1108/01443579710167230. 

Bititci, U., Garengo, P., Ates, A., & Nudurupati, S. (2014). Value of maturity models in 
performance measurement. International Journal Of Production Research, 53(10), 
3062-3085. https://doi.org/10.1080/00207543.2014.970709. 

Cohen, J. (1988). Statistical Power Analysis for the Behavioral Sciences. Lawrence 
Erlbaum Associates. 

Cokins, G. (2004). Performance management: Finding the missing pieces. John Wiley 
& Sons, Inc., Hoboken, New Jersey. 

Cooper, D.J., Ezzamel, D., & Robson, K. (2019). The Multiplicity of Performance 
Management Systems: Heterogeneity in Multinational Corporations and 
Management Sense-Making. Contemporary Accounting Research, 36(1), 451–485. 
https://doi.org/10.1111/1911-3846.12416. 

http://https/www2.deloitte.com/insights/us/en/
http://https/www2.deloitte.com/insights/us/en/
http://https/www2.deloitte.com/insights/us/en/


The development of a new SOFI model for performance management of medium-sized … 

123 

Creswell, J.W. (2002). Educational research: Planning, conducting, and evaluating 
quantitative and qualitative research. Upper Saddle River, NJ: Merrill Prentice Hall. 

Cronbach, L. J. (1951). Coefficient alpha and the internal structure of tests. 
Psychometrika, 16 (3), 297–334. 

Cross, K., & Lynch, R. (1989). The “SMART” way to define and sustain success. 
National Productivity Review, 8(1), 23-33. 
https://doi.org/10.1002/npr.4040080105. 

DeNisi, A., Murphy, K., Varma, A., & Budhwar, P. (2021). Performance management 
systems and multinational enterprises: Where we are and where we should go. 
Human Resource Management, 17(1), 1–7. https://doi.org/10. 1002/hrm.2208 

Dresner, H. (2008). The Performance Management Revolution - Business Results 
Through Insight and Action. John Wiley & Sons. 

EFQM (1992). The foundation website. Available on: http://www.efqm.org. 

Feng, T., Zhao, G., & Su, K. (2014). The fit between environmental management 
systems and organisational learning orientation. International Journal of Production 
Research, 52, 2901-2914. https://doi.org/10.1080/00207543.2013.857055 

Flamholtz, E. (1995). Managing organizational transitions: Implications for corporate 
and human resource management. European Management Journal, 13(1), 39–51. 

Flamholtz, E., & Aksehirli, Z. (2000). Organizational Success and Failure: An 
Empirical Test of a Holistic Model. European Management Journal, 18(5), 488-498. 

Franco‐Santos, M., & Otley, D. (2018). Reviewing and theorizing the unintended 
consequences of performance management systems. International Journal of 
Management Reviews, 20(3), 696-730. 

Furnham, A. (2004). Performance Management Systems. European Business Journal, 
83–94. https://doi.org/10.1108/JOEPP-03-2022-0066 

Ghalayini, A., Noble, J., & Crowe, T. (1997). An integrated dynamic performance 
measurement system for improving manufacturing competitiveness. International 
Journal of Production Economics, 48(3), 207–225. 

Gungor, D.O., & Gozlu, S. (2016). An Analysis of the Links Between Project Success 
Factors and Project Performance. Sigma Journal Engineering and Natural Sciences, 
34(2), 223-239. 

Hazard, P. (2004). Tackling performance management barriers. Strategic HR Review, 
Vol.3, Issue 4. 

Hristov, I., Appolloni, A., Chirico, A., & Cheng, W. (2021). The role of the 
environmental dimension in the performance management system: A systematic 
review and conceptual framework. Journal of Cleaner Production, 293, 126075. 

Janićijević, N. (2013). Organizaciona kultura i menadžment. Beograd: CIDEF. 

Kaplan, R. S., & Norton, D. P. (1992). The balanced scorecard: measures that drive 
performance. Harvard Business Review. 

Kaplan, R., & Norton, D. (1996). The Balanced Scorecard – Translating Strategy into 
Action. Harvard Business School Press, Boston. 

http://www.efqm.org/
https://doi.org/10.1108/JOEPP-03-2022-0066


 Kovačević/Decis. Mak. Appl. Manag. Eng. 6 (2) (2023) 95-125 

124 

Kotarba, M. (2017). Measuring digitalization - key metrics. Foundations of 
Management, Vol. 9, ISSN 2080-7279. 

Lalić, N. (2016). Preduzetništvo i odlučivanje. Ekonomski fakultet, Brčko. 

Marr, B. (2012). Key Performance Indicators: The 75 measures every manager needs 
to know. Pearson Education. 

Neely, A., Adams, C., & Kennerley, M. (2002). The Performance Prism: The Scorecard 
for Measuring and Managing Business Success. (2002). Prentice Hall. 

Neely, A., Kennerley, M., & Adams, C. (2007). Performance measurement 
frameworks: A review. Business Performance Measurement, 143 – 162. 
https://doi.org/10.1017/CBO9780511488481.010 

Oh, S., Yang, H., & Kim, S.W. (2014). Managerial capabilities of information technology 
and firm performance: role of e-procurement system type. International Journal of 
Production Research. 52(15), 4488-4506. 

Pulakos, E. (2004). Performance management: A roadmap for developing, 
implementing and evaluating performance management systems. SHRM Foundation 

Pulakos, E. (2009). Performance management: A new approach for Driving Business 
Result. Wiley – Blackwell, John Wiley & Sons Ltd. 

Pulakos, E. D., Mueller-Hanson, R., & Arad, S. (2019). The evolution of performance 
management: Searching for value. Annual Review of Organizational Psychology and 
Organizational Behavior, 6, 249-271. 

Puška, A., Stević, Ž., & Šadić, S. (2019). Impact of sharing information with supplier 
and buyer on the organizational performance of food companies in Bosnia and 
Herzegovina. Emc review - Economy and Market Communication Review, 17(1), 35-
52. 

Puška, A., Stević, Ž., Maksimović, A., & Osmanović, N. (2022). Assessing the impact of 
supply chain practices and performance of food companies in Bosnia and 
Herzegovina. International Journal of Logistics Systems and Management, 41(3), 
243-264. 

Rentzhog, O. (1998). Processorientering: En grund för morgondagens organisationer. 
Studentlitteratur. 

Ristić, Ž. (2016). Objedinjavanje kvantitativnih i kvalitativnih istraživanja. Evropski 
centar za mir i razvoj (ECPD), Beograd, 2016. 

Rummler, G., & Brache, A. (1995). Improving Performance: How to Manage the White 
Space on the Organization Chart. San Francisco: Jossey – Bass. 

Scheer, A.W., & Jost, W. (2005). From Process Documentation to Corporate 
Performance Management. Corporate Performance Management ARIS in Practice. 

Schleicher, D. J., Baumann, H. M., Sullivan, D. W., Levy, P. E., Hargrove, D. C., & Barros-
Rivera, B. A. (2018). Putting the system into performance management systems: A 
review and agenda for performance management research. Journal of 
management, 44(6), 2209-2245. 

Soldić Aleksić, J., & Stankić, R. (2011). Business Intelligence. International 
Encyclopedia of Statistical Science, Part 2, 188-189, Springer, New York. 

https://doi.org/10.1017/CBO9780511488481.010


The development of a new SOFI model for performance management of medium-sized … 

125 

Striteska, M. (2012). Key Features of Strategic Performance Management Systems in 
Manufacturing Companies. 8th International Strategic Management Conference, 
Procedia - Social and Behavioral Sciences 58, 1103 – 1110. 

Taletović, M., & Sremac, S. (2023). PCA-DEA Model for Efficiency Assessment of 
Transportation Company. International Journal of Management and Decision Making, 
2(1), 11-20. https://doi.org/10.56578/judm020101 

Todorović, M., Kaličanin, Đ., & Nojković, A. (2015). Prakse merenja performansi u 
preduzećima u Republici Srbiji. Ekonomski horizonti. 17(1), 45-49. 

Tweedie, D., Wild, D., Rhodes, C., & Martinov, B.N. (2019). How Does Performance 
Management Affect Workers? Beyond Human Resource Management and Its 
Critique. International Journal of Management Reviews, 21, 76–96.  

Wang, P. (2010). Chasing the Hottest It: Effects of Information Technology Fashion 
on Organizations. MIS Quarterly Vol. 34, No. 1. 

Wong, W.P., Tseng, M.L., & Tan, K.H. (2014). A business process management 
capabilities perspective on organisation performance. Total Quality Management. 
25(5), 602-617. 

Yin, R. K. (2009). Case Study Research: Design and Methods. SAGE Publications Inc.

© 2023 by the authors. Submitted for possible open access publication under 

the terms and conditions of the Creative Commons Attribution (CC BY) license 

(http://creativecommons.org/licenses/by/4.0/). 

 


