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Abstract

In order to achieve the organizational goals, there must be a macro framework
that can be used as a basis for monitoring and referred to in performance
management processes. However, organizations often have difficulty using
performance evaluation models. Many of these problems are due to differences
in organizations and the need to recognize different dimensions of various types
of organizations. In this paper, based on a qualitative-quantitative research
method using grounded theory, a performance reference model is presented for
organizations active in information technology. Unlike many performance
evaluation frameworks that focus on measuring organizational results, the
framework presented in this research was designed based on the idea that the
results are, in fact, the consequences of the implementation of processes.
Therefore, the layers of this model were formed from process components. For
this reason, the researchers called it the Process-Oriented Performance
Reference Model (PPRM). Each layer of the model is broken down hierarchically
into two levels of measure domains and measures. Finally, the measures are
prioritized based on group decision-making using the ARAS method. The
definition of the measure domains and the prioritization of the measures were
developed based on the data obtained from an Iranian company active in banking
software development. The data were collected using structured interviews. In
addition to the performance reference model with the proportions of the target
organization, insights that were obtained from analysis and proposed to the
studied organization for better performance management can be seen as the
other results of the present study.
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Extended Abstract

1. Introduction

To achieve the organizational targets,
there should be a macro framework that
can be used as a basis for evaluation in
performance management processes.
Applying such a framework at the
enterprise level creates a common sense
and shared language for selecting,
measuring, and evaluating the
performance indicators. According to
literature, the BSC is a dominant model
that has been widely used (Taylor & Baines,
2012; Yadav & Sagar, 2013). However, this
is not the only model developed based on
the concept of balance (Yadav, 2015;
Franceschini et al, 2019). Later, some
researchers (Kanji & e Sa, 2002
Sureshchandar & Leisten, 2005;
Rampersad, 2005; Barnabe, 2011; Chytas et
al, 2011; Sushil, 2010) have upgraded the
BSC under different terms. In recent years,
the issue of designing models and
frameworks for performance management
has also increasingly attracted researchers
(Ivanov & Silvia, 2014). However,
organizations often have difficulty using
performance evaluation models. Many of
these difficulties are due to differences in
organizations and the need to recognize
different dimensions of various types of

them. In this paper, a performance
reference model is presented for
information technology organizations.

Unlike many performance evaluation
frameworks that focus on measuring
organizational outcomes, the framework
presented in this research was designed
based on the idea that the outcomes are,
in fact, the consequences of processes. For
this reason, the researchers called it the
Process-Oriented Performance Reference
Model (PPRM).
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2. Methodology

Based on the research onion model
(Saunders et al, 2009), the present
research can be introduced as follows: a
basic research that is interpretive
philosophically and inductive by approach,
which uses grounded theory as a research
strategy. This research, which is applied in
terms of purpose and descriptive in terms
of method, has used both qualitative and
quantitative data; therefore, it is a mixed-
method research. The research data were
collected longitudinally through two
methods of semi-structured interview (for
qualitative data) and questionnaire (for
quantitative data). For qualitative data
analysis, the coding process of the
grounded theory was used, while for
quantitative data analysis, the ARAS multi-
criteria decision-making method was
employed. The present study seeks to
answer the following two main questions:

1. According to the characteristics of
the  existing  models  and
frameworks  for  performance
appraisal, what is a comprehensive,
practical, and measurable
framework for an IT organization
which can be a reference for
managing its performance?

2. What is the prioritization of
performance appraisal measures in
this framework?

The main process of this research
follows the grounded theory research
method. However, in some steps,
quantitative methods were used as well.
To answer the research questions, data
were collected from both literature and
case study environment. Triangulation
was used to ensure the validity of the
results. For this purpose, at each stage of
the research process, after following the
stage based on the case data, that stage
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was modified based on the literature, and
finally the completed model was re-
evaluated by the participants in the case
environment. To this end, the research
process was planned in the form of the W
scientific thinking model. In this model,
the researcher moves alternately between
the literature and the field to validate the
research findings (Dornye, 2007; Kothari,
2004; Saunders et al., 2009).

3. Findings and Results

The PPRM consists of fourteen measure
domains that are classified into four
conceptual layers. The lowest layer in the
model includes measure domains that
evaluate all the inputs considered as
resources in the organization for
performing activities. This measure
domains include physical, communicative,
structural, and human capital. The second
layer considers the activities that take
place in the target organization to convert
inputs into outputs. This layer has four
measure domains which are unit, project,
product and process activities. The reason
for this classification is the different
nature of the organizational activities.
Each of these activities is the consequence
of a combination of different inputs. The
third layer includes the outputs of the
organization's  activities, which are
generally placed in three measure domains
of products, services, and knowledge. The
fourth layer includes the final results that
include two measure domains of internal
outcomes, i.e., learning and growth as well
as business processes, and external
outcomes, i.e., finance, customer, and
brand and credibility. Finally, strategic
outcomes are a more abstract level of
results that will be achieved automatically
when the results layer is properly realized
in accordance with the strategic objectives
of the organization.

Volume 14. Issue 28. Autumn and winter, 2021. Pages 379 to 407.

The effectiveness analysis of measure
domains demonstrated that research
participants are more focused on the
customer than anything else. The highest
effectiveness in the inputs layer is related
to human capital. This measure domain
also has the greatest impact on all layers of
the model. In the activities layer in
descending order, the performance model
is more affected by product, project, unit,
and process activities. In the outputs layer,
the greatest effectiveness is associated
with products, services, and knowledge.

4. Conclusion

We proposed a PPRM which is based on
the idea that results are the outcome of a
process that converts inputs into outputs.
Given that each organization has its own
inputs, activities, and outputs, we studied
a company active in the field of banking
information technology to illustrate the
measure domains of each layer of our
proposed model. In addition to being an
applied research, the extension of this
model to other businesses and industries
in accordance to their specific measure
domains could pave the way for further
development studies. This is because we
believe that the distinct nature and
environment of each industry and
organization necessitate unique models
and performance reference frameworks
that could be deployed to tackle its
performance management appropriately.

Keywords: Performance evaluation
model, Performance management
framework, Balanced Score Card (BSC),
Process-oriented Performance Reference
Model (PPRM), Multi Criteria Decision
Making  (MCDM),  Additive  Ratio
Assessment (ARAS)
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