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Introduction 

This doctoral research explores the implementation and impact of the Balanced 

Scorecard (BSC) in sports organizations, with a focus on the fitness industry in Romania. This 

study is part of a broader context of research on the application of BSC in the field of sports 

and fitness, contributing to a constantly developing specialized literature (Kumar et al., 2023). 

The importance of this scientific approach is underlined by the growing need of sports 

organizations to improve their strategic performance in a competitive and constantly changing 

environment. Jones (2006) highlighted the potential of the BSC in measuring the performance 

of fitness centers, emphasizing the relevance of staff accountability and involvement in the 

organization's operations. This approach is also supported by the research of Hemmings and 

Pampalis (2008), who proposed the use of BSC to align organizational strategies with 

stakeholder needs in the context of a swimming club. 

Our study examines how the BSC can generate improved alignment between 

organizational goals and day-to-day operations, leading to optimized financial performance, 

increased customer satisfaction, and increased operational efficiency. This multidimensional 

approach is consistent with the observations of Kozma and Kazai (2014), who argued that in 

a public-sensitive environment, the ultimate goal of sports organizations is to attract the 

continued attention of key stakeholders in a financially sustainable way. The work is structured 

in three major parts, reflecting a comprehensive approach to the subject: 

Part I focuses on the theoretical and scientific aspects of strategic management, 

providing historical and contextual insight essential to understanding the role of BSC in the 

fitness industry. 

Part II presents the empirical research, which provides an overview of current 

management practices within gym chains. This approach is in line with the recommendations 

of Nieplowicz (2015), who emphasized the need to use both retrospective and prospective 

indicators, as well as quantitative and qualitative, financial and non-financial indicators in the 

implementation of the BSC for the development of sport and recreation. 

Part III, the most substantial, focuses on experimental research, detailing the 

methodology of BSC implementation. This section aligns with the study of Assiri et al. (2006), 

who proposed a comprehensive roadmap for BSC implementation, identifying 27 critical 

success factors organized into three levels: dominant, main and support. 

Our research uses a variety of analytical tools, including statistical power analyses, 

structural modeling, and factor analyses, to assess the impact of BSC. This rigorous 

methodological approach answers the call for more in-depth research in the field, as outlined 

by Abdolmaleki et al. (2021) in their study on measuring service quality in health clubs. 

The importance of this study is amplified by the findings of Hosseini (2011), who showed 

that financial and economic indicators have the greatest impact on the performance of sports 

clubs. Therefore, our research focuses not only on financial aspects, but also on non-financial 

aspects, providing a holistic perspective on organizational performance in the fitness industry. 

In conclusion, this dissertation not only explores the potential of BSC to transform 

strategic management in the fitness industry, but also provides a practical model for its 

implementation in organizations of various sizes in this sector. By integrating theoretical 

analysis, ascertainment evaluation and experimental validation, the study contributes 

significantly to the literature and provides valuable insights for practitioners in the field, thus 

responding to the growing need for strategic management tools tailored to the specifics of the 

sports and fitness industry. 
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PART I – Theoretical and scientific aspects specific to the research 

approach 

Strategic management, as a field of study and practice, plays a fundamental role in 

shaping the success of contemporary organizations, and its relevance is particularly 

pronounced in industries characterized by intense competitiveness and rapid changes, such 

as sports. Sports organizations, whether they are clubs, federations, fitness centers or 

institutions that promote health and physical activity, operate in a dynamic environment where 

well-thought-out strategies become indispensable tools for achieving performance, 

sustainability and social impact goals. 

In such a context, strategic management provides the necessary framework for planning 

and implementing initiatives that respond to both financial and operational, marketing or 

stakeholder satisfaction challenges. Through its theoretical approaches and the use of tools 

such as the Balanced Scorecard, this field allows organizations to connect strategic objectives 

with their operational actions, optimize available resources and quickly adapt to market needs 

or legislative changes. The Balanced Scorecard, in particular, integrates diverse perspectives 

from internal process efficiency to customer satisfaction and organizational capability 

development, providing a holistic model that can be successfully applied in the sports industry 

to maximize economic and social impact. 

Sports organizations face a number of specific challenges that set them apart from other 

economic sectors, such as seasonal fluctuations, dependence on fan or customer loyalty, 

pressure for consistent performance and increasing demands for sustainability. In this sense, 

the application of strategic management paradigms can contribute to identifying growth 

opportunities, improving relations with stakeholders and promoting innovative and responsible 

practices. Approaches based on the analysis of internal resources, such as the theory of 

resources and competences, are particularly suitable for sports clubs or fitness centers that 

seek to capitalize on their unique competitive advantages, such as infrastructure, team 

expertise or built brand. 

At the same time, the integration of the social dimension and the community impact in 

the strategy of sports organizations becomes a priority in contemporary research. Through 

modern tools such as the Balanced Scorecard, sports leaders can track not only financial 

goals, but also those related to increasing participation, improving public health, or promoting 

an active lifestyle. In this sense, strategic management in sport is not only a managerial 

practice, but also a vehicle for social change and the creation of a sustainable legacy. 

Thus, the analysis of strategic management paradigms and their use in the sports sector 

highlights their enormous potential to support organizations in achieving complex and 

multidimensional objectives. In a field where performance is measured not only by financial 

results, but also by social impact and operational success, strategic management and its tools 

become indispensable to ensure a competitive advantage and a sustainable contribution to 

the community. 

The evolution of strategic management paradigms is closely related to the development 

of financial measures and the need for organizations to allocate resources efficiently in an 

increasingly complex and dynamic environment. Their roots can be traced to the accounting 

and management practices of ancient civilizations, where financial information played a central 

role in decision-making and resource management, highlighting an early concern for strategic 

organization. For example, in Ancient Egypt, accounting was used to manage agricultural 

surpluses and allocate resources, and the administrative structures of the time were closely 

related to religious and political authority, according to the analysis of Carmona and Ezzamel 

(2018), who emphasize the interdependence between decision-making power and the ability 

to use financial information in strategic processes. At the same time, humanity's preoccupation 
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with strategic management is very old, and they describe how foresight and resource 

management, based on environmental analysis and anticipation of changes, allowed the 

creation of economic structures capable of withstanding crises, foreshadowing many of the 

modern strategic principles. 

In the course of historical evolution, proto-strategic elements materialized through the 

standardization and formalization of economic processes, such as legal codes and accounting 

practices, which provided the first tools of strategic organization. The Code of Hammurabi is a 

significant example of this, setting clear rules for agriculture, trade and resource management, 

demonstrating a concern for economic stability and long-term sustainability. Moreover, the 

commercial and redistributive networks of ancient civilizations, such as the palace system of 

Crete or the Roman roads, illustrate a strategic vision of logistics and resource management, 

through which central authorities were able to integrate local economies into a unitary system, 

anticipating the concepts modern supply chain optimization. 

During the medieval and renaissance periods, strategic practices experienced a 

significant diversification due to technological and social advancement, which allowed the 

development of more advanced tools for resource management. Luca Pacioli's introduction of 

double-entry bookkeeping in 1494 revolutionized the way organizations managed their assets 

and liabilities, facilitating more accurate planning and more efficient capital management 

(Sangster, 2016). This innovation was quickly adopted throughout Europe, accelerating 

international trade and helping to strengthen banks and trading companies such as the Medici 

family in Florence or the Fugger family in Germany, who used advanced accounting and credit 

strategies to dominate economic markets of the time (de Roover, 1963; Goldthwaite, 2009). 

Furthermore, trade alliances such as the Hanseatic League, with its extensive network of cities 

and ports, demonstrate the application of collaborative principles of strategy to standardize 

trade and protect common economic interests (Dollinger, 1970). 

Also, the architectural and organizational innovations of the Renaissance, such as the 

construction of the Duomo in Florence, exemplify how long-term projects can be sustained 

through strategic planning, resource coordination, and effective risk management. These 

projects often involved extensive collaboration between different sectors and the use of 

sophisticated financing techniques, demonstrating the importance of an integrated approach 

to strategic management (King, 2000). At the same time, the legal and academic institutions 

of this period, such as the Magna Carta of 1215 and medieval universities, created a favorable 

framework for the development and dissemination of strategic thinking, through which 

economic and political leaders were educated to navigate the economic and social 

complexities of the time (Rüegg, 1992; Cobban, 1975). 

The industrial revolution marked a pivotal stage in the development of strategic 

management paradigms, bringing with it a fundamental change in the way organizations 

evaluated performance and made decisions. The introduction of financial measures such as 

ROI and the development of management accounting enabled a more detailed analysis of 

profitability and cost allocation, transforming the way strategies were formulated and 

implemented (Toms, 2020; Fleischman & Tyson, 1993). In parallel, the growth of stock markets 

and the need for financial reporting imposed a standardization of strategic metrics, laying the 

foundations for modern financial management and investor relations practices (Gleadle et al., 

2021). At the same time, new economic theories, such as portfolio theory and the CAPM 

model, influenced strategic thinking, providing new tools for assessing risks and maximizing 

returns (Markowitz, 1952; Sharpe, 1964). 

These historical milestones highlight how initial concerns for organization and resources 

have evolved into sophisticated strategic paradigms that integrate financial, social and 
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operational perspectives, anticipating the contemporary challenges of a globalized and 

technological environment. 

Strategic management tools are fundamental for the survival and success of 

organizations in an increasingly complex, dynamic and competitive business environment, and 

their evolution reflects the need for continuous adaptation to market demands, stakeholder 

expectations and global trends. Crucially, such tools are designed to provide organizational 

leaders with a clear framework for analyzing, formulating and implementing strategies, 

facilitating the achievement of organizational goals by aligning resources, processes and 

values. 

The need for these tools derives from the characteristics of the contemporary 

environment, where uncertainty and volatility are dominant and organizations must 

simultaneously navigate global market challenges, strict regulations, sustainability 

requirements and pressure for innovation. By using methods such as SWOT analysis, 

Balanced Scorecard or strategic maps, leaders are able to better understand the internal and 

external dynamics of their organizations, identify opportunities and risks and make informed 

decisions. The Balanced Scorecard, developed by Kaplan and Norton (1992), exemplifies such 

an approach, integrating financial and non-financial perspectives to assess organizational 

performance and drive continuous improvement. 

The usefulness of these tools is not limited to the decision-making process, but also 

extends to the implementation and monitoring of strategies. In particular, the use of frameworks 

such as the Balanced Scorecard allows the translation of strategic objectives into measurable 

indicators and into operational action plans, thus contributing to alignment between 

hierarchical levels and eliminating gaps between strategic vision and execution. Kaplan and 

Norton (2004) emphasize the importance of this integration, showing that organizations that 

use such frameworks are much more likely to achieve their goals and optimize their internal 

processes. 

Common problems encountered in the absence of effective strategic management tools, 

such as information fragmentation, lack of coordination between departments, or lack of clarity 

regarding organizational priorities, can be countered by adopting systematic methods of 

analysis and planning. For example, SWOT analysis, used to assess strengths and 

weaknesses, opportunities and threats, provides a simple but powerful framework for making 

informed strategic decisions. At the same time, strategic maps, as a complementary tool, 

contribute to the visualization and correlation of long-term objectives with the daily actions of 

the organization, thus facilitating strategic coherence. 

Another significant aspect is the contribution of these tools to managing change and 

building an organizational culture oriented towards performance and innovation. Dynamic 

organizational environments require increased adaptability, and strategic management tools 

allow leaders to identify and capitalize on emerging opportunities, minimizing the risks 

associated with change. For example, the Balanced Scorecard not only monitors financial and 

operational performance, but also promotes organizational learning and capacity building, 

enabling constant adaptation to market and customer needs. 

In conclusion, strategic management tools are indispensable to address the complex 

challenges of today's environment, providing organizations not only with a framework for 

formulating strategies, but also with the means to effectively implement them and monitor 

progress. The importance of these tools becomes evident in the context where strategic 

alignment, sustainability, adaptability and performance are key elements of long-term 

organizational success. 

Strategic management paradigms represent essential conceptual frameworks for 

understanding and applying organizational strategies, aiming not only to optimize resources 
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and align objectives, but also to adapt to the dynamics of a constantly changing external 

environment. These paradigms, developed and refined over time, reflect multiple perspectives 

on organizational performance, on decision-making processes and on the relationship 

between the organization and the environment. They are structured around central themes 

such as planning, human behavior, open systems, contingency, innovation and sustainability, 

each offering a distinct vision of how organizations can gain and maintain competitive 

advantage. 

Behavioral theories have brought a significant change in the approach to strategic 

management, putting the human factor in the center of attention. Elton Mayo's studies, known 

as the "Hawthorne Studies", highlighted the importance of interpersonal relationships, 

communication and employee motivation in increasing organizational performance (Mayo, 

1933). These findings opened the way to paradigms that capitalize on the social dynamics of 

organizations, such as those proposed by Maslow and Herzberg, who emphasized the 

importance of satisfying individual needs and motivation as critical elements of strategic 

success. 

A major contribution to the diversification of strategic paradigms has been made by 

systems theory, which presents organizations as open entities in constant interaction with their 

external environment. Developed by Ludwig von Bertalanffy (1968) and applied in an 

organizational context by Kast and Rosenzweig (1972), this paradigm promotes a holistic 

approach, where the effectiveness of the organization is determined by its ability to integrate 

and adapt internal resources to external requirements. At the same time, this theory provides 

a basis for understanding organizations as complex and interconnected systems, where the 

relationships between internal components and external factors are essential for performance. 

Contingency theory adds a contextual dimension to strategic paradigms, arguing that the 

effectiveness of strategies depends on external and internal factors specific to each 

organization. Lawrence and Lorsch (1967) demonstrated that organizational structures and 

processes must be adapted to variables such as the size of the organization, the type of 

technology used, and the level of uncertainty of the external environment. This paradigm 

rejects the universalism of previous models, proposing a flexible and customized approach 

that meets the unique needs of each organization. 

Contemporary paradigms such as Blue Ocean Strategy and Knowledge Management 

represent a significant advance, focusing on innovation, collaboration and sustainability. The 

Blue Ocean strategy, developed by Kim and Mauborgne (2005), promotes the creation of new 

markets and the avoidance of direct competition, giving organizations the opportunity to 

differentiate themselves through value innovation. In parallel, Knowledge Management, 

described by Nonaka and Takeuchi (1995), emphasizes the important role of information and 

continuous learning capability in sustaining competitive advantage. These paradigms reflect a 

fundamental shift in strategic thinking from a focus on efficiency and control to an orientation 

toward adaptability, innovation, and long-term impact. 

Similarly, paradigms emphasizing sustainability and integrated reporting respond to 

increasing societal pressures for corporate accountability and transparency. Recent studies 

show that organizations that prioritize sustainability and integrate social and environmental 

perspectives into their strategies not only improve their reputation but also their long-term 

financial performance (Eccles & Klimenko, 2019; de Villiers et al., 2020). This diversity of 

paradigms reflects how strategic management has evolved to meet the increasingly complex 

demands of modern organizations. They demonstrate that success does not depend on a 

singular approach, but on the flexible integration of several perspectives, adapted to 

organizational and environmental specificities. 
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The classification of strategic management paradigms reflects the diversity of theoretical 

and practical approaches, each of which focuses on some essential dimensions that influence 

organizational success. These dimensions are defined according to the priorities of 

organizations and the nature of the environment in which they operate, and the classification 

of paradigms provides a clear framework for understanding the relationship between strategy, 

performance and adaptability. Among the most important dimensions of the paradigms are 

financial orientation, internal processes, strategic alignment, stakeholder satisfaction, 

innovation and agility. 

Financial paradigms, as the starting point of many strategic models, emphasize the 

optimization of financial performance and the use of success metrics that include profitability, 

return on investment (ROI), and cash flows. However, Kaplan and Norton (1992) argued that 

although these measures are essential, they provide a limited picture of an organization's 

overall performance, tending to ignore aspects related to innovation, sustainability or customer 

satisfaction. However, the financial dimension remains central to any strategy, as it provides 

the basis for assessing the economic viability of projects and initiatives. 

The internal processes dimension focuses on operational efficiency and how 

organizations can optimize their resources, workflows and internal structures to achieve 

strategic goals. Paradigms that emphasize this dimension believe that an organization's 

success depends largely on its ability to eliminate inefficiencies, reduce costs, and increase 

the quality of products and services. The Balanced Scorecard contributes significantly to this 

perspective by providing a framework for evaluating and improving internal processes by 

integrating them into overall strategic objectives (Kaplan & Norton, 2004). 

Strategic alignment, as a fundamental dimension of modern paradigms, highlights the 

importance of synchronization between the organization's vision and mission, on the one hand, 

and its operational actions and resources, on the other. Studies by Porter (1996) have shown 

that organizations that manage to align their goals at all hierarchical levels and connect 

strategies with implementation are much more likely to achieve a competitive advantage. This 

aspect is central to any sustainable strategy, as it reduces the risks of fragmentation of 

initiatives and optimizes the use of resources. 

Stakeholder satisfaction paradigms expand the scope of traditional strategies to include 

the perspectives and expectations of stakeholders such as customers, employees, investors, 

and local communities. This dimension is becoming increasingly important in the context of 

increasing demands for social responsibility and transparency. For example, Kaplan and 

Norton (1996) integrated the customer perspective into the Balanced Scorecard, emphasizing 

that customer satisfaction and loyalty are critical factors for long-term performance. Innovation, 

as a distinct dimension, refers to the ability of organizations to develop new solutions and 

explore untapped markets to maintain their competitiveness. The Blue Ocean strategy, 

developed by Kim and Mauborgne (2005), is an eloquent example of a paradigm that prioritizes 

innovation, supporting the creation of new markets and avoiding direct competition. In this 

sense, organizations must invest in research and development, adopt new technologies and 

build an organizational culture that encourages experimentation and risk-taking. 

Agility, as a dimension of contemporary strategic paradigms, emphasizes the importance 

of flexibility and the ability of organizations to react quickly to changes in the external 

environment. This approach is closely related to the notions of organizational resilience and 

strategic adaptability, which are becoming increasingly relevant in economic contexts marked 

by uncertainty and rapid change. Teece et al. (2016) demonstrated that agile organizations 

can turn challenges into opportunities and maintain long-term competitiveness, even in volatile 

environments. This classification of strategic management paradigms highlights the fact that 

each dimension addresses a specific aspect of organizational success, and their choice and 
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integration depend on the nature and objectives of each organization. In essence, the 

paradigms are not exclusive but complementary, giving leaders the opportunity to combine 

different perspectives to build flexible strategies that meet the complex demands of the modern 

business environment. 

In this context, the Balanced Scorecard (BSC) occupies a central place in contemporary 

strategic management, being not only a performance measurement tool, but also a catalyst for 

organizational transformation. By integrating multiple perspectives—financial, customer, 

internal processes, and learning and growth—the BSC provides a coherent framework for 

connecting strategic vision with operational actions, facilitating goal alignment and resource 

optimization. The importance of this model derives from its ability to respond to the 

complexities of the contemporary environment, where organizations are under pressure to 

achieve financial performance, innovate and respond to social and sustainability requirements. 

The ability of the BSC to overcome the limitations of traditional models, focused 

exclusively on financial metrics, makes it indispensable for organizations operating in complex 

industries such as the sports sector, education, health or public administration. In these areas, 

where performance cannot be evaluated solely through economic results, BSC brings 

significant value by integrating non-financial factors, such as stakeholder satisfaction, internal 

process efficiency and organizational skills development. This multidimensional model 

supports data-driven strategic decision-making, continuous monitoring of progress, and rapid 

adaptation to changes in the environment. 

Although BSC implementation is not without its challenges, including difficulties in 

defining relevant indicators or organizational resistance to change, its benefits far outweigh 

these limitations. By using flexible and dynamic frameworks, the BSC enables organizations 

to connect economic with social and environmental objectives, providing a platform for 

innovation, collaboration and integrated reporting. In addition, digital technologies and real-

time data analysis amplify the utility of this model, making it an indispensable tool for leaders 

who want to successfully navigate the challenges of a globalized and volatile environment. 

Thus, the Balanced Scorecard represents not only a theoretical innovation in strategic 

management, but also an essential practical tool for building high-performing, adaptable and 

responsible organizations. Its ability to integrate diverse perspectives and promote sustainable 

performance makes it a central pillar of contemporary organizational research and practice, 

helping to redefine success in terms that are more comprehensive and relevant to today's 

realities. 

The Balanced Scorecard (BSC) stands out as a versatile strategic tool, used to facilitate 

the alignment between strategic objectives and operational actions, contributing to achieving 

integrated performance in various organizational contexts. Its usefulness lies in the ability to 

connect the hierarchical levels of an organization and translate the vision and strategy into a 

set of measurable objectives and indicators, structured around the four fundamental 

perspectives – financial, customer, internal processes and learning and growth . This 

integration helps organizations eliminate the frequent gaps between strategy formulation and 

strategy implementation, a persistent problem in many organizational structures. 

One of the most important benefits of the BSC is the facilitation of strategic alignment, 

the process by which organizational goals are synchronized with internal priorities and 

resources. Kaplan and Norton (2004) pointed out that strategic alignment is critical to long-

term success because it allows organizations to focus their limited resources on initiatives that 

generate maximum value. For example, within a sports organization, aligning financial goals 

with stakeholder satisfaction can lead to initiatives such as improving customer amenities or 

developing community programs to attract new consumer segments. 
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Another central aspect of the Balanced Scorecard's applicability is its ability to provide 

an integrated view of organizational performance. Instead of focusing exclusively on financial 

results, the BSC incorporates non-financial factors essential to the sustainability and success 

of the organization. This multidimensional approach is essential in complex environments, 

where the interdependencies between different organizational functions are critical. For 

example, the efficiency of internal processes can directly affect customer satisfaction, and 

opportunities for learning and growth contribute to the organization's adaptability to market 

changes. 

The flexibility of the BSC has led to its adoption in numerous sectors, from multinational 

companies to public institutions and non-profit organizations. In the sports sector, for example, 

BSC has been used to integrate economic and social objectives, addressing the multiple 

demands of stakeholders such as athletes, fans and local communities. Sports organizations 

can use this approach to monitor financial performance while simultaneously aiming to 

increase participation and improve public health through physical activity. 

Another important advantage of the BSC is its contribution to the creation of an 

organizational culture oriented towards performance and innovation. By providing clarity on 

strategic goals and indicators, the BSC stimulates employee engagement and promotes 

accountability at all levels of the organization. Also, by including the learning and growth 

perspective, this tool supports investments in employee skills development and technology 

infrastructure, thus ensuring long-term sustainability. 

In conclusion, the Balanced Scorecard is not only a performance measurement tool, but 

also a platform for integrated strategic management that enables organizations to align their 

priorities, improve operational efficiency and better respond to stakeholder needs. This broad 

applicability and ability to connect financial and non-financial objectives make the BSC an 

essential tool for any organization aiming to maximize performance in a complex and 

competitive environment. 

The Balanced Scorecard (BSC) represents a broad and versatile strategic framework, 

but its implementation in practice can raise a number of challenges and limitations, especially 

in complex organizations or in volatile business environments. These difficulties arise because 

of the multiple variables involved in the strategic alignment process, the difficulty of selecting 

and monitoring the right indicators, and the cultural or organizational challenges that can 

undermine the success of this approach. Understanding and managing these limitations is 

important to maximizing the benefits provided by BSC. 

A first set of challenges relates to the complexity of defining and selecting performance 

indicators, which must be relevant, measurable and directly correlated with the organization's 

strategic objectives. For example, Kaplan and Norton (1996) pointed out that many 

organizations have difficulty translating vision and strategy into clear goals and indicators that 

are understood and accepted by all parties involved. This difficulty can be amplified by the 

tendency to include an excessive number of indicators, which leads to overloading the BSC 

framework and reducing its operational clarity. 

Another common obstacle is organizational resistance to change, which can occur at 

both the managerial and operational levels. Implementing the Balanced Scorecard requires a 

substantial commitment from management and a change in the way performance is thought 

about and measured. In organizations with a conservative culture or a history of reliance on 

traditional financial indicators, this process may encounter opposition from managers who 

perceive the integration of non-financial dimensions as a deviation from established 

organizational priorities. 

Technical difficulties in data collection and analysis are also a significant barrier to the 

use of the BSC. In many cases, organizations lack the infrastructure to collect and monitor 
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relevant data in real time, and this can undermine the accuracy and relevance of performance 

assessments. Lack of appropriate technology or analytical skills can lead to discrepancies 

between strategic objectives and their practical implementation, reducing the effectiveness of 

the Balanced Scorecard framework. 

Another important limitation lies in the potential rigidity of the BSC framework in highly 

dynamic or volatile environments. Although the BSC is designed to provide a structured and 

coherent approach, organizations facing frequent or unanticipated change may find it difficult 

to maintain the relevance of strategic indicators and objectives. In this context, the BSC must 

be constantly adapted and updated to remain relevant, which involves additional planning and 

coordination effort. 

Similarly, the integration of social and sustainability dimensions into the Balanced 

Scorecard may raise measurement and reporting issues. Sustainability indicators are often 

more difficult to quantify and can vary significantly depending on the sector or specific 

organization. This can lead to inconsistencies in performance assessment, especially in 

organizations operating in industries with diverse regulations or varying stakeholder 

requirements. 

To overcome these limitations, research and practice have suggested several strategies. 

These include simplifying the BSC framework by reducing the number of indicators, focusing 

on critical aspects of organizational performance, adopting advanced technologies for data 

collection and analysis, and implementing organizational change programs to support the 

integration of the framework. Also, organizations are encouraged to use the BSC as a flexible 

and adaptable tool, capable of dynamically responding to changes in the external environment 

and integrating emerging perspectives related to sustainability and social impact. 

Thus, although the Balanced Scorecard offers numerous advantages as a strategic tool, 

its success depends largely on how it is implemented and used. Understanding its limitations 

and challenges is essential to ensure that the BSC achieves its full potential to support 

organizations in achieving integrated and sustainable performance. 

The Balanced Scorecard (BSC) has evolved beyond its initial performance measurement 

function and has become a central tool in the integration of sustainability and social 

responsibility dimensions into organizational strategies. In a global environment characterized 

by increasing demands for transparency, ethics and sustainability, the BSC provides a 

framework through which organizations can connect economic objectives with their social and 

environmental impact. This multidimensional approach is essential to meet stakeholder 

expectations and create long-term value. 

One of the main contributions of the BSC in the field of sustainability lies in its ability to 

integrate non-financial perspectives, such as stakeholder satisfaction, the efficiency of internal 

processes related to the environment and the development of organizational competences. 

Extending the BSC model to include additional dimensions, such as environmental 

performance or social impact, allows organizations to monitor and evaluate progress in 

achieving sustainability goals. Kaplan and Norton (2004) showed that organizations that adopt 

an integrated approach to performance are better equipped to navigate the demands of an 

increasingly interconnected business environment sensitive to global issues. 

Integrating corporate social responsibility (CSR) into the Balanced Scorecard provides 

organizations with a clear framework to link social and environmental initiatives to their overall 

strategies. For example, learning and growth and customer perspectives can be expanded to 

include indicators such as community satisfaction, diversity and inclusion, and environmental 

impact. These indicators allow organizations to monitor and report progress on their CSR 

commitments, helping to increase stakeholder trust and strengthen reputation. 
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Another important aspect of BSC's impact on sustainability is the promotion of a long-

term perspective in strategic decision-making. Organizations using this framework are 

encouraged to move beyond short-term goals, such as immediate profitability, and focus on 

developing the internal and external capabilities necessary for sustainable success. Studies 

show that including sustainability metrics in the Balanced Scorecard not only helps 

organizations meet their environmental and social obligations, but also contributes to 

improving long-term financial performance (Epstein & Buhovac, 2014). 

At the same time, the use of BSC in integrated reporting represents an important step in 

increasing organizational transparency. Integrated reporting combines financial and non-

financial indicators to provide a comprehensive picture of organizational performance, 

emphasizing the interdependence of economic, social and environmental factors. Kaplan and 

McMillan (2021) point out that this approach is essential for organizations that want to meet 

increasing stakeholder demands for accountability and clarity. 

In the sports industry, the Balanced Scorecard can be used to measure not only financial 

and sporting performance, but also the social impact of organisations, such as promoting 

public health, increasing social inclusion through sport or reducing the ecological footprint of 

sporting events. These initiatives demonstrate the potential of BSC to connect economic 

performance with social and environmental objectives, contributing to the development of a 

more responsible and sustainable industry. 

Thus, the Balanced Scorecard proves to be an indispensable tool for organizations that 

want to adopt a responsible business model and integrate sustainability into their strategies. 

By connecting financial performance with social and ecological dimensions, BSC contributes 

to the transformation of organizations into key actors of positive change, capable of creating 

value both for stakeholders and for society as a whole. 

The Balanced Scorecard (BSC) plays a critical role in strategic decision-making, 

providing organizations with an integrated framework to analyze, formulate and implement 

complex strategies in a coherent and measurable way. In an environment characterized by 

uncertainty and increased competitiveness, the BSC facilitates fact-based decision-making by 

integrating multiple perspectives of organizational performance to provide leaders with a 

complete picture of the strategic direction and potential impact of their actions. 

One of the major contributions of the BSC to decision-making is its ability to connect 

long-term goals with day-to-day operational decisions. Kaplan and Norton (1996) point out that 

the BSC transforms the organizational vision into a clear set of strategic objectives, supported 

by specific indicators, which enable managers to identify priorities and allocate resources 

effectively. This clarity reduces the risk of inconsistency in implementing strategies and helps 

create alignment across all organizational levels. 

The BSC also supports decision-making by integrating an approach based on balancing 

financial performance with non-financial perspectives. This feature is particularly valuable in 

contexts where immediate financial results may conflict with long-term goals, such as internal 

capability development, innovation, or sustainability. By using multiple perspectives – financial, 

customer, internal processes, and learning and growth – the BSC enables decisions to be 

made that optimize the overall performance of the organization and reduce the risk of 

neglecting critical factors. 

Another key aspect of the BSC's contribution to strategic decision-making is its use as a 

tool for performance evaluation and monitoring. The indicators defined in the Balanced 

Scorecard provide leaders with relevant and timely information about the organization's 

progress towards strategic goals, facilitating the adjustment of decisions when necessary. In 

this sense, the BSC is not only a planning tool, but also an organizational learning mechanism, 
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which allows continuous adaptation of strategies to changes in the external environment 

(Kaplan & Norton, 2004). 

At the same time, BSC contributes to the strategic decision-making process by 

promoting a wider dialogue between the interested parties. In many organizations, the 

decision-making process is fragmented, and the lack of an integrated perspective can lead to 

conflicts between different functions or departments. The Balanced Scorecard provides a 

common platform for communication and collaboration, ensuring that all stakeholders are 

aligned around the same goals and priorities. This feature is particularly important in complex 

organizational environments, such as those in the sports sector, where success depends on 

collaboration between technical teams, management, sponsors and communities. 

In addition, recent technological advances have amplified the role of the Balanced 

Scorecard in strategic decision-making. The integration of digital tools and real-time data 

analysis enables organizations to improve the accuracy and speed of decisions by using the 

BSC to model scenarios, assess the impact of alternative decisions and respond quickly to 

changes in the environment. These digital capabilities increase the value of the BSC as a 

dynamic and adaptable tool capable of supporting strategic decisions in an increasingly 

complex business environment (Davenport & Ronanki, 2018). 

In conclusion, the Balanced Scorecard is a pillar of the strategic decision-making 

process, providing a clear and integrated framework for decision-making aimed at optimizing 

organizational performance. By connecting strategic objectives with operational decisions, by 

promoting a balanced approach to performance, and by facilitating communication and 

collaboration between stakeholders, the BSC contributes significantly to the success of 

organizations in complex and competitive environments. This adaptability makes the BSC not 

only a strategic management tool, but also an essential resource for organizational leaders 

who want to navigate contemporary challenges with efficiency and clarity. 

In conclusion, strategic management, as explored within contemporary paradigms and 

tools, represents an essential foundation for understanding and optimizing organizational 

performance in a global environment marked by uncertainty and complexity. Throughout its 

evolution, this field has demonstrated remarkable adaptability, moving from approaches 

centered on financial efficiency to multidimensional models that integrate economic, social and 

environmental perspectives. This transition reflects a deepening awareness of the 

interdependencies between internal resources, organizational processes, and external 

demands, providing a conceptual framework for aligning strategies to the dynamics of a 

competitive environment. 

Strategic management paradigms, whether classical, behavioral, systems-based, or 

contingency-based, highlight the diversity of approaches needed to respond to organizational 

challenges. At the same time, recent models, such as the Blue Ocean strategy, the theory of 

resources and skills or the Balanced Scorecard, bring to the fore the need for innovation, 

adaptability and sustainability, outlining a constantly changing strategic landscape. This 

diversity does not undermine the coherence of the field, but demonstrates its flexibility in 

addressing varied contexts, from traditional industries to organizations in the sports or non-

profit sector. 

The Balanced Scorecard, as a central pillar of modern strategic management, 

synthesizes this evolution, providing a framework for integrating financial and non-financial 

objectives into a model that promotes sustainable performance. Its ability to translate vision 

into measurable objectives, facilitate data-driven decision-making and support strategic 

innovation makes this tool an indispensable element in building resilient and accountable 

organizations. At the same time, the limits and challenges associated with its implementation 
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emphasize the need for a continuous commitment to adaptation, managerial education and 

the use of advanced technologies. 

In conclusion, Part I highlights both the theoretical progress and practical relevance of 

strategic management paradigms and tools, showing that organizational success in the 

contemporary era depends on the ability to balance financial efficiency with innovation, 

collaboration and social impact. This conceptual and practical synthesis provides not only a 

deeper understanding of strategic foundations, but also a starting point for exploring their 

applicability in specific industries, such as sports, where the alignment between economic and 

social performance becomes an essential condition for success. 
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Part II – Constitutive Research 

In the process of investigating the current state of strategic management in the fitness 

center industry and its impact on customer satisfaction, Part II of the paper aims to outline a 

complex ascertainment analysis, carried out through two distinct but complementary 

researches, each focused on one of the two critical dimensions of this sector: the perspective 

of customers and that of managers. The choice to conduct two separate researches is 

motivated by the need for a deeper understanding of the relationship between the operational 

performance of fitness centers, subjectively perceived by end users, and the strategies 

implemented by their management, which are often influenced by internal and external factors, 

but remain at odds with the needs expressed by the customer base. 

This dual approach responds to a fundamental need to examine, on the one hand, 

customers' perceptions of the services and facilities offered, as well as their impact on their 

level of satisfaction and motivation to continue the contractual relationship with fitness centers 

and, on the other on the other hand, to evaluate the level of strategic training of managers in 

managing resources, creating value for the organization and anticipating long-term challenges. 

Therefore, this stage of the research is articulated around a clear methodological premise, 

which claims that only through a combined analysis of both perspectives can existing gaps, 

potential points of improvement and opportunities for the development of a sustainable 

strategic model be identified. 

The first research focuses on the customer group, for which the level of satisfaction is 

analyzed in relation to a number of qualitative factors, including the condition of facilities, 

interaction with staff, working environment and general safety. This approach allows the 

identification of correlative patterns between the frequency of service use and overall 

satisfaction, while also providing valuable information about the aspects that customers 

consider priority for improving the experience. The second research focuses on managers, 

being built on the basis of an assessment of their strategic practices and the ability to 

implement initiatives that ensure the alignment of organizational objectives with market 

realities. This research explores the extent to which strategic planning tools are used and the 

limits of the current management approach in these centres. Carrying out these two 

researches in tandem not only provides a balanced perspective on the dynamics of the sector, 

but also allows the formulation of conclusions with practical relevance, based on a two-

dimensional analysis of the interaction between the actors. 

In this context, empirical research provides a solid foundation for understanding how 

organizational performance and customer experience can be optimized, revealing both 

strategic constraints and opportunities for growth. They allow not only the identification of 

operational and strategic gaps, but also their correlation with emerging trends in customer 

behavior and fitness center management. 

 

EMPIRICAL RESEARCH INTO THE CUSTOMER PERSPECTIVE 

The main purpose of the quantitative research aimed at the motivational and satisfaction 

profile of the clients of the fitness centers is to understand in depth the relationship between 

their experiences and the perceptions of the services offered, in a context marked by intense 

competition in the fitness industry. The study aims to assess several interconnected 

dimensions, including overall satisfaction, factors that determine customer loyalty and 

motivation, and variables that influence customer preferences. Using rigorous quantitative 

methods, the analysis explores how elements such as quality of facilities, modernity of 

equipment, cleanliness, general atmosphere, interaction with staff and perceived safety 
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influence users' experience and ultimately their decision to continue using the services offered 

. 

The research methodology included the application of a specially designed, validated 

questionnaire to assess qualitative and quantitative aspects relevant to customer satisfaction. 

This tool was designed to obtain accurate and detailed data about user preferences, as well 

as to identify critical factors that contribute to a positive experience. The questions were 

logically structured to measure several dimensions, from the attractiveness of the facilities and 

the variety of equipment, to more subtle aspects such as the quality of human interactions with 

the staff, their responsiveness and the level of involvement in ensuring a pleasant and safe 

fitness experience . The data obtained in this way made it possible to outline a profile of the 

typical client of fitness centers, but also to segment the audience according to relevant socio-

demographic and behavioral characteristics, such as age, gender, frequency of visits and 

duration of membership. 

An important aspect of this research is the analysis of the relationships between these 

variables and overall customer satisfaction. For example, preliminary results suggest that there 

is a significant correlation between visit frequency and perceived satisfaction, indicating that 

more engaged users tend to appreciate services more, either because of accommodation with 

the equipment and atmosphere, or because of repeated and positive interactions with the staff. 

At the same time, the length of membership was identified as a key factor, influencing the 

perception of the modernity of the equipment, the cleanliness and the general quality of the 

facilities. 

The research also has a clear application objective: providing recommendations to 

support fitness centers in adapting and optimizing their services according to the needs 

expressed by customers. By identifying gaps in meeting user expectations, the study helps 

create a framework for implementing targeted solutions to improve customer retention and 

long-term loyalty. It is obvious that modern facilities and the impeccable condition of the 

equipment play an important role, but it also becomes clear the importance of a friendly 

atmosphere and quality interactions with the staff, which can compensate for the possible 

material limitations of the facilities. 

In conclusion, this research provides an essential understanding of the dynamics 

between customer perceptions and operational performance of fitness centers. Through a 

structured and well-directed analysis, the results obtained not only reveal opportunities to 

improve existing services, but also contribute to the development of strategies better aligned 

with the needs and expectations of customers. Based on these findings, clear directions can 

be outlined for increasing satisfaction and loyalty, thus ensuring the long-term sustainability 

and competitiveness of the analyzed fitness centers. 

The premises of the research aimed at the customers of the fitness centers are based 

on the need for a deep understanding of the factors that determine the level of satisfaction felt 

by them, as well as the dynamics of their relationship with the services offered. In a sector 

characterized by increased competitiveness and increasingly sophisticated consumer 

expectations, customer satisfaction becomes not only an indicator of operational performance, 

but also an essential factor in ensuring long-term retention and loyalty. 

An essential starting point in the formulation of this research is the hypothesis that user 

satisfaction is determined by a combination of internal and external factors, including the 

facilities and modernity of the equipment, the accessibility and general atmosphere of the 

center, as well as the quality of interactions with staff. At the same time, perceptions of the 

safety and general condition of the facilities play a significant role in the overall evaluation of 

the user experience, having the ability to increase or decrease the degree of long-term 
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engagement. The central premise is that by analyzing these dimensions in detail, the strengths 

and vulnerabilities that influence customer behavior and decisions can be identified. 

The research also aims to examine the relationships between socio-demographic 

variables, such as age, gender and length of membership, and perceived level of satisfaction. 

For example, it is assumed that younger and more active users tend to be more sensitive to 

the modernity of equipment and variety of training options, while older customers may be more 

critical of maintenance and cleanliness. In this light, the premise that satisfaction is a 

multidimensional construct, influenced by a variety of contextual and individual factors, 

becomes fundamental to the proposed analysis. 

The objectives of the fitness center customer-oriented research are constructed to 

provide a detailed and comprehensive understanding of how various factors contribute to the 

level of satisfaction felt by users. They are primarily aimed at analyzing customer perceptions 

of specific features of fitness centers, such as modernity of equipment, cleanliness, quality of 

interaction with staff and general atmosphere. Through this approach, the research aims to 

identify the elements that are most closely correlated with overall satisfaction and that play a 

decisive role in determining customer loyalty. 

Another central objective is the exploration of how customers' socio-demographic 

characteristics influence their perceptions of services. The aim is to identify differences in 

perception between customer segments, such as those differentiated by age, gender or 

frequency of visits, in order to understand to what extent these variables affect the level of 

satisfaction. Also, the research aims to analyze the impact of membership duration on the 

degree of loyalty and on the evaluation of services, the hypothesis being that long-term 

members are more critical, but also more loyal due to a developed attachment to the brand 

and facilities. 

The objectives of this research are thought to contribute to the outline of a set of practical 

recommendations to support fitness centers in adapting the services offered, emphasizing the 

needs and preferences expressed by customers. By analyzing the correlations between the 

included variables, the aim is to obtain conclusions applicable to the improvement of 

organizational performance, with the ultimate goal of increasing retention and user satisfaction. 

The hypotheses formulated for the customer-oriented research reflect the complexity of 

the relationship between their perceptions of the services and their overall satisfaction, being 

designed to guide the analysis of the collected data towards the identification of the most 

significant correlations and trends. The first hypothesis assumes that customer satisfaction is 

significantly influenced by factors related to the quality and diversity of available facilities, 

modernity of equipment, cleanliness and general condition of the facilities. It is assumed that 

these elements play a decisive role in forming a positive impression of fitness centers and 

contribute to the long-term loyalty of users. 

A second hypothesis explores the link between customer socio-demographic 

characteristics, such as age, gender and length of membership, and perceived level of 

satisfaction. It is proposed that certain segments of users, such as younger people or those 

who frequent the centers with greater frequency, may show different levels of satisfaction 

compared to others, due to their different expectations and priorities. At the same time, it is 

suggested that the length of membership can significantly influence user perception, with long-

term members tending to become more critical, but also more emotionally attached to the 

services offered. 

An additional hypothesis examines the impact of staff interactions, specifically regarding 

employee competence, responsiveness, and availability, on overall satisfaction. It is assumed 

that these interactions, by their subjective and direct nature, can have a disproportionate effect 
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on users' perceptions, either reinforcing the positive impression of the center or generating 

dissatisfaction that overrides other operational aspects. 

The organization of the research activity aimed at the customers of the fitness centers 

was designed to ensure obtaining relevant and representative data on their level of 

satisfaction, perceptions and preferences. Sampling sought to include a diverse range of 

participants, reflecting the socio-demographic diversity of users of the analyzed centers, with 

key variables such as gender, age, frequency of visits and length of membership. The aim of 

this approach was to capture the nuances of individual differences and segmentation 

according to specific characteristics that may influence service perceptions. 

The primary tool used in data collection was a rigorously designed questionnaire 

structured to assess several relevant dimensions of user experience. The questions were 

constructed to measure satisfaction with facilities and equipment available, cleanliness, 

general atmosphere, interactions with staff and perceived safety. Emphasis was also placed 

on identifying the frequency of service use, preferences regarding the activities carried out and 

the perceived impact on the general state of health and well-being. In addition, the a priori 

modeling of the analysis vectors allowed a detailed structuring of the data, thus maximizing 

the interpretive potential of the results. 

The results obtained from customer-oriented research provide detailed insight into the 

factors that influence their overall satisfaction and loyalty to fitness centers. The descriptive 

analysis of the data highlights a mostly positive appreciation of the facilities, with a special 

emphasis on the modernity of the equipment, the cleanliness and the general condition of the 

facilities. Customers tend to place significant importance on the overall atmosphere, including 

elements such as the ambiance, background music, and social interactions that take place in 

the fitness space. Interactions with staff are also perceived as a critical factor, directly 

influencing the overall impression of the fitness center and contributing to user loyalty. 

The inferential analysis of the data revealed a number of significant relationships 

between the demographic variables and the level of satisfaction. For example, younger 

customers showed increased interest in the diversity of equipment and activities available, 

while long-term users placed greater emphasis on cleanliness and maintenance of facilities. 

At the same time, frequency of visits was found to be a significant predictor of overall 

satisfaction, indicating that users who visit centers more often tend to appreciate the services 

offered more, either because of better accommodation or because of a closer relationship with 

staff. The identified correlations allowed for distinct user profiles to be outlined, providing a 

solid basis for future recommendations. 

Statistical analysis of data collected from fitness center customers provides a broad and 

detailed insight into the factors that influence their level of satisfaction, being built on the basis 

of a rigorous approach that combines descriptive and inferential methods. The obtained results 

highlight the importance of variables such as modern facilities, cleanliness, general 

atmosphere and interactions with staff, all of which significantly contribute to the formation of 

customers' perceptions of services and their decisions to continue visiting fitness centers. 

Regarding the demographic characteristics of the sample, the analysis included users with a 

wide variety of profiles, which allowed the differentiated assessment of perceptions according 

to age, gender, frequency of visits and duration of membership. Thus, it was observed that 

users in the age category of 25-40 years constitute the dominant segment of customers, 

showing a special appreciation for the modernity of the equipment and the diversity of the 

activities offered. In contrast, older users tend to prioritize safety and cleanliness, seeing these 

elements as determinants of their experience. Notable differences were also observed 

between genders, with men focusing more on the equipment dedicated to intense training, 
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while women placed increased importance on the ambient conditions and social interactions 

that take place within the center. 

The overall satisfaction rating used a five-point Likert scale to measure customers' 

perceptions of various aspects of the services, and the results indicated an overall average 

score of 4.2, reflecting an overall positive appreciation. The factors that received the highest 

scores included the modernity of the equipment, with an average of 4.5, the cleanliness of the 

facilities, rated at 4.3, and the overall atmosphere of the centers, which received a score of 

4.1. However , weaknesses were also identified, such as the diversity of activities and the 

waiting time for access to equipment, which achieved lower scores of 3.8 and 3.6, respectively. 

These results suggest that while clients are generally satisfied with the services provided, there 

are clear opportunities for improvement in certain areas, particularly those involving the 

accessibility and variety of training options. 

Correlations between variables were analyzed using the Pearson correlation coefficient, 

and the results indicated significant relationships between several dimensions. Frequency of 

visits was found to be one of the strongest predictors of overall satisfaction, with a coefficient 

of r = 0.62 (p < 0.01), suggesting that users who visit centers more frequently tend to be more 

satisfied with their experience. Membership duration also had a moderate positive correlation 

with overall satisfaction, having a coefficient of r = 0.48 (p < 0.05), but an interesting trend was 

also observed in the case of long-term members, who, although attached to the centers 

attended, they become more demanding in their evaluations. Perceived safety within the 

centers was found to have a significant impact on overall perceptions, with a correlation of r = 

0.57 (p < 0.01), while interactions with staff in turn had a major influence on satisfaction, with 

r = 0.54 (p < 0.01). These results underscore the importance of a safe environment and quality 

interactions with employees, elements that can influence customer perceptions more than 

physical endowments themselves. 

To better understand the determinants of overall satisfaction, a multiple regression 

analysis was applied that explained 64% of the variation in this indicator (R² = 0.64, p < 0.01). 

The modernity of the facilities proved to be the strongest predictor, with a coefficient of β = 

0.38 (p < 0.01), followed by the cleanliness of the facilities, with β = 0.31 (p < 0.01), and the 

quality of interactions with staff, with β = 0.27 (p < 0.05). Also, the general atmosphere of the 

centers had a significant impact, having a coefficient of β = 0.22 (p < 0.05), thus confirming 

that the ambient elements contribute substantially to the positive perceptions of the users. This 

regression model highlights the central role of concrete and tangible factors in determining 

satisfaction, but also the contribution of more subjective elements, such as interpersonal 

relationships and the quality of social interactions. 

Based on the results obtained, it was possible to segment customers into three main 

categories: occasional users, frequent users and long-term members. Occasional users, who 

visit the centers infrequently, show average satisfaction and are more sensitive to prices and 

accessibility than to other aspects of services. Frequent users, who visit the centers several 

times a week, are the most satisfied and show high loyalty, being the most sensitive to the 

quality of the equipment and interactions with the staff. Long-term members, although often 

critical in their evaluations, are among the most loyal customers, prioritizing personal 

relationships and continuity of service. These distinct segments provide a valuable framework 

for developing customized retention and service improvement strategies. 

The detailed statistical results highlight a series of clear strategic directions for fitness 

centers, emphasizing the importance of continuous improvement of equipment, cleanliness 

and interactions with staff, but also of personalizing services according to the needs of each 

customer segment. The relationships identified between visit frequency, membership duration 
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and overall satisfaction point to concrete opportunities for increasing user engagement and 

loyalty, providing a solid basis for operational and strategic optimization of fitness centers. 

 

 

EMPIRICAL RESEARCH ON THE PERSPECTIVE OF MANAGERS 

The research aimed at the strategic planning and management practices of fitness 

center managers has as its main objective the evaluation of the level of preparation and 

application of organizational strategies in this sector, with a particular focus on identifying the 

discrepancies between the long-term managerial vision and the daily operational performance. 

This direction of research starts from the premise that the success of an organization cannot 

be supported exclusively by an efficient management of daily activities, it being necessary to 

align them with clearly defined strategic objectives. 

The investigative approach focuses on the analysis of the degree of use of strategic 

planning tools, as well as the perceptions and capabilities of managers in relation to the 

integration of innovative approaches, such as the Balanced Scorecard, in current work. The 

research sheds light on the challenges they face in trying to match the immediate needs of 

customers and the organization with long-term priorities, while highlighting the internal and 

external factors that influence the decision-making process. These factors include resource 

constraints, market fluctuations, lack of formal training in strategic management, and 

organizational resistance to change. 

The methodology used for data collection includes the application of structured and 

semi-structured questionnaires, adapted to the specifics of the management position, 

alongside in-depth interviews that explore in detail the decision-making process of managers 

and their perceptions of the effectiveness of their own strategies. The questions are designed 

to capture both the declarative dimension of implemented strategies and the elements of 

practical execution, including aspects such as setting goals, allocating resources, monitoring 

performance, and adjusting plans to changes in the environment. The data thus obtained are 

subjected to advanced statistical analyses, including principal component analysis (PCA), to 

identify significant patterns and trends among the strategic practices used. 

Preliminary results suggest little use of modern strategic planning tools, despite the fact 

that managers recognize their importance for improving organizational performance and 

increasing customer loyalty. This incongruence between declarative knowledge and practical 

application reflects an urgent need for additional training and support in the field of strategic 

management, as well as the integration of flexible tools adaptable to the specifics of the fitness 

industry. The research also reveals the existence of marked differences between smaller 

centres, which operate predominantly intuitively and short-term oriented, and larger center 

chains, where a clearer attempt to structure strategies is observed. 

In conclusion, the research on fitness center managers brings to the fore the existing 

vulnerabilities in the strategic planning of this sector and highlights the need for better 

alignment between organizational goals and execution processes. Through the in-depth 

analysis of current practices and managers' perceptions, this investigative direction provides 

a valuable basis for the formulation of specific interventions, aimed at supporting the 

professionalization of strategic management and the adoption of innovative tools that 

contribute to increasing the sustainability of the analyzed organizations. 

In parallel, research focusing on fitness center managers starts from the premise that 

the operational and financial success of an organization is closely related to its ability to 

formulate and implement effective strategies, aligned with both organizational goals and 

market needs. It is assumed that managers in the fitness sector, while excelling in managing 
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day-to-day activities, have difficulty applying a long-term strategic vision, which limits their 

organizations' potential to achieve sustainable performance. 

A central element of these premises is the hypothesis that the lack of use of modern 

strategic planning tools, such as the Balanced Scorecard, contributes to the fragmentation of 

objectives and insufficiently integrated management of resources. In this context, the research 

starts from the premise that managers, although aware of the need for more rigorous planning, 

face significant limitations in terms of the knowledge, experience and access to resources 

needed to implement such approaches. 

The premises of these two researches are thus interconnected, highlighting a complex 

relationship between the customer experience and the strategic performance of the 

organization, and providing a basis for understanding the factors that can support the 

transformation and sustainable growth of fitness centers. 

Research objectives on fitness center managers are directed toward understanding and 

evaluating how they implement and use organizational strategies to support long-term 

performance. A first objective consists in identifying the degree of use of strategic management 

tools, such as the Balanced Scorecard, and in determining the limitations encountered in their 

application. The research aims to highlight the discrepancies between the long-term 

managerial vision and daily operational priorities, while providing a clear picture of the strategic 

challenges faced by managers. 

Another objective is the analysis of managerial skills and capabilities, focusing on the 

alignment between organizational objectives and market realities. By investigating the level of 

strategic readiness, the research aims to identify the barriers that prevent managers from 

effectively adopting and implementing innovative and adaptable strategies specific to the 

fitness industry. These barriers may include lack of specialist knowledge, financial constraints 

or resistance to change within the organisation. 

The formulated objectives are closely related to the need to support the 

professionalization of management in this sector, by offering some conclusions and practical 

recommendations that facilitate the integration of modern strategic tools. The research thus 

aims to contribute to the creation of a more coherent strategic framework that supports the 

sustainable growth of fitness centers, ensuring an alignment between customer needs and 

managerial priorities. 

Research hypotheses targeting managers focus on the relationship between their 

strategic competencies and practices and long-term organizational performance, given the 

challenges specific to the fitness sector. The first hypothesis assumes that managers who use 

strategic planning tools such as the Balanced Scorecard have a greater ability to align 

organizational goals with market needs and achieve more sustainable results. It is suggested 

that the use of these tools contributes to better strategic clarity and efficiency in resource 

allocation. 

A second hypothesis explores the discrepancy between the day-to-day operational 

success of the centers and the implementation of long-term strategies, assuming that this 

difference is caused by limitations in the strategic competences of managers and the lack of 

integration of formal planning frameworks. This hypothesis takes into account the fact that 

managers in the fitness sector, although competent in managing current activities, encounter 

difficulties in formulating and applying strategic visions adapted to the dynamic market context. 

An additional hypothesis proposes that the lack of formal training in strategic 

management and the absence of an adequate organizational infrastructure to support strategic 

initiatives contribute to their limited implementation. It is suggested that these limitations lead 

to a lack of coherence between organizational goals and achieved performance, thereby 

reducing the potential for long-term growth and retention. 
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These hypotheses provide a clear framework for exploring the relationships between the 

analyzed variables, supporting the identification of practical solutions to improve performance 

both from the perspective of customer satisfaction and managerial efficiency. 

In terms of research targeting fitness center managers, sampling was done to include a 

broad spectrum of subjects, reflecting the diversity of center size and level of managerial 

experience. Participants were selected to provide a balanced perspective on strategic 

management practices used in different types of organizations, from small independent 

centers to large gym chains. 

The tools used for data collection included structured questionnaires and semi-structured 

interviews, designed to explore in detail aspects related to strategic planning, decision 

implementation and the use of tools such as the Balanced Scorecard. Each component of the 

research instrument was operationalized to capture both the declarative aspects of managerial 

strategies and the extent to which they are reflected in actual practices. For example, principal 

component analysis (PCA) was used to identify relationships between different strategic 

variables and to validate the consistency between organizational goals and their execution. 

As part of this process, a secondary stratification was carried out to allow a finer 

segmentation of the data, taking into account factors such as the level of managerial training, 

available resources and the specific challenges of each centre. This approach provided a 

deeper understanding of the differences between smaller centres, which operate 

predominantly intuitively, and larger ones, where there are more structured attempts to apply 

long-term strategies. 

In terms of manager-oriented research, the results revealed a limited use of formal 

strategic planning tools, despite the recognition of their importance for the long-term success 

of fitness centers. Although most managers demonstrate competence in day-to-day 

operational management, the analysis revealed difficulties in integrating coherent strategic 

practices to ensure alignment between long-term goals and current activities. The Balanced 

Scorecard, for example, is rarely used, and where it is adopted, its implementation is often 

superficial and limited. 

Another important conclusion is the existence of a significant difference between small 

and large centers in terms of managerial approach. Smaller centers tend to focus on immediate 

needs and operate in a reactive way, while larger chains show more openness to strategic 

structures, although they too have difficulties in the concrete application of formulated 

strategies. Factors contributing to these limitations include lack of resources, insufficient level 

of managerial training and resistance to change among staff. 

Through these results, research on managers highlights both the weaknesses that 

hinder strategic development and the potential for improvement, emphasizing the need for 

professionalization and the integration of modern strategic frameworks. These conclusions 

provide a solid starting point for proposing applicable solutions to support the sustainable 

development of fitness centers. 

Detailed statistical analysis of data collected from fitness center managers provided a 

deep understanding of how strategic practices, or lack thereof, influence organizational 

performance. The study included a sample of 150 managers, of which 65% came from 

independent centers and 35% worked within large chains. Respondents were analyzed both 

from the perspective of their professional experience and their use of strategic planning tools. 

On average, 72% of managers had at least five years of experience leading centers, but only 

18% had formal training in strategic management, this difference being a significant factor in 

determining their ability to implement effective strategies. 

The use of strategic tools was one of the central dimensions of the analysis. Only 22% 

of managers reported using the Balanced Scorecard (BSC), and of those, only half (11% of all 



27 
 

respondents) had fully implemented the tool within their organizations. The other half of BSC 

users indicated that implementation was partial, limited to components such as monitoring 

financial performance or evaluating operational indicators, without fully integrating all strategic 

dimensions. Of managers who have not used the Balanced Scorecard at all, 38% indicated 

that lack of knowledge about the tool was the main obstacle, while 27% cited insufficient 

resources and 19% perceived the methodology as too complex for their specific the fitness 

industry. The data revealed a significant relationship between the size of the organization and 

the use of strategic tools, with the correlation coefficient being r = 0.46 (p < 0.01), which shows 

that larger chains have more resources and capabilities to adopt such tools compared to small 

centers. 

In terms of time spent on strategic planning, only 34% of managers reported devoting at 

least one day per month to the process, with most being overwhelmed by daily operational 

pressures. This lack of planning time has been correlated with a predominantly reactive 

orientation to decision-making, which limits the centers' ability to develop and implement long-

term strategies. Multiple regression analysis showed that time devoted to strategic planning is 

a significant predictor of perceived organizational success, with a coefficient β = 0.41 (p < 

0.01). Likewise, the use of a formal strategic framework was positively correlated with the 

clarity of organizational objectives, the regression coefficient being β = 0.37 (p < 0.01). These 

data confirm that managers who allocate more time to planning and who use modern strategic 

tools have a greater ability to ensure organizational sustainability. 

The semi-structured interviews conducted with some of the respondents brought to light 

several barriers in the implementation of the strategies. Lack of financial resources and market 

pressures were cited by 46% of managers as the main obstacles, followed by resistance to 

change among staff, cited by 29%. This resistance was more pronounced in small centres, 

where staff have direct and frequent contact with clients and are more reluctant to structural 

change. In contrast, managers in large chains reported a greater openness to planning, but 

admitted that difficulties in adapting global strategies to the specifics of each center limited the 

success of their implementation. 

Organizational performance was measured by customer retention rate and annual 

membership growth. Centers that fully implemented the Balanced Scorecard or similar 

methods reported an average client retention rate of 78%, while centers that did not use formal 

strategies had an average rate of 62%. Similarly, annual membership growth was 12% for 

centers with clear strategies, compared to only 5% for those without strategic planning. These 

differences highlight the significant impact of strategic planning on performance. Principal 

component analysis (PCA) identified three essential factors that influence managerial and 

organizational performance: the use of strategic tools (principal coefficient = 0.52), the 

alignment of organizational objectives with operational activities (0.48) and the level of 

managerial training (0.44 ). 

The organizational segments showed clear differences. Managers in large chains 

reported more frequent use of the Balanced Scorecard (45% of them partially or fully using 

this tool), but experienced difficulties in applying it to the specifics of each location. In contrast, 

managers in independent centers, although they emphasized the lack of resources and 

reliance on intuitive methods, indicated that direct relationships with clients and decision-

making flexibility are positive aspects that can compensate to some extent for the lack of formal 

strategies. 

Statistical and qualitative findings show that centers that adopted a clear strategic 

approach performed significantly better than those that operated based on reactive or intuitive 

decisions. Investment in manager training and the integration of modern strategic frameworks 

such as the Balanced Scorecard are critical factors in ensuring long-term success. The results 
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suggest that by overcoming current limitations and implementing sound strategies, fitness 

centers can improve not only financial and operational performance, but also customer 

perceived value, which contributes to retention and sustainable growth. 
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Part III – Experimental Research 

The implementation of the Balanced Scorecard (BSC) in a chain of fitness centers 

represents an ambitious but necessary strategic challenge to respond to dynamic market 

changes and to align organizational objectives with contemporary demands for digitization, 

operational efficiency and stakeholder satisfaction. Part III of the paper develops extensive 

experimental research designed to assess the concrete impact of BSC on financial 

performance, internal processes, customer satisfaction and employee engagement. This stage 

not only validates the fundamental assumptions of the research, but also provides a practical 

framework for the strategic application of this model in a competitive sector such as fitness. 

The research was organized into seven distinct phases, each with well-defined 

objectives and clear measures of success. In the first phase, the focus was on increasing 

subscription revenue, a central objective in an area where customer retention plays a primary 

role. To achieve this goal, tiered subscription plans were introduced, which allowed for 

customization of offers based on customer needs. The results obtained at this stage 

demonstrated an average increase of 10% in monthly revenue in just three months, indicating 

the success of the strategic approach. The second phase was aimed at reducing the customer 

churn rate, a critical indicator for the long-term stability of the organization. By implementing a 

loyalty program, a 5% decrease in this rate was achieved, confirming the importance of 

customer loyalty through well-thought-out initiatives. 

Subsequent stages focused on revenue diversification and operational cost optimization. 

In the third phase, the introduction of premium functionalities in the digital application increased 

the revenue generated through in-app purchases by 20%, giving customers access to 

additional and personalized services. The fourth phase aimed to reduce operational costs by 

10%, achieved by migrating to more cost-effective cloud solutions and refactoring internal 

processes. These measures have resulted in more efficient use of resources, creating a solid 

foundation for long-term growth. The fifth phase aimed to increase customer lifetime value by 

15%, achieved through cross-selling and promotional strategies that encouraged customers 

to purchase additional service packages. 

The last two phases addressed more ambitious goals, such as diversifying income 

sources and strengthening market position. Integrating the centers with external wellness apps 

helped generate 30% of revenue from new sources, while expansion into emerging markets 

strengthened the organization's market share, which grew 10% in six months. These initiatives 

have demonstrated that the Balanced Scorecard can be used as a dynamic tool for adapting 

to market demands, providing clear and flexible strategic direction. 

From the perspective of internal processes, the implementation of BSC generated 

significant improvements in terms of reducing downtime of digital applications, increasing the 

speed of response to complaints and optimizing workflows. For example, the average payment 

processing time was reduced to under a minute and the app's ability to handle larger loads 

increased by 50%, contributing to an improved customer experience. These advances were 

supported by technology initiatives such as improved server capacity and the adoption of agile 

development methodologies, which enabled faster implementation of new functionality. 

The learning and growth dimension was also a central pillar of the implementation. 

Conducted training sessions for all employees, resulting in a 15% increase in technical 

expertise. Continuous learning programs and advanced workshops increased the ability to 

adapt to change by 10%, and implemented feedback systems allowed employees to actively 

contribute to organizational development. These measures have created a more motivating 

work environment, resulting in greater staff engagement and increased employee retention. 

This introduction to Part III provides an integrative perspective on how the Balanced 

Scorecard can be used to transform not only an organization's financial performance, but also 
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its relationships with customers, employees, and technology. The described stages, together 

with their specific results, demonstrate the effectiveness of this strategic framework in 

achieving the complex and multidimensional objectives of the organization. 

The implementation of the Balanced Scorecard (BSC) methodology within the chain of 

fitness centers was based on a rigorous methodology, built around a staged structure and 

based on the thorough analysis of premises, objectives and experimental hypotheses. Chapter 

VI provides a detailed picture of the methodological design of the experimental research, 

integrating a series of conceptual and technical elements that ensured the validity and 

relevance of the results obtained. In this section, the methodological approach is developed 

based on a structured framework, including the research purpose, theoretical premises, 

specific objectives and fundamental hypotheses, all supported by an elaborate statistical 

analysis and the use of modern data complexity reduction techniques. 

The purpose of the experimental research was defined in terms of the need to evaluate 

the impact of the Balanced Scorecard on the performance of a chain of fitness centers, 

considering multiple organizational dimensions such as financial performance, internal 

process efficiency and stakeholder satisfaction. In an industry characterized by fierce 

competition and pressures for digitization, the BSC implementation was designed to provide a 

holistic framework for evaluation and optimization. Specifically, the research focused on 

evaluating critical aspects such as reducing data fragmentation, improving strategic alignment, 

and optimizing customer interactions. The methodological aim of the research included the 

integration of operational, financial and behavioral data into a unified model, which allowed a 

precise monitoring of the impact of BSC implementation on the analyzed variables. 

The premises of the research were built starting from the hypothesis that digitization and 

efficient use of data represent the fundamental pillars of organizational success. The Balanced 

Scorecard, as a strategic tool, was considered capable of facilitating better resource 

management and creating synergies between strategic and operational objectives. Among the 

main premises was the idea that financial performance is influenced by the efficiency of internal 

processes, customer satisfaction and employee retention. These premises were grounded in 

an extensive literature in the field of strategic management and digitization, which 

demonstrated the importance of data integration for well-informed decision-making. In 

addition, the methodological premises emphasized the relevance of applying the BSC as a 

tool for aligning strategic objectives with the specific needs of a dynamic sector such as fitness. 

The research objectives were structured to directly answer the fundamental questions of 

the study. These included analyzing the impact of the Balanced Scorecard on the financial 

structure of the organization, on the use of digital applications and on customer satisfaction. It 

was also aimed at evaluating the relationship between the efficiency of internal processes and 

financial performance, as well as identifying how the BSC can contribute to employee retention 

and optimizing the relationship with customers. Among the secondary objectives, the research 

aimed to integrate data into a coherent framework that would facilitate quick and well-informed 

strategic decisions, and to explore the impact of digitization on the long-term success of the 

organization. These objectives were supported by a detailed experimental design, which 

included the collection of data before and after the implementation of the BSC and the 

comparative analysis of the results obtained. 

The research hypotheses, formulated on the basis of the objectives and premises, were 

tested using advanced statistical techniques. One of the key assumptions was that the 

implementation of the Balanced Scorecard produces a significant change in the structure of 

financial data, improving the clarity and transparency of financial resources. Another 

hypothesis concerned the relationship between the use of the digital application and 

operational efficiency, postulating that the integration of the BSC into the organizational 
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strategy stimulates a more active and efficient use of the application. The employee 

satisfaction hypothesis suggested that the use of the Balanced Scorecard facilitates better role 

clarification and an increase in satisfaction levels, having a positive impact on retention. Finally, 

it was hypothesized that there is a multidimensional relationship between digitization, customer 

satisfaction and financial performance, postulating that these dimensions are interdependent 

and influence each other significantly. 

The research methodology was strengthened by using advanced data analysis 

techniques, including principal component analysis (PCA) and factor analysis of mixed data 

(FAMD). These methods allowed reducing the complexity of the data and identifying the most 

relevant variables for assessing the impact of the Balanced Scorecard. For example, PCA 

identified three principal components that explain 72% of the variation in the data collected: 

financial performance, internal process efficiency, and customer satisfaction. FAMD was used 

to analyze the interdependencies between numerical and categorical variables, revealing that 

digitization of internal processes explains 28% of the variation in customer satisfaction. These 

results were validated using statistical tests such as paired-samples t-test and repeated-

measures ANOVA, which confirmed the significance of the observed differences between the 

pre- and post-implementation periods. 

The legal and ethical aspects represented an important dimension of the methodology, 

as the rules of the General Data Protection Regulation (GDPR) were respected. Data collected 

were anonymized and informed consent of participants was obtained for all research activities. 

These measures guaranteed legal and ethical compliance, while ensuring the validity and 

integrity of the results obtained. Also, by implementing advanced data security techniques, 

such as encryption and access control, the protection of sensitive information and the 

confidentiality of the participants was ensured. 

The experimental implementation of the Balanced Scorecard was structured in several 

phases, each with clear objectives and specific measures of success. For example, the first 

phase aimed to increase revenue by 10% within three months by introducing tiered 

subscription plans. In another phase, the aim was to reduce the customer abandonment rate 

by 5% by implementing a loyalty program. These initiatives were constantly monitored using 

performance indicators such as retention rate, average complaint response time and digital 

app usage. The comparative analysis between phases revealed a general improvement in 

organizational performance, confirming the effectiveness of the applied methodology. 

In conclusion, the detailed experimental research methodology provided a robust 

framework for assessing the impact of the Balanced Scorecard on the performance of the 

fitness center chain. By integrating advanced data analysis techniques and rigorously following 

ethical and legal principles, research has demonstrated that BSC implementation can generate 

significant improvements in multiple organizational dimensions. The results of this 

methodological stage prepare the ground for an in-depth analysis of the observed effects, as 

detailed in Chapter VII of the paper. 

The implementation of the Balanced Scorecard (BSC) within the chain of fitness centers 

generated a series of significant results that demonstrate the influence of this strategic 

framework on multiple dimensions of organizational performance. The analysis of the results, 

carried out over a 12-month period, was based on the use of advanced statistical techniques, 

including principal component analysis (PCA) and factor analysis, to highlight both obvious 

and less obvious relationships among the analyzed variables. The data collected included 

information on financial performance, customer behavior, internal process efficiency and 

employee satisfaction, being structured to allow a detailed and integrative interpretation. The 

results indicate a consistent improvement of the organizational indicators, confirming the 

research hypotheses with a high degree of statistical significance. 
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Customer satisfaction, a central element of success in the fitness industry, saw a notable 

increase post-implementation. Prior to the introduction of the BSC, customer surveys indicated 

an average satisfaction score of 3.8 on a scale of 1 to 5, reflecting an overall positive but not 

optimal perception of the services provided. After implementing the BSC, this score increased 

to 4.4, which represents an improvement of 15.8%. This growth is directly correlated to the 

optimization of internal processes, including reducing the waiting time for access to equipment 

and streamlining the scheduling of group classes. Similarly, customer retention rate, another 

key performance indicator, increased from 65% to 78%, which translates to a 20% 

improvement. This growth was attributed to both the diversification of available services and 

better customer relationship management facilitated by data integration through the BSC. 

Multiple regression analysis confirmed that customer satisfaction is a significant predictor of 

retention, with a β coefficient of 0.62 (p < 0.01), indicating a strong relationship between these 

two variables. 

The financial performance of the fitness center chain was also positively influenced by 

the implementation of the Balanced Scorecard. Average monthly revenue increased by over 

20% in the post-implementation period. This improvement was supported by an increase in 

Customer Lifetime Value, which rose by 20%, indicating an increase in customer loyalty and 

engagement. Operating profit margins also improved, rising from 18% to 24%, reflecting a 

streamlining of internal processes and a more judicious use of resources. Principal 

components analysis showed that the variable "operational efficiency" explained 35% of the 

variation in financial performance, suggesting that the improvements made through the BSC 

had a direct impact on economic success. 

Internal process efficiency, measured by indicators such as average response time to 

complaints and equipment downtime, also saw significant improvements. Average response 

time to complaints dropped from 48 hours pre-implementation to 24 hours post-

implementation, reducing by 50%. Similarly, equipment downtime decreased from an average 

of 5% of total monthly operating time to just 2%, reflecting increased operational efficiency. 

These metrics are critical to customer satisfaction, as reduced downtime and problem 

resolution times directly contribute to a smoother and more satisfying user experience. ANOVA 

tests showed significant differences between the pre- and post-implementation periods for 

these indicators, with values of F = 15.72 (p < 0.001) for response time and F = 12.84 (p < 

0.001) for downtime. 

Another key aspect was the impact of BSC implementation on employee satisfaction and 

retention. During the reference period, average employee satisfaction scores, as measured by 

anonymous surveys, increased from 3.2 to 4.1, indicating an improvement of 28%. The 

employee retention rate, an indicator of organizational stability, increased from 70% to 85%, a 

21% increase. These results reflect the positive impact of using the BSC in clarifying employee 

responsibilities, improving working conditions and creating a more transparent organizational 

environment. Regression analysis indicated that employee satisfaction is a significant predictor 

of retention, with the β coefficient being 0.54 (p < 0.05). Also, structural equation modeling 

(SEM) revealed significant relationships between employee satisfaction, customer satisfaction 

and financial performance, confirming the interdependence of these dimensions. 

Digitization of processes and use of digital application played a central role in the 

success of BSC implementation. App usage increased from 60% to 85%, and the average 

number of transactions made through the app per month increased by 30%, from 3,000 to 

3,900. These improvements were supported by the integration of data collected by the 

application into the BSC model, which allowed for better customization of offers and increased 

efficiency in resource management. Statistical tests, including factor analysis of mixed data 
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(FAMD), confirmed that digital application use is directly correlated with increased customer 

satisfaction, with the variable "digitalization" explaining 25% of the variation in this dimension. 

In conclusion, the implementation of the Balanced Scorecard had a significant positive 

impact on the performance of the fitness center chain, influencing multiple organizational 

dimensions. Improvements in customer satisfaction, internal process efficiency, financial 

performance and employee satisfaction demonstrate the relevance and effectiveness of this 

strategic framework in optimizing operations and creating sustainable competitive advantage. 

The obtained results support the validity of the research hypotheses and provide a solid basis 

for expanding the use of BSC in other similar industries. 

Part III of the paper brings to the fore a well-grounded and applied methodological 

approach, aimed at exploring the impact of implementing the Balanced Scorecard (BSC) on 

the performance of a chain of fitness centers, thus providing an in-depth perspective on how 

this tool strategic can become a catalyst for organizational transformation. The results of the 

experimental research confirm the formulated hypotheses and support the theoretical validity 

of the premises, demonstrating that the use of BSC contributes significantly to the optimization 

of internal processes, the improvement of financial performance, the increase of customer 

satisfaction and the loyalty of employees. These conclusions not only validate the adopted 

methodology, but also highlight its broad applicability in the fitness industry and, by extension, 

in other service sectors. 

The implementation of the BSC was structured in seven distinct phases, each of which 

had clearly defined objectives, well-calibrated success measures and strategic initiatives 

adapted to the organization's needs. The initial phase, focused on increasing subscription 

revenue through the introduction of tiered plans, generated a 10% increase in monthly revenue 

in just three months, demonstrating that personalization of offers can become an effective 

strategy for maximizing the economic value of the customer relationship. Subsequently, 

reducing the rate of customer abandonment through a loyalty program highlighted the 

importance of building long-term relationships, this indicator decreased by 5% and contributed 

to the financial and operational stability of the chain. 

As the research progressed, subsequent phases brought to the fore the central role of 

technology and digitization in organizational transformation. The increase in revenues from in-

app purchases by 20%, through the introduction of premium functionalities, demonstrated that 

technological solutions integrated into the BSC strategic model can significantly amplify the 

added value of the services offered. In parallel, optimizing operational costs by 10% by 

migrating to more efficient cloud solutions highlighted BSC's ability to align financial and 

operational objectives, thereby creating synergies that improved overall profitability. 

One of the most notable contributions of the Balanced Scorecard implementation was 

the improvement in customer lifetime value, which increased by 15% thanks to cross-selling 

strategies and personalized promotion. This growth reflects not only the efficiency of the 

technologies used, but also the organization's ability to adapt to customer demands through 

better data management. Diversification of revenue sources and expansion into new markets, 

achieved in the final stages of implementation, contributed to a 10% increase in the 

organization's market share, confirming that the Balanced Scorecard can become an essential 

tool for strengthening the strategic position in a competitive environment. 

From the perspective of internal processes, the implementation of the BSC led to 

significant improvements in operational efficiency. Reducing payment processing time to under 

a minute, reducing application downtime to under 1% and increasing application load handling 

capacity by 50% demonstrates that integrating the right technology within the Balanced 

Scorecard model can revolutionize organizational operation. These improvements were 

supported by a number of innovative initiatives, including the refactoring of the application code 
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for scalability and the implementation of agile methodologies, which enabled rapid adaptation 

to changing market needs. 

The human dimension of BSC implementation, an element often underestimated in 

similar research, was dealt with in detail in this study. Employee training sessions conducted 

throughout the implementation process increased technical expertise by 15%, and constant 

feedback initiatives increased employee retention by 21%. These results underline the fact 

that the success of such a strategic model depends not only on technology or internal 

processes, but also on the degree of involvement of human capital. In addition, the 10% 

increase in organizational adaptability achieved through effective change management 

demonstrates that the Balanced Scorecard can become a powerful tool for fostering 

organizational resilience. 

Customer satisfaction, another fundamental pillar of organizational success, registered 

a significant increase of 15%, and their loyalty was reflected in increasing the frequency of 

service use and improving loyalty indicators. The correlations identified between digital 

application usage, customer satisfaction and financial performance highlight the synergies 

created by BSC implementation and support the idea that the long-term success of the 

organization depends on the coherent integration of digital technologies into the strategic 

framework. 

In conclusion, the experimental research presented in this section unequivocally 

demonstrates that the Balanced Scorecard is not only a performance management tool, but 

also a platform that facilitates organizational transformation in a holistic and sustainable way. 

The results obtained show that, by integrating a well-structured strategic framework with 

modern technological solutions, organizations can not only improve financial and operational 

performance, but also create long-term value for all involved stakeholders. Therefore, the 

implementation of BSC in the chain of fitness centers is not only a successful case study, but 

also a replicable example for other organizations that aspire to redefine their strategy in the 

face of contemporary challenges. 
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New elements of the doctoral thesis 

The Balanced Scorecard (BSC) is widely recognized as an essential tool for monitoring 

an organization's financial and operational performance. However, one of the fundamental 

contributions of this work is the identification and validation of some non-economic parameters 

and dimensions within the BSC model, demonstrating that these factors play an essential role 

not only in optimizing the services offered, but also in increasing the general economic 

performance. By integrating dimensions such as customer satisfaction, employee retention, 

service quality and digitalization of internal processes, the paper expands the traditional use 

of the Balanced Scorecard, bringing a more comprehensive perspective on organizational 

success. 

A key outcome of the research was highlighting the importance of customer satisfaction 

as a primary determinant of economic performance. Statistical analysis demonstrated that an 

increase in average customer satisfaction from 6.3 (pre-implementation) to 7.8 (post-

implementation) on a scale of 1 to 10 was directly correlated with an increase of 10 % of 

monthly revenue from subscriptions in the first three months of implementation. This strong 

relationship (r = 0.72, p < 0.001) highlights that improving user experience not only keeps 

existing customers loyal, but also helps attract new consumer segments. In addition, 65% of 

users stated that the digital application facilitated the interaction with the services offered, 

demonstrating that digitization plays a key role in enhancing customer satisfaction. 

The quality of services offered, measured by metrics such as equipment availability, 

average time to resolve complaints and efficiency of internal processes, was another non-

economic parameter identified as having a significant impact on organizational success. For 

example, the reduction in the average time to resolve operational issues from 3.4 days to 1.8 

days after BSC implementation contributed not only to better customer satisfaction, but also to 

an increase in the number of referrals, with a direct impact on expanding the customer base. 

Similarly, reducing the application's downtime below 1% and increasing its ability to handle a 

higher load by 50% significantly improved customer perception of the reliability and quality of 

services provided. 

Another non-economic aspect identified is employee retention, which has been shown 

to be a determining factor for service quality and maintaining a positive atmosphere in fitness 

centers. The study demonstrated that an increase in employee satisfaction, achieved by 

clarifying roles and providing opportunities for continuous training, led to a 21% increase in 

retention. Moreover, trained employees reported a higher level of engagement, which 

contributed to a more effective interaction with customers and, implicitly, to an increase in 

customer satisfaction. 

The paper also highlights the fact that non-economic parameters were essential for 

improving the relationship between customers and the organization by developing a coherent 

system for personalizing offers. The introduction of premium features in the digital app resulted 

in a 20% increase in in-app purchase revenue, demonstrating that customer satisfaction can 

generate direct economic benefits by driving repeat consumption behavior. These results 

confirm that the customer-oriented approach supported by the BSC not only optimizes internal 

processes, but also creates tangible economic value. 

From a methodological perspective, the integration of dimensions such as customer 

satisfaction, employee retention and service quality in the BSC model was possible thanks to 

the use of advanced statistical analysis techniques, such as PCA and FAMD. These methods 

made it possible to reduce the complexity of the data and identify the variables with the greatest 

impact on organizational performance. For example, factor analysis showed that customer 

satisfaction and internal process efficiency together explained 72% of the variation in financial 

performance. Thus, the paper proposes a deeper integration of these non-economic 



36 
 

parameters in the organizational strategy, demonstrating that they not only complement but 

also amplify the effects of the traditional financial dimensions of the BSC. 

In conclusion, the obtained results emphasize that the non-economic parameters and 

dimensions identified in the Balanced Scorecard represent key factors for optimizing the 

services offered, and their influence on financial performance is significant. By creating a 

customer-oriented environment that values service quality and employee engagement, 

organizations not only improve their competitive position, but also achieve sustainable 

economic growth. This approach highlights the relevance of an adaptive and holistic strategic 

management model, which includes both economic and non-economic dimensions, as an 

integral part of the organizational strategy. Next, we list the new elements of the work: 

 

1. Identifying and integrating non-economic dimensions into the 

Balanced Scorecard for service optimization and economic growth  

The most important contribution of the paper is to highlight how non-economic 

dimensions, such as customer satisfaction, service quality and employee retention, can 

be integrated into the Balanced Scorecard and used as determinants for optimizing 

organizational performance. Research shows that these parameters not only support 

the operation of the organization, but also generate a direct impact on economic 

growth, with a strong statistical correlation between customer satisfaction (15% 

increase) and monthly revenue (+10%). 

2. Exploring the synergy between the Balanced Scorecard and 

digitization  

The thesis provides a significant contribution by exploring how the Balanced Scorecard 

can be integrated with digital solutions to maximize the efficiency and accuracy of 

strategic decision-making processes. Through the use of a customized digital 

application, the paper demonstrates how digitization increases visibility into 

organizational performance and enables rapid adjustments to market needs, 

exemplified by a 20% increase in in-app purchases post-implementation. 

3. Addressing the multidimensional interdependencies of 

performance  

The paper proposes a holistic approach to organizational performance, analyzing the 

interdependencies between financial, relational (customer), operational and human 

dimensions. This perspective provides an integrated framework for understanding the 

mechanisms by which the Balanced Scorecard can generate sustainable 

organizational success, highlighting that 72% of the variation in financial performance 

is explained by customer satisfaction and internal process efficiency. 

4. Application of advanced statistical methods for hypothesis 

validation  

The use of techniques such as principal component analysis (PCA), factor analysis of 

mixed data (FAMD) and structural equation modeling (SEM) gives the work a high 

methodological value. These methods allowed the identification of key variables that 

influence organizational performance and the quantification of the relationships 

between them, making an innovative contribution to the specialized literature. 

5. The relevance of customer satisfaction as a key strategic factor  

The paper emphasizes the central role of customer satisfaction in optimizing 

organizational performance, demonstrating through empirical analysis an average 

increase of 1.5 points in the level of satisfaction on a scale from 1 to 10, correlated with 

a significant increase in customer retention and lifetime value (+15%). This result 

highlights the importance of adapting organizational strategy to consumer needs. 



37 
 

6. Phased Implementation of the Balanced Scorecard for Systematic 

Application  

Structuring the implementation into seven distinct phases, each with clearly defined 

objectives and initiatives, is a valuable practical contribution. Every step, from revenue 

optimization to market share consolidation, is supported by empirical data that 

demonstrates the effectiveness of this systematic methodology. 10% increase in 

subscription revenue and 5% reduction in churn rate reflects the success of this model. 

7. Optimizing internal processes through non-financial dimensions  

The study introduces innovative solutions for optimizing internal processes, such as 

reducing the time to resolve complaints by 47% and reducing the application downtime 

rate below 1%. These results demonstrate that the non-financial dimensions, integrated 

in the Balanced Scorecard, can have a significant impact on operational efficiency and, 

implicitly, on financial performance. 

8. Enhancing customer lifetime value through personalization 

strategies  

The paper shows how using data collected through digital applications alongside the 

Balanced Scorecard can increase customer lifetime value. Personalized strategies, 

such as the introduction of premium features and AI-based recommendations, led to a 

20% increase in in-app purchase revenue, underscoring the relevance of this 

innovative approach. 

9. The relationship between employee satisfaction and 

organizational transformation  

The detailed analysis of the impact of BSC implementation on employees highlights 

that a 21% increase in the retention rate is directly related to clarifying responsibilities 

and providing continuous training opportunities. This result demonstrates that the 

success of organizational transformation depends on integrating the human dimension 

into the overall strategy. 

10. Exploring the Use of the BSC for Diversifying Revenue Sources 

and Expanding Markets  

The paper highlights a less explored aspect of the Balanced Scorecard: its use for 

diversifying revenue sources and expanding into new markets. The integration of 

external wellness applications and the development of expansion strategies in 

emerging markets resulted in the generation of 30% of revenue from new sources and 

a 10% increase in market share, demonstrating the strategic value of this tool. 
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Future research directions 

Future research directions derive organically from the results and contributions of this 

thesis, proposing an extension of the applicability and relevance of the Balanced Scorecard 

(BSC) in diverse and dynamic contexts. A first aspect worth exploring is the deepening of the 

role of non-economic dimensions in increasing organizational performance. As this work has 

highlighted the importance of customer satisfaction, service quality and employee retention in 

generating economic value, future research could develop models that explicitly integrate 

these dimensions for other economic sectors, such as health or education, where success 

depends on factors similar. 

Another important area is analyzing the long-term impact of the Balanced Scorecard on 

organizations. Although the present work demonstrated clear short-term benefits, a 

longitudinal approach could assess the sustainability of the results obtained. This research 

could identify how organizations adjust strategies implemented through BSC to maintain 

efficiency and respond to market changes. In this sense, exploring the resilience of the BSC 

model becomes a priority, especially in sectors marked by economic and social volatility. 

Integrating artificial intelligence (AI) into the Balanced Scorecard is another promising 

direction, with the potential to fundamentally transform the way organizations monitor and 

manage performance. Using machine learning algorithms to anticipate trends and optimize 

performance indicators could open new perspectives on strategic decision-making. 

Furthermore, given the success of digital applications integrated within BSC, future research 

could examine the effects of emerging technologies, such as augmented reality or the Internet 

of Things (IoT), on customer satisfaction and loyalty. 

The cultural dimension of Balanced Scorecard implementation is another area of 

interest. Cultural differences can significantly influence the effectiveness of applying this 

model, and comparative studies between organizations in various regions could provide 

valuable information about the adaptability and flexibility of the methodology. Such an analysis 

could contribute to the identification of cultural factors that favor or inhibit the success of BSC 

implementation and to the development of customized guidelines for various contexts. 

Another crucial aspect is the relationship between employees and the strategic success 

of the organization. Future research could investigate in more detail how employee 

engagement can be optimized through the Balanced Scorecard, including introducing new 

metrics to reflect employee engagement and satisfaction. This could contribute to the 

development of better tailored strategies for staff motivation and retention, critical factors for 

the long-term success of any organization. 

Additionally, using the Balanced Scorecard to diversify revenue streams and expand into 

new markets offers significant research opportunities. Integrating dimensions that measure the 

impact of innovation and diversification on organizational performance could increase the 

versatility of this strategic model. This is all the more relevant in the context of emerging 

economies, where organizations must respond quickly to changes in the business 

environment. 

Future research could also delve deeper into the complex relationships between 

Balanced Scorecard indicators using advanced modeling techniques such as structural 

equation analysis. This approach could identify the interdependencies between dimensions 

such as financial, operational and human, contributing to a more precise understanding of the 

mechanisms underlying strategic success. 

Finally, developing customized versions of the Balanced Scorecard for organizations 

operating in highly dynamic or atypical environments is a promising challenge. Adding strategic 

dimensions such as organizational agility, innovation capacity or sustainability could transform 

the Balanced Scorecard into a model even more adaptable to contemporary needs. These 
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directions emphasize the continued relevance of research in this area, highlighting the 

potential of the Balanced Scorecard to meet the complex requirements of modern 

organizations. 
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