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ABSTRACT

Men being the focus of management, the emergence of present green economy from the ancient past could not have been
disregarded the importance of men and his society. Balanced Corporate Responsibility (BCR) aimed at how an organization
learns from the past to align Individual Social Responsibility (ISR) of employee/employerto Corporate Social Responsibility (CSR)
and to run the business by incorporating Balanced Scorecard (BSC). CSR became the chant of every business organization
today. At the same time, linking CSR to business objectives is a herculean task before them. It becomes a necessity to adopt
a sustainable developmental model through BSC addressing CSR.This helps in proper Cutomer Relationship Management
(CRM) and Customer Grievance Management (CGM). This inturn facilitates to safeguard the interest of various stakeholders
and to protect the environment. Here we can think of a BCR.

Keywords : ISR, CSR, BSC, CRM, CGM, BCR

Management defined as doing the right thing at the right time
by making optimal use of scarce resources available to in-
crease the efficiency and effectiveness of a firm in order to ac-
complish the organizational objectives. Management's basic
function is to create and sustain a system, which produces
useful products and services. A system is an organized or a
complex whole. We cannot understand it by merely studying
the parts or sub-parts of a system. Management is a system
that we cannot understand unless we consider the environ-
ment from where it pitches in. It is necessary to consider the
very same environment while deciding the direction to which
an organization to march forward. Business managers are
there to ensure the fit between system and its business en-
vironment so that they would be able to lead the origination
towards desired direction.

To understand the utility of management theories and tools, it
became a necessity to scan the entire business environment.
Balanced Scorecard (BSC) is one among such management
tools, which we can understand from a historical perspective.
This gained too much of importance in the corporate world
during these days because of the need of taking strategic busi-
ness decisions by considering the stakeholders interest. At the
same time, effective implementation of BSC cannot ignore the
need of addressing corporate social responsibility (CSR).

CSR reporting grown over the past few years, but the infor-
mation provided by those reports is not always been used
for strategic advantage. Tying values and measures to a
Balanced Scorecard could be the way to make good inten-
tions more profitable (David C, 2005). David Crawford in his
2005 paper ‘The Balanced Scorecard and Corporate Social
Responsibly: Alighting Values for Profit' emphasize the impor-
tance of aligning CSR movement to consumer and employee
values to create a long-term business strategy. We can think
of CSR and its execution from an angle of stakeholders’ per-
spectives. Kaplan and Norton’s Balanced Score Card (BSC)
became a handy tool to address this requirement of today.
To educate ourselves with the importance addressing CSR
and need for implementing BSC, we may try to analyze the
emergence of various forms of economy along with evolution
of modern management principles and tools.

Emergence of present economy from a stage of nomads to
present experience and green economy has seen different

schools of management thoughts. Various inventions, discov-
eries and technological advances were also influenced the
rate at which the change had happened. To support these
changes different management practices had also evolved.
Manifestation of economies like agrarian, industrial, service,
experience and green economies cannot demand a clear
demarcation. All these economies exist simultaneously with
a blend that is not yet prefect one. The blend can be near
perfect only when we could implement Balanced Scorecard
(BSC) by addressing Corporate Social Responsibility (CSR).
To render a sustainable development model, this considered
as a top priority of any business in the 21st century.

The focus during industrial economy was to maximize the
production and to provide maximum benefit to the efficient
workers. The scientific management principles propounded
by F.W.Taylor addressed these issues. Implementation of sci-
entific management principles by Henry Ford in his produc-
tion assembly line of automobiles increased the production
(Known as Fordism).Various measures suggested by these
principles boosted up the production and employees incen-
tives. However, beyond a particular limit it was showing ad-
verse consequences of workers behaviors as they treated as
a peg in the machine. Human Relations Movement propound-
ed by Elton Mayo addressed these negative consequences of
scientific management principles. Hence, different behavioral
and motivational theories evolved. These theories were in-
strumental in providing welfare facilities and better working
environment to workers.

Marx Weber’s bureaucracy, Fayol's fourteen principles of
management etc were effective in increasing efficiency of the
organizations. Karl Marx’s Socialism, Adam Smith’s capitalis-
tic theories and other economic theories of wages were prev-
alent in this period. According to Marx, the Capital considered
as saved up labour. It said that the amount of exploitation
of labour converted in to capital. Industrial Relations became
significant then. Trade unionism gained strength. To control
malpractices by both the employer and employee various
laws came into being. Exploitation of customer or employee
or the resources became the nature of business. New tehnol-
ogy and automated production incresed product availability
in market. Exploring new market and procuring raw material
became the basis for race among technologically advanced
countries — the west. Numerous wars and colonolisation was
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the remote output of exploitation in different degrees in dif-
ferent field. This was highly prevalent in the pre-globalised
business era.

Subsequently the “service economy” period emphasized im-
portance of service rather than offering product. Due to in-
creased productivity by using advanced technology and high
degree of competition, it became necessary for business or-
ganization to offer better service along with the product. It is
obvious that product and services are inseparable. Hence,
service competition became the major competition. Unless
the internal customers — ‘the employees’, are satisfied the
firm cannot expect the employees to satisfy the external cus-
tomer. Hence, firms started providing various welfare meas-
ures to their employees in order to satisfy them. Even to retain
employees firms were identifying and implementing various
motivational tools. Government forced to come out with vari-
ous regulating measures to ensure reasonable satisfaction
to its citizen whether they fall under customer or employee
or employer or other stakeholders. Hence come, measuring
success and progress of an organization based on the inte-
grated effect of its performance on triple bottom line or the
three pillars of Corporate Social Responsibiity- CSR (People,
Planet and Profit).

Every business organizations now wanted to differentiate
their service by providing experience to their customer (inter-
nal or external) and display them as environmental friendly.
They try to provide this experience by identifying various area
including the one which of Corporate Social Responsibil-
ity, Corporate Governance, Transparency, Green Productiv-
ity and by Stakeholder Management principles. Experiences
create benefit by engaging and connecting with the customer
in a personal and memorable way. Later a significant degree
of satandardisation made possible in providing this experi-
ence to the customer through innovations in Information
Technology. Customer Relationship Management — CRM be-
came important since it is highly essential to maintain existing
cutomer. This inturn helped to improve customer base by way
of word-of mouth.Another area of business firms today is to
have an efficient practice for Customer Grievance Manage-
ment —CGM procedures. Outsourcing this important function
can trigger cutomer switch for competitors’ product and serv-
ices.Uniqueness in this are can be decisive in making a prod-
uct or service winner by differetiating with other qualifiers.

Business organizations now find it difficult to decide on their
business strategy by addressing all its stakeholders. At the
same time, they have to consider various legal regulations in-
cluding Intellectual Property Rights to take up a decision. In
the present context, running business ethically by consider-
ing all the above-mentioned factors is the major challenge of
every manager. Sustainable development model of business
demands formulation of business strategy viewing from differ-
ent perspctives. James Collins and Jerry Porras in their book
titled Built to Last- Successful Habits of Visionary Companies
metioned about the importance of ‘timeless set of core values
and an enduring purpose beyond just making money’ (Collins
& Porras, 1994). Kaplan and Norton’s Balanced Scorecard
acts as a divine tool for managers to make a strategic decision
addressing all these requirement of present day business.

A simple definition of BSC is “a focused set of key financial
and non-financial indicators.” The term “balanced” does not
mean equivalence among the measures but rather an ac-
knowledgement of other key performance metrics that are
non-financial. “The balanced scorecard is a strategic planning
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and management system that is used extensively in business
and industry, government, and nonprofit organizations world-
wide to align business activities to the vision and strategy of
the organization, improve internal and external communica-
tions, and monitor organization performance against strategic
goals”. Drs. Robert Kaplan (Harvard Business School) and
David Norton originated it as a performance measurement
framework that added strategic non-financial performance
measures to traditional financial metrics to give managers
and executives a more ‘balanced’ view of organizational per-
formance.

“The balanced scorecard retains traditional financial meas-
ures. However, financial measures tell the story of past
events, an adequate story for industrial age companies for
which investments in long-term capabilities and customer
relationships were not critical for success. These financial
measures are inadequate, however, for guiding and evaluat-
ing the journey that information age companies must make to
create future value through investment in customers, suppli-
ers, employees, processes, technology, and innovation.”

By identifying various measures under each perspective,
firms can derive out their business strategy. This address-
es the interest of all the stakeholders of the firm. Because
of these very reasons BSC has been selected by Harvard
business Review as one of the ‘most important’ management
practices of the past 75 years.’

Dow Jones defines CSR as “a business approach that cre-
ates long-term shareholder value by embracing opportunities
and managing risks deriving form economic, environmental
and social developments.” CSR requires more holistic strate-
gic thinking and a wider stakeholder perspective. John Elking-
ton argues that the key to establishing the triple bottom line is
the stakeholder consultation.

John Elkington, in his Cannibals with Forks, The triple bottom
line of 21st century business develops the concept of triple
bottom line in terms of economic prosperity, environmental
quality and social justice. Sustainability only assured when
an organization addresses the CSR by considering this tri-
ple bottom line. This accomplished by the use of BSC. If we
can effectively integrate the principles underlying in both the
BSC and CSR we can address the necessity of “A Balanced
Corporate Responsibility” (BCR). Men being the focus of all
the management thoughts, his right deeds in the respective
domain address the issue societal responsibility of any corpo-
rate. It is the constitution of right individuals and their Individu-
al Social Responsibility-ISR, in a corporate would necessarily
depict ‘A Balanced Corporate Responsibility’.

Conclusion:

CSR became the chant of every business organization today.
At the same time, linking CSR to business objectives is a
herculean task before them. It becomes a necessity to adopt
a sustainable developmental model through BSC approach.
This allows them to safeguard the interest of various stake-
holders including protection of environment. Firms should
come out with a feasible model so that it can be executed.
Most of the cases it is not due to the improper strategy but the
improper execution of strategy makes the organization fails.
By thoroughly examining, the emergence of present experi-
ence economy from postindustrial economy and correspond-
ing evolution of management principle and tools organizations
can create better action plan for execution of their strategy.
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