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ABSTRACT: The current business environment requires a performance management with a much 
broader framework. The article deals with the overall performance of an entity and the composition 
of performance indicators that are grouped under specific dashboards: economic and financial, 
social and environmental. In order to reflect economic and financial, social and environmental 
performance, an entity may use the dashboard which allows selection, arrangement and 
presentation of performance indicators, on the basis of objectives and to obtain the information 
necessary for performing the pilotation of this entity. The approach proposed started from the 
conceptual framework of CERISE which was expanded and treated in the light of the research 
conducted. Depending on the empirical importance provided by each performance dimension (the 
economic-financial, social and environmental), they received a share which is reflected in the 
complexity of the final decision at microeconomic level. The existence and development of a 
performance management system in economic entities for any entity represents a competitive 
advantage because it is the starting point for achieving sustainable performance, achieving medium 
and long term high-performance. To highlight aspects of the economic and financial, social and 
environmental performance we suggest using an intercorelatted dashboard, whose composition and 
visualization is shown by our study. The article ends with the authors’ conclusions regarding global 
performance and macroeconomic framework for broadening the constitutive formation of 
indicators used in the dashboards, which ultimately contributes to the knowledge of the actual 
performance of an entity. 
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 Introduction  
 In the current economic context, the economic environment, by its specific elements, 
requires from economic entities new standards of performance that exceed the scope of economics. 
If in the past, the foreground was economic-financial performance, currently economic entities have 
realized that this is just the result of the race, but the race itself and the determinant of future 
success is what today, in the context of sustainable development of the society, we call general 
performance or global performance. This type of performance of economic entity involves 
aggregating the economic-financial, social and environmental performances. As a consequence, a 
new concept has been outlined, namely the performance management, involving the approach of 
performance as the central concern of economic entity management. All economic entities, 
regardless of the sector or field of activity, require performance so that performance management 
has become a tool not only useful, but also indispensable, and we cannot speak of performance 
without appropriate management, and in this context the assessment of performance and keeping it 
under control is a key element for its management. The main goal of this article is to emphasize 
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performance and performance management by suggesting a set of indicators that are typical of 
various aspects: economic, social and environmental. We have emphasized the indicators in a 
dashboard starting from the models given by the literature in this field. The contribution of the 
authors has been to emphasize performance by combining the indicators and by using the 
information provided by the inter-correlated dashboard in decision-taking processes. 
 
 Literature review and conceptual framework 

Performance will always remain a contested, constantly evolving concept. Conceptual 
difficulties occur when defining performance because this frequently used concept is hard to define, 
most of the times having an ambiguous character (Ştefănescu et al., 2010). In terms of the economic 
theory (Angelescu et al., 2001), the performance of an entity is defined by comparing the results 
with the consumption of production factors which have contributed to their manufacturing, or by 
comparing the forecast with the achievements. In accordance with the same approach, the 
performance of entity is defined also by means of global productivity. Global productivity 
expresses the aggregate efficiency of the usage of all production factors at an economic entity level. 
This approach is also supported by Didier (1994) who states that global productivity expresses the 
overall performance or global effectiveness of the production factors. Also in economic terms, 
Bourguignon (2000) defines performance in general manner, as the achievement of the objectives 
of the entity, no matter their nature and diversity. Subsequently, Djellal & Faïz (2007) have a 
different position from scientific point of view, interpreting performance as a social construction, a 
convention instigating to contradictory debates. In the attempt of defining performance, they rest 
upon effectiveness, efficiency, economy and productivity as forms of performance. One of the most 
recent economic approaches of performance is the one belonging to Bartoli (2009) who defines 
performance by means of efficiency, effectiveness, quality and plus value. These questions are the 
multidimensional approach of performance, seen at general, economic, managerial, and respectively 
accounting levels (Ştefănescu et al., 2010).  

Many authors have created and developed over the time models and methods of 
performance measurement. Some of these (Eleren, 2009; Yildiz et al., 2011) have tested a 
performance measurement model based on the gap percentages and assessment of firms with 
multiple dimensions, which allows the researcher to use both quantitative data, and qualitative data. 
In a fierce competition along with the globalization, performance management has become a crucial 
objective required which must coincide with the entity's objectives, considering the creation and 
development of management information systems. Evolutions in performance management systems 
show a clear direction by using improved mathematical and statistical methods that have been 
developed for the measurement and evaluation of performances with multiple dimensions and 
criteria (Yildiz et al., 2010). Many entities use performance management systems (PMS) in order to 
achieve a better organization of the results; however, they are experiencing many difficulties in 
their implementation, because the systems are not considering the different dimensions of 
performance. In other words, measurement performance systems and performance management 
systems (PMS) are strongly influenced by the data quality, this data quality being a 
multidimensional concept (Qureshi et al., 2010). To resolve these problems, some of the specialists 
(Sousa et al., 2012) have identified and classified the uncertainty components of these performance 
management systems and have proposed as solution the using a qualitative evaluation methods 
which would allow the elimination of the negative impact that would have on the decision-making 
process and of their users. 

Reaching to a consensus regarding the definition of the performance is quite difficult at the 
entity’s level, since we must consider all activities that are carried out in a different entity and the 
interests of those involved. In extenso, the performance can be assigned to the two main processes: 
one related to performance management, and the secondary linked to performance measurement. 
Performance management is the main process dealing with performance which reflects the 
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connection between entity and performance, including activities such as: defining the strategy, 
implementation of the strategy, the process of preparation of performance measurement. 
Performance management consists in taking decisions based on the results of the evaluation and 
ensuring that results are achieved. Performance measurement appears as a secondary process of 
performance management, being linked to the evaluation of the results that focuses mainly on: 
identification, tracking and communicating performance results through the use of performance 
indicators. In fig. no. 1 are shown the relationships between the two processes of performance. 

 

 
 

 
Figure no. 1. - Associations between processes and performance 

 
 Alazard and Separi’s remark according to which performance requires the adoption of a 
global vision of the interdependencies between domestic and foreign parameters, quantitative and 
qualitative, techniques and human, physical and financial management, creating thus what today we 
call the global performance of the entity, we consider as relevant during the current state of 
development of the world economy. This global performance includes economic, social and 
environmental aspects, and in such a context, the effectiveness and efficiency are receiving new 
dimensions, both quantitatively and qualitatively. For Reynaud and Baret, global performance is the 
aggregation of economic, social and environmental performances, and Germain and Trebucq 
considers that global performance is formed by the reunion of financial performance, social 
performance and societal performance. 

The existence and development of a performance management system at the level of 
economic entities represents a competitive advantage for any entity, because it represents the 
starting point (the basis) to achieve sustainable performance, and high-performance on medium and 
long term. We can thus define performance management as being necessary to obtain the 
performance context. The subject of this study is motivated primarily by the fact that performance 
research must be placed in the current economic context and, secondly, the need for renewal and 
improvement of evaluation instruments, management and performance management, in order to 
reflect the results of an economic entity, depending on the requirements of stakeholders. The 
economic entity is like a living organism, and its analysis must be made by considering the whole 
system. Peter Druker, the founder of management principles, believed that "few things are as 
important to the economic performance of an entity as performance measurement" (Druker, 1954), 
about which we could tell that it represents a vulnerability point of management. Performance 
management is preceding and encompassing its measurement (Albu and Albu, 2005). 
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Figure no. 2. - The overall performance of a business entity 

Source: adaptation after Reynauld, 2003 
 

With a view to identify the performance indicators of each specific sphere of activity and 
their characteristic instruments we have started from the CERISE approach and the conceptual 
frame shown in figure 3. 

 
Figure no. 3. - The conceptual frame for performance reflection 

 

 Adapted and expanded by the authors from SPI Final Report Oct. 2003, CERISE coordinated 
 
In CERISE approach:  
 

Performance = results obtained in terms of design, action and results;   Impact = changes among 
customers and non-customers (and the community) attributable to the activities. 
 

Research methodology 
 This study assumed the complying with some principles and specific rules of mixed 
research methods, typical of the social sciences. So, we tried to follow the principle of unity 
between theoretical and empirical, constatative and evaluative judgments, as well as the unity 
between the quantitative and qualitative, used in order to make efficient the results of the research. 
In terms of research techniques and processes used, we used: speciality literature, various 
information sources, data collection and processing, consolidation of theoretical aspects and of the 
results of research and questionnaire. This last research technique we used in order to perform the 
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empirical part of our paper, the questionnaire being structured in such a way so that it should 
correspond to the general objective of the study: to determine the structure of an inter related 
dashboard for assessing overall performance. The questionnaire is a data collectiontechnique that 
includes a set of questions, constructed in such a way that, from the analysis of the obtained results, 
we can achieve the goals set. The questionnaires were sent electronically to a number of 18 
respondents from various sectors of activity, namely as many as 6 entities in each category of 
businesses (small, medium and large) operating in Romania, in different regions. In terms of the 
types of questions we used: open questions, closed questions, semi closed questions and 
identification questions. This research has pursued the following layers: determining the weigh of 
each dimension in the overall performance; what tools might be used for highlighting economic, 
social and environmental performance at the entity level? Which would be the componency of the 
performance indicators used for highlighting the economic, social and environmental performances 
at entity level? What would be the impact of these indicators on the final results of an entity? 

The findings resulted (table 1) after corroboration of the data from the processed 
questionnaires: 

 
Table no.1.  

Situation of processed questionnaires 
 

Category of respondents Questions / Answers 
Big  

Enterprises 
Medium 

Enterprises 
Small  

Enterprises 
 pro against pro against pro against 
1. Weight of each dimension of global 
performance: 

      

a) 30% average; 30% social; 30% economic 66.67% 33.33% 50.00% 50.00% 83.34% 16.66% 
b) 30% average; 30% social; 40% economic-
financial 

100.00% - 83.34% 16.66% 66.67% 33.33% 

c) 40% average; 20% social; 40% economic-
financial 

50.00% 50.00% 50.00% 50.00% 33.33% 66.67% 

2. Tools to use in order to emphasize economic, 
social and environmental performances in an 
enterprise? 

      

a) dashboard  83.34% 16.66% 83.34% 16.66% 66.67% 33.33% 
b) result account 50.00% 50.00% 66.67% 33.33% 66.67% 33.33% 
c) other instruments (cost-volume-profit analysis) 33.33% 66.67% 50.00% 50.00% 33.33% 66.67% 
3. Percentage of indicators used to emphasize 
economic, social and environmental performance 
in an enterprise? 

      

a) indicators based on efficacy 50.00% 50.00% 50.00% 50.00% 50.00% 50.00% 
b) indicators based on costs 83.34% 16.66% 66.67% 33.33% 66.67% 33.33% 
c) indicators based on target objectives  100.00% - 83.34% 16.66% 66.67% 33.33% 
4. What is the impact of these indicators upon the 
final results of an entity? 

      

a) performance growth 100.00% - 83.34% 16.66% 66.67% 33.33% 
b) gradual improvement of the outcome of the 
entity 

83.34% 16.66% 66.67% 33.33% 50.00% 50.00% 

c) non-significant on  medium and long term 16.66% 83.34% 50.00% 50.00% 33.33% 66.67% 
 
Most of the three categories of respondents interviewed about the four issues were in favour 

of 30% weight both for social performance and for environmental performance, and in favour of 
40% weight for economic-financial performance. Most respondents identified the dashboard as a 
tool to measure economic-financial performances as well as social and environmental performances. 
These performances include indicators based on the objectives defined by the management of the 
entity and that have an impact upon the growth of these performances.  
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 Results 
Inter related tools for overall performances measurement 
Regarding the measurement of performance, we have considered the combination of several 

performance indicators of each sphere of activity: economic and financial, social and environmental. 
Each of these spheres was granted a share for establishing the degree of importance in highlighting 
the performances associated to business environemnt, as shown in figure 4. 

 

 
Figure no. 4. - Share and connections between performance indicators 

 
As we can see in figure 4, three specific dashboards have been used for each sphere of 

activity. The performance indicators of each sphere contain all relevant information in order to 
highlight the results obtained as a result of achieving the proposed objectives. 

 
Economic - financial dashboard and pilotating indicators 
In order to reflect the economic-financial performances, an entity may use the economic-

financial dashboard which allows selection, arrangement and presentation of economic-financial 
performance indicators, based on objectives and obtaining necessary information for performance 
pilotation of an entity. The presentation design of the economic-financial dashboard differs 
according to the objectives set and pursued by an entity, adopting a variant of its own, or a modified 
variant. Among the dashboard features, the following: 

- presentation in a systematized form of the most significant information regarding the 
deployment, the influence factors and partial or final results of entity’s activities, its sectors or 
compartments, providing the data needed for decision-taking and control; 

- merges the information on current business with statistical and forecast information, in 
proportions determined by the specifics of the activity; 

- highlights the existence of deviations from plans and programmes, and the development of 
undesired phenomena within the entity; 

- presents a customized shape, established depending on the specifics of the activity pursued, on 
the needs and on the way in which the entity’s management get informed. 

The performances of each entity are assessed by indicators whose levels and evolutions will 
be compared with the objectives, with the rules or with the past performances. In this regard, we 
propose that a dashboard can use indicators related to: objectives of volume or activity level; 
objectives of effectiveness and efficiency; quality objectives (or non-quality costs); objectives 
related to costs; objectives related to the delivery terms. Definition, composition and calculation 
relationships of the proposed indicators are presented in table 2. 

 
 
 
 
 

Economic-financial 
dashboard 

(40%) 
 

Environmental 
dashboard 

(30%) 
 

Social dashboard 
 

(30%) 
 



Annales Universitatis Apulensis Series Oeconomica, 14(2), 2012 
 

 340  

Table  no. 2.  
Composition and calculation of performance indicators 

Name of performance 
indicators 

Definition of performance indicator Calculation  

1. Indicators related to 
the volume or activity 
level 

These indicators express the volume of 
work produced during a defined period or 
an estimated point of the same type. They 
measure, for the sake of improvement, the 
level of activity (usually the number of 
"outputs" provided). 

N
driversCost ,  

where: N = number of time periods. 

2. Indicators related to 
objectives of efficiency 

These indicators reflect the turnover 
variations to the changes of costs drivers 
used by an enterprise. 

x100
T

TT
Efficacity

I
N

N1N 



  

where: T  = The average turnover per job; 
N = number of time periods. 

3. Indicators related to 
objectives of 
effectiveness 

These indicators reflect changes in hourly 
variations in cost drivers used by an 
enterprise. 

x100
Vh

VhVh
Efficiency

I
N

N1N 


  

where: Vh = Average number of hours per 
job; N = number of time periods. 

4. Indicators related to 
objectives of quality 

Measure the level of reliability (or non-
reliability) of an activity in relation to the 
total quality objective. It serves to calculate 
the non-quality costs. 

)(objectivedriverCost
n)...1(activitydriverCost , where:  

1 ... n = number of activities in the list 
(catalog business, target = total quality 
(100%).  

5. Indicators related to 
cost objectives 

Measure the development cost and 
resources consumed by an activity and 
allow the investigation of a possible 
outsourcing of the sub-activity. 

driverCost
Cost  , where: cost = activity cost; 

Cost driver = specifics of the activity 
(product). 

 
The form a dashboard may take (table 3) is as follows: 

 
Table  no. 3.  

Economic-financial dashboard 
Name of 
indicator 

Findings Identified causes 
(negative) 

Identified causes 
(positive) 

Actions 

The rate of new 
customers 

attracted by the 
entity 

Lower rate in 
comparison with 

the objective 

Offer of products is no 
longer in accordance 

with customer 
requirements 

Market penetration 
rate is important 

Customers 
resegmentation 

Developing new products 

Activity cost 
"developing 

market of great 
expanse" 

Part of the activity 
cost is on the rise in 

relation to the 
turnover of the 

sector 

Average turnover in 
selling point is down 

Insuficient new 
customers 

Pressure on prices Adaptation of commercial 
action at new data of 

purchase price 
Adjustment offers a better 

approach  
Adaptation costs to the 
remuneration of traders 

Average 
turnover in 

point of sale 

In relation to the 
objective, the 
turnover in the 
stagnating sales 

point 

The range of products 
offered is too restricted 

The number of 
products is not enough 

A part of the market 
is responsible in 
relation to the 
current lineup 

Broadening the range of 
products offered in mid-

range products 
Developing an assembly 

concept 
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Environmental dashboard and environmental indicators  
For the reflection of environmental performances, an entity may use eco-dashboard, which 

is the tool that allows wrapping, selection, arrangement and presentation of environmental 
performance indicators by viewing the pursued objectives and contributing thus in compiling the 
necessary information for pilotating the performances of an entity. The presentation of eco-
dashboard differs, depending on the objectives set and pursued by an entity, as in the case of the 
financial-economic dashboard an own variant, or a modificed variant. 

Eco-performance indicators show information in a focused and precise manner to the 
ambient activity segment of the entity. An entity may use multiple categories of indicators: 
operational, environmental health, economic, management etc.  

In the category of operational indicators, the speciality literature uses the so-called 
"pressure" indicators on the environment that show the following features: 

- The most common "pressure" on the environment are the emissions of pollutants; 
- The evaluation of these pressures is carried out on the basis of indicators characterizing 

sources and pollutants which lead to environmental problems and associated impacts; 
- The operators are bound by specific rules to monitor environmental impacts of products, 

reporting regularly to the environmental registered situation; 
- In the absence of specialized measuring equipment and control of pollutants, determining 

emissions calculations can be done using the standards or other national or international 
methodologies; 

- To reduce impacts on environment indicators calculated values are compared with the values 
in the maximum allowable (mac) established by the other regulations or standards; 

- The "Pressure" indicators on the environment are important components of the environmental 
impact assessment through impact surveys and environmental assessment. 

The second largest category of indicators which an entity could use in developing eco-
dashboard is the state of the environment indicators. They have the following traits: 

- Correct interpretation of indicators requires complex analyses, including a correlation with 
indices of their "pressure"; 

- Developing and using environmental condition indicators are not the responsibility of the 
entities but of the local agencies, national, regional or global, non-governmental organizations and 
scientific and research institutions; 

- Customary indicators refer to the concentrations of pollutants in environmental factors 
(emissions), using the reference values set out in the standards and other regulations. 
 Definition, composition and calculation formulas for the proposed environmental indicators, 
for example, for an entity in the aluminium industry are presented in the table 4.  
 

 
Table no. 4.  

Composition and calculation of performance indicators 
 

Name of 
performance 

indicator 

Definition of performance indicator Calculation 

Quantity needed of anode for electrolysis 
process = No. of anode/tonne alumina 

1. Operational 
indicators 

Indicators on the environment, with 
special emphasis on the elements of 

the environment: air, water, soil. Amount of alumina in total tonne of 
aluminium electrolytic = Tonne alumina per 

tonne of aluminium electrolytic 
Information level of personnel and the 

population about the environment = 
Number of days open doors /365 days 

2. State of the 
environment 

indicators 

Quantifies the quality of the 
environment in the area bordering the 
source out at local, national, regional 
or global. Provide useful information Rate of monthly recovery  of ecological 
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about the changes that are suffering 
due to environmental factors or 

pressures natural phenomena or/and 
anthropogenic activities. 

Investment = Value of ecological 
environmental investment (RON)/ Number 

of months 

To review performance by using eco-dashboard (table 5) an entity of aluminium industry, 
offer a series of indicators which are characterized by: findings, highlighting the causes identified 
(positive or negative) and the actions to be taken on them. 

 

Table no. 5.  
Eco-dashboard 

 

 

Source: Adapted from Martinescu and Căpuşneanu, 2009 
 

Social dashboard and social performance 
Social performance is becoming a very important criterion to be taken into account by the 

individual investors and major investment funds, which begin understanding a thing until recently 
ignored: social hazard created by irresponsible corporate policies and strategies generating 
economic and financial risk. The "Covalence" rankings evaluate the social performance in the 
business environment and draw more attention of the media, consumers and the general public. 
These rankings are based on 45 evaluation criteria of ethical reputation, reflecting the extent to 
which companies succeed through strategies, policies, decisions and actions to meet  the 
expectations of  interests groups, customers, employees and business partners, shareholders, 
community and governmental agencies. Evaluation is carried out on the following dimensions of 
social performance: working conditions, social and environmental impact generated by the 
production process, social and environmental impact of products and services, as well as the role 
played by civic enterprises, i.e. their reply to the current problems of corporate civism, such as the 
fight against corruption, social inclusion, or global warming. Covalence criteria report, thus, to a set 
of standards defining good practices of social responsibility: the Universal Declaration of Human 
Rights, the OECD best practice Guidelines for multinationals, Ilos of International Labor 

Types of 
indicators 

Findings Causes 
identified 
(negative) 

Causes identified 
(positive) 

Actions 

Required amount of 
anode for the 
electrolysis 

Too high anode 
consumption 

Reduction of 
the 

anode number 

Automation of the tower, 
no pasta. 1 by a seat 
formed of 3 process 

computers falling under 
the technological 

parameters and operation 
of filters making the 

online monitoring of their 

Automating the Tower of 
pasta by endowing it with an 
installation consisting of 3 
computers which are in the 

process of both technological 
parameters control and 

operation of the filter with the 
current monitoring of their 

The amount of 
alumina in total 

aluminium 
electrolytic 

Alumina 
consumption in 
normal limits 

Reduce 
multiplication 

tank for the 
electrolysis on 

6 halls 

Improvements in energy 
efficiency through the 
purchase of equipment 
and technologies for 

modern ovens 

Energy efficiency 
improvements through the 

purchase of modern equipment 
and technologies for furnaces 

The degree of 
information 

personnel and the 
population on the 

environment 

Poor 
participation in 
the information 

of 
manufacturing 

staff 

Increased 
interest of 
population 

Campaign mass of 
information 

The mass media campaign 

Monthly rate of 
recovery of 

environmental 
investments 

 
Higher costs 

Depollution of 
the 

environment 

Compliance Plan for the 
recovery of investment 

Respecting investment 
recovery plan 
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Organization concerning Multinationals and Social policy, the Principles of the Global Agreement 
of the United Nations Millennium Declaration, adopted by the United Nations and others. 

"In today's competitive markets, business environment is faced with new kinds of challenges 
that is no longer pertains only to the economic", shows Marc Orlitzky, Member of the Centre for 
Corporate Change, University of New South Wales, Australia. "To survive and thrive, businesses 
must find a bridge between the economic and social spheres in which they operate. Although 
necessary, the maximization of the profit of investors is no longer a sufficient condition to create 
prosperity. A new type of evaluation, the corporate social performance, allows us to appreciate the 
impact on companies that interact with the social environment” (Orlitzky and Swanson 2008). The 
concept of social performance is becoming more accepted in business environments. This concept 
should also enter the public administration sector, in order to assess the quality of management in 
any organization, be it a company, public institution or non-profit organization.  

Social performance shows the extent to which an entity shall achieve the proposed 
objectives in its social practice. Thus designed, social performance prior its impact and leads to 
impact. It is measured by the principles, actions, and applied corrective measures (table 6). 

 

 
Table no. 6.  

Composition and calculation of performance indicators 
Name of 

performance 
indicator 

Definition of performance indicator Calculation  

1. The degree of 
satisfaction at the 
workplace 

Satisfaction at the workplace is a positive emotive 
condition resulting from the employee's personal 
opinion about his work, climate or a balance reached 
when the individual who is responsible to meet needs, 
conscious or unconscious expectations. Satisfaction 
may cover different aspects: salary and benefits, 
promotions, recognition, working conditions, 
supervision, workmates, the organizational policy. 
Satisfaction occurs as a result of the difference 
between what individuals obtain as reward of work 
and what they estimate that it should obtain. 

Or
Eo-OrG  , where:  

Or = what individuals get real (pay, 
status, etc); 
Eo = what is that individuals should 
get; 
If: Or = Eo = > full satisfaction 
result; 
Or<Eo => triggers a State of malaise, 
which is all the more powerful as the 
difference is higher; 
Or>Eo = results a>feeling 
uncomfortable, culpability. 

2. The degree of 
motivation in the 
workplace 

A psychological and physiological change that occur 
in human being whenever a need arises; to meet that 
need, the individual adopts a behavior aimed at 
restoration of physiological and psychological 
balance.  
Motivation is an internal condition described by 
force, requirements, wishes, etc., acting or put in 
motion a person, which leads to "do something", 
expending effort and energy to achieve real 
development may be achieved at the same time-and 
their own objectives. 

 
Number of employees satisfied at 

work/total number of employees of 
the entity 

3. The degree of 
employment within 
the firm 

Time used for execution (consumed) elements of a 
production process in the sequence of their 
technological, organizational and technical 
arrangements; 

FTMD
TELGo  , where:  

TEL = time actually worked = is the 
number of man days (hours) actually 
worked by all employees undertaking 
during the period taken into account; 
FTMD = Fund for maximum time 
available = Fund, expressed in days 
or hours, man man at its disposal for 
carrying out the task. 
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Name of 
performance 

indicator 

Definition of performance indicator Calculation  

4. The degree of 
resolution of 
complaints 

The way the company responds to requests from end-
users to resolve situations considered by them as 
deviations from the legal or contractual conditions for 
the supply of the product/service that is expected a 
response or resolution. 

 
Number of resolved complaints / 

Number of complaints from 
customers or employees 

5. Development of 
organizational culture

Organizational culture is the totality of the values, 
beliefs, aspirations, expectations and behaviours 
outlined over time in each organization that prevails 
within it, and directly and indirectly makes the 
functionality and performance. The main forms of 
manifestation of organizational culture: organizational 
symbols, behavioral rules, rituals and ceremonies, 
status and roles of personnel, organizational myths. 

Number of trainings conducted / 
Number of employees 

 
Social performance measurement involves the assessment of the principles, actions, outputs 

of some results elements and the corrective measures. To review the performance of the dashboard 
(table 7) with the help of a social entity, we propose a series of indicators which are characterized 
by: findings, highlighting the causes identified (positive or negative) and the actions to be taken as a 
result of the causes. 

 
Table no.7.  

Social dashboard  
Types of 

indicators 
Findings Causes 

identified 
(negative) 

Causes identified 
(positive) 

Actions 

The degree of 
satisfaction at the 

workplace 

Lower rate in 
comparison with 

the objective 

The economic, 
technological, 

social and human 
adverse conditions 

to work 

Economic facilities, 
socio-professional 

facilities, social facilities 
offered by the company, 
the schedule of work, the 

distance of residence 
from work, consistency 

between the work-
interests-employee skills, 

human relationships, 
organizational framework 

of labor 

Reducing the risk of 
accidents; harmfulness 

reduction at work; ensuring 
normal conditions of sale; 

improving the aesthetic 
qualities of the workplace; 
the improvement of human 
relations, social conditions 

of labour;  improving 
financial incentives 

The degree of 
motivation at the 

workplace 

Lower rate in 
comparison with 

the objective 

Economic penalty, 
criticism of chief, 

colleagues, 
demotion etc. 

Economic incentive, 
promotion, appreciating 

of others, prestige 

Ensuring physiological 
needs: food and water; 

Ensuring safety 
requirements: salary, job 
security, insurance, and 
other benefits; Ensuring 
social needs: interaction 

with people; Ensuring the 
need for esteem: securing 
good reputation; Ensuring 

self-update: insurance 
environment so that the 
employee can evolve. 

The degree of 
employment 

within the firm 

Lower rate in 
comparison with 

the objective 

There is no 
complaints 

management; 
customer demands 

are unmet or 

Courtesy of the staff; 
Competence in 

consulting; 
Norms, values, way of 
thinking and customer-

Observation of employees; 
Discussions with employees 

/employee evaluation; 
Documentation on the 

quality achieved, obtained; 
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Source: Barbu and Căpuşneanu, 2012 
 
For a full picture about the intercorellations between the different performance indicators 

used by dashboards and their impact on microeconomic level decisions, we present our vision on 
the visualization and interpretation of the information (Figure 5). 

 

 
 

Figure no. 5. - Inter related dashboard 
 

completely 
outdated and this is 

perceived as 
negative by the 

customer. 

oriented quality. Introduction of a customer-
oriented strategies and 

informing the client about 
the possibility of making 

the complaint 
The degree of 
resolution of 
complaints 

Lower rate in 
comparison with 

the objective 

The lack of a 
common system of 
beliefs, values, and 

symbols not 
understood and not 

shared by all 
members of the 

organization 

The promotion of values 
such as: taking risks, 

creativity, experimentation, 
initiative, anticipating and 

handling, cooperation, 
participation, responsibility, 

involvement, sum of  
mutual trust, cohesion, 

humanism and personal 
development 

Definition of key 
performance  

 standards an undertaking by 
the team members active 

role  
in the work of the 
organization; 

Increasing performance by 
attracting and retaining 

talent; the development of a 
culture of continuous 

learning and innovative 
through trainings and 

courses scheduled 



Annales Universitatis Apulensis Series Oeconomica, 14(2), 2012 
 

 346  

 
 
Social performance vs. financial performance  
Empirical studies show that there is a positive correlation between a company's social 

performance and its economic performance, while social involvement brings about a number of 
benefits that exceed the costs induced. In addition, the authors in the speciality literature consider 
the social responsibility of a company and its profitability, there is a direct relationship and mutual 
determination: a "good" socially responsible company will be well perceived by the public, and will 
have the substantial profits; similarly, a solid company from the financial point of view can afford 
to promote and invest in a socially responsible behavior, what will entail, in the future, an even 
greater prosperity. 

The relationship between profitability and social responsibility of a company shall enter a 
circular trajectory, ascending in a so-called "virtuous circle". This conclusion is demonstrated by 
the experience of multinational companies which engage in various social and ecological projects. 
However, a precise evaluation and a strict quantification of the positive impact that a policy for 
corporate social responsibility is on the financial performance of a business organizations are 
difficult and have not yet been carried out at a level acceptable by the general academic community. 
Thus, although the majority of specialty studies conclude that there is a positive correlation, more-
or-less affirmed, between the social performance and the financial performance of a company, not 
all researchers in the field support this idea, and some of them contradict this statement. 

 
Conclusions 

 The use of dashboards within this framework allows the development inside the entities, the 
commitment to continual comparison of own economic and financial, social and environmental 
performance compared with other competitors; improving the quality of the products manufactured, 
work performed and services rendered, as well as focusing on three points of view regarding the 
services offered to customers.  

Permanent knowledge of the status and development of indicators stipulated within the 
dashboards, oriented according to the objectives set, allow the management to improve the 
performance of the entity. The informational content of the dashboards should be made known and 
to other operational departments or services, so that the final decision that will be taken at the 
management level should be more rigorous, as it is based and the decision to consider the findings 
and opinions and all those involved in ensuring the good operation of the company. 

The contribution of the authors is the proposal to use the inter-correlated dashboard. This is 
made up of several dashboards that are typical of the three fields: economic, social and 
environmental. Their contents provides information through sets of indicators oriented on target 
objectives and contribute to a large extent to a stable decision–taking process in an economic entity 
and have an impact upon the growth of performance. 
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