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Summary

This study is about Commercial Bank of Syria(CBS) because of its importance in
banking sector in Syrian Arab Republic, it was observed : high customer complaints,
decrease employee’s satisfaction, and some of the problems experienced by customers
and Syrian society overall, such as poor awareness of the banking. the research
problem due to the low effectiveness of CBS.

This study aimed to evaluate the performance of Commercial Bank of Syria and
Providing a model proposal to raise the effectiveness by using Balanced Scorecard
adjusted to become composed of the following dimensions: financial, social,
customer, internal processes, human resources, learning and growth (independent
variables), To raise of the effectiveness of the bank (dependent variable).

It relied on descriptive analytical method by reference to what is stated in the most
Important books and references Arabic and foreign articles , periodicals and official
statistics. using two questionnaires, The first one is consisting of 72 items in order to
test the existence of significant differences between the Bank's objectives and
dimensions of Balanced Scorecard. It was distributed to a sample of bank managers
in middle and senior management and staff .

The Second one was made to study the views of bank's customers and degree of their
satisfaction with the bank, It was used appropriate statistical methods based on
statistical program SPSS10.0 in data analysis, and test the validity of hypotheses.

The study concluded: That the concentration of bank is to achieve the goal of
financial and profitability, the bank’s objectives have not been found to be associated
significantly with dimensions of the Balanced Scorecard, in terms of the lack of a
clear strategy to win customer loyalty, and improve the quality of operational
processes, lack of interest in bank satisfying staff , also the failure of the bank in
contributing to economic and social development

Keywords: Balanced Scorecard, Effectiveness, Financial, Customer, Learning and
Growth, Social, Human Resources, Internal Processes
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