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This study has considered balanced scorecard (BSC) in the context of the strategic
management literature. In reviewing this literature it is clear that the literature relating
to the more detailed implementation issues of strategy (which is where BSC can be
sited) is relatively scarce. Furthermore, it can be concluded that the strategy literature
relating to travel and tourism and the hospitality sectors is also somewhat weakly
developed. However, a limited literature applying BSC in a hospitality context has
developed. This literature reports on the usefulness of a BSC approach, albeit
modified to suit individual circumstances, but also points to potential pitfalls in its
implementation such as the failure to draw upon employee support. The primary
research conducted in Northeast England indicates that a wide variety of measures
are currently being used and that many hoteliers are using measures from all four of
the category groupings identified by Kaplan and Norton, not just short-term financial
measures. However, further research is necessary to understand the relationship
between the measures and the strategy and vision of the companies concerned and to
understand whether managers fully understand the causal linkages inherent in BSC.
Finally, an integrated model of hotel management that takes into an account other
frameworks such as the underlying critical success factors, which require measurement,
a relevant benchmarking system versus competitors and an understanding of the
service profit chain, awaits development.
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Effect on total spending (§) Coefficients Standard error  P-value
Intercept -$36.95 $6.63 <.0001**
Control Variable

HEAH $16.28 $1.81 <.0001**
A A W5 F (54%) $0.46 $0.06 0.1447
Independent variables

Price format on menu

XX (5] %= 89) $3.70 $1.87 0.0497*
$xx.xx (4 $89) -$1.85 $1.89 0.3306
Scripted (#]4= N4 A) -$2.15 $1.84 0.3166




