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 گريٌ مُىدسی صىایع 

متًازن ي  یازیعملکرد بٍ کمک کارت امت یدیکل یشاخص َا یبىد تیي ايلً ییشىاسا

 استان اصفُان یادارٌ پست مرکس مًردی مطالعٍ –چىدگاوٍ  یارَایبا مع یریگ میتصم

 3، ٞبزی قیطٚیٝ ظاز2، ػّی ٘صط اصفٟب٘ی1ؾٕیٝ قطیفی زاضا٘ی

 چکیدٌ

ی ػّٕىطزـ ٚاثؿتٝ اؾت، ا٘ساظٜ ٌیطی ػّٕىطز ؾبظٔبٖ ٘مف ثؿیبض ٟٕٔی زض ایٗ ظٔیٙٝ ثٝ زِیُ ایٙىٝ ٔٛفمیت ٚ ثمبی ٞط ؾبظٔب٘ی ثٝ چٍٍٛ٘

وٝ  یاثؼبز یثط ضٚ وٝٞؿتٙس  قبذص ٞبییػّٕىطز،  یسیوّ یقبذص ٞب ثطای اضظیبثی ػّٕىطز ثٝ قبذص ٚ ٔؼیبض ٔكرص ٘یبظ اؾت. ایفب ٔی وٙس.

ثٝ زض ایٗ تحمیك  ِصا ثٝ زِیُ ایٙىٝ وبضت أتیبظی ٔتٛاظٖ یه اثعاض ؾٙدف ػّٕىطز اؾت، .زاض٘س، ٔتٕطوع ٞؿتٙس یبتیؾبظٔبٖ ٘مف ح تیزض ٔٛفم

قبذص ضا ا٘تربة  43وبضقٙبؾبٖ ذجطٜ زض ازاضٜ پؿت  ثٝ وٕه . ؾپؽقسٜ اؾت وّیسی ػّٕىطز قٙبؾبیی قبذص 47تؼساز   زثیبتوٕه ٔطٚض ا

ٚ ثب اؾتفبزٜ اظ چٟبض ٔٙظط ٔبِی، ٔكتطی ، فطایٙسٞبی زاذّی ٚ ضقس ٚ یبزٌیطی اظ  ٚ ثب تٛخٝ ثٝ اعلاػبت زضیبفتی اظ پطؾكٙبٔٝ ٞبی تٛظیغ قسٜ وطزٜ

٘تبیح حبصُ اظ اِٚٛیت ثٙسی قبذص ٞبی  قسٜ ا٘س.اِٚٛیت ثٙسی  قبذص ٞب تصٕیٓ ٌیعی ثب ٔؼیبضٞبی چٙسٌب٘ٝ ٘یع ضٚـ ٔتٛاظٖ ٚوبضت أتیبظی 

وّیسی ػّٕىطز ٘كبٖ زاز وٝ قبذص ویفیت وبض ٚ ذسٔت ٟٕٔتطیٗ قبذص وّیسی ػّٕىطز قٙبؾبیی قس ٚ پؽ اظ آٖ قبذص ٞبی وبضایی ٘یطٚی 

ِصا ٔسیطاٖ ؾبظٔبٖ ثطای زؾتیبثی ثٝ ػّٕىطز  ی ٔسیطاٖ ٚ اثطثركی ثط٘بٔٝ ضیعی زاضای ضتجٝ ٞبی زْٚ تب قكٓ ٌطزیس٘س.وبض، ضلیجبٖ، ٘ٛآٚضی، قبیؿتٍ

 ٔغّٛة ٚ ضؾیسٖ ثٝ ٔٛفمیت، لاظْ اؾت وٝ ثط ایٗ قبذص ٞبی ٟٔٓ تٕطوع وٙٙس.
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Identifying and Prioritizing the Key Performance Indicators through 

Balanced Scorecard and Multi Criteria Decision Making :  The case study of 

Isfahan Central Post Office 
Abstract 

As the success and endurance of each organization is dependent  on its  performances, measuring the 

organizational  performances plays an important role. Then it helps an organization to determine its 

weaknesses and how to resolve them. In order to evaluate the performances, given indicators and criteria are 

required. Key performance indicators are those indicators focused on the dimensions which have a vital role 

for the organizational achievement. As the balanced scorecard is a tools for the evaluation of the 

performances, this study has determined 47 KPIs through the review of literature. Then 43 indicators are 

selected by the post office professional experts and based on the collected data through the distributed 

questionnaires and four views of the finance, costumers, internal processes, and learning and development, 

the BSC and MCDM are applied to prioritize the indicators. The results of prioritizing KPIs  revealed that 

the indicator of Quality of service and work is the most important one and the following ones are in the 

second to the sixth ranks: Work force efficiency, Innovation, Managers competency, and Effectiveness of 

planning. Therefore the organizational managers should focus on those important indicators to achieve ideal 

performances and success. 
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