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Abstract

The purpose of this research is fourfold as follows: 1) to investigate performances of
small retailers from the Balanced Scorecard perspective 2) to explore relationships between
marketing factors, training, retailers’ internal management systems, autonomy, and performances
from the Balanced Scorecard perspective 3) to explore the correlations among performances from
the Balanced Scorecard perspective, i.e., learning, internal process, customer’s satisfaction, and
financial outcome 4) to compare consumers’ and retailers’ ratings toward retailers’ characteristics.
The research was conducted by using the survey method. Questionnaires were used as the
instrument for collecting data. Samples are composed of 201 consumers and 202 retailers.

Results of the study are as follows. 1) Every aspect of retailers’ performances was at the
moderate level. 2) Data from consumers suggested that marketing factors, i.e., sellers,
communication, and customer solution had relationship with customers’ satisfaction. Data from
retailers suggested that marketing factors, i.e., sellers and customer solution had relationship with
customers’ satisfaction. 3) Internal management systems had relationship with the performance of
internal process. 4) Training had relationship with organizational learning in terms of employees’
ability to work. 5) Financial performance, learning, internal process and customers’ satisfaction
were correlated. 6) Consumers’ and retailers’ ratings toward retailers’ characteristics were

statistical significantly different.
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