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Independent Variables  

Dependent Variable 

Customer’s perspective:  

- Customer complaining  [Ho1] 

- Customer retention        [Ho2] 

- Customer satisfaction    [Ho3] 

Internal operation perspective: 

- Transaction efficiency   [Ho4] 

- Loan processing efficiency [Ho5] 

- Quality of work             [Ho6] 

Learning and growth perspective: 

- Employee training         [Ho7] 

- Employee retention       [Ho8] 

- Employee suggestions  [Ho9] 

 

Bank’s Financial 

Performance 

- ROA 

Figure 1:  Conceptual Framework                         

(The Commercial banks’ Balanced 
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