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Abstract: This study examines the influence of internal Business Processes on the organizational performance of SONARWA
Insurance Company in Rwanda. A descriptive research design was employed, using both quantitative and qualitative methods.
The target population consisted of 170 staff members, including senior, middle, and lower management involved in strategy
and performance management. A total of 136 questionnaires were returned, and 12 senior managers were interviewed. Data
were analyzed using SPSS version 23, applying both descriptive statistics and inferential analyses. The results revealed a
significant positive correlation between the internal business processes perspective of the Balanced Scorecard and
organizational performance, with a Pearson correlation coefficient of r = 0.614, indicating that internal processes play a vital
role in enhancing performance. Regression analysis further showed that internal business processes are a significant predictor
of organizational performance, with a standardized beta coefficient of 0.146 and a p-value of 0.000. These findings affirm the
effectiveness of the Balanced Scorecard framework in improving performance outcomes at SONARWA. Based on the findings,
the study recommends continuous improvement of internal processes, balanced focus on all BSC perspectives, and investment
in staff training to enhance strategy implementation and performance measurement. The study provides practical insights for
SONARWA and other insurance companies in Rwanda aiming to leverage the Balanced Scorecard for sustainable
organizational performance.
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1. Introduction alignment of these processes with performance metrics
) across financial, customer, internal processes, and learning
and growth perspectives is essential for organizational

Internal business processes play a crucial role in an success (Brenda, 2021). While financial metrics assess
organization’s ability to achieve its strategic objectives and profitability and return on investment (ROI), customer
sustain competitive advantage. By refining and aligning metrics evaluate satisfaction and loyalty, internal process
internal processes with organizational goals, companies metrics gauge operational efficiency and quality, and
can optimize their operations, enhance service delivery, learning and growth metrics focus on innovation and
and drive continuous improvement. The strategic employee development (Sauli, 2020). This holistic
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approach to performance management ensures that day-to-
day operations are aligned with long-term strategic goals,
contributing to organizational success (Dalia, 2023).

From a global perspective, organizations have adopted
these performance management frameworks to standardize
strategic  objectives across different regions and
subsidiaries, allowing them to harmonize operations
despite geographical dispersion. This alignment of internal
processes across diverse markets has helped organizations
maintain a unified organizational culture and navigate
varied socio-economic and regulatory contexts worldwide
(Pamela, 2019). The ability to adapt to different market
dynamics, cultural norms, and regulatory environments is
crucial for organizations seeking to maintain operational
efficiency and maximize performance across international
borders (Larcker, 2023).

In developed countries, strategic frameworks to enhance
organizational performance have been widely embraced
across industries to ensure that operations are aligned with
long-term objectives. Companies in the United States, such
as Microsoft and IBM, leverage strategic performance
frameworks to ensure alignment between financial
performance, customer satisfaction, operational efficiency,
and employee growth. In Europe, companies like Siemens
and Philips similarly use these tools to ensure regulatory
compliance and optimize resource management (BSC
Collaborative, 2020). Japan’s automotive industry,
including leaders like Toyota, demonstrates how aligning
internal processes with performance indicators promotes
innovation and excellence, ensuring sustained leadership in
the global marketplace (Saito & Lee, 2019).

In Africa, organizations across the public and private
sectors are increasingly adopting performance
management frameworks to improve service delivery and
organizational effectiveness. In South Africa, the
healthcare sector uses performance management tools to
monitor patient outcomes and service quality, while
financial institutions in Kenya, such as Equity Bank, focus
on performance management to ensure financial inclusion,
regulatory compliance, and customer satisfaction
(Manzoni, 2019). In sectors like telecommunications and
banking, companies across the continent align their internal
processes to  improve  operational  efficiency,
competitiveness, and sustainable growth (Rehen, 2019).

In East Africa, particularly in Kenya, Tanzania, and
Uganda, companies are utilizing strategic frameworks to
address sector-specific challenges. For instance, Kenyan
banks and telecommunication companies like Safaricom
use performance metrics to monitor and improve financial
inclusion and customer satisfaction, which are essential for
navigating competitive markets and adhering to local
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regulations (Karsa, 2020). In Tanzania and Uganda,
multinational corporations in mining, telecommunications,
and agriculture align their local operations with global
corporate strategies to optimize resource utilization and
contribute to local economic development (Karsa, 2020).

In Rwanda, the use of strategic performance frameworks
has become critical in sectors such as insurance, where
companies like the Rwanda Social Security Board (RSSB)
and Sonarwa Insurance Company use performance
management to improve governance, customer service, and
operational  efficiency. These frameworks help
organizations align their objectives with national
development goals, such as Vision 2050 and the National
Strategy for Transformation (NST1), while ensuring
compliance with regulatory standards set by institutions
like the National Bank of Rwanda (BNR) (Dess, 2021).
Sonarwa Insurance Company’s adoption of performance
management strategies enhances operational performance,
governance, and risk management practices, further
driving customer satisfaction and market expansion
(Munyaneza et al., 2023; Sataka, 2022).

1.1Problem statement

Effective internal business processes are critical to the
success of any organization, as they directly impact the
efficiency, quality, and overall performance of day-to-day
operations. For many organizations, including Sonarwa,
the challenge lies not in formulating well-crafted strategies
but in executing them through optimized internal
processes. While strategic plans are developed to guide the
organization toward achieving its goals, poor integration of
internal processes often hampers the successful
implementation of these strategies. In Sonarwa, despite the
adoption of performance management frameworks since
2010, internal business processes have not consistently
aligned with strategic objectives, leading to inefficiencies
and missed performance targets.

At Sonarwa, several key internal process-related issues
persist, such as the lack of streamlined workflows,
ineffective communication between departments, and
weak alignment between process performance metrics and
organizational goals. These challenges have resulted in
inefficiencies, slow decision-making, and an inability to
quickly adapt to the changing economic environment in
Rwanda. Furthermore, the company has struggled with
integrating technological advancements into its internal
processes, which is crucial for improving customer service
and operational excellence.

The consequences of these internal process inefficiencies
include slower response times, reduced customer



satisfaction, missed opportunities for innovation, and
suboptimal resource allocation. The core issue is a lack of
effective process management systems that align internal
operations with Sonarwa's strategic objectives. This study
seeks to address this gap by investigating how the
company’s internal business processes influence its overall
performance, particularly in aligning day-to-day operations
with long-term strategic goals.

This study sought to achieve the following research
objective:

To investigate the influence of internal business
processes on organizational performance in
Sonarwa Insurance Company.

2. Literature Review

The management of internal business processes is essential
for improving organizational performance, as it directly
influences operational efficiency, customer satisfaction,
and overall strategic success. Internal business processes
encompass a variety of activities, including production,
service delivery, risk management, and compliance. These
processes play a central role in an organization's ability to
deliver value to customers and achieve its financial
objectives. As Bourne et al. (2023) suggest, organizations
that optimize their internal processes can significantly
improve their competitiveness and operational efficiency.
These processes often determine how resources are
allocated, how effectively tasks are completed, and how
quickly a company can adapt to changing market
conditions.

For instance, Marr et al. (2023) emphasize that
organizations must focus on continuously measuring and
optimizing performance metrics like cycle time, defect
rates, and cost-efficiency in order to improve both short-
term operations and long-term growth. Neely et al. (2022)
add that organizations that integrate process efficiency into
their strategy and operations are more likely to experience
reductions in operational costs and improvements in
overall productivity. These metrics are particularly crucial
for industries such as manufacturing and services, where
operational efficiency directly impacts the bottom line. A
focus on internal processes can also lead to better resource
management, reducing waste and ensuring that resources
are used effectively to create value.

Lipe & Salterio (2020) underscore that businesses benefit
from aligning their internal processes with strategic
objectives, as this creates a clear framework for monitoring
performance and ensuring that all activities are in sync with
the organization's long-term vision. Through such
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alignment, companies can ensure that all departments are
working toward common goals, thus fostering greater
organizational cohesion and better decision-making across
all levels. Choudhury & Hoque (2018) further argue that
aligning internal processes with strategic objectives helps
businesses enhance accountability and transparency. By
defining clear key performance indicators (KPIs) for each
process, businesses can track progress and make informed
decisions about where to allocate resources for maximum
impact.

Empirical studies support the theoretical benefits of
process optimization. Nguyen (2020), in a study of 150
manufacturing firms in Vietnam, found that companies
with well-managed internal processes exhibited a 22%
increase in productivity, a 19% improvement in cost
efficiency, and a 15% rise in customer satisfaction. These
findings demonstrate that effective process management in
manufacturing leads to improved operational performance,
which is essential for maintaining competitiveness in a
developing economy. Similarly, Kwame (2023)
investigated the role of internal processes in the
manufacturing sector in Ghana, finding that well-optimized
processes like supply chain management and production
efficiency contributed to a 28% increase in profitability and
a 25% improvement in market share. This highlights the
strategic importance of internal process management in
enhancing both profitability and market positioning.

In the context of the financial sector, Mwangi (2023)
examined 50 banks across Kenya and Tanzania and found
that optimized internal processes such as service delivery,
operational efficiency, and risk management contributed to
a 30% increase in profitability and a 27% improvement in
customer retention. These results are particularly
significant in East Africa, where maintaining operational
resilience and customer loyalty is crucial for sustaining
long-term success in a competitive banking environment.
This is consistent with Senge (2019), who emphasizes that
businesses must continuously optimize their internal
processes to remain agile and responsive to customer
needs, which in turn leads to improved -customer
satisfaction and sustained profitability.

In Rwanda, Uwimana (2020) studied SMEs in Kigali and
found that businesses with well-managed internal
processes, such as inventory management and customer
relationship management, achieved a 25% increase in
profitability and a 21% improvement in market
competitiveness. These findings align with the views of
Venkatraman & Ramanujam (2020), who argue that
organizations that optimize their internal processes can
foster a culture of continuous improvement, which not only
boosts operational efficiency but also contributes to long-
term competitive advantage.



The insurance sector benefits greatly from optimizing
internal business processes. For instance, Sonarwa
Insurance in Rwanda has focused on streamlining
processes like claims management and risk assessment to
enhance service delivery and regulatory compliance.
According to Munyaneza et al. (2023), such process
optimization has led to improved customer satisfaction and
more efficient operations, which are essential for
remaining competitive in the insurance market. Mugisha
(2023) also notes that insurance companies that effectively
manage their internal processes can offer quicker response
times to claims, resulting in stronger customer
relationships and increased loyalty. Moreover, the
integration of efficient processes in risk management and
claims processing allows insurers to operate more
effectively ~ within  regulatory  frameworks  while
maintaining high levels of customer service. This process
efficiency is key to improving profitability, maintaining
compliance, and building a strong reputation in the
marketplace. Companies that excel at internal process
management are not only more cost-effective but also more
resilient to external challenges, which makes them better
positioned for sustained growth and success.

3. Methodology

This section outlines the research methodology applied in
the study, detailing the design, population, sampling
methods, data collection techniques, instruments, analysis
procedures, and ethical considerations. The methodology
was carefully chosen to provide a comprehensive and
reliable investigation of the impact of the Balanced
Scorecard (BSC) on organizational performance at
Sonarwa Insurance Company.

The study adopted a case study design that integrates both
quantitative and qualitative research approaches to gain an
in-depth understanding of the research problem. The
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quantitative component involved distributing structured
questionnaires to middle and lower management staff,
enabling the collection of measurable data suitable for
statistical analysis. This approach helped evaluate the
influence of the Balanced Scorecard on organizational
outcomes. Complementing this, qualitative data were
collected through in-depth interviews with senior
management, providing rich, detailed insights into their
experiences and perceptions of the BSC implementation
process.

The target population for this study comprised all 295
employees of Sonarwa Insurance Company across its three
Kigali City branches: Nyarugenge (Headquarters),
Kicukiro, and Gasabo. These employees were grouped into
senior management, middle management, and lower
management (mainly supervisors). Nyarugenge had the
largest workforce with 128 staff, reflecting its broader
operational scope, followed by Kicukiro (87) and Gasabo
(80). The population distribution revealed a well-balanced
organizational structure, with departments such as
underwriting, sales and marketing, customer service,
finance, IT, and risk management represented in all
branches. While senior management was small, consisting
of only eight executives company-wide, middle and lower
management levels were more substantial, particularly
supervisors, who formed the majority. This setup indicates
a lean leadership overseeing a robust operational team and
a standardized approach to service delivery, although the
relatively few risk management staff suggest an area for
potential growth.

To ensure that the study findings could be generalized to
the broader population, a sample size was determined using
Yamane’s (1973) formula, which calculates an appropriate
number of respondents based on population size and
desired confidence level. Applying this formula with a 5%
margin of error at a 95% confidence level yielded a sample
size of 170 respondents. The following are the details:



Table 1: Table representing sample size

Branch Category Job Code Total population ~ Sample Size

Executive = management

Senior Management (CEO, COO, CFO, CMO) 4 2
Underwriters Claims 6 3
Nyarugenge Sales and  Marketing 4 )
Officers
(Headquarter) .
Middle management Customer service 1 1
Finance 4 2
IT 2 1
Risk management 2 1
Lower Management Supervisors 105 63
Sub-Total 128 70
Senior Management Executive management 2 1
& (CEO, COO, CFO, CMO)
Underwriters Claims 4 2
Sales and Marketing 3 4
Officers
Kicukiro :
Middle management Customer service 4 2
Finance 1 1
IT 4 2
Risk management 2 1
Lower Management Supervisors 62 37
Sub-Total 87 49
Senior Management Executive management 2 1
& (CEO, COO, CFO, CMO
Gasabo
Und iters Clai 4 2
Middle management fderwriters Liaims
Sales and Marketing 3 4
Officers
Customer service 4 2
Finance 1 1
IT 4 2
Risk management 2 1
Lower Management Supervisors 55
33
Sub-Total 80 46
Grand Total 295 170

Source: Primary data, 2025
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A stratified sampling technique was employed to ensure
that all employee categories within Sonarwa Insurance
Company were appropriately represented. The population
was divided into three strata: senior management, middle
management, and lower management. Senior management
consisted of key executives whose insights were critical for
strategic decision-making. Middle management was
further segmented by specific job roles, such as
underwriting, sales, and IT, to capture a range of
operational perspectives. Lower management focused on
supervisors overseeing day-to-day departmental activities.
Simple random sampling within each stratum ensured fair
selection and minimized bias, leading to a balanced and
diverse sample across the company.

The data collection process combined both quantitative and
qualitative methods to gain a holistic view of internal
processes at Sonarwa Insurance Company. Structured
questionnaires, featuring both open and closed questions,
were distributed to the selected sample, allowing for the
collection of measurable data along with qualitative
feedback. Additionally, semi-structured interviews were
conducted with senior management to gain deeper insights
into strategic aspects of internal processes. Documentary
analysis of company records further complemented the
primary data, offering context regarding training, internal
operations, and financial performance. Quantitative data
were analyzed using SPSS software, while the qualitative
interview data underwent thematic analysis to extract key
patterns and themes.

The study employed two primary instruments: a structured
questionnaire and a semi-structured interview guide. The
questionnaire targeted middle and lower management to
assess perceptions of internal processes, utilizing Likert-
scale and closed-ended questions for structured responses.
The interview guide focused on senior management,
exploring their views on internal operations and how
effectively these processes align with the company’s
strategic objectives. This mixed-methods approach
enhanced the study's validity and depth by providing both
broad statistical data and in-depth qualitative insights. The
researcher managed the entire process, ensuring
consistency and adhering to ethical standards, including

confidentiality and voluntary participation, throughout data
collection.

Data analysis involved both qualitative and quantitative
methods. Qualitative data from the interviews were
analyzed thematically to identify common themes and
insights regarding the company's internal processes.
Quantitative data collected through the questionnaires were
analyzed using descriptive statistics such as mean, median,
standard deviation, and frequency distributions to
summarize employees' perceptions of operational
efficiency and effectiveness. Regression and correlation
analysis were also conducted to assess the relationships
between different internal process components and overall
organizational performance, ensuring that the data met
necessary assumptions for valid statistical results. Ethical
standards were rigorously followed, including obtaining
informed consent, ensuring confidentiality, and
safeguarding participant anonymity throughout the
research process.

4. Results and Discussion

4.1 Findings

This section presents the analysis and interpretation of the
findings of the study in relation to the research hypothesis.

4.1.1 Response Rate

The study targeted a total of 295 individuals, including
senior, middle, and lower management staff, with 170
respondents selected as the target population. Of these, 158
questionnaires were distributed to various staff members,
while 12 senior management staff were interviewed. Out of
the 158 distributed questionnaires, 136 were completed and
returned, representing a response rate of approximately
86%. Additionally, all 12 senior management staff were
successfully interviewed. However, 22 questionnaires were
not returned. This indicates a high level of engagement
with the survey, suggesting that the data collected is
reliable and representative of the views of Sonarwa's staff.
The following table gives details:

Table 2. Response rate of distributed questionnaires

Category Frequency Percentage
Questionnaires Returned 136 86
Questionnaires Not Returned 22 14
Total Questionnaires Distributed 158 100

Source: Field Data, 2025
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According to Mugenda and Mugenda (2003), the response
rate is a critical factor in ensuring the validity and reliability
of survey research. They suggest that a response rate of
50% is considered adequate for analysis and reporting,
60% is good, and 70% and above is considered excellent.
In this study, a response rate of 86% was achieved, which
exceeds the threshold for excellent response rates and
enhances the credibility and reliability of the data collected.
internal

4.1.2 Descriptive Statistics on

business processes perspective

Table 2 presents the perceptions of respondents related to
the second research objective by assessing how internal
business processes perspective on organizational
performance in Sonarwa insurance company influence the
organizational performance at Sonarwa Insurance
Company. A scale of 1-5 was used to express the opinions
of respondents, where 5 = Strongly Agree (SA), 4 = Agree
(A), 3 = Neutral (N), 2 = Disagree (D), and 1 = Strongly
Disagree (SD). The following table provides details:

Table 3. Level of agreement of internal business processes perspective on organizational performance

Views of respondents N Mean  Std.
Deviation

My organization effectively utilizes resources (e.g., time, materials, labor) to136  3.83 .960

maximize output.

The Defect Rate in our products/services is consistently low, reflecting high process136  4.30 763

quality.

The Cycle Time for completing tasks or projects in my department is efficient and136  4.30 .837

well-managed.

My organization continuously works to improve Process Efficiency, reducing waste136  4.11 314

and unnecessary steps.

I believe the overall Productivity of my team and department is high, contributing136  4.27 .858

to organizational success.
Valid N (listwise)

136

Source: Field Data, 2025

The findings from Table 3 reveal that SONARWA
Insurance Company performs well in various internal
business processes, as reflected in the respondents'
perceptions. The statement “My organization effectively
utilizes resources (e.g., time, materials, labor) to maximize
output” received a mean score of 3.83, suggesting general
agreement that the company optimizes its resources
effectively. The low defect rate in products and services,
with a mean of 4.30, highlights the company’s commitment
to maintaining high-quality standards, which improves
customer satisfaction and reduces operational costs.
Similarly, the statement “The cycle time for completing
tasks or projects in my department is efficient and well-
managed” scored 4.30, indicating that respondents believe
the company excels in managing task cycles. Furthermore,
the statement “My organization continuously works to
improve process efficiency, reducing waste
unnecessary steps” received a mean score of 4.11, showing
a strong emphasis on enhancing process efficiency.

and

Additionally, the data indicates high satisfaction with team
productivity. The statement “I am satisfied with the overall
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productivity of my team” scored 4.27, reflecting positive
perceptions of team performance. These high mean scores
suggest that employees feel their departments are operating
efficiently and contributing to the company’s success. The
standard deviations for these statements were relatively
low, indicating that there was general consensus among
respondents regarding the effectiveness of SONARWA's
internal processes. These findings emphasize that
SONARWA's internal business processes, including
resource utilization, process efficiency, and productivity,
are key factors driving its organizational success.

4.1.3 Tests for Multicollinearity

Table 3. presents the results of the multicollinearity
diagnostics. The Variance Inflation Factor (VIF) is used to
quantify how much the variance of an estimated regression
coefficient is inflated due to multicollinearity with other
predictors. As a general rule, a VIF value greater than 10
indicates high multicollinearity, suggesting that a particular
predictor is highly correlated with other independent
variables. On the other hand, Tolerance is the reciprocal of
the VIF and should ideally be greater than 0.1. If Tolerance
is lower than 0.1, it indicates problematic multicollinearity.



Table 4. Tests for Multicollinearity

Model t Sig Collinearity Statistics
Tolerance VIF
(Constant) -1 307 194
4.009 .000 .681 1.468

Internal business processes perspective

a. Dependent Variable: Organisation Performance

Source: SPSS Output, Field Data (2025)

The results in Table 4 indicate that the Tolerance value for
the internal business processes perspective is 0.681, and the
VIF is 1.468. Both values are within acceptable thresholds,
suggesting no significant multicollinearity is present. This
implies that the internal business processes perspective is
not excessively correlated with other predictor variables
and can be reliably included in the regression model.

4.1.4 Correlation Analysis

The findings of the correlations between the independent
variables and the dependent variables are summarized and
presented in Table 4

Table 5: Correlation between independent variable and dependent variable

Internal business Organisational
processes perspective performance

Pearson Correlation 1
Internal business processes ¢; g. (2-tailed)
perspective '

N 136

Pearson Correlation 614" 1
Organisational Performance Sig. (2-tailed) .000

N 136 136

**Correlation is significant at the 0.01 level (2-tailed)

Source: SPSS Output, Field Data (2025)

The correlation analysis in Table 5 reveals a strong positive
relationship between the internal business processes
perspective  and  organizational  performance  at
SONARWA Insurance Company. The Pearson correlation
coefficient (r = .614) indicates a moderately strong
correlation, suggesting that improvements in internal
processes are associated with enhancements in overall
organizational performance. The p-value (Sig. = .000) is
less than the conventional significance level of 0.01,
indicating that the relationship is statistically significant.
This finding supports the notion that the effectiveness of
internal business operations plays a critical role in driving
performance outcomes in the organization.
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4.1.5 Regression analysis

A multiple regression analysis was performed in this
section to identify the predictor and its contribution
towards the criterion. It aims to determine the prediction of
a single dependent variable from a group of independent
variables. The multiple regression analysis was performed
with all the assumptions complied with. Table 5 shows the
model summary of the results:



Table 6: Model summary

Model R R Square Adjusted R Std. Error of the
Square Estimate
9392 .882 .878 12811

a. Predictors: (Constant), Internal business processes perspective

The model summary in Table 6 shows an R value of 0.939, 0.878 confirms the model’s stability even after accounting
indicating a very strong positive correlation between for the number of predictors. Additionally, the standard
internal ~ business  processes and  organizational error of the estimate is 0.12811, suggesting a good fit of the
performance. The R Square value of 0.882 implies that model. These results demonstrate that internal business
approximately 88.2% of the variance in organizational processes significantly and strongly contribute to
performance can be explained by the internal business predicting organizational performance at SONARWA.

processes perspective, while the Adjusted R Square of

Table 7. Summary of ANOVA results

Model Sum of df Mean Square F Sig.
Squares
Regression 16.013 4 4.003 243.901 .000°
1 Residual 2.150 131 .016
Total 18.163 135

a. Dependent Variable: Organisational Performance
b. Predictors: (Constant), Internal business processes perspective

The ANOVA summary in Table 7 evaluates the statistical compared to the residual sum of squares (2.150)
significance of the regression model used to assess the demonstrates that a large proportion of the variance in
impact of the internal business processes perspective on organizational performance is explained by the model. The
organizational performance at SONARWA Insurance total variance (18.163) is largely accounted for by the
Company. The F-statistic value of 243.901 with a p-value regression component, reinforcing the conclusion that the
of .000 (Sig. < 0.05) indicates that the model is statistically internal business processes perspective has a strong and
significant, meaning the internal business processes statistically  significant impact on organizational
perspective  significantly = predicts  organizational performance.

performance. The regression sum of squares (16.013)

Table 8. Regression Coefficients

Model Unstandardized Standardized t Sig.
Coefficients Coefficients
B Std. Error Beta
(Constant) -.178 136 -1.307 194
1 Internal business processes 153 .038 146 4.009 .000
perspective

a. Dependent Variable: Organisational Perfomance
Source: SPSS Output, Field Data (2025)

Table 8 presents the regression coefficients for the model relationship. The t-value of 4.009 and a significance level
predicting organizational performance from the internal of 0.000 indicate that this predictor is statistically
business processes perspective. The unstandardized significant at the 1% level. The constant term has a B value
coefficient (B) for internal business processes is 0.153 with of -0.178 with a p-value of 0.194, which is not statistically
a standard error of 0.038, indicating that for every one-unit significant. Overall, these results confirm that the internal
increase in the internal business processes perspective, business processes perspective significantly and positively
organizational performance is expected to increase by influences organizational performance at SONARWA
0.153 units, holding other factors constant. The Insurance Company.

standardized coefficient (Beta) is 0.146, showing a positive
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4.2 Discussion of Findings

The findings of this study highlight the significant role of
internal business processes in enhancing organizational
performance at SONARWA Insurance Company.
Descriptive statistics revealed that while internal processes
were generally efficient, there were areas that required
optimization, particularly in workflow management.
Multicollinearity and normality tests confirmed that the
Internal Business Processes perspective was distinct from
other variables, maintaining its unique influence on the
performance model. Correlation analysis showed a positive
relationship between streamlined internal operations and
improved organizational performance, with regression
analysis further solidifying the direct impact of optimized
workflows and resource management on SONARWA’s
success.

Qualitative insights from interviews provided a deeper
understanding of the key internal processes at SONARWA,
such as claims processing, policy issuance, and customer
service, which were identified as critical for organizational
success. Respondents emphasized that these processes are
monitored through regular performance reviews, audits,
and employee feedback. Key Performance Indicators
(KPIs), such as turnaround time, accuracy of claims, and
customer satisfaction ratings, were highlighted as essential
tools for evaluating the efficiency and quality of internal
operations. These practices were directly aligned with
strategic goals, reinforcing the company's commitment to
operational excellence.

The study also found that SONARWA places a strong
emphasis on continuous improvement through employee
training, feedback loops, and technology adoption.
Respondents shared that the company regularly reviews
internal processes and uses feedback from employees to
refine operations. The integration of digital tools for
automation was identified as a key driver in streamlining
workflows and reducing errors, contributing to improved
efficiency. This continuous improvement in culture
supports SONARWAs ability to adapt to market demands
and maintain a competitive edge. These findings align with
research by Porter (2022), Sam & Kalee (2022), and
Higgins (2023), who argue that optimizing and
continuously improving internal processes is crucial for
maintaining competitive advantage and enhancing
organizational performance.
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5. Conclusion and Recommendations

5.1 Conclusion

In conclusion, this study has demonstrated that the internal
business processes perspective, plays a significant role in
enhancing organizational performance at SONARWA
Insurance Company. The findings revealed a strong
positive correlation between internal processes and overall
performance, with regression analysis confirming that
internal ~ business processes significantly  predict
organizational success. This underscores the importance of
continuously improving internal operations as part of
strategic management to achieve superior performance
outcomes. The results affirm that the Balanced Scorecard
framework is an effective tool for SONARWA, enabling
the company to align its internal capabilities with broader
organizational goals. While the study primarily focused on
the internal business processes perspective, the
implications suggest that a Dbalanced approach
incorporating learning and growth, customer, and financial
perspectives would further strengthen organizational
performance

5.2 Recommendations

Based on the study findings, the
recommendations are made:

1. Given the strong positive impact of internal
business processes on organizational
performance, SONARWA Insurance Company
should prioritize continuous improvement
initiatives in its internal operations. This can be
achieved by adopting process optimization
techniques, investing in technology, and
streamlining workflows to increase efficiency and
reduce operational bottlenecks.

following

2. SONARWA should ensure balanced attention to
the other three perspectives of the Balanced
Scorecard learning and growth, customer, and
financial. This comprehensive approach will help
align  employee  development, customer
satisfaction, and financial objectives with internal
operations, fostering sustained organizational
growth.

3. SONARWA should invest in training programs
for employees and management. Enhancing skills
and knowledge related to strategic planning,
performance measurement, and data analysis will
empower staff to actively contribute to achieving
organizational goals and improve decision-
making processes.
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