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Abstract 
 

To reach the global performance, the current company focuses on the Corporate Social Responsibility. 
Having a global performance implies having a balance between the economic, environmental and social 
performances.  
Once the objectives of the company are defined and the actions are implemented; the company needs to 
measure its global performance in order to rule its situation and make the necessary decisions.  
The measurement of the global performance of the company could be made throught performance 
indicators. However, the choice of indicators could be complex; because it depends on several factors as 
the scope and the nature of the objectives. 
It is in this context that our work, aims at proposing a method for selecting performance indicators in the 
framework of the Corporate Social Responsibility. 
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1. Introduction 

 
During the years, the current companies are forced to define their st rategies of Sustainable Development through 

their Corporate Social Responsibility. Adopting the Corporate Social Responsability allows the company to 

guarantee a global performance making a balance between three types of performance: economic, social and 

environmental (Chardine – Baumann, 2011).  

The evaluation of the global performance of the company is made by means of several tools as the multi -criteria 

decision support methods (Tsoulfas and Pappis, 2008) and the methods of aggregation of indicators (Krajnc and 

Glavic 2005); (Singh et al. 2007). Indicators allow giving an objective judgment about a company (Bertland, 2007). 
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The propagation of the concept of the Corporate Social Responsibility is accompanied by the publication of a large 

number o f the scientific works concerning indicators (Bert land, 2007). These scientific works study the notion of 

indicators and their importance in order to evaluate the global performance of the company, because indicators can 

define if a company is societal o r not by giving an  objective judgment about the company (Bert land, 2007); (Berubé 

et al, 2003). However, there is a big lack in terms of methodology of the choice of indicators  making company in 

front of a big challenge. Because the existing methods for selecting indicators are dedicated to choose quality 

indicators or to evaluate the financial performance, but for selecting the Corporate Social Responsibility there is no 

known method. It is in  this context  that our article aims at  proposing a methodology of selection of indicators to 

evaluate the global performance of the company. 
 

2. Corporate Social Responsibility and the global performance of the company 

 
2.1. Corporate Social Responsability 

 
These last years, companies begin more and more to take into account the  notion of the corporate social 

responsibility (CSR) (Mathieu, 2008). The CSR is presented sometimes as a voluntary approach and sometimes as a 

compulsory approach of the company towards society  (Bonopha Tengbe, 2001). Two common ideas are connected 

with the definit ion of the CSR: The first idea is that companies have responsibilities exceed ing the profit motive and 

the respect for the law, the second idea is that these responsibilities concern all the stakeholders (Swaen, 2008). 

The Corporate Social Responsibility (CSR) of the company is connected with the Sustainable Development 

(Chard ine – Baumann, 2011). Because, the CSR is the means allowing the company to realize the objectives o f 

Sustainable Development (Chauveau, 2003). Therefore, the adoption of an  approach of CSR allows the company to 

contribute to the objectives of the sustainable development . 

Most of the definitions connected to the CSR g ive a big importance to the commitment of the company (Dejean, 

2004). The concept of the Corporate Social Responsibility of the company is developed with the consideration that 

the interests of the company and those of the society converge in the long term (Ayoub and  Djerbi, 2013). The CSR 

means that the company has to generate at first, some profit  and respect the law, while having an ethical behavior in 

the business world, and a citizenship towards the community (Caro ll, 1997). The CSR can be defined as "the 

voluntary integration, by companies, social and environmental concerns in their commercial act ivit ies and in their 

relations with their stakeholders " (Renaud and Berland, 2007). 

 

The basic idea of the Corporate Social Responsibility of the company is that the company has to work on the 

improvement of the social aspect (Wood and. Jones, 1995). However, the CSR must be always connected with the 

economic aspect, because it is a  question of integrating the social and environmental concerns into the strate gic and 

operational aspects (Commission européenne, 2001). 

The strategies of the CSR are developed to address the imperfect ions of the market. (Crifo and Forget, 2013) The 

aforementioned imperfections are (Crifo and Forget, 2013): 

 

 The existence of the public goods and the externalit ies: prevention of the pollution, the improvement of the 

working conditions to avoid the pressure of the civil society. 

 

 The imperfect competit ion: o ffer of the ethical products for a niche ready to pay  more. Furthermore, the 

company gets involved into the greenwashing to create a good brand image. 

 

 The incomplete contracts: during the establishment of contracts, it is impossible to plan all the scenarios. 

The future events can influence the contractual relations.  

 

In the literature, regarding the impact of the CSR on the company, we find contradictory points of view. There are 

some researchers who confirm the positive aspect of the CSR on the economic performance (Hines, 2009);  (Corbett 

and Klassen, 2006); (Bergmiller and McCright, 2009); (Benhamou et al, 2016) and others deny it: researchers 

declare that the process environmental purchase has a positive impact on the environmental performance to the 

detriment of the economic performance (Chardine – Baumann, 2011).  
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The United Nations General Assembly of 1997 defines eight points as  the roles of the company in the framework of 

the CSR as following (Chardine – Baumann, 2011): 

 

 Include the triptych of the sustainable development in all the strategies of the company for all its divisions 

and for all its operations. 

 Redesign processes, products and services to coincide with the objectives of the Sustainable Development. 

 Make active partnerships in terms of Sustainable Development. 

 Recognize the "right to know”  and the "precautionary princip le".  ( precautionary princip le : "  The absence 

of certainties, considering the scientific and technical knowledge of moment, does not have to delay the 

adoption of measures effective and proportionned to prevent a risk of serious and irreversible damage to the 

environment in an economically acceptable cost " according to the law of  Barnier of 1995.) 

 Develop the indicators of the Sustainable Development in consensus with all the stakeholders. These 

indicators are going to serve in the benchmarking between the various industrial sectors. 

 Make report on their act ivities in terms of Sustainable Development while including the requirements of the 

international standards . 

 Make social audits . 

 Open impartially onto all the stakeholders . 

 

2.2. Global performance of the company 
 

The term "performance" became the symbol of our contemporary society (Moez , 2006). Nowadays, we speak about 

"worship of performance" (Moez, 2006). The performance becomes a necessity for organizations and for individuals 

(Moez, 2006). The notion of performance has no single definit ion, because every scientific work defines the 

performance that it considers (Chard ine – Baumann, 2011). Furthermore, the existence of the performance is 

connected to his evaluation (Quairel, 2006). 

The definit ion of the performance of an industrial system depends on the context in which it jo ins (Chard ine – 

Baumann, 2011). The context of the industrial performance went through three periods (Vincent, 2004):  

 

 Stage 1: from 1945 till 1975, the demand exceeds the offer.  

 Stage 2: of 1975 till the end of 1980s, the offer exceeds the demand.  

 Stage 3: of 1990 till our days, the offer is very superior to the demand. 

The third stage is associated with new challenges, those of the Sustainable Development (Chardine – Baumann, 

2011). 

 

In past, the company was, only, accountable to the shareholders (vision shareholder) while the company of today is 

accountable to a set of stakeholders (vision stakeholder) (Quairel, 2006). Thus we speak about the global 

performance of the company. The term "global performance of the company" is used in the managerial literature to 

represent the contribution of the CSR to the objectives of Sustainable Development (Quairel, 2006). Therefore, the 

global performance of the company indicates that the company integrates a balance between the financial, social and 

environmental perfo rmances (Ayoub and  Djerbi, 2013). The global performance of the company can be defined as 

being "the aggregation of the economic, social and environmental performances" (Reynaud, 2003); (Mabrouki, 

2013). 

The scientific researches use several methods in terms of the global performance measurement (Chardine – 

Baumann, 2011). Some researchers use qualitative methods as the literature rev iew, the case studies and the 

conceptual models, while others use quantitative methods through mathematical models (Chardine – Baumann, 

2011). Trad itionally, the evaluation of the performance of the company includes providing the financial indicators 

(Chard ine – Baumann, 2011). In addit ion, the notion of the global performance of the company introduces the 

measurement of the environmental and social performances (Chard ine – Baumann, 2011). The evaluation of the 

global performance of the company can be made internally by the company itself as it can be made in extern by an 

extern agent (Quairel, 2006). 
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The evaluation of the global performance of the company by the company itself is little studied by the academic 

literature (Quairel, 2006). The measurement of performance of a company regarding the CSR can be made 

according to three bases (Bertland, 2007): estimate evolutions, compare the realizations of the company with 

standards or with objectives, or compare companies between them (benchmarks). The criteria of evaluation of the 

performance are subjective because they appeal the principles of their designers (Quairel, 2006). 

 

3. What is an indicator? 
 

Several definit ions are associated with indicators. An indicator is "any significant, relative measure used to 

appreciate the obtained results, the use of the resources, the state of progress of the works or the external context» 

(Berubé et al, 2003). "The indicator is the privileged means to express concretely, to quantify or to qualify the 

expected and obtained result. It is usually connected with a strategic or operational objective and the measurement is 

made with a regular frequency by comparing between the obtained and the expected results" (Berubé et al, 2003). 

 

The quality of an indicator is connected with a number of criteria (Berubé et al, 2003):  

 

 The relevance: utility of appreciation of the obtained results compared to the  expected results or to the 

target. 

 The validity: capacity to measure really what it has to measure according to what is aimed. 

 The feasibility: facility to obtain (available data). 

 The user-friendliness: facility to understand and to interpret. Its interpretation is the same for all. 

 The reliability: the results measured by the indicator must be constant every time a measure is taken in 

identical conditions. 

 The comparability: it is desirable that the chosen indicator be standard and used by several bodies . This fact 

gives more credibility to the indicator. 

 

The use of indicators for the measurement of performance requires conditions according to two dimensions 

(Bertland, 2007). 

 

 Have the possibility of measuring the exact result without ambiguity . 

 Know how to work by standardizing the tasks and by developing or by automating the procedures . 

 

The Indicators connected to the CSR have a main object ive which is to inform the managers about the social and 

environmental impacts of their activities (Moez, 2006). The characteristics and the criteria of the indicators of CSR 

occupied a wide debate to conclude finally  that it is a "process by which a prob lem of societal order is gradually 

identified by the extern actors to the company, then measured to be finally  int egrated into the management of the 

company» (Moez, 2006). 

 

The reproaches given to the dashboards of the CSR are o ften related to the large number o f used indicators 

(Bertland, 2007). 

 

4. Proposal of a methodology of selection of indicators for measuring the global 

performance of the company 

 

4.1. The existing methods 

In the literature there are various methods for the choice and the selection of indicators. In what follows we expose 

the most known methods.  
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4.1.1. Method RAND  

 

RAND is the most known method in terms of establishment of quality indicators (Fitch et al, 2001). According to 

the method RAND, the choice of ind icators comes from an exhaustive of the literature review (Pomey et al 2013). 

Marshall described the method RAND according to seven stages  (Pomey et al 2013): 

 

 Stage 1. Choose the scope.  

 Stage 2. Make a literature review to ext ract all the ind icators having a link with the types of performances 

to measure.  

 Stage 3. Select a set of experts .  

 Stage 4. Ask to the experts to quote every indicator according to its importance and its scientific validity. 

 Stage 5. Process the data given by the experts and make all the indicators in  a table  where every expert 

finds his quotation as well as an average of the quotations of the other experts for every indicator. 

 Stage 6. Organize meeting for all the experts to discuss indicators having a big variation in the quotations . 

Then vote for every indicator. 

 Stage 7. Make a final list of indicators resulted from the vote. 

 

4.1.2. The Standard method 

 

In 2003, Mainz proposed the standard method of selection of indicators inspired by the method RAND (Mainz, 

2003). The standard method consists of two phases:  

 

 Phase 1: Planning:  

 Choice of the domain of the evaluation by establishing its importance according to well defined criteria. 

 Establishment of the teamwork (with the allocation of the tasks) and planning of the meetings. 

 

 Phase 2: Development 

 Establishment of a list of existing indicators with their quotations by basing on their scientific qualities .  

 Selection of the indicators of process and of the result. Rank indicators. 

 Definition  precise of the measure (defin ition of indicators, target population, sources of the data, collection 

of the data …). 

 Validation of indicators before implementation. 

 

4.1.3.  ECOGRAI method 

 

It is a method developed at the university of Bordeaux in the 1999s (Fahd et al, 2014). Its originality is  in the 

approach 1 Objectives, 2 Variab les of decis ion, 3 Performance indicators (Humez, 2008) .ECOGRAI leans on two 

types of analysis: top down analysis allowing to  dissect strategic objectives in tactical objectives  then in operational 

objectives. And bottom-up analysis allowing the implementation of the indicators system (Achhal, 2013). 

 

The method ECOGRAI is based on six stages (Fahd et al, 2014): 

 

 Stage 1: use of the GRAI grid (Graphe a Résultats et Activités Inter reliées) to model the pilotage entity. 

 Stage 2: identification of the tactical then operational objectives basing on strategic objectives  

 Stage 3: identification of the variables of decision (VD). VD are the variables on which we act to develop 

the situation and reach the goals. 

 Stage 4: definit ion of indicators and analysis of the coherence between the objectives, the variables of 

decision and the performance indicators. 

 Stage 5: establishment of the specification sheet of every indicator. The specification sheets include:  the 

indicator actors, processing, and  its presentation mode … 

 Stage 6: implementation of indicators in the information system. 

 

The first two methods of selection of indicators are especially used in the hospital sector. The third method is used in 

various industrial sectors  (Humez, 2008). However, the method ECOGRAI does not take into account requirements 



Proceedings of the International Conference on Industrial Engineering and Operations Management  

Rabat, Morocco,April 11-13, 2017 

1298 
 

of the CSR as the laws regarding Sustainable Development and expectation of stakeholders . There are other methods 

as method ABC / ABM and the method SCOR allowing to evaluation the financial performance (Humez, 2008). 

 

4.2. Proposed method 

As already mentioned, among the roles of the company within the framework of the Sustainable Development (and 

by consequence of the CSR), the development of indicators by taking into account the expectations of stakeholders; 

the developed indicators will serve for the comparison of the performances (environmental, economic and social) in 

and between the different sectors of industry (Chardine – Baumann, 2011). 

 

The choice and the selection of indicators related to the CSR is specific because it is not only a question of 

measuring its financial performance but also evaluating its social and environmental performances. What leads to 

respect some standards and national and international requirements (laws, costumers’ requirements...). Indeed, the 

designed indicators to measure the global performance of the company have to allow judging the will of the 

company to address the social and environmental problems (Bertland, 2007) 

 

For the proposal of a method of selection of the Corporate Social Responsability  indicators, we were inspired by 

methodologies of selection of indicators mentioned in the previous paragraph and by a report published in 2014 by 

the « Service Publique de Wallonie» entitled « Indicateurs de développement durable, Approche méthodologique et 

proposition d’indicateurs dans le cadre de la 1ère stratégie WALLONNE de développ ement durable »  (Indicators of 

Sustainable Development, methodological Approach and proposal of indicators within  the framework of the 1st 

WALLOON strategy of sustainable development). This report presents examples of process of selection of the 

indicators of Sustainable Development followed by several countries as France and Germany. 

 

The proposed method is  based on nine stages:  

 

 Stage 1: fo rm teamwork. The formed work team must be mult idisciplinary in the various fields of 

intervention of the company. Because the legitimization of the choice of indicators requires a consensus 

between the various actors (Faucheux et Nicolai, 2004). 

 Stage 2: Know its environment: internal and external context (extern : law, requirements in terms of CSR, 

stakeholder’s  trends: consumers, neighborhood). 

 Stage 3: Translate the requirements of its environment into clear and explicit object ives and sub -objectives 

to define without ambiguity the purposes of indicators as well as expected results. 

 Stage 4: Make a literature review to select indicators which  can be useful and appeal to external experts, if 

necessary, to complete the list of indicators. 

 Stage 5: Verify the quality of chosen indicators (relevance, reliability, availability of the data to calculate 

the indicator, benchmarking.) and make sure to have indicators of the results and indicators of the means. 

 Stage 6: Rank indicators:  

 External indicators or indicators of impact: the indicators measuring the impact of the company 

activities on the stakeholders. 

 Internal Indicators: the indicators serving for the orientation and the management of the company 

activities. 

 Stage 7: Organize the selected indicators on a dashboard.  

 Stage 8: Validate the dashboard during a determined period. Adjust if necessary the dashboard by adding 

and/ or eliminating indicators. 

 Stage 9: Be paid to the laws and the requirements regarding the CSR and rev iew the list of ind icators if it is 

necessary. 

 

Remark: 

The majority of the methods of selection of indicators begin with the defin ition of the scope. However, the proposed 

method skipped this stage because the scope is defined which is the frame of the CSR,  implying that the field o f the 

application is the interaction of the company with all existing stakeholders. 
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5. Conclusion 
 

Among the big problems in terms of studies of the intersection between the business and the company is the 

measurement of performance of the Corporate Social Responsibility (mitnick, 2000) The establishment of the 

indicators of management is only  the beginning of the process of evaluation of the performance of a company 

(Bertland, 2007). However, evaluating performance is a subjective exercise; to master this subjectivity, the company 

should integrate the stakeholders or their representatives (Bertland, 2007). 

In the literature, there are several works studying the indicators of the CSR in terms of criteria of choice. However, 

these works do not give a method or a process allowing the company to have a well-founded standardized 

methodology to choose its indicators. 

In this article we presented the various concepts: CSR and global performance, indicator and some existing methods 

for their selection. Then we proposed a method to choose and select the indicators of CSR. As perspectives we are 

going to make an empirical study to validate our proposed methodology. 

 

The added value of our work comes from the fact that there is no method to select indicators to evaluate the 

Corporate Social Responsibility, because the existing methods do not consider the requirements of the stake holders. 
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