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ABSTRACT 

"Analysis of Corporate Performance Measurement With the Balanced Scorecard 

Concept Implementation"  

Case Study at PT. Asuransi Jasa Indonesia (Persero) Branch Bandung  

 

 

Balanced scorecard looked at performance from four perspectives: financial, 

customer, internal business processes, and learning and growth. With the objective 

of a corporate balanced scorecard is not only expressed in a financial size, but also 

measure how firms create value for customers, as well as how a business unit should 

improve it’s internal capabilities. 

 

The author uses descriptive data analysis method, percentage and ratio 

analysis to compare company performance measures with the ratio of standard 

criteria. Data obtained through interviews, documentation, dissemination of 

questionnaires, the research literature and internet research. 

 

In the financial perspective, the profitability ratios of Return On Asset years 

2008 and 2009 amounted to 88.38% and 94.41%, while Return On Investment in 

2008 and 2009 increased from 89.11% to 94.59%, which means the level of 

profitability has been very good returns. Percentage of Debt to Assets in 2008 and 

2009 amounted to 11.61% and 5.59%, indicating the company has good solvency. 

 

 At the customer's perspective based on consumer satisfaction questionnaire, 

the results of the percentage of 75.42% and 80.21% that is included in both 

categories. Internal business process perspective gained through the process of 

innovation assessment for 82.78%, operating processes and after sales service is 

very important that is equal to 80.62% and 73.05%, which means good. While the 

growth and learning perspective based on the level of employee participation, 

productivity and retention rates are the result of 85.18% and 80.56%. Based on the 

information systems and levels of learning, satisfaction and motivation of employees 

with the results of the percentage of 86.39% and 71.94 %. 

 

 

Key words: Balanced scorecard, the financial perspective, customer perspective, 

internal business processes, and learning and growth perspective.  
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ABSTRAK 

“Analisis Pengukuran Kinerja Perusahaan Dengan Penerapan Konsep 

Balanced Scorecard” 

Studi Kasus pada PT. Asuransi Jasa Indonesia (Persero) Cabang Bandung 

 

Balanced scorecard memandang kinerja perusahaan dari empat perspektif 

yaitu keuangan, pelanggan, proses bisnis internal, dan pembelajaran dan 

pertumbuhan. Dengan balance scorecard tujuan suatu perusahaan tidak hanya 

dinyatakan dalam suatu ukuran keuangan saja, tetapi juga mengukur bagaimana 

perusahaan menciptakan nilai terhadap pelanggan, serta bagaimana suatu unit usaha 

harus meningkatkan kemampuan internalnya.  

Penulis menggunakan metode analisis data deskriptif persentase dan analisis 

rasio dengan langkah membandingkan kinerja perusahaan dengan standar kriteria 
rasio. Data diperoleh melalui wawancara, dokumentasi, penyebaran kuesioner, 

penelitian kepustakaan dan internet research.  

 Pada perspektif keuangan, rasio profitabilitas dari Return On Asset tahun 

2008 dan 2009 sebesar 88,38% dan 94,41%  sedangkan Return On Investment tahun 

2008 dan tahun 2009 meningkat dari 89.11% hingga 94.59%, yang berarti tingkat 

profitabilitas labanya sudah sangat baik. Persentase Debt to Assets tahun 2008 dan 

2009 sebesar 11,61% dan 5,59%, menunjukkan solvabilitas perusahaan sudah baik. 

Pada perspektif pelanggan berdasarkan hasil kuesioner kepuasan konsumen, hasil 

persentasenya sebesar 75.42% dan 80,21% yaitu termasuk dalam kategori baik.  

Perspektif proses bisnis internal melalui proses inovasi didapat hasil penilaian 

sebesar 82,78%, proses operasi dan layanan purna jual sangat penting yaitu sebesar 

80,62% dan 73,05% yang berarti baik. Sedangkan pada perspektif pertumbuhan dan 

pembelajaran berdasarkan tingkat partisipasi karyawan, produktivitas dan retensi 

hasil persentasenya sebesar 85,18% dan 80,56%.Berdasarkan sistem informasi dan 

tingkat pembelajaran, kepuasan dan motivasi karyawan dengan hasil persentase 

sebesar 86,39% dan 71,94%. 

 

Kata-kata kunci: Balanced scorecard,perspektif keuangan, perspektif pelanggan, 

perspektif proses bisnis internal, dan perspektif pembelajaran dan pertumbuhan. 
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