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ABSTRAK 

 

Penelitian ini bertujuan untuk mengukur kinerja rumah sakit menggunakan 

metode balanced scorecard. Penelitian ini merupakan jenis penelitian studi  kasus 

yaitu dengan cara menganalisis data perusahaan kemudian diukur kinerja  

berdasarkan empat perspektif yaitu perspektif keuangan, perspektif pelanggaan, 

perspektif proses bisnis internal dan perspektif pertumbuhan dan pembelajaran. 

Penelitian dilakukan dengan mengambil data selama 2 tahun, yaitu dari tahun 

2019 dan 2020. 

Hasil penelitian menunjukkan bahwa kinerja Rumah Sakit PKU 

Muhammadiyah dilihat dari (a) perspektif keuangan rumah sakit dikategorikan 

kurang, rasio efisiensi dikategorikan tidak efisien, dan rasio efektifitas 

dikategorikan efektif, (b) Perspektif pelanggan untuk akuisisi kurang baik 

sedangkan retensi dan kepuasan tergolong baik, (c) perspektif proses bisnis 

internal tergolong baik, dan (d) Perspektif pertumbuhan dan Pembelajaran retensi 

dan pelatihan karyawan tergolong kurang sedangkan produktivitas dan kepuasan 

karyawan dikatakan baik. 

 

Kata Kunci : Kinerja, Balanced Scorecard, Rumah Sakit 
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ABSTRACT  

 

This study aims to measure hospital performance using the balanced 

scorecard method. This research is a case study research by analyzing company 

data and then measuring performance based on four perspectives, namely 

financial perspective, customer perspective, internal business process perspective 

and growth and learning perspective. The research was conducted by taking data 

for 2 years, namely from 2019 and 2020. 

The results showed that the performance of PKU Muhammadiyah Hospital 

was seen from (a) the hospital's financial perspective was categorized as poor, the 

efficiency ratio was categorized as inefficient, and the effectiveness ratio was 

categorized as effective, (b) the customer perspective for acquisitions was not 

good while retention and satisfaction were classified as good, ( c) the perspective 

of internal business processes is classified as good, and (d) the perspective of 

growth and learning, retention and training of employees is classified as poor, 

while productivity and employee satisfaction are said to be good. 

 

Keywords: Performance, Balanced Scorecard, Hospital 
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