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ABSTRAK

Tujuan penelitian ini adalah untuk mengukur dan menganalisis kinerja
RSUD Ako Pasangkayu dengan metode Balanced Scorecard yang meliputi:
Perspektif Finansial, Perspektif Pelanggan, Perspektif Proses Bisnis dan Internal,
Perspektif Pembelajaran dan Pertumbuhan. Penelitian ini menggunakan metode
studi kasus. Prosedur pengumpulan data berupa wawancara, kuesioner dan
dokumentasi. Teknik analisis data pada perspektif keuangan menggunakan rasio-
rasio keuangan, perspektif pelanggan menggunakan tingkat kepuasan pelanggan,
retensi dan akusisi pelanggan, perspektif proses bisnis dan internal menggunakan
analisis deskriptif serta perspektif pembelajaran dan pertumbuhan menggunakan
tingkat kepuasan karyawan. Hasil penelitian ini menunjukkan bahwa perspektif
finansial RSUD Ako Pasangkayu sudah dikategoriakan ekonomis, rasio efektivitas
sudah dikategorikan efektif dan rasio efisiens dikategorikan belum efisien.
Perspektif pelanggan rentensi kurang baik, akuisisi baik dan kepuasan pelanggan
cukup puas. Perspektif proses bisnis dan internal tergolong kurang baik. Perspektif
Pembelajaran dan Pertumbuhan. Kepuasan karyawan cukup puas.

Kata-kata kunci: Kinerja, Rumah Sakit, Balanced Scorecard
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ABSTRACT

The purpose of this research is to measure and analyze the performance
of Kalabahi regional hospital with the Balanced Scorecard method which includes:
Financial Perspective, Customer Perspective, Business and Internal Process
Perspective, Learning and Growth Perspective. This research were using a case
study method. The procedure for collecting data is in the form of interviews,
questionnaires and documentation. Data analysis in the financial perspective
using financial ratios, customer perspective using the level of customer
satisfaction, customer retention and acquisition, business process and internal
perspective using descriptive analysis, learning and growth perspective using the
level of employee satisfaction. The results of this research indicate that the
financial perspective of Kalabahi regional Hospital has been categorized as
economical, the effectiveness ratio has been categorized as effective and the
efficiency ratio is categorized as not efficient. The customer perspective is not
good rent, good acquisition and customer satisfaction is quite satisfied. Business
and internal process perspectives are classified as poor. Learning and Growth
Perspectives, employee satisfaction is quite satisfied.

Keyword: Performance, Hospital, Balanced Scorecard
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