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ABSTRAK 

ANALISIS PENGUKURAN KINERJA MENGGUNAKAN 

METODEBALANCED SCORE CARD PADA PT LINTAS DATA 

PRIMAYOGYAKARTA 

 
PT Lintas Data Prima (LDP) sebuah perusahaan swasta 

penyelenggarajasatelekomunikasiterkemukadiYogyakartadanIndonesiakhususn

ya,beroperasisecarapenuhsejakakhirtahun2008untukmembangundanmenerapka

njasasertaprodukberbasisIP,internetdanmultimediadiIndonesia.Penelitianinibert

ujuanuntukmengetahuikinerjaPTLintasDataPrimaYogyakarta jika diukur 

menggunakan metode Balanced Scorecard. BalancedScorecard merupakan 

salah satu metode manajemen yang dapat 

digunakanperusahaanuntukuntukmengukurkinerjaperusahaandanmengimpleme

ntasikanstrategisecaraefektif. 

Desainpenelitianinimenggunakanpenelitiandeskriptifkualitatif.Sumber 

data yang didapat dalam penelitian ini adalah data primer 

melaluikuisionerdandatasekundersepertilaporankeungan,datajumlahkaryawand

andata jumlah pelanggan dari tahun 2019-2021. Teknik pengumpulan data 

yangdilakukan dalam penelitian ini adalah teknik studi kepustakaan, 

wawancara,dokumentasi dan kuisioner. 

AnalisisdatapenelitianmenggunakanmetodeBalancedScorecarddimanapa

dametodeiniberfokuspadaempatperspektifyaitu,perspektifkeuangan,perspektifp

elanggan,perspektifbisnisinternaldanperspektifpembelajaran dan pertumbuhan. 

Sehingga hasil dari penelitian ini yaitu padaperspektif pelanggan dan perspektif 

bisnis internal dapat katakan baik karenamampu mendapatkan pelanggan baru 

dan melakukan inovasi sedangkan 

padaperspektifkeuangandanperspektifpembelajarandanpertumbuhanbelumdapa

tdikatakan baik karena rasio-rasio keuangan masih terjadi fluktuasi dan 

kurangmampudalammempertahankan karyawan 

Kata Kunci : Balanced Scorecard, Pengukuran Kinerja, Kinerja 

Perusahaan,ManajemenStrategi 
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ABSTRACT 

PERFORMANCEMEASUREMENTANALYSISUSINGBALANCEDSCOREC

ARDMETHODATPTLINTASDATAPRIMA 

YOGYAKARTA 

PTLintasDataPrima(LDP),aleadingprivatecompanyprovidingtelecommun

ications services in Yogyakarta and Indonesia in particular, has beenfully 

operational since the end of 2008 to develop and implement IP, internet 

andmultimedia-based services and products in Indonesia. This study aims to 

determinetheperformanceofPTLintasDataPrimaYogyakartaifmeasuredusingtheBala

ncedScorecardmethod.BalancedScorecardisamanagementmethodthatcanbeusedbyc

ompaniestomeasurecompanyperformanceandimplementstrategieseffectively. 

The design of this study used descriptive qualitative research. Sources 

ofdata obtained in this study are primary data through questionnaires and 

secondarydata such as financial reports, data on the number of employees and data 

on thenumberofcustomersfrom2019-

2021.Datacollectiontechniquesusedinthisresearchareliteraturestudy,interviews,docu

mentationandquestionnaires. 

Analysis of research data using the Balanced Scorecard method which 

inthis method focuses on four perspectives, namely, financial perspective, 

customerperspective, internal business perspective and learning and growth 

perspective. Sothat the results of this study, namely the customer perspective and 

internal businessperspective, can be said to be good because they are able to get 

new customers andinnovate, while in the financial perspective and learning and 

growth perspective itcannot be said to be good because financial ratios are still 

fluctuating and less abletomaintain employee 

Keywords:BalancedScorecard,PerformanceMeasurement,CompanyPerformance,St

rategicManagement 
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RINGKASAN 

Pengukuran kinerja suatu perusahaan sangat berguna untuk 

membandingkankinerjaperusahaanperiodelaludanperiodeyangakandatang,sehinggad

apatdiketahui,kinerjamengalamiperbaikanatausebaliknyamengalamipenurunan.Sala

hsatumetodeuntukmengukurkinerjaperusahaanadalahmetodeBalancedScorecard.Per

masalahan dalam penelitian ini adalah bagaimana kinerjaPT Lintas Data 

Primaapabila diukur menggunakanmetodeBalanced Scorecard. Tujuan dari 

penelitianini adalah untuk untuk mengetahui danmenganalisiskinerjayangtelah 

dihasilkanolehPT LintasData PrimaberdasarkanperspektifBalancedScorecard. 

Metode Balanced Scorecard adalah pengukuran kinerja perusahaan 

yangtidak hanya mengukur keuangan tetapi juga non keuangan. Balanced 

Scorecardadalah merupakan suatu konsep yang bertujuan untuk mendukung 

perwujudan 

visi,misi,danstrategiperusahaandenganmenekankanpadaempatkajianyaituperspektifk

euangan,perspektifpelanggan,perspektifbisnisinternaldanperspektifpembelajarandan 

pertumbuhan. 

Penelitianinimenggunakanpenelitiandeskriptifkualitatif.Datayangdigunakan 

dalam penelitian ini adalah data primer dan sekunder. Metode analisa 

inimenggunakan empat perspektif yaitu, perspektif keuangan, perspektif 

pelanggan,perspektifbisnis internaldan pembelajarandan pertumbuhan 

Hasilyangdiperolehdalampenelitianiniadalah1)perspektifkeuanganyangdiuk

ur menggunakan rasio Likuiditas, Solvabilitas, dan Profitabilitas 

mengalamifluktuasisertarasio aktivitasmenunjukankurangbaik. 

2)perspektifpelanggandiukur menggunakan akuisisi pelanggan dan kepuasan 

pelanggan yang menunjukanhasil pada akuisis pelanggan mengalami peningkatan di 

setiap tahunnya dan 

hasilkepuasanpelangganmenunjukanhasilpelangganmerasapuasterhadapkinerjaperus

ahaan.3)Perspektifprosesbisnisinternalperusahaandikatakanbaikkarenadarisegi 

inovasi melakukan pendekatan kepelanggan dengan cara mengadakan seminar-

seminar kepada calon pelanggan dan melakukan kunjungan berkala sedangkan 

padaoperasi aktivasi pelanggan baru dan penanganan keluhan pelanggan sangat 

cepatyaitumaksimalsatuminggusetelahServiceLevelAdgreement(SLA)diterbitkandan

durasiperbaikanmaksimal3harisesuaidenganSOP.4)Perspektifpembelajarandanpemb

elajaran diukur menggunakan produktivitas karyawan, perputaran karyawandan 

kepuasan karyawan yang diperoleh hasil untuk produktivitas karyawan 

terjadifluktuasi pada tahun tertentu, untuk hasil perputaran karyawan pada setiap 

tahunnyaterjadipenurunandanhasilkepuasankaryawanmenunjukanhasilsangatpuaster

hadap pembelajaran dan pertumbuhan yang ada di perusahaan. Kesimpulan 

darikinerja PT Lintas Data Prima Yogyakarta dengan menggunakan empat 

perspektifBalanced Scorecardadalahcukup baik. 
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SUMMARY 

Measurementofacompany'sperformanceisveryusefulforcomparingthecompany's 

performance in the past and future periods, so that it can be seen whetherthe 

performance has improved or has decreased. One method to measure 

companyperformanceistheBalancedScorecardmethod.Theprobleminthisstudyishowt

heperformance of PT Lintas Data Prima when measured using the Balanced 

Scorecardmethod. The purpose of this study was to determine and analyze the 

performanceproducedbyPTLintasDataPrimabasedontheperspectiveoftheBalancedSc

orecard. 

The Balanced Scorecard method is a company performance measurement that 

notonly measures financial but also non-financial. Balanced Scorecard is a concept 

thataimstosupportthecompany'svision,mission,andstrategywithfourstudies,namelyfin

ancialperspective,customerperspective,internalbusinessperspectiveandlearningand 

growth perspective. 

This research uses descriptive qualitative research. The data used in this study 

areprimary and secondary data. This analysis method uses four perspectives, 

namely,financialperspective,customerperspective,internalbusinessperspectiveandlea

rningand growth 

The results obtained in this study are 1) the financial perspective which is 

measuredusing the ratio of Liquidity, Solvency, and Profitability fluctuates and the 

activityratio shows less good. 2) customer perspective that uses measurement and 

customersatisfaction which shows the results of customer acquisition which have 

increasedeveryyearandsatisfactionresultsshowthatcustomersaresatisfiedwiththecomp

any's performance. 3) The company's internal process perspective is said to 

begoodbecauseintermsofinnovation,itapproachescustomersbyholdingseminarstopros

pective customers and conducting regular visits, while the activation of 

newcustomersandcustomerhandlingisveryfast,whichisamaximumofoneweekafterthe

ServiceLevelAgreement(SLA)isissued.andthemaximumdurationofrepairis3 days 

according to the SOP. 4) The perspective of learning and learning which 

ismeasuredusingemployeeproductivity,employeeturnoverandemployeesatisfactionob

tainedforproductivityfluctuationsoccurincertainyears,fortheresultsofemployeeturnov

ereveryyearthereisadecreaseandtheresultsofemployeesatisfaction show very 

satisfying results towards learning and growth that is in 

thecompany.TheconclusionfromtheperformanceofPTLintasDataPrimaYogyakartaus

ingthefour perspectivesof theBalanced Scorecardis quite good. 



xiii  

DAFTARISI 

LEMBARPENGESEHANPEMBIMBING ............................................................iii 

LEMBARPENGESAHANUJIANSKRIPSI ........................................................... iv 

SURATPERNYATAANANTIPLAGIAT ............................................................... v 

KATAPENGANTAR ........................................................................................... vii 

ABSTRAK ............................................................................................................ ix 

RINGKASAN ....................................................................................................... xi 

DAFTARISI ........................................................................................................ xiii 

DAFTARGAMBAR............................................................................................. xv 

DAFTARTABEL ................................................................................................ xvi 

DAFTARLAMPIRAN ....................................................................................... xvii 

BABIPENDAHULUAN......................................................................................... 1 

1.1 Latar BelakangMasalah ................................................................................. 1 

1.2 RumusanMasalah .......................................................................................... 3 

1.3 TujuanPenelitian ........................................................................................... 3 

1.4 ManffatPenelitian ......................................................................................... 3 

BAB IITINJAUANPUSTAKA ............................................................................... 5 

2.1 LandasanTeoridanPenelitianTerdahulu........................................................... 5 

2.1.1 AkuntansiManajemen .............................................................................. 5 

2.1.2 PengertianManajemenKinerja .................................................................. 6 

2.1.3 PengukuranKinerja................................................................................... 6 

2.1.4 Faktor-faktoryangMempengaruhiKinerja .................................................. 8 

2.1.5 Model-model SistemPengukuran Kinerja ................................................. 8 

2.1.6 PenilaianKinerja....................................................................................... 9 

2.1.7 TujuanPenilaianKinerja ............................................................................ 9 

2.1.8 BalancedScorecard ................................................................................. 10 

2.1.9 KeunggulanBalancedScorecard .............................................................. 11 

2.1.10 PenerapanBalancedScorecard ............................................................... 12 

2.1.11 PenelitianTerdahulu ............................................................................. 19 

2.2 HubunganAntarVariabel ............................................................................... 34 

2.3 KerangkaKonseptual ..................................................................................... 35 

BABIIIMETODEPENELITIAN ........................................................................... 37 

3.1 DesainPenelitian .......................................................................................... 37 

3.2 Tempat danWaktuPenelitian ........................................................................ 37 

3.2.1 LokasiPenelitian..................................................................................... 37 

3.2.2 WaktuPenelitian ..................................................................................... 37 

3.3 JenisdanSumberData ..................................................................................... 37 

3.1.1 JenisData ................................................................................................ 37 

3.1.2 SumberData ............................................................................................ 38 

3.4 TeknikPengumpulanData ............................................................................... 38 



xiv 

 

3.4.1 StudiKasus ............................................................................................... 38 

3.4.2 PenelitianLapangan .................................................................................. 38 

3.5 DefinisiVariabeldanDefinisiOperasional ........................................................ 39 

3.5.1 DefinisiVariabel ....................................................................................... 39 

3.5.2 DefinisiOperasional ................................................................................. 39 

3.6 ProsesPengolahanData .................................................................................. 42 

3.7 MetodeAnalisisData ..................................................................................... 42 

3.8 TeknikAnalisis Data ..................................................................................... 42 

BABIVHASILPENELITIANDANPEMBAHASAN............................................. 47 

4.1 GambaranUmumObjekPenelitian ................................................................. 47 

4.1.1 LogoPTLintasDataPrima .......................................................................... 47 

4.1.2 SloganPTLintasDataPrima ....................................................................... 47 

4.1.3 StrukturPTLintasDataPrima ..................................................................... 48 

4.2 DeskripsiHasilPenelitian .............................................................................. 49 

4.3 AnalisisData ................................................................................................ 60 

4.3.1 AnalisisPerspektifKeuangan ..................................................................... 60 

4.3.2 AnalisisPerspektifPelanggan .................................................................... 63 

4.3.3 AnalisisPerspektifBisnisInternal ............................................................... 66 

4.3.4 AnalisisPerspektifPembelajarandanPertumbuhan ..................................... 67 

4.4 PembahasanHasilTemuanPenelitian ............................................................... 71 

4.4.1 Hasilevaluasipengukurankinerjapadaperspektifkeuangan ......................... 71 

4.4.2 Hasilevaluasikinerjaperusahaanpadaperspektifpelanggan ......................... 72 

4.4.3 Hasilevaluasikinerjaperusahaanpadaperspektifbisnisinternal .................... 73 

4.4.4 Hasil evaluasi kinerja perusahaan pada perspektif pembelajaran 

danpertumbuhan ................................................................................................... 73 

4.5 ImplikasiPenelitian ....................................................................................... 74 

4.5.1 ImplikasiTeoritis ..................................................................................... 74 

4.5.2 ImplikasiPraktis ...................................................................................... 74 

4.6 KeterbatasanPenelitian ................................................................................. 75 

BABV PENUTUP ................................................................................................ 77 

5.1 Kesimpulan.................................................................................................. 77 

5.2 Saran ........................................................................................................... 77 

DAFTARPUSTAKA ............................................................................................ 79 

LAMPIRAN ......................................................................................................... 81 



xv 

 

DAFTARGAMBAR 

Gambar 2.3.1KerangkaKonseptual ....................................................................... 35 

Gambar4.1.1StrukturOrganisasi ............................................................................ 48 



xvi 

 

DAFTARTABEL 

Tabel2.1.1PenelitianTerdahulu ............................................................................. 22 

Tabel4.2.1LaporanNeracaPt LintasDataPrimaTahun2019-2021 ............................ 49 

Tabel4.2.2LaporanLabaRugiPTLintasDataPrimaTahun2019-2021 ........................ 50 

Tabel4.2.3DaftarKaryawanKeluar-MasukPtLintasDataPrimaTahun2019-2021 ..... 52 

Tabel4.2.4Daftar PelangganPt LintasDataPrimaTahun2019-2021 ......................... 55 

Tabel4.3.1RasioLikuiditas .................................................................................... 61 

Tabel4.3.2RasioSolvabilitas ................................................................................. 62 

Tabel4.3.3RasioProfitabilitas ................................................................................ 62 

Tabel4.3.4RasioAktivitas...................................................................................... 63 

Tabel4.3.5HasilPengukuranKepuasan PelangganAtribut ProdukDanJasa .............. 64 

Tabel4.3.6Hasil Pengukuran KepuasanPelangganAtributMutu .............................. 64 

Tabel4.3.7HasilPengukuranKepuasanPelangganAtributPertanggungjawabanDanPel

ayanan .................................................................................................................. 65 

Tabel4.3.8CustomerAcqustion .............................................................................. 66 

Tabel4.3.9TingkatProduktivitasKaryawan ............................................................ 68 

Tabel4.3.10Hasil PengukuranKepuasanKaryawanAtributKomunikasi................... 69 

Tabel4.3.11HasilPengukuranKepuasanKaryawanAtributPenghargaanDanDukungan

............................................................................................................................. 70 

Tabel4.3.12Hasil PengukuranKepuasanKaryawanAtributKinerja .......................... 70 

Tabel4.3.13TingkatPerputaranKaryawan .............................................................. 71 

Tabel4.4.1PengukuranKinerjaKeuanganPadaPTLintasDataPrimaTahun2019- 

2021.........................................................................................................................71 

Tabel4.4.2Kepuasan Pelanggan ............................................................................ 72 

Tabel4.4.3KepuasanKaryawan ............................................................................. 74 



xvii 

 

LAMPIRAN 

Lampiran1LaporanKeuangan ................................................................................ 81 

Lampiran2KuisionerKepuasanPelanggan .............................................................. 87 

Lampiran3KuisionerGoogle FormKepuasanKaryawan.......................................... 89 

Lampiran4wawancara ........................................................................................... 96 

Lampiran5SuratIzinPersetujuanPenelitian ............................................................. 97 

Lampiran6SuratTelahMelakukanPenelitian........................................................... 98 

Lampiran7KartuBimbingan .................................................................................. 99 

Lampiran8HasilUji Plagiasi ................................................................................ 100 


	Diajukan untuk memenuhi persyaratan gunamendapatkanGelar SarjanaEkonomi
	S K RIPSI
	FAKULTAS EKONOMI DAN BISNISUNIVERSITAS17AGUSTUS1945SURABAYA
	LEMBARPENGESAHANSKRIPSI
	LEMBARPENGESAHANUJIANSKRIPSI
	SURATPERNYATAANANTIPLAGIAT
	KATAPENGANTAR
	ABSTRAK
	ABSTRACT

	RINGKASAN
	SUMMARY

	DAFTARISI

