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ABSTRACT 

 

"SUMO" (Sejahtera Unggul Mandiri and Optimis) Employee Cooperative  

PT. Jasamarga Surabaya Mojokerto is a cooperative that engages in the field of 

business cooperatives. "SUMO" Employee cooperative has a scope of business and 

customer environment that is not widespread, only covers around PT. Jasamarga 

Surabaya Mojokerto. But since the employee cooperative "SUMO" was formed in 

2010 until now, this cooperative still survives without any problems. The research 

aims to analyse, measure, assess and determine performance with Balanced 

Scorecard-based, as well as to provide results and conclusions from the results of 

the research on the "SUMO" employee cooperative. Performance assessment 

results based on Balanced Scorecard include 4 perspectives: Financial 

Perspective, Customer perspective, Internal Business process perspective and 

perspective of growth and learning. 

This research includes descriptive research. The data collection methods used 

are observations, interviews, documentation and questionnaires. The type of data 

used is qualitative and quantitative data (mixed). Its population is all members, 

managers and employees of cooperatives with a total of 137 members, 3 managers 

and 43 employees. Sampling is carried out by means of purposive samplers, i.e. 

sampling techniques based on certain criteria. 

In the results of the study, it was revealed that the average financial 

perspective of Current Ratio showed below 125% so rated poorly, on average ROA 

by 14.63% so rated well, average ROE amounted to 25.34% so rated good, and the 

average DAR of 43.22% so judged well. In the customer Acquisition average 

customers ' perspective of 15.32% so it was assessed poorly, the average Customer 

Retention amounted to 84.68% to be assessed well, and the member satisfaction 

was measured using the results of the questionnaire with an average yield of 

74.67%, so it was judged well. In the perspective of internal business process 

innovation process is assessed enough because it is able to provide goods/services 

according to the needs of customers but not yet able to provide innovation, the 

operation process is good because it is able to do the job process from the receipt 

of orders until it has been given to the customer, and the after sales service process 

is good because it has been able to provide additional benefits In the learning and 

growth perspective of employee productivity with an average of Rp 158,558,913 so 

well-judged, the capabilities of information technology can be judged well because 

it has been able to utilize information technology, and employee satisfaction is 

measured using the results of questionnaires with an average of 86.15%, so it is 

good votes. 



 

 

x 
 

From the assessment results of each of these indicators, you can know that the 

performance measurement of "SUMO" employee cooperative using the Balanced 

Scorecard is "Good". 

 

Keywords: Balanced Scorecard, Performance Measurement, Performance 

Assessment.  
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RINGKASAN 

 

Koperasi Karyawan “SUMO” (Sejahtera Unggul Mandiri dan Optimis) PT. 

Jasamarga Surabaya Mojokerto adalah koperasi yang bergerak di bidang koperasi 

serba usaha. Koperasi Karyawan “SUMO” memiliki cakupan lingkungan bisnis 

dan pelanggan yang tidak meluas, hanya mencakup di sekitaran PT. Jasamarga 

Surabaya Mojokerto. Namun sejak Koperasi Karyawan “SUMO” dibentuk pada 

tahun 2010 sampai sekarang, koperasi ini masih bertahan tanpa ada masalah 

apapun. Penelitian ini bertujuan untuk menganalisis, mengukur, menilai dan 

mengetahui kinerja dengan berbasis Balanced Scorecard, serta memberikan hasil 

dan kesimpulan dari hasil penelitian pada Koperasi Karyawan “SUMO”. Hasil 

penilaian kinerja berdasarkan Balanced Scorecard meliputi 4 perspektif, yaitu 

Perspektif Keuangan, Perspektif Pelanggan, Perspektif Proses Bisnis Internal dan 

Perspektif Pertumbuhan dan Pembelajaran. 

Penelitian ini termasuk penelitian deskriptif. Metode pengumpulan data yang 

digunakan adalah observasi, wawancara, dokumentasi dan kuesioner. Jenis data 

yang digunakan adalah data kualitatif dan kuantitatif (campuran). Populasinya 

adalah seluruh anggota, pengurus dan karyawan koperasi dengan jumlah masing-

masing adalah 137 anggota, 3 pengurus dan 43 karyawan koperasi. Pengambilan 

sampelnya dilakukan dengan cara purposive sampling, yaitu teknik pengambilan 

sampel berdasarkan kriteria tertentu. 

Pada hasil penelitian, diketahui bahwa perspektif keuangan rata-rata Current 

Ratio menunjukkan di bawah 125% sehingga dinilai buruk, rata-rata ROA sebesar 

14,63% sehingga dinilai baik, rata-rata ROE sebesar 25,34% sehingga dinilai baik, 

dan rata-rata DAR sebesar 43,22% sehingga dinilai baik. Pada perspektif 

pelanggan rata-rata Customer Acquisition sebesar 15,32% sehingga dinilai buruk, 

rata-rata Customer Retention sebesar 84,68% sehingga dinilai baik, dan Kepuasan 

Anggota diukur menggunakan hasil kuesioner dengan hasil rata-rata 74,67%, 

sehingga dinilai baik. Pada perspektif proses bisnis internal Proses Inovasi dinilai 

cukup karena mampu memberikan barang/jasa sesuai kebutuhan pelanggan namun 

belum dapat memberikan inovasi, Proses Operasi dinilai baik karena mampu 

melakukan proses pekerjaan dari diterimanya pesanan hingga telah diberikan 

kepada pelanggan, dan Proses Layanan Purna Jual dinilai baik karena telah mampu 

memberikan manfaat tambahan kepada pelanggan setelah barang/jasa telah 

diberikan. Pada perspektif pembelajaran dan pertumbuhan Produktivitas Karyawan 

dengan rata-rata Rp 158.558.913 sehingga dinilai baik, Kemampuan Teknologi 

Informasi dapat dinilai baik karena telah mampu memanfaatkan teknologi 
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informasi, dan Kepuasan Karyawan yang diukur menggunakan hasil kuesioner 

dengan rata-rata 86,15%, sehingga dinilai baik. 

Dari hasil penilaian masing-masing indikator tersebut, dapat ketahui bahwa 

pengukuran kinerja Koperasi Karyawan “SUMO” dengan menggunakan Balanced 

Scorecard adalah “Baik” 

 

Kata Kunci : Balanced Scorecard, Pengukuran Kinerja, Penilaian Kinerja. 
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