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SUMMARY

The good performance measurement system must include some critical
factors likely influencing the company’s success both at recent and future times. The
performance reflects the company’s goals and strategies, as well as describes the way
in which any jobs are be carried out by taking into consideration of the cost, time, and
quality. The performance measurement system successfully implemented in the past
merely focused on financial aspects but now this is not adequate anymore since there
are several other factors that need to be considered. Furthermore, the good financial
performance of the company might have been accomplished but this may be
deliberately created in favor of the short advantages only by disregarding the long-
term decisions that are likely to be more crucial than the good financial performance.

Realizing that the performance measures brought into practice in most
companies was not adequate, Kaplan and Norton introduced the Balanced Scorecard
concept. This Balanced Scorecard furnished the financial performance measures in
the past with a drivers measure in the future, That is, the comprehensive measurement
and managerial system should explain a relationship between the improved operation
and the increased financial performance.

When a strategy will be implemented, the first thing we need to do is making
an explanation about it. The most important is how the people present in the company
understand and interpret the stategy with the high awareness and consensus. To this
end, a common framework is recently developed to account for, communicate and
implement the strategy. This new framework is Strategy Map composed of the over-
reaching logic and architectures necessary to clarify the strategy. The Strategy Map
is generally used to translate a high-level mission statement into a more specific
action. The Strategy Map demonstrates a consistent method to describe the
predetermined strategy, goals, and measurement, :

This thesis tried to present the research result on the strategy implementation
system at Garuda-Citilink airtine. The objective of the research was firstly to develop
the Strategy Map for Garuda-Citilink airline and secondly to design the Balanced
Scorecard for Garuda-Citilink based on Strategy Map.

The result indicate that firstly through the Strategy Map, the strategy that the
Garuda-Citilink has implemented for accomplishing its goals were more easiy to be
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communicated and explained, particularly the strategic isues became more obvious
making it easier to do strategy monitoring. Second, the used of the Balanced
Scorecard as the performance measurement system brought about a better reliability
and predictability in the strategy implementation.
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ABSTRACT

This thesis attempted to analyze Strategy Map and Balanced Scorecard as a
performance measurement system. The objective of the research was to develop the
Strategy Map and design the Balanced Scorecard for Garuda-Citilink airline.

The first step in developing the Strategy Map was translating the company’s
vision, mission, basic values, goals, and strategy in to the strategic issues. Some
strategic issues included a orientation, commitment and instrument necessary to
mobilize the resources and business energy with the view of putting the
predetermined goals into reality, The organization’s goals represented principal
targets in the coming years which in turn highly determined company’s direction and
its survival. Such goals should be formulated appropriately to provide a direction or
guidance about how the organization would pursue its dreams in the future.

The strategic issues in Garuda-Citilink in the light of the research results were
revealed below. First, as for the financial aspect, the strategic issues were related to
the revenue growth and cost reduction. Second, the strategic issues in associated with
customer were an improvement in service quality and the improved relationship with
customers, Third, the financial factor related strategic issues consisted of the
improvement in quality of processes involved in service innovation, the increased
service quality process delivered to the customers and an integration of internal
service process. Finally, the growth and learning perspective had strategic issues in
the form of developing strategic skill, MIS utilization, and personal growth.

The comprehensive Balanced Scorecard development for Garuda-Citilink
airline not only required Strategy Map but also strategic issues, strategy measures,
targets, and initiatives necessary for Balanced Scorecard development.

Key-words:  Strategy Map, Balanced Scorecard, strategic issues, strategy
measures, targets, initiatives.
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