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RINGKASAN

Dalam era keterbukaan saat ini dan menjclang diberlakukannva pasar bebas,

- maka dampak persaingan dalam bisnis rumah sakit sudah mulai lerasa bagt Rumah Sakit

Muhammadiyah Lamongan (RSML}. Agar dapat bertahan hidup, maka RSML harus
memihiki strategt dalam rangka memenangkan persaingan. Strategi yang dipilih harus
tepat sesuai dengan kemampuan dan ketersediaan sumber dava serta memperhitungkan
kekuatan, kelemahan organisast serta peluang dan ancaman dari luar organisasi. Strategi
yang dipilth harus difokuskan untuk meningkatkan kincrja organisasi batk kinerja
kcuangan maupun non keuwangan. Balaaced Scorecard  scbagai pengukur kinera
mutakhir dapat dijadikan kerangka acuan dalam mewujudkan program jangka panjang,
karena memilikt karaktensitik komprchensit, koheren, seimbang dan terukur serta
merupakan hubungan scbab  akibat. Karaktenisuh  Badlanced  Scorecard  tersebut
didasarkan atas nilal khas yang disebut critical success factory vang dipandang dart
cmpat perspektif’ yaitu keuangan, pelanggan, proses bismis internal serta pembelajaran
dan pertumbuhan.

Permasalahan yang diangkat dalam penchinan i adalah bagaimana mendesain
Ralunced Scorecard vang dapat digunakan schagar pemandu kinerja strategis di Rumah
Sakst Muhammadiyah Lamongan. Permasadahan dalam penelitian int dibatasi pada empeat
tahap, vaitu sdentifikasy visi | misi dan lalsafah, sdentilikast strateed, identifikasi critical
success factors dan pengukuran perspektif Pembahaszn dalam penelittan ini dibatasai
pada Paviliun Rawat Inap yaitu Paviliun Shofa. Marwah dan Sakinah.

Penelitian i dilaksanakan dengan menggumakan pend “katan kualitatit dengan
typuan untuk mendapatkan mtormast yvange berstiut vinct dan Khas, Sumber informasi
untuk penelitian ini dipecoleh melalui (a} basit dokumentast data, (b) wawancara dengan
pemilik PDM, pimpinan RSMI., dakier dan poraswat. karyasvin dan pasicn | {¢) observasi
langsung ke lokasi untuk mengamati hondisi sarana prasarena dan proses layanan pada
pasich.

Pengukuran perspektit pelangean  difohuhsn peda kelompok  pengukuran
pelanggan utama, mlat proposisi pelanggan, tingkat kepercayaan pasien, kecepatan
tayanan, tanf vang kompetint dan pembinaan hubungan  dengan pasien.  Hasil
pengukuran perspektif i schagal dasar pengukuran perspektit’ proses bisnis internal
dalam melakukan proses wmovast dan operasi erta managemen pelanggan untuk
mewujudkan proses layanan scsuai dengan kebutuhan pelangpan Bentuk-bentuk lavanan
keschatan pada pelanggan kemudian didkur dalam  persepektif pembelajaran dan
pertumbuhan agar mampu dilaksanakan olch seluruh tingkatan manajemen. Pengukiran
perspektif keuangan dilakukan scbagat akibat dar pengukuran ketiga  perspektif
sebelumnya yang berfokus produktivitas layanan dan pertumbuhan pendapatan

Kestimpulan dact penclitian fnn adalah perspektil pelanggan menghasitkanr antara
lain © meningkatnya kepercavasn pasien, kecepatan lavanan, tarif yvang kompetitif dan
meningkatkan kualitas hubungan dengan pasien. Pengukuran perspektif proses bisnis
internal menghasilkan nilai khas untuk Shofa meningkatnyva proses Tavanan dengan
membangun jasa unggulan, untuk Marwah meningkatnya proses layanan perawatan
intensif dan untuk Sakinah meningkatnya proses layanan persalinan dan perawatan
intensif neonatus. Sclain itu ada hasil untuk ketiga paviliun tersebut vaitu meningkatkan
mutu askep, penerapan standar askep, mempercepat proses lavanan, efisiensi operasional,
memngkatkan relationship management serta pemingkatan tavanan medis. Pengukuran
pembelajaran dan pertumbuhan menghasilkan peningkatan ketrampilan keperawatan,
profesi tenaga medis, profesi perawatl, managerial skifls karvawan, informasi layanan,
serta pemantapan visi & misi islami

vii
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Pengukuran perspektif  kcuangan menghasilkan  pertumbuhan pendapatan  dari
profitabilitas masing-masing paviliun , pertumbuhan ROE dan ROA serta peningkatan
produktivitas layanan melalui penurunan biaya per unit paviliun Desain Balanced
Scorecard paviltun Shofa, Marwah dan Sakinah ini akan dapat diukur dengan baik oleh
fag dan fead indicator pada tahap implementasi dan evaluasi.

vili
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Abstract

The Muhammadiyah Lamongan General Hospital business today has faced the giobal
competition and free-trade era, so that to sustain uts performance the hospital must planned a long
term strategy in order to win the competition. The strategy must be defined properly to match the
capability and readiness of its resources, and considered the internal factors (strengths and
weaknesses) and the external ones (opportunities and threats). The strategy was focused to build
up the performances in financial and non-financial aspects that were designed to have role in
long-term hospital business competition. The Balanced Scorecard as an organizational
performance measurement contained a comprehensive, coherence, balanced and causal effect
relationship in order 1o reach long-term referenced framework to an organization. The Batanced
Scorecard was designed first by the critical success factors that viewed by the four perspectives:
financial, customer, internal business process and learning and growth.

The problem of this research is “how to design a Balanced Scorecard that proper to the
Muhammadiyvah Lamongan General Hospital as its a strategic performance guidance to sustain
the health business in the global competition?” The problem would be defined in four steps, (1)
identificatron of vision, mission and philosophy, (2) identification of strategy, (3) identification
of critical sucoess factors and (4) measurement of the four perspectives. The scope of work of
this research was to design the Balanced Scorecard in the ward called Pavilion of Shofa, Marwah
and Sakinah.

The reseasch method used is a qualitative approach in order to reach unique and detailed
data and information. The research sources has been compiled by (1) data documentation, (2)
terviews with the stake-holders, the top-level management, medical doctors, paramedics,
employees and patient, (3) observations to gather the condition views of the facilities and
CUSIOmEr Service Process.

The customer perspective measurement focused on the main customer measurement, the
proposition value, the patient confidence, the service acceleration, the competitive tanff and the
building of relationship between the hospital, and its patient. The result of this measurement
became a reference of the internal business process perspective in innovation and operation
process and customer management in order o tealize the service process that fitted to the
customer needs. The program of service to the customer then was measured by the leaming and
growth process in order that all the management level would have been served in the same
methods. The financial perspective ruled as the causal effect of the three perspectives before that
was focused on make up the growth of preductivity and revenue.

The conclusions are in the customer perspective: growth of patient confidence, effective
service, competitive tariff, and closed relationship with patient. In the internal business process
perspective was concluding the umque value of the pavilions. The Pavilion Shofa is “ultimate
service”, the Pavilion Marwah is “intensive ward”, and the Pavilion Sakinah is “birth service and
neonatus intensive ward”, The other results of this research are increase the quality of Askep, the
implementation of standard Askep, the acceleration of service, efficiency of operational, grow-up
the relationship management and increase the medical service. The learning and growth
perspective resulted to grade-up skill of nursery, paramedics, employee manugenial skills,
informatton service and strengthen the Islamic vision and mission. The financial perspective
results the growth of revenue and profitability of each pavilion, ROE and ROA and productivity
that reach by efficiency of cost per pavilion unit. Precisely the lag and lead indicator in the face
of implementation and evaluation would measure the Balanced Scorecard design in the Pavilion
Shofa, Marwah and Sakinah .

Keywords: Balanced Scorecard | ' Z J
| PA Yooy
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