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ABSTRAK 

 

RIA ARIYANI. NIM 2411907595. Analisis Balanced Scorecard Sebagai Alat Ukur 

Kinerja Perusahaan Pada PT Pegadaian (Persero) Cabang Bogor.  

 

Perkembangan dunia bisnis yang pesat dan globalisasi mengakibatkan terciptanya 

persaingan antar perusahaan semakin tinggi dan kompetitif. Oleh karena itu, pengukuran 

kinerja merupakan faktor penting bagi perusahaan sebagai upaya menilai prestasi. Adapun 

permasalahan yang dihadapi masih banyak perusahaan yang berfokus hanya pada aspek 

keuangan saja dan mengabaikan kinerja non keuangan karena dianggap sulit dalam 

pengukurannya. 

 

Penelitian ini bertujuan untuk mengetahui dan menganalisis kinerja perusahaan pada PT 

Pegadaian (Persero) Cabang Bogor jika diukur dengan metode Balanced Scorecard yang 

memiliki empat perspektif yaitu perspektif keuangan, pelanggan, proses bisnis internal, 

pembelajaran dan pengembangan. Jenis penelitian yang digunakan adalah deskriptif 

dengan metode penelitian berupa dokumentasi, observasi, wawancara, dan kuesioner. 

Pemilihan sampel dilakukan menggunakan teknik sampel jenuh dengan 30 responden. 

 

Hasil penelitian menunjukkan bahwa kondisi kinerja perusahaan pada PT Pegadaian 

(Persero) Cabang Bogor jika diukur menggunakan metode Balanced Scorecard termasuk 

dalam kondisi Cukup Baik. Perspektif keuangan dinilai menggunakan rasio keuangan 

yaitu Net Profit Margin (NPM) dalam kondisi Baik, Return On Investment (ROI) dalam 

kondisi Kurang Baik, dan Return On Equity (ROE) dalam kondisi Cukup Baik. Perspektif 

pelanggan dinilai menggunakan indikator customer acquisition, customer retention, 

market share, dan ketiganya dalam kondisi Sangat Baik. Perspektif proses bisnis internal 

dalam kondisi Cukup Baik dan dinilai dengan indikator proses inovasi dan proses operasi. 

Perspektif pertumbuhan dan pembelajaran dinilai dengan indikator retensi karyawan dan 

produktivitas karyawan dalam kondisi Sangat Baik.  

 

Kata Kunci: Kinerja, Pengukuran Kinerja, Balanced Scorecard 
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ABSTRACT 

RIA ARIYANI. NIM 2411907595. Analysis of the Balanced Scorecard as a 

Measuring Tool for Company Performance at PT Pegadaian (Persero) Bogor 

Branch. 

 

The rapid development of the business world and globalization have resulted in higher 

and more competitive inter-company competition. Therefore, performance measurement 

is an important factor for companies as an effort to assess achievement. As for the 

problems faced, there are still many companies that focus only on financial aspects and 

ignore non-financial performance because they are considered difficult to measure. 

 

This study aims to determine and analyze company performance at PT Pegadaian 

(Persero) Bogor Branch when measured by the Balanced Scorecard method which has 

four perspectives, namely financial, customer, internal business processes, learning and 

development perspectives. The type of research used is descriptive with research methods 

in the form of documentation, observation, interviews and questionnaires. The sample 

selection was carried out using a saturated sample technique with 30 respondents. 

 

The results showed that the condition of the company's performance at PT Pegadaian 

(Persero) Bogor Branch, if measured using the Balanced Scorecard method, was in Fairly 

Good condition. The financial perspective is assessed using financial ratios, namely Net 

Profit Margin (NPM) in good condition, Return On Investment (ROI) in Unfavorable 

condition, and Return On Equity (ROE) in Fairly Good condition. The customer 

perspective is assessed using the indicators of customer acquisition, customer retention, 

market share, and all three are in very good condition. The internal business process 

perspective is in Fairly Good condition and is assessed by indicators of the innovation 

process and operational processes. The growth and learning perspective is assessed by 

indicators of employee retention and employee productivity in Very Good condition. 

 

 

Keywords: Performance, Performance Measurement, Balanced Scorecard 
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