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ABSTRAK

Penelitian ini untuk mengetahui kinerja perusahaan dalam keempat perspektif
Balance Scorecard, yaitu perspektif keuangan, perspektif pelanggan, perspektif
pembelajaran dan pertumbuhan, dan perspektif bisnis internal Venia Hotel Batam.
Penelitian ini merupakan penelitian deskriptif. Metode pengumpulan data yang
digunakan dalam penelitian ini adalah kuesioner, dokumentasi, dan wawancara.
Instrumen dalam penelitian menggunakan teknik skala likert. Teknik analisis data
menggunakan aktivitas reduksi data, penyajian data, dan penarikan kesimpulan.
Hasil penelitian menunjukan bahwa kinerja Venia Hotel Batam dengan pendekatan
Balance Scorecard menghasilkan total pengukuran kinerja yang baik. Perspektif
keuangan baik, margin laba kotor sebesar 90.94%, margin laba operasi sebesar
34,15%, ROA sebesar 58,69%. Current Ratio sebesar 485,07%, dan TATO sebesar
171,87%. Perspektif pelanggan baik dengan tingkat kepuasan pelanggan pada
tanggapan positif > 60%. Perspektif pembelajaran dan pertumbuhan baik,
produktivitas karyawan mengalami kenaikan sebesar Rp 21.170.021,07, perputaran
karyawan mengalami peningkatan sebesar 23,50%, pada survey kepuasan
karyawan tanggapan positif >70%. Perspektif bisnis internal kurang baik, ada
bagian yang harus diperbaiki oleh manajemen yaitu pada bagian proses inovasi
karena tidak ada penambahan fasilitas, sedangkan untuk proses check in dan check
out nilai prosesnya masih kurang dari 1.

Kata Kunci: Balance Scorecard, Venia Hotel Batam, Penelitian deskriptif



ABSTRACT

The purpose of this study to determine the company's performance in the four
Balanced Scorecard perspectives, namely financial perspective, customer
perspective, learning and growth perspective and internal business perspective,
Venia Hotel Batam. This research is descriptive. Data collection methods used in
this study was a questionnaire, documentation, and interviews. Instruments in the
study using the technique Likert scale. Data were analyzed using activity data
reduction, data presentation, and conclusion. The results showed that the
performance of the Venia Hotel Batam with Balanced Scorecard approachment
produces better total performance measurement. Good financial perspective, the
gross profit margin amounted to 90,94%, operating profit margin of 34,15%, ROA
of 58,69%. Current Ratio of 485,07% and 171.87% of TATO. Good customer
perspective, but there was a note on the decreased customer acquisition, customer
retention has decreased by 0.38%, customer acquisition decreased by 23.34%, and
the level of customer satisfaction on the positive response of >60%. Learning and
growth perspective is not good, the productivity of employees increased by Rp
21.170.02,00, employee turnover has increased by 23,50%, on a positive response
to employee satisfaction survey >70%. Unfavorable internal business perspective,
there are parts that must be corrected by the management is in the process of
innovation because nothing increasing with facility, while for the check in and
check out process is the point under 1.

Keywords: Balanced Scorecard, Venia Hotel Batam, Descriptive Research
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