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ABSTRAK

Thesis berjudul “Analisis Kinerja Rumah Sakit Santo Antonius Jopu di
Ende Nusa Tenggara Timur dengan metode Balanced Scorecard dan SWOT”
ditulis oleh Maria Goretti Aran, dibimbing oleh P.Dr. Philipus Tule, SVD dan
Daniel Taolin, SE, M.Si.

Tujuan penelitian adalah 1. Mengetahui kinerja Rumah Sakit Santo
Antonius Jopu berdasarkan metode balanced scorecard dalam perspektif
keuangan. 2. Mengetahui kinerja Rumah Sakit Santo Antonius Jopu berdasarkan
metode balanced scorecard dalam perspektif pelanggan. 3. Mengetahui kinerja
Rumah Sakit Santo Antonius Jopu berdasarkan metode balanced scorecard dalam
perspektif proses bisnis internal. 4.Mengetahui kinerja Rumah Sakit Santo
Antonius Jopu berdasarkan metode balanced scorecard dalam perspektif
pembelajaran dan pertumbuhan.

Jenis penelitian adalah penelitian kualitatif dengan sampel berupa
Informan yang dipilih dengan teknik pusposive sampling sebanyak 15 informan.
Para informan terdiri dari lima pasien rawat inap, 5 pasien kontrol dan 5 pekerja
di Rumah Sakit Santo Antonius Jopu, yang sudah mengetahui situasi dan kondisi
Rumah Sakit ini. Alat analisis yang digunakan adalah deskriptif, balanced
scorecard dan SWOT.Jenis data dalam penelitian adalah data primer dan sekunder
dengan teknik pengumpulan data menggunakan wawancara, observasi, dan
dokumentasi.

Hasil analisis menunjukkan perspektif keuangan untuk rasio ekonomi
dengan nilai kurang dari 100% (ekonomis) dan rasio efisiensi dengan nilai kurang
dari 100% (sangat efisien) rasio efektivitas memperoleh nilai kurang dari 100%
atau tidak efektivitas. Untuk perspektif pelanggan ada lima variabel (pangsa pasar,
akuisisi pelanggan masih kurang dari 15 %/ tahun, retensi pelanggan belum
mencapai target 90% atau masih rendah, kepuasan pelanggan sudah mencapai
standar 95 % dan profitabilitas pelanggan masih kurang. Perspektif proses bisnis
internal, variabel Proses Inovasi kurang, Proses Operasi termasuk waktu tunggu
lebih dari 1 jam dan indikator pelayanan (BOR, LOS dan TOI) belum memenuhi
standar Depkes. sedangkan proses pelayanan purna jual cukup baik. Perspektif
Pembelajaran dan pertumbuhan ada variabel kapabilitas pekerja, kapabilitas
Sistem informasi dan iklim organisasi baik. Analisis SWOT menunjukkan hasil
X=1,66 dan Y=1,5 (positip,positip) berada kuadran 1 dengan strategi agresif
berarti situasi menguntungkan dimana Rumah Sakit Santo Antonius Jopu
memiliki peluang dan kekuatan sehingga dapat memanfaatkan peluang dan
kekuatan yang ada. Berdasarkan hasil penelitian tersebut dapat direkomendasikan
kepada Pimpinan Rumah Sakit Santo Antonius Jopu, agar bekerja lebih untuk
memanfaatkan peluang dan kekuatan yang ada, mendatangkan dokter spesialis
tetap, meningkatkan Promosi Rumah Sakit, meningkatkan pelayanan Pastoral
care, meningkatkan sosialisasi budaya organisasi kepada seluruh petugas RS

Kata kunci: Kinerja, Perspektif Keuangan, Perspektif Pelanggan, Perspektif
Proses Bisnis Internal, Perspektif Pembelajaran dan Pertumbuhan, dan SWOT.
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ABSTRACT

The Thesis untitled “Performance Analysis of Santo Antonius Jopu Hospital
in East Nusa Tenggara Ende with the Method Balanced Scorecard and SWOT”.
Was written by Maria Goretti Aran, and supervisited by P.Dr.Philipus Tule, SVD
and Daniel Taolin, SE, M.Si.

The research objectives are 1. To find out the performance of Santo
Anthony's Jopu Hospital based on the balanced scorecard method in a financial
perspective. 2. Knowing the performance of St. Antonius Jopu Hospital based on
the balanced scorecard method from a customer perspective. 3. Knowing the
performance of St. Antonius Jopu Hospital based on the balanced scorecard
method in the perspective of internal business processes. 4. Knowing the
performance of St. Anthony's Hospital Jopu based on the balanced scorecard
method in the perspective of learning and growth.

This type of research is qualitative research with a sample of 15 informants
selected by purposive sampling technique. The informants consisted of five
inpatients, 5 control patients and 5 workers at Santo Antonius Jopu Hospital, who
already knew the situation and conditions of this hospital. The analytical tools
used are descriptive, balanced scorecard and SWOT. The types of data in this
research are primary and secondary data with data collection techniques using
interviews, observation, and documentation.

The results of the analysis show that the financial perspective for
economic ratios with a value of less than 100% (economical) and efficiency ratios
with a value of less than 100% (very efficient) the effectiveness ratio obtains a
value of less than 100% or not effectiveness. For the customer perspective there
are five variables (market share, customer acquisition is still less than 15%/year,
customer retention has not reached the target of 90% or is still low, customer
satisfaction has reached a standard of 95% and customer profitability is still
lacking. Internal business process perspective, variable Innovative Process is
lacking, Operational Process including waiting time of more than 1 hour and
service indicators (BOR, LOS and TOI) do not meet the Ministry of Health
standards, while the after-sales service process is quite good Learning and growth
perspective there are variables of worker capability, information system capability
and climate good organization SWOT analysis shows the results X = 1.66 and Y =
1.5 (positive, positive) in quadrant 1 with an aggressive strategy means a
profitable situation where St. Antonius Jopu Hospital has opportunities and
strengths so that it can take advantage of existing opportunities and strengths
.Based on the results of this study, it can be recommended to the leadership of the
Santo Antonius Jopu Hospital, to work more to take advantage of existing
opportunities and strengths, to bring in permanent specialists, to increase hospital
promotions, to improve pastoral care services, to increase the socialization of
organizational culture to all hospital staff.

Key words: Performance, financial perspective, customer perspective, internal
business process perspective, learning and growth perspective, and
SWOT.
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