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ABSTRAK 

R i s c h a O k t a r i a n y / 2 2 . 2 0 0 9 . 2 2 2 / 2 0 1 3 / P e n g u k u r a n K i n e r j a P e r u s a h a a n d e n g a n 
M e n g g u n a k a n P e n d e k a t a n Balanced Scorecard p a d a P T . A s u r a n s i W a h a n a T a t a 
C a b a n g P a l e m b a n g / S i s t e m P e n g e n d a l i a n M a n a j e m e n . 

P e r u m u s a n m a s a l a h d a l a m p e n e l i t i a n i n i a d a l a h B a g a i m a n a k i n e r j a p a d a P T . A s u r a n s i 
W a h a n a T a t a C a b a n g P a l e m b a n g d e n g a n m e n g g u n a k a n p e n d e k a t a n Balanced 
Scorecard ? T u j u a n P e n e l i t i a n u n t u k m e n g e t a h u i k i n e r j a p a d a P T . A s u r a n s i W a h a n a 
T a t a C a b a n g P a l e m b a n g d e n g a n m e n g g u n a k a n p e n d e k a t a n Balanced Scorecard. 
M a n f a a t p e n e l i t i a n i n i a d a l a h b a g i p e n u l i s , b a g i P T . A s u r a n s i W a h a n a T a t a C a b a n g 
P a l e m b a n g , d a n b a g i A l m a m a t e r . 

J e n i s P e n e l i t i a n y a n g d i g u n a k a n a d a l a h p e n e l i t i a n d e s k r i p t i f . D i l a k u k a n d i P T . 
A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g y a n g b e r l o k a s i d i J l . K o l . H . B u r l i a n N o . 
1 7 3 K M 5 P a l e m b a n g . D a t a y a n g d i g u n a k a n a d a l a h d a t a s e k u n d e r . M e t o d e 
p e n g u m p u l a n d a t a a d a l a h m e t o d e w a w a n c a r a d a n d o k u m e n t a s i . A n a l i s i s y a n g 
d i g u n a k a n k u a n t i t a t i f d a n k u a l i t a t i f s e d a n g k a n t e k n i s a n a l i s i s y a n g d i g u n a k a n a d a l a h 
k u a l i t a t i f d a n k u a n t i t a t i f . 

D a r i h a s i l p e n e l i t i a n d e n g a n m e n g g u n a k a n p e n d e k a t a n Balanced Scorecard, n i l a i r a t a -
r a t a u n t u k m a s i n g - m a s i n g p e r s p e k t i f y a i t u p e r s p e k t i f k e u a n g a n d e n g a n i n d i k a t o r ; 
p e n d a p a t a n , b i a y a o p e r a s i o n a l , r a s i o l i k u i d i t a s , d a n r a s i o p r o f i t a b i l i t a s , p e r s p e k t i f 
p e l a n g g a n d e n g a n i n d i k a t o r ; r e t e n s i p e l a n g g a n , a k u i s i s i p e l a n g g a n d a n k e p u a s a n 
p e l a n g g a n , p e r s p e k t i f p roses b i s n i s i n t e r n a l d e n g a n i n d i k a t o r ; p roses i n o v a s i d a n p roses 
o p e r a s i s e r t a p e r s p e k t i f p e m b e i a j a r a n d a n p e r t u m b u h a n d e n g a n i n d i k a t o r ; k o m p e t e n s i 
S u m b e r D a y a M a n u s i a , r e t e n s i k a r y a w a n d a n p r o d u k t i v i t a s k a r y a w a n a d a l a h c u k u p b a i k . 
S e h i n g g a dapa t d i t a r i k k e s i m p u l a n b a h w a k i n e r j a p a d a P T . A s u r a n s i W a h a n a T a t a 
C a b a n g P a l e m b a n g t e r m a s u k d a l a m k r i t e r i a c u k u p , d e n g a n bebe rapa s a r an d a n 
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ABSTRACT 

R i s c h a O k t a r i a n y / 2 2 . 2 0 0 9 . 2 2 2 / 2 0 1 3 / The Corporate Performance Measurement 
By Using the Balanced Scorecard Approach at P T . A s u r a n s i W a h a n a T a t a 
P a l e m b a n g / Management Control Systems. 

The problem of this study was How the performance at P T . A s u r a n s i W a h a n a T a t a 
P a l e m b a n g by using the Balanced Scorecard approach? The purpose of this study 
was determine the performance o / P T . A s u r a n s i W a h a n a T a t a P a l e m b a n g by using 
the Balanced Scorecard approach. It is hoped that the study conducted could be 
useful for the writer, P T . A s u r a n s i W a h a n a T a t a P a l e m b a n g and the alma mater. 

This study used descriptive method. It was conducted at P T . A s u r a n s i W a h a n a T a t a 
P a l e m b a n g located a t J l . K o l . H . N o . B u r l i a n . 1 7 3 K M 5 P a l e m b a n g . The data of this 
study used secondary data. The techniques of collection the data were interviews and 
documentation. The technique of analyzing the data were quantitative and qualitative. 

The result of this study showed that the average value of each perpective, which were 
financial perspective with operating expenses, income, likuidity ratio, and 
profitability ratio; indicators customer perpective with retention of customer, 
customer acquisition, and customer satisfaction indicators; the internal business 
process perspective with innovation and operating process indicators; and the 
growth and learning perspective with human resources competency, employee 
retention and employee productivity indicators were quite good. It can be concluded 
that the performance at P T . A s u r a n s i W a h a n a T a t a P a l e m b a n g was included on 
adeguate criterion, although there are some suggestion and improvements that need 
to be done. 

Keywords: performance, financial perspective, customer perspective, internal 
business process perspective and learning and growth perspective 



BAB I 

PENDAHULUAN 

A. Latar Beiakang Masalah 

S e t i a p o r g a n i s a s i b a i k i t u b e r b e n t u k p e r u s a h a a n m a u p u n i n s t a n s i d a l a m 

m e l a k u k a n a k t i v i t a s o p e r a s i o n a l n y a t e n t u s a j a p e r l u m e n g u k u r k i n e r j a 

o r g a n i s a s i . P e n g u k u r a n k i n e r j a i n i d i l a k u k a n b u k a n h a n y a u n t u k m e n g e t a h u i 

b a i k b u r u k n y a h a s i l k e r j a y a n g d i l a k u k a n o r g a n i s a s i t e r s e b u t , a k a n t e t a p i j u g a 

d a p a t d i p a k a i s e b a g a i a l a t u k u r u n t u k m e l i h a t a p a k a h o r g a n i s a s i t e r s e b u t d a p a t 

b e r t a h a n a t a u t i d a k d a l a m o p e r a s i o n a l n y a . 

P e n g u k u r a n k i n e r j a a d a l a h t i n d a k a n p e n g u k u r a n y a n g d i l a k u k a n 

t e r h a d a p b e r b a g a i a k i t i v i t a s d a l a m r a n t a i n i l a i y a n g a d a p a d a p e r u s a h a a n 

( S o n y Y u w o n o , d k k . 2 0 0 7 : 2 3 ) , h a s i l p e n g u k u r a n t e r s e b u t k e m u d i a n 

d i g i m a k a n s e b a g a i u m p a n b a l i k y a n g a k a n m e m b e r i k a n i n f o r m a s i t e n t a n g 

p r e s t a s i p e l a k s a n a a n s u a t u r e n c a n a d a n t i t i k d i m a n a p e r u s a h a a n m e m e r l u k a n 

p e n y e s u a i a n - p e n y e s u a i a n a t a s a k t i v i t a s p e r e n c a n a a n d a n p e n g e n d a l i a n . 

P e n g u k u r a n k i n e r j a s e l a m a i n i y a n g d i t e r a p k a n o r g a n i s a s i b a i k p e r u s a h a a n 

m a u p u n i n s t a n s i b i a s a n y a h a n y a m e n g g u n a k a n p e n g u k u r a n k i n e r j a k e u a n g a n 

d a n n o n k e u a n g a n . 

P e n g u k u r a n k i n e r j a n o n k e u a n g a n t e n t a n g k e p u a s a n customer, 

p r o d u k t i v i t a s d a n cost effektiviness p r o s e s b i s n i s / i n t e m s e r t a p r o d u k t i v i t a s 

d a n k o m i t m e n p e r s o n e l y a n g a k a n m e n e n t u k a n k i n e r j a k e u a n g a n d i m a s a y a n g 

1 
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a k a n d a t a n g d a n d i d e s a i n u n t u k m e n i l a i s e b e r a p a b a i k a k t i v i t a s y a n g b e r h a s i l 

d i c a p a i d a n d i p u s a t k a n p a d a t i g a d i m e n s i u t a m a y a i t u : e f i s i e n s i , k u a l i t a s , d a n 

w a k t u . 

U n t u k m e n i l a i k i n e r j a s u a t u p e r u s a h a a n d i p e r l u k a n p e n g u k u r a n k i n e r j a 

y a n g k o m p r e h e n s i f , y a i t u p e n g u k u r a n k i n e r j a d e n g a n m e n g g u n a k a n Balanced 

Scorecard y a n g m e l i b a t k a n e m p a t a s p e k , y a i t u : p e r s p e k t i f k e u a n g a n , 

p e r s p e k t i f p e l a n g g a n , p e r s p e k t i f p r o s e s b i s n i s i n t e r n a l , d a n p e r s p e k t i f 

p e m b e i a j a r a n d a n p e r t u m b u h a n ( M a r d i a s m o , 2 0 0 2 : 1 2 3 ) . 

M e n u r u t M u i y a d i ( 2 0 0 1 : 3 4 4 ) p e n g u k u r a n k i n e r j a d e n g a n d e n g a n 

Balanced Scorecard a d a l a h s e k u m p u l a n u k u r a n k i n e r j a y a n g m e n c a k u p e m p a t 

p e r s p e k t i f a t a u p e n g u k u r a n k i n e r j a h a r u s t e r d a p a t k e s e i m b a n g a n a n t a r a u k u r a n 

k e u a n g a n d a n n o n k e u a n g a n . M e n u r u t A b d u l H a l i m , d k k ( 2 0 0 0 : 2 1 8 ) Balanced 

Scorecard m e r u p a k a n s u a t u s i s t e m p e n g u k u r a n k i n e r j a y a n g s t r a t e g i s k a r e n a 

t i d a k h a n y a m e m p e r t i m b a n g k a n a s p e k k e u a n g a n s a j a , t e t a p i j u g a a s p e k - a s p e k 

n o n k e u a n g a n , y a i t u : p e l a n g g a n , p r o s e s b i s n i s i n t e r n a l , p e r t u m b u h a n d a n 

p e m b e i a j a r a n . 

D a l a m m e n e r a p k a n s i s t e m p e n g u k u r a n k i n e r j a d e n g a n Balanced 

Scorecard t e r d a p a t k r i t e r i a - k r i t e r i a b a g i p e r u s a h a a n y a n g a k a n m e n e r a p k a n 

Balanced Scorecard. M e n u r u t S o n y Y u w o n o , d k k ( 2 0 0 2 : 1 5 5 ) k r i t e r i a - k r i e r i a 

t e r s e b u t a n t a r a l a i n : ( 1 ) m e m i l i k i v i s i d a n m i s i y a n g j e l a s d a n m u d a h 

d i p a h a m i s e r t a d i t u a n g k a n d a l a m k o n s e p - k o n s e p s t r a t e g i y a n g g a m l a n g , 

( 2 ) m e m i l i k i s t r u k t u r o r g a n i s a s i y a n g d i d o m i n a s i o l e h k e l o m p o k - k e l o m p o k 
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f u n g s i o n a l , ( 3 ) k o n d i s i p e r s a i n g a n y a n g s e m a k i n m e n i n g k a t , ( 4 ) k u a l i t a s 

s u m b e r d a y a m a n u s i a d a l a m p e r u s a h a a n a t a u o r g a n i s a s i . 

S i s t e m p e n i l a i a n k i n e r j a y a n g l e b i h k o m p r e h e n s i f t e r c e r m i n d a l a m 

Balanced Scorecard, s u a t u m e t o d e y a n g m e n g u n g k a p k a n b e t a p a p e n t i n g n y a 

u n t u k m e l i h a t b a i k a s p e k k e u a n g a n m a u p u n a s p e k n o n k e u a n g a n g u n a 

t e r c a p a i n y a k e s e i m b a n g a n d a l a m p e n g u k u r a n k i n e r j a . U n t u k m e n i n g k a t k a n 

k i n e r j a s u a t u p e r u s a h a a n , d i p e r l u k a n k i n e r j a s a m a s e l u r u h k a r y a w a n . O l e h 

k a r e n a i t u , p e r u s a h a a n h a m s m e m a h a m i v i s i , m i s i t u j u a n d a n s t r a t e g i 

p e m s a h a a n d e n g a n b a i k . Balanced Scorecard d a p a t m e m b a n t u p e m s a h a a n 

d a l a m m e n g k o m u n i k a s i k a n s e r t a m e n e r j e m a h k a n v i s i , m i s i d a n s t r a t e g i 

p e r u s a h a a n k e p a d a s e l u r u h k a r y a w a n y a n g a d a , m e l a l u i t u j u a n , u k u r a n , t a r g e t 

d a n i n i s i a t i f d a r i t i a p Balanced Scorecard Perspective. D e n g a n d e m i k i a n , 

d a p a t m e n c i p t a k a n d a n m e w u j u d k a n s u a t u k e s a t u a n a r a h u n t u k m e n u j u 

p e n c a p a i a n t u j u a n d a n s t r a t e g i p e m s a h a a n y a n g t e l a h d i t e t a p k a n . 

P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g m e m p a k a n p e m s a h a a n 

y a n g b e r g e r a k d i b i d a n g j a s a . D a l a m p e r k e m b a n g a n n y a P T . A s u r a n s i W a h a n a 

T a t a C a b a n g P a l e m b a n g d i h a d a p k a n p a d a k o n d i s i l i n g k u n g a n d e n g a n b e r b a g a i 

f a k t o r p e l u a n g d a n t a n t a n g a n . T i n g k a t p e r s a i n g a n s e m a k i n m e n i n g k a t k a r e n a 

m i m c u l n y a b e r m a c a m a s u r a n s i y a n g m e n y e d i a k a n b e r b a g a i f a s i h t a s d a n 

p e l a y a n a n y a n g m e m u a s k a n . P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g 

m e m i l i k i s u m b e r d a y a m a n u s i a y a n g b e r k u a l i t a s , t e r a m p i l d a n b e r k e m a m p u a n 

d i b i d a n g j a s a . S e h i n g g a P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g b i s a 

b e r t a h a n s a m p a i s e k a r a n g . 
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D a l a m r a n g k a p e n i n g k a t a n k i n e i j a p a d a P T . A s u r a n s i W a h a n a T a t a 

C a b a n g P a l e m b a n g d a p a t d i l i h a t p a d a t a b e l p e n g u k u r a n k i n e r j a d e n g a n 

m e n g g u n a k a n Balanced Scorecard d a r i t i g a t a h u n k e b e i a k a n g y a i t u 2 0 1 0 

s a m p a i d e n g a n t a h u n 2 0 1 2 . 

Tabel I . l 
PT. Asuransi Wahana Tata Cabang Palembang 

Pengukuran Kinerja 
Untuk Periode Yang Berakhir Desember 2010-2012 

rJTL'iii'aii l-¥iiGili 
201(1 2011 2012 

Perspektif 
Kpii i tnosn 
Ix.V U A l l i m , ^ • ' 

K i n e r j a 

P e n d a p a t a n P e n u r u n a n 
p e n d a p a t a n 

0 , 0 4 9 % 0 , 0 3 8 % 0 , 0 2 5 % 

R i a v a O n e r a s i o n a l 0 0 4 9 % 0 0 2 8 % 0 0 7 % 
R a s i o L i k u i d i t a s 
- Current 1 4 6 , 1 % 1 1 7 , 5 3 % 1 9 2 7 3 % 
Ratio{CR) 
- Quick Ratio{QR) 
- Cash Ratio 

9 5 , 5 2 % 4 9 , 0 6 % 8 0 , 8 4 % 

( C A R ) 1 6 , 9 % 4 6 , 3 5 % 2 9 , 4 3 % 
R a s i o P r o f i t a b i l i t a s 
- Net Profit 4 1 , 9 5 % 3 5 , 6 3 % 5 0 , 8 9 % 
Margin ( N P M ) 
- Asset 1 ,67 k a l i 1 ,39 k a l i 1 , 2 1 k a l i 
Turnover (AT) 
- Return On 
InvestmentfROl) 
- Return On 

7 0 , 3 0 % 4 9 , 5 8 % 6 1 , 7 1 % 

Equity{ROE) 1 0 0 , 1 8 % 8 5 , 3 4 % 9 9 , 3 3 % 
Perspektif 
Pelanggan 
l ) R e t e n s i p e l a n g g a n P e r t u m b u h a n u s a h a 

d e n g a n p e l a n g g a n 
y a n g a d a s a a t i n i 

9 3 , 0 2 % 5 0 , 3 6 % 5 8 , 0 3 % 

2 ) A k u i s i s i P e l a n g g a n b a r u 1 0 , 9 2 % 2 1 , 2 9 % 1 6 , 3 % 
P e l a n g g a n s e t i a p t a h u n n y a 
3 ) K e p u a s a n 
P e l a n g g a n 

B e s a m y a p r o d u k 
y a n g d i k l a i m 
p e l a n g g a n 

6 . 5 5 0 . 0 4 4 . 0 0 0 4 . 4 5 3 . 2 0 0 . 0 5 0 5 . 1 9 7 . 2 6 6 . 8 8 0 
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Perspektif Bisnis 
Internal 
1 ) I n o v a s i p r o d u k 

d a n j a s a y a n g 
d i t a w a r k a n 

P e n j u a l a n d a r i 
p r o d u k b a r u 
t e r h a d a p t o t a l 
p e n d a p a t a n 
p e r u s a h a a n 

1 1 8 , 4 6 % 7 8 , 8 % 5 5 , 8 4 % 

2 ) P r o s e s O p e r a s i T i n g k a t e f e k t i f i t a s 
d a r i p r o s e s o p e r a s i 

1 4 h a r i 1 0 h a r i 7 h a r i 

Perspektif 
Pembeiajaran dan 
Pertumbuhan 

1 ) K o m p e t e n s i 
S D M 

R a s i o k a r y a w a n 
y a n g i k u t p e l a t i h a n 

1 0 o r a n g 1 8 o r a n g 2 5 o r a n g 

2 ) R e t e n s i K a r y a w a n R a s i o k a r y a w a n 
y a n g m a m p u 
b e r t a h a n s e l a m a 
m u n g k i n 

1 5 , 2 % 1 0 , 7 % 8 % 

3 ) P r o d u k t i v i t a s 
K a r y a w a n 

R a t a - r a t a k e h a d i r a n 
k a r y a w a n 

15 h a r i 1 8 h a r i 2 0 h a r i 

S u m b e r : P T . A s u r a n s i W a h a n a T a t a C a b a n g ^ a l e m b a n g , 2 0 1 3 

B e r d a s a r k a n t a b e l I . l , m a k a d a p a t d i l i h a t b a h w a P T . A s u r a n s i W a h a n a 

T a t a C a b a n g P a l e m b a n g d i t e m u k a n a d a n y a p e r m a s a l a h a n d i m a n a p e n d a p a t a n 

p r e m i y a n g d i d a p a t p e r u s a h a a n m e n g a l a m i p e n u r u n a n . H a l i n i d i s e b a b k a n 

k a r e n a p e r u s a h a a n s e t i a p t a h u n n y a m e n a m b a h p r o d u k p r e m i , a k a n t e t a p i 

p r o d u k p r e m i t i d a k m e n c a p a i p e n d a p a t a n y a n g m e m u a s k a n s e s u a i y a n g 

d i i n g i n k a n p e r u s a h a a n . D a l a m h a l i n i p e r l u k i t a l i h a t p e n g u k u r a n k i n e r j a 

p e r t u m b u h a n p e n d a p t a n p r e m i d a r i P T . A s u r a n s i W a h a n a T a t a C a b a n g 

P a l e m b a n g t e r s e b u t u n t u k d a p a t b e r k e m b a n g d i m a s a m e n d a t a n g . 

P a d a p e r s p e k t i f p e l a n g g a n , p e r t u m b u h a n u s a h a d e n g a n p e l a n g g a n y a n g 

a d a s a a t i n i d a n p e l a n g g a n b a r u s e t i a p t a h u n n y a d a p a t d i l i h a t p e r s e n t a s e 

r e t e n s i p e l a n g g a n , a k u i s i s i p e l a n g g a n d a n k e p u a s a n p e l a n g g a n . P T . A s u r a n s i 

W a h a n a T a t a C a b a n g P a l e m b a n g m e n g h a r a p k a n m a n a j e r h a r u s 
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m e n g i d e n t i f i k a s i k a n p r o s e s - p r o s e s y a n g p a l i n g k r i t i s u n t u k m e n c a p a i t u j u a n 

p e n i n g k a t a n n i l a i b a g i p e l a n g g a n d a n t u j u a n p e n i n g k a t a n n i l a i b a g i p e m e g a n g 

s a h a m . 

D a l a m p e r s p e k t i f b i s n i s i n t e r n a l d i l i h a t s e g i i n o v a s i p r o d u k d a n j a s a 

y a n g d i t a w a r k a n d a r i t a h u n 2 0 1 0 s a m p a i d e n g a n t a h u n 2 0 1 2 m e n g a l a m i 

p e n u r u n a n t i a p t a h u n n y a d a n m i n i m n y a p r o s e s o p e r a s i p a d a t a h u n 2 0 1 0 

d i s e b a b k a n k a r e n a p r o s e s u n t u k m e m b u a t d a t a d a n m e n y a m p a i k a n p r o d u k d a n 

j a s a s a n g a t k u r a n g . 

P e r s p e k t i f p e m b e l a j r a n d a n p e r t u m b u h a n d a p a t d i l i h a t d a r i k o m p e t e n s i 

S D M ( k a r y a w a n y a n g i k u t p e l a t i h a n ) , r e t e n s i k a r y a w a n ( k a r y a w a n y a n g 

m a m p u b e r t a h a n s e l a m a m u n g k i n ) , d a n p r o d u k t i v i t a s k a r y a w a n . 

B e r d a s a r k a n u r a i a n l a t a r b e i a k a n g m a s a l a h t e r s e b u t , m a k a p e n u l i s 

t e r t a r i k u n t u k m e l a k u k a n p e n e l i t i a n d a n m e n g a m b i l j u d u l P e n g u k u r a n K i n e r j a 

P e r u s a h a a n D e n g a n M e n g g u n a k a n P e n d e k a t a n Balanced Scorecard P a d a 

P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g . 

B. Rumusan Masalah 

B e r d a s a r k a n l a t a r b e i a k a n g t e r s e b u t d a n k a r e n a r u m u s a n m a s a l a h 

m e r u p a k a n l a n g k a h y a n g p e n t i n g d a l a m p e n u l i s a n p e n e l i t i a n i n i , m a k a p e n u l i s 

m e n c o b a m e r u m u s k a n m a s a l a h y a n g m e n j a d i d a s a r d a l a m p e n e l i t i a n i n i y a i t u 

B a g a i m a n a k i n e r j a p e r u s a h a a n d e n g a n m e n g g u n a k a n p e n d e k a t a n balanced 

scorecard p a d a P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g ? 
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C . Tujuan Penelitian 

B e r d a s a r k a n p e r m a s a l a h a n y a n g t e l a h d i k e m u k a k a n d i a t a s , m a k a 

t u j u a n y a n g i n g i n d i c a p a i d a r i p e n u l i s a n i n i a d a l a h i m t u k m e n g e t a h u i d a n 

m e n d i s k r i p s i k a n k i n e r j a p e r u s a h a a n d e n g a n m e n g g i m a k a n p e n d e k a t a n 

balanced scorecard p a d a P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g ? 

D. Manfaat Penelitian 

M a n f a a t y a n g d i h a r a p k a n d a l a m p e n e l i t i a n i n i a d a l a h : 

a. B a g i p e n u l i s , m e m b e r i k a n p e m a h a m a n y a n g l e b i h b a i k m e n g e n a i p e n i l a i a n 

k i n e r j a p e r u s a h a a n d e n g a n m e n g g i m a k a n p e n d e k a t a n Balanced Scorecard. 

b . B a g i P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g , s e b a g a i b a h a n 

m a s u k a n a t a u p e r t i m b a n g a n m e n g e n a i s i s t e m p e n i l a i a n k i n e r j a y a n g 

k o m p r e h e n s i f d e n g a n Balanced Scorecard s e h i n g g a P T . A s u r a n s i W a h a n a 

T a t a C a b a n g P a l e m b a n g d a p a t m e n g e v a l u a s i k i n e r j a n y a s e e a r a l e b i h 

k o m p e r h e n s i f . 

c. B a g i a l m a m a t e r , s e b a g a i b a h a n m a s u k a n b a g i p e n u l i s l a i n n y a y a n g a k a n 

m e l a k u k a n p e n e l i t i a n s e h u b u n g a n d e n g a n j u d u l p e n e l i t i a n i n i . 
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KAJIAN PUSTAKA 

A. Penelitian Sebelumnya 

P e n e l i t i a n s e b e l u m n y a d i l a k u k a n o l e h S a r i S e p t i a L e s t a r i ( 2 0 1 1 ) 

d e n g a n j u d u l I m p l e m e n t a s i Balanced Scorecard S e b a g a i A l a t U k u r K i n e r j a 

P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g . A d a p u n p e r u m u s a n m a s a l a h 

d a l a m p e n e l i t i a n t e r s e b u t a d a l a h a p a k a h p e n g i m p l e m e n t a s i a n Balanced 

Scorecard s e b a g a i a l a t p e n g u k u r a n k i n e i j a p a d a P T . A s u r a n s i W a h a n a T a t a 

C a b a n g P a l e m b a n g d a p a t d i i m p l e m e n t a s i k a n . 

T u j u a n p e n e l i t i a n i n i a d a l a h u n t u k m e n g e t a h u i p e n g i m p l e m e n t a s i a n 

Balanced Scorecard s e b a g a i a l a t p e n g u k u r a n k i n e r j a p a d a P T . A s u r a n s i 

W a h a n a T a t a C a b a n g P a l e m b a n g . M e t o d e p e n e l i t i a n y a n g d i g i m a k a n o l e h 

p e n e l i t i s e b e l u m n y a a d a l a h d e n g a n m e n g g i m a k a n d a t a p r i m e r d a n d a t a 

s e k u n d e r . H a s i l d a r i p e n e l i t i a n i n i m e n y a t a k a n b a h w a t e r j a d i p e n u r u n a n 

p e n d a p a t a n p r e m i p a d a P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g 

d i s e b a k a n o l e h b e r t a m b a h n y a p r o d u k p r e m i s e t i a p t a h u n n y a y a n g d i u k u r 

d e n g a n p e n d e k a t a n balanced scorecard p a d a p e r s p e k t i f k e u a n g a n . 

A d a p u n p e r b e d a a n d a l a m p e n e l i t i a n s e k a r a n g d e n g a n s e b e l u m n y a 

a d a l a h p a d a p e n e l i t i a n s e b e l u m n y a m e n g a n a l i s i s a p a k a h p e n g i m p l e m e n t a s i a n 

Balanced Scorecard s e b a g a i a l a t p e n g u k u r a n k i n e i j a p a d a P T . A s u r a n s i 

W a h a n a T a t a C a b a n g P a l e m b a n g s u d a h d i i m p l e m e n t a s i k a n . S e d a n g k a n p a d a 

p e n e l i t i a n s e k a r a n g m e n g a n a l i s i s a p a k a h p e n g u k u r a n k i n e r j a dengan balanced 

8 
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scorecard p a d a P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g s u d a h c u k u p 

b a i k d a l a m r a n g k a p e n c a p a i a n m i s i , v i s i , d a n s t r a t e g i p e r u s a h a a n n y a . 

A d a p u n p e r s a m a a n p e n e l i t i a n s e k a r a n g j u g a m e m b a h a s t e n t a n g 

p e n g u k u r a n k i n e i j a d e n g a n Balanced Scorecard s e p e r t i y a n g s u d a h d i l a k u k a n 

o l e h p e n e l i t i s e b e l u m n y a . 

B. Landasan Teori 

1. Sistem Pengukuran Kinerja 

a. Pengertian Pengukuran Kinerja 

M u i y a d i ( 2 0 0 1 : 3 4 4 ) p e n g u k u r a n k i n e r j a d e n g a n Balanced 

Scorecard a d a l a h s e k u m p u l a n u k u r a n k i n e r j a y a n g m e n c a k u p e m p a t 

p e r s p e k t i f a t a u p e n g u k u r a n k i n e r j a h a r u s t e r d a p a t k e s e i m b a n g a n a n t a r a 

u k u r a n k e u a n g a n d a n n o n k e u a n g a n . 

S o n y Y u w o n o ( 2 0 0 6 : 2 1 - 2 3 ) p e n g u k u r a n k i n e i j a s e b a g a i s u a t u 

a k i t i f i t a s p e n g u k u r a n t e r h a d a p h a s i l k i n e r j a d a r i s u a t u a k t i f i t a s a t a u 

m e n j u m l a h k a n r a n t a i n i l a i . 

A b d u l H a l i m ( 2 0 0 0 : 2 0 7 ) p e n g u k u r a n k i n e r j a m e r u p a k a n 

m e k a n i s m e p e r b a i k a n l i n g k u n g a n o r g a n i s a s i a g a r b e r h a s i l d a l a m 

m e n e r a p k a n s t r a t e g i p e r u s a h a a n . 

B e r d a s a r k a n p e n d a p a t d i a t a s m a k a d a p a t d i s i m p u l k a n b a h w a 

p e n g u k u r a n k i n e r j a p a d a d a s a m y a m e r u p a k a n s u a t u p r o s e s y a n g 

d i l a k u k a n u n t u k m e n i l a i h a s i l y a n g t e l a h d i c a p a i s u a t u o r g a n i s a s i 

b e r d a s a r k a n s a s a r a n d a n t u j u a n y a n g t e l a h d i t e t a p k a n m e l a l u i a l a t u k u r 

financial d a n non financial. 
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b. Elemen Pengukuran Kinerja 

S o n y ( 2 0 0 6 : 1 2 1 ) p e n g u k u r a n k i n e r j a m e m i l i k i b e b e r a p a e l e m e n 

p e n t i n g d i d a l a m n y a a n t a r a l a i n : 

1 ) M e n e t a p k a n t u j u a n , s a s a r a n , d a n s t r a t e g i o r g a n i s a s i . 

T u j u a n a d a l a h p e r n y a t a a n s e e a r a u m u m t e n t a n g a p a y a n g i n g i n 

d i c a p a i o r g a n i s a s i . S a s a r a n m e r u p a k a n t u j u a n o r g a n i s a s i y a n g s u d a h 

d i n y a t a k a n s e e a r a e k s p l i s i t d e n g a n d i s e r t a i b a t a s a n w a k t u y a n g j e l a s . 

S t r a t e g i a d a l a h c a r a a t a u t e k n i k y a n g d i g u n a k a n o r g a n i s a s i u n t u k 

m e n c a p a i t u j u a n d a n s a s a r a n . 

2 ) M e r u m u s k a n i n d i k a t o r d a n u k u r a n k i n e r j a . 

I n d i k a t o r k i n e r j a m e n g a c u p a d a p e n i l a i a n k i n e r j a s e e a r a t i d a k 

l a n g s u n g y a i t u h a l - h a l y a n g s i f a t n y a h a n y a m e r u p a k a n i n d i k a s i -

i n d i k a s i k i n e r j a . U k u r a n k i n e r j a m e n g a c u p a d a p e n i l a i a n k i n e r j a 

s e e a r a l a n g s i m g . 

3 ) M e n g u k u r t i n g k a t k e t e r c a p a i a n t u j u a n d a n s a s a r a n - s a s a r a n o r g a n i s a s i . 

J i k a k i t a s u d a h m e m p u n y a i i n d i k a t o r d a n u k u r a n k i n e r j a y a n g j e l a s , 

m a k a p e n g u k u r a n k i n e r j a b i s a d i i m p l e m e n t a s i k a n . M e n g u k u r t i n g k a t 

k e t e r c a p a i a n t u j u a n , s a s a r a n d a n s t r a t e g i a d a l a h m e m b a n d i n g k a n h a l 

a k t u a l d e n g a n i n d i k a t o r d a n u k u r a n k i n e r j a y a n g t e l a h d i t e t a p k a n . 

4 ) E v a l u a s i k i n e r j a . 

E v a l u a s i k i n e r j a a k a n m e m b e r i k a n g a m b a r a n k e p a d a p e n e r i m a 

m e n g e n a i n i l a i k i n e r j a y a n g b e r h a s i l d i c a p a i o r g a n i s a s i . 

I n f o r m a s i c a p a i a n k i n e i j a d a p a t d i p e r g u n a k a n o l e h p i h a k m a n a j e m e n 
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p e r u s a h a a n u n t u k b e r b a g a i h a l . a n t a r a l a i n : 

a ) U m p a n b a l i k {feedback) 

H a s i l p e n g u k u r a n t e r h a d a p c a p a i a n k i n e r j a d i j a d i k a n d a s a r b a g i 

m a n a j e m e n a t a u p e n g e l o l a o r g a n i s a s i u n t u k p e r b a i k a n k i n e i j a 

p a d a p e r i o d e b e r i k u t n y a . B i s a d i j a d i k a n l a n d a s a n p e m b e r i a n 

reward and punishment t e r h a d a p m a n a j e r d a n a n g g o t a 

o r g a n i s a s i . 

b ) P e n i l a i a n k e m a j u a n o r g a n i s a s i 

P e n g u k u r a n k i n e r j a y a n g d i l a k u k a n s e t i a p p e r i o d e w a k t u t e r t e n t u 

s a n g a t b e r m a n f a a t u n t u k m e n i l a i k e m a j u a n y a n g t e l a h d i c a p a i 

o r g a n i s a s i . 

c ) M e n i n g k a t k a n k u a l i t a s p e n g a m b i l a n k e p u t u s a n d a n a k u n t a b i l i t a s 

P e n g u k u r a n k i n e r j a m e n g h a s i l k a n i n f o r m a s i y a n g s a n g a t 

b e r m a n f a a t i m t u k p e n g a m b i l a n k e p u t u s a n m a n a j e m e n m a u p u n 

stakeholders. 

c. Tujuan Sistem Pengukuran Kinerja 

A b d u l H a l i m , d k k ( 2 0 0 0 : 2 0 9 ) , t u j u a n d a r i s i s t e m p e n g u k u r a n 

k i n e r j a a d a l a h u n t u k m e m b a n t u d a l a m m e n e t a p k a n s t r a t e g i . D a l a m 

p e n e r a p a n s i s t e m p e n g u k u r a n k i n e r j a t e r d a p a t e m p a t k o n s e p d a s a r : 

1 ) M e n e n t u k a n s t r a t e g i 

D a l a m h a l i n i p a l i n g p e n t i n g a d a l a h t u j u a n d a n t a r g e t o r g a n i s a s i 

d i n y a t a k a n s e e a r a e k s p l i s i t d a n j e l a s . S t r a t e g i h a r u s d i b u a t p e r t a i ^ j t f ^ i S ^ 
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k a l i u n t u k k e s e l u r u h a n o r g a n i s a s i d a n k e m u d i a n d i k e m b a n g k a n k e 

l e v e l f u n g s i o n a l d i b a w a h n y a . 

2 ) M e n e n t u k a n p e n g u k u r a n s t r a t e g i 

P e n g u k u r a n s t r a t e g i d i p e r l u k a n u n t u k m e n g a r t i k u l a s i s t r a t e g i k e 

s e l u r u h a n g g o t a o r g a n i s a s i . O r g a n i s a s i t e r s e b u t h a r u s f o k u s p a d a 

b e b e r a p a p e n g u k u r a n k r i t i k a l s a j a . S e h i n g g a m a n a j e m e n t i d a k 

t e r l a l u b a n y a k m e l a k u k a n p e n g u k u r a n i n d i k a t o r k i n e r j a y a n g t i d a k 

p e r l u . 

3 ) M e n g i n t e g r a s i k a n p e n g u k u r a n k e d a l a m s i s t e m m a n a j e m e n 

P e n g u k u r a n h a r u s m e r u p a k a n b a g i a n o r g a n i s a s i b a i k s e e a r a f o r m a l 

m a u p u n i n f o r m a l , J u g a m e r u p a k a n b a g i a n d a r i b u d a y a p e r u s a h a a n 

4 ) M e n g e v a l u a s i p e n g u k u r a n h a s i l s e e a r a b e r k e s i n a m b u n g a n 

M a n a j e m e n h a r u s s e l a l u m e n g e v a l u a s i p e n g u k u r a n k i n e r j a 

o r g a n i s a s i a p a k a h m a s i h v a l i d u n t u k d i t e t a p k a n d a r i w a k t u k e 

w a k t u . 

d. Manfaat Pengukuran Kinerja 

V i n c e n t G a s p e r s z ( 2 0 0 5 : 6 8 ) m a n f a a t d a r i p e n g u k u r a n k i n e r j a y a n g 

b a i k a d a l a h : 

1 ) M e n e l u s u r i k i n e r j a t e r h a d a p h a r a p a n p e l a n g g a n s e h i n g g a a k a n 

m e m b a w a p e r u s a h a a n l e b i h d e k a t p a d a p e l a n g g a n n y a d a n m e m b u a t 

s e l i u i i h o r a n g d a l a m o r g a n i s a s i t e r h b a t d a l a m u p a y a m e m b e r i 

k e p u a s a n k e p a d a p e l a n g g a n 
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2 ) M e m o t i v a s i p e g a w a i i m t u k m e l a k u k a n p e l a y a n a n s e b a g a i b a g i a n d a r i 

m a t a r a n t a i p e l a n g g a n d a n p e m a s o k i n t e r n a l . 

3 ) M e n g i n d e n t i f i k a s i b e r b a g a i p e m b o r o s a n s e k a l i g u s m e n d o r o n g u p a y a -

u p a y a p e n g u r a n g a n t e r h a d a p p e m b o r o s a n t e r s e b u t (reduction of waste) 

4 ) M e m b u a t s u a t u t u j u a n s t r a t e g i s y a n g b i a s a n y a m a s i h k a b u r m e n j a d i 

l e b i h k o n k r i t s e h i n g g a m e m p e r c e p a t p r o s e s p e m b e i a j a r a n o r g a n i s a s i . 

5 ) M e m b a n g u n k o n s e n s u s u n t u k m e l a k u k a n s u a t u p e r u b a h a n d e n g a n 

m e m b e r reward a t a s p e r i l a k u y a n g d i h a r a p k a n i t u . 

e. Kelemahan Pengukuran Kinerja 

R o b e r t S . K a p l a n d a n D a v i d P . N o r t o n ( 2 0 0 2 : 7 5 ) m e n y a t a k a n 

b a h w a k e l e m a h a n - k e l e m a h a n p e n g u k u r a n k i n e r j a y a n g m e n i t i k b e r a t k a n 

p a d a k i n e r j a k e u a n g a n y a i t u : 

1 ) K e t i d a k m a m p u a n m e n g u k u r k i n e r j a h a r t a - h a r t a t i d a k t a m p a k 

(intangible assets) d a n h a r t a - h a r t a i n t e l e k t u a l ( s u m b e r d a y a m a n u s i a ) 

p e r u s a h a a n . 

2 ) K i n e r j a k e u a n g a n h a n y a m a m p u b e r c e r i t a m e n g e n a i s e d i k i t m a s a l a l u 

p e r u s a h a a n d a n t i d a k m a m p u s e p e n u h n y a m e n u n t i m p e r u s a h a a n k e 

a r a h y a n g l e b i h b a i k . 
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2. Balanced Scorecard 

a. Pengertian Balanced Scorecrad 

A b d u l H a l i m ( 2 0 0 0 : 2 0 9 ) Balanced Scorecard a d a l a h a l a t 

m e m f o k u s k a n o r g a n i s a s i , m e n i n g k a t k a n k o m u n i k a s i , m e n e t a p k a n 

t u j u a n o r g a n i s a s i d a n m e n y e d i a k a n u m p a n b a l i k b a g i m a n a j e m e n . 

S o n y Y u w o n o , d k k ( 2 0 0 6 : 8 ) Balanced Scorecard m e r u p a k a n 

s u a t u s i s t e m m a n a j e m e n , p e n g u k u r a n d a n p e n g e n d a l i a n y a n g s e e a r a 

c e p a t d a n k o m p e r h e n s i f d a p a t m e m b e r i k a n p e m a h a m a n k e p a d a 

m a n a j e r t e n t a n g performance b i s n i s . 

B e r d a s a r k a n b e b e r a p a p e n d a p a t d i a t a s m a k a d a p a t 

d i s i m p u l k a n b a h w a Balanced Scorecard m e r u p a k a n s u a t u s i s t e m 

p e n g u k u r a n k i n e r j a y a n g t i d a k h a n y a m e n g u k u r s i s i k e u a n g a n s a j a , 

a k a n t e t a p i m e l a k u k a n p e n g u k u r a n s e e a r a k o m p e r h e n s i f y a n g d i u k u r 

m e l a l u i e m p a t p e r s p e k t i f y a i t u , p e r s p e k t i f k e u a n g a n , p e r s p e k t i f 

p e l a n g g a n , p e r s p e k t i f p r o s e s b i s n i s i n t e r n a l , d a n p e r s p e k t i f 

p e m b e i a j a r a n d a n p e r t i u n b u h a n . 

b. Tujuan Balanced Scorecard 

M u i y a d i d a n J o h n y ( 2 0 0 0 : 3 3 0 ) t u j u a n d a r i Balanced 

Scorecard a d a l a h u n t u k m e m o t i v a s i m a n a j e r d a l a m m e w u j u d k a n 

k i n e r j a d a l a m e m p a t p e r s p e k t i f Balanced Scorecard a g a r k i n e r j a 

k e u a n g a n y a n g d i w u j u d k a n p e r u s a h a a n b e r j u m l a h b e s a r d a n b e r s i f a t 

sustainable ( b e r j a n g k a p a n j a n g ) . 
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A b d u l H a l i m ( 2 0 0 0 : 2 0 9 ) t u j u a n d a r i Balanced Scorecard y a i t u 

s e b a g a i a l a t m e m f o k u s k a n o r g a n i s a s i , m e n i n g k a t k a n k o m u n i k a s i , 

m e n e t a p k a n t u j u a n o r g a n i s a s i d a n m e n y e d i a k a n u m p a n b a l i k b a g i 

m a n a j e m e n . 

D e n g a n d e m i k i a n d a p a t d i s i m p u l k a n b a h w a t u j u a n d a r i 

Balanced Scorecard y a i t u d a p a t m e m b a n t u m a n a j e m e n d a l a m 

p e n g a m b i l a n k e p u t u s a n u n t u k m e n e n t u k a n l a n g k a h - l a n g k a h d a l a m 

m e n c a p a i t u j u a n p e r u s a h a a n s e e a r a k e s e l u r u h a n d a n m e n j a d i d a s a r 

d a l a m p e m b e r i a n p e n g h a r g a a n t e r h a d a p p r o d u k t i v i t a s a t a u p r e s t a s i 

k a r y a w a n s e r t a m e n j a d i d a s a r d a l a m m e n g e v a l u a s i l a n g k a h - l a n g k a h 

y a g t e l a h d i l a k u k a n , m a n a y a n g h a r u s d i k o r e k s i d a n m a n a y a n g h a r u s 

d i k e m b a n g k a n l a g i . 

c. Manfaat Balanced Scorecard 

Balanced Scorecard m e r u p a k a n p e t u n j u k a r a h b a g i p a r a 

m a n a j e r d a l a m m e n c a p a i s u k s e s d a l a m p e r s a i n g a n d i m a s a y a n g a k a n 

d a t a n g . M e l a l u i Balanced Scorecard m e m i m g k i n k a n p a r a m a n a j e r 

p e r u s a h a a n m e n g u k u r b a g a i m a n a b i s n i s m e r e k a m e l a k u k a n p e n c i p t a a n 

n i l a i s a a t i n i d e n g a n t e t a p m e m p e r t i m b a n g k a n k e p e n t i n g a n 

k e p e n t i n g a n d i m a s a d a t a n g . 

K a p l a n d a n N o r t o n ( 2 0 0 0 : 7 0 ) m a n f a a t d a r i Balanced 

Scorecard a n t a r a I a i n : 
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1 ) Balanced Scorecard m a m p u m e m b e r i p a r a e k s e k u t i f k e r a n g k a 

k e r j a y a n g k o m p r e h e n s i f u n t u k m e n t e r j e m a h k a n v i s i d a n s t r a t e g i 

p e r u s a h a a n k e d a l a m s e p e r a n g k a t u k u r a n k i n e r j a y a n g t e r p a d u . 

2 ) Balanced Scorecard m a m p u m e n t e r j e m a h k a n m i s i d a n s t r a t e g i k e 

d a l a m b e r b a g a i t u j u a n d a n u k u r a n . . 

3 ) Balanced Scorecard m e m b e r i k e r a n g k a k e r j a , b a h a s a u n t u k 

m e n g k o m u n i k a s i k a n m i s i d a n s t r a t e g i . 

4 ) Balanced Scorecard m e n g g u n a k a n p e n g u k u r a n y a n g m a m p u 

m e m b e r i k a n i n f o r m a s i k e p a d a p a r a p e k e r j a t e n t a n g f a k t o r y a n g 

m e n d o r o n g k e b e r h a s i l a n s a a t i n i d a n y a n g a k a n d a t a n g . 

5 ) E m p a t p e r s p e k t i f d a l a m Balanced Scorecard m a m p u m e m b e r i k a n 

k e s e i m b a n g a n a n t a r a t u j u a n j a n g k a p e n d e k d a n j a n g k a p a n j a n g . 

S o n y Y u w o n o ( 2 0 0 3 : 6 ) m a n f a a t Balanced Scorecard b a g i 

o r g a n i s a s i s e b a g a i m e t o d e p e n g u k u r a n k i n e r j a y a i t u : 

1 ) Balanced Scorecard t i d a k h a n y a m e m f o k u s k a n p a d a k e u a n g a n , 

n a m u n p a d a s e j u m l a h u k u r a n y a n g t e r i n t e g r a s i k e d a l a m e m p a t 

p e r s p e k t i f . 

2 ) Balanced Scorecard t i d a k h a n y a m e m f o k u s k a n p a d a p r o s e s 

p e n c a p a i a n h a s i l , s e h i n g g a b u k a n h a n y a p a d a h a s i l a k h i r s a j a . 

3 ) P e n a m b a h a n w a w a s a n t o l a k u k u r m a s i h b e l u m m e n c e r m i n k a n 

k e a d a a n n y a t a d i h a d a p i p i m p i n a n , b a h k a n m e n g a r a h k a n p a d a 

m u n c u l n y a m a s a l a h b a r u b e r u p a i n f o r m a s i overload, k a r e n a 

m a s i n g - m a s i n g t o l a k u k u r d i p a n d a n g t e r p i s a h . 
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4 ) Balanced Scorecard m e n c e r m i n k a n t i m b u l n y a k o n f l i k a t a u 

k o m p e t i s i y a n g s e h a t a n t a r a b a g i a n i n d i v i d u d a l a m o r g a n i s a s i . 

B e r d a s a r k a n p e n j e l a s a n - p e n j e l a s a n m a n f a a t Balanced 

Scorecard d i a t a s d a p a t d i s i m p u l k a n b a h w a Balanced Scorecard d a p a t 

m e m b e r i k a n k e r a n g k a b e r f i k i r u n t u k m e n j a b a r k a n s t r a t e g i p e r u s a h a a n 

k e d a l a m s e g i o p e r a s i o n a l s e e a r a k o m p r e h e n s i f , j e l a s d a n k o h e r e n . 

d. Tolak ukur Balanced Scorecard 

A b d u l H a l i m ( 2 0 0 0 : 2 1 1 ) d i d a l a m Balanced Scorecard 

t e r d a p a t 4 p e r s p e k t i f y a n g d i n i l a i y a i t u : 

1 ) P e r s p e k t i f K e u a n g a n 

P e r s p e k t i f K e u a n g a n a d a l a h m e n g i m p l e m e n t a s i k a n r e n c a n a 

a t a u t i n d a k a n y a n g m e m b e r i k a n k o n t r i b u s i p a d a p e r b a i k a n 

l a b a y a n g m e r u p a k a n s a s a r a n k e u a n g a n y a n g p e r l u d i c a p a i o l e h 

p e r u s a h a a n d a l a m m e w u j u d k a n v i s i n y a . 

2 ) P e r s p e k t i f P e l a n g g a n 

P e r s p e k t i f P e l a n g g a n a d a l a h m e m b e r i k a n g a m b a r a n s e g m e n p a s a r 

y a n g d i t u j u d a n p e l a n g g a n b e s e r t a k e b u t u h a n y a n g d i l a y a n i o l e h 

p e r u s a h a a n d a l a m u p a y a u n t u k m e n c a p a i s a s a r a n k e u a n g a n . 

3 ) P e r s p e k t i f P r o s e s B i s n i s I n t e r n a l 

P e r s p e k t i f P r o s e s B i s n i s I n t e r n a l m e m b e r i k a n g a m b a r a n p r o s e s 

y a n g h a r u s d i b a n g u n u n t u k m e l a y a n i p e l a n g g a n m e n c a p a i s a s a r a n 

k e u a n g a n t e r t e n t u . 
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4 ) P e r s p e k t i f P e m b e i a j a r a n d a n P e r t u m b u h a n 

P e r s p e k t i f P e m b e i a j a r a n d a n P e r t u m b u h a n m e r u p a k a n p e r g e r a k a n 

u n t u k m e m b a n g u n k o m p e t e n s i k e u a n g a n , p r a s a r a n a s i s t e m d a n 

s a s a r a n l i n g k u n g a n d i p e r l u k a n . 

B e r d a s a r k a n p e n j e l a s a n e l e m e n - e l e m e n y a n g d i u k u r d a l a m 

balanced scorecard d i a t a s d a p a t d i s i m p u l k a n b a h w a balanced 

scorecard m e n g g u n a k a n e m p a t p e r s p e k t i f y a i t u , p e r s p e k t i f 

k e u a n g a n , p e r s p e k t i f p e l a n g g a n , p e r s p e k t i f p r o s e s b i s n i s i n t e r n a l 

d a n p e r s p e k t i f p e m b e i a j a r a n d a n p e r t u m b u h a n . 

e. Keunggulan dan Kelemahan Balanced Scorecard 

1 ) K e u n g g u l a n Balanced Scorecard 

A b d u l H a l i m ( 2 0 0 0 : 1 2 7 ) k e u n g g u l a n d a r i Balanced Scorecard 

s e b a g a i m e t o d e p e n g u k u r a n k i n e r j a m a n a j e m e n d i b a n d i n g k a n 

d e n g a n p e n g u k u r a n k i n e i j a t r a d i s i o n a l a d a l a h : 

a ) M e r u p a k a n k o n s e p p e n g u k u r a n k i n e r j a y a n g k o m p r e h e n s i f 

Balanced Scorecard m e n e k a n k a n p e n g u k u r a n k i n e i j a 

m a n a j e m e n t i d a k h a n y a p a d a a s p e k k u a n t i t a t i f s a j a , t e t a p i j u g a 

a s p e k k u a l i t a t i f . 

b ) M e r u p a k a n k o n s e p y a n g a d a p t i f d a n r e s p o n s i v e t e r h a d a p 

l i n g k u n g a n b i s n i s . 

c ) M e m b e r i k a n f o k u s t e r h a d a p t u j u a n m e n y e l u r u h p e r u s a h a a n . 

B e r d a s a r k a n p e n d a p a t t e r s e b u t m a k a d a p a t d i s i m p u l k a n 

b a h w a k e u n g g u l a n Balanced Scorecard m e r u p a k a n p e n g u k u r a n 
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k i n e r j a y a n g k o m p r e h e n s i f , r e s p o n s i v e , d a n a d a p t i f t e r h a d a p 

l i n g k u n g a n b i s n i s d a n f o k u s t e r h a d a p t u j u a n p e r u s a h a a n , k o h e r e n , 

s e i m b a n g , d a n t e r a t u r . 

2 ) K e l e m a h a n Balanced Scorecard 

K e l e m a h a n Balanced Scorecard m e n u r u t M u i y a d i ( 2 0 0 1 : 1 8 ) 

y a i t u : 

a ) K u r a n g n y a h u b u n g a n a n t a r a u k u r a n d a n h a s i l n o n k e u a n g a n 

T i d a k a d a n y a j a m i n a n b a h w a t i n g k a t k e u n t u n g a n m a s a d e p a n 

a k a n m e n g i k u t i p e n c a p a i a n t a r g e t p a d a s e t i a p b i d a n g n o n 

k e u a n g a n . 

b ) P e n c a p a i a n u k u r a n k e u a n g a n s e r i n g k a l i t i d a k d i k a i t k a n d e n g a n 

p r o g r a m i n s e n t i f s e h i n g g a n t e k a n a n b a i k d a r i p e m e g a n g s a h a m 

m a u p i m d e w a n d i r e k s i b e r p e n g a r u h p a d a p e n c a p a i a n t a r g e t . 

c ) T i d a k a d a n y a m e k a n i s m e p e r b a i k a n 

S e r i n g k a l i p e r u s a h a n t i d a k m e m i l i k i m e k a n i s m e p e r b a i k a n j i k a 

u k u r a n - u k u r a n h a s i l t i d a k a d a . 

d ) U k u r a n - u k u r a n n y a t i d a k d i p e r b a h a r u i 

B a n y a k p e r u s a h a a n t i d a k m e m i l i k i m e k a n i s m e f o r m a l i m t u k 

m e m p e r b a h a r u i u k u r a n - u k u r a n a g a r s e g a r i s d e n g a n p e r u b a h a n 

s t r a t e g i , h a s i l n y a a d a l a h p e r u s a h a a n m e n g h a s i l k a n u k u r a n y a n g 

b e r d a s a r k a n s t r a t e g i s e b e l u m n y a . 
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e ) P e n g u k u r a n t e r l a l u b e r l e b i h a n 

B e b e r a p a k a l i u k u r a n k r i t i s d a p a t d i l a k u k a n p a d a m a n a j e r t a n p a 

k e h i l a n g a n f o k u s . 

f ) K e s u l i t a n d a l a m m e n e n t u k a n trade-off 

B e r d a s a r k a n p e n d a p a t d i a t a s y a n g t e l a h d i u r a i k a n t e r s e b u t 

d a p a t d i s m p u l k a n b a h w a k e l e m a h a n Balanced Scorecard a d a l a h 

k u r a n g n y a h u b u n g a n a n t a r a u k u r a n d a n h a s i l n o n k e u a n g a n d a n 

p e n g u k u r a n t e r l a l u b e r l e b i h a n . 

f. Aspek-aspek yang diukur dalam Balanced Scorecard 

Gambar I I . l 

Gambaran penilaian Kinerja dengan menggunakan BSC 

Perspektif / Faktor yang dinilai Visi /Misi 

P e r s p e k t i f K o n s u m e n 

P e r s p e k t i f P r o s e s B i s n i s I n t e r n a l 

P e r s p e k t i f P e m b e i a j a r a n d a n 

P e r t u m b u h a n 

P e r s p e k t i f K e u a n g a n 

K o n s u m e n y a n g p u a s 

± 
P e r s o n e l y a n g p r o d u k t i f 

d a n b e r k o m i t m e n 

B e r k e m m a p u a n 

m e n g h a s i l k a n financial 

return y a n g m e m a d a i 

S u m b e r : M u i y a d i , 2 0 0 1 
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A b d u l H a l i m ( 2 0 0 0 : 2 1 1 ) , m e n y a t a k a n a s p e k - a s p e k y a n g d i u k u r 

d e n g a n m e t o d e Balanced Scorecard m e l i p u t i : 

1 . P e r s p e t i f K e u a n g a n 

M e n g i m p l e m e n t a s i k a n r e n c a n a a t a u t i n d a k a n y a n g m e m b e r i k a n 

k o n t r i b u s i p a d a p e r b a i k a n l a b a y a n g m e r u p a k a n s a s a r a n k e u a n g a n 

y a n g p e r l u d i c a p a i o l e h p e r u s a h a a n d a l a m m e w u j u d k a n v i s i n y a . 

2 . P e r s p e k t i f P e l a n g g a n 

M e m b e r i k a n g a m b a r a n s e g m e n p a s a r y a n g d i t u j u d a r i p e l a n g g a n 

b e s e r t a k e b u t u h a n y a n g d i l a y a n i o l e h p e r u s a h a a n d a l a m u p a y a u n t u k 

m e n c a p a i s a s a r a n k e u a n g a n t e r t e n t u . 

3 . P e r s p e k t i f P r o s e s B i s n i s I n t e r n a l 

M e m b e r i k a n g a m b a r a n p r o s e s y a n g h a r u s d i b a n g u n u n t u k m e l a y a n i 

p e l a n g g a n d a n m e n c a p a i s a s a r a n k e u a n g a n t e r t e n t u . 

4 . P e r s p e k t i f P e m b e i a j a r a n d a n P e r t u m b u h a n 

M e r u p a k a n p e r g e r a k a n u n t u k m e m a n g i m k o m p e t e n s i k e u a n g a n , 

p r a s a r a n a s i s t e m i n f o r m a s i d a n s a r a n a l i n g k u n g a n k e r j a y a n g 

d i p e r l u k a n . 

B e r d a s a r k a n p e n j e l a s a n a s p e k - a s p e k y a n g d i u k u r d a l a m 

Balanced Scorecard m e n g g u n a k a n 4 p e r s p e k t i f y a i t u p e r s p e k t i f k e u a n g a n , 

p e r s p e k t i f p e l a n g g a n , p e r s p e k t i f p r o s e s b i s n i s i n t e r n a l d a n p e r s p e k t i f 

p e m b e i a j a r a n d a n p e r t u m b u h a n . 
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3. Pengukuran Kinerja dengan Menggunakan Pendekatan Balanced 

Scorecard. 

S o n y Y u w o n o ( 2 0 0 6 : 1 5 7 ) m e n y a t a k a n l a n g k a h - l a n g k a h y a n g h a r u s 

d i l a k u k a n d a l a m p e n e n t u a n p e n g u k u r a n k i n e r j a Balanced Scorecard y a i t u : 

a . E v a l u a s i d a n c o n s e n s u s V i s i , M i s i , d a n S t r a t e g i P e r u s a h a a n . 

D a l a m p e n g u k u r a n k i n e r j a Sa/a«cc(/5corccar£/haruslah d i b e n t u k t i m 

y a n g d i p i m p i n o l e h p i m p i n a n d e n g a n a n g g o t a d a r i b e r b a g a i b a g i a n 

d a l a m p e r u s a h a a n s e h i n g g a t e r w a k i l i . 

b . P e n e n t u a n S t r a t e g i P e r u s a h a a n 

P e n e n t u a n s t r a t e g i y a n g a k a n d i l a k u k a n d a l a m m e n j a l a n k a n u s a h a n y a 

h a r u s i a h d i d a h u l u i d e n g a n a n a l i s i s S W O T (strengths, weakness, 

opportunities, and threats) 

c . P e m i l i h a n p e r s p e k t i f d a n p e n e n t u a n s a s a r a n s t r a t e g i p e r u s a h a a n 

P e n e n t u a n s t r a t e g i y a n g a k a n d i g u n a k a n u n t u k m e n j a b a r k a n s t r a t e g i 

k e d a l a m i s t i l a h - i s t i l a h o p e r a s i o n a l d i l a k u k a n d e n g a n m e m p e r h a t i k a n 

k e s e i m b a n g a n a n t a r a a s p e k k e u a n g a n d a n n o n k e u a n g a n , a s p e k m a s a 

l a l u d a n a s p e k m a s a d e p a n s e r t a a s p e k i n t e r n a l d a n e k s t e m a l . 

d . T o l a k u k u r Balanced Scorecard 

D a l a m p e m i l i h a n t o l a k u k u r y a n g i n g i n d i g u n a k a n t e n t u s a j a y a n g 

h a r u s d i p e r h a t i k a n k e t e r k a i t a n a n t a r a v i s i , m i s i d a n s t r a t e g i . 
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Tabel I I . 1 
Tolak ukur Balanced Scorecard 

PT. Asuransi Wabana Tata Cabang Palembang 
S T R A T E G I C O B J E K T I V E O U T M E A S U R E 

(UKURAN HASIL ) 
S T R A TEGICINITIA TIVES 

Perspektif Keuangan 
1) P e n d a p a t a n Per sen tase ( % ) 

p e r t u m b u h a n pendapa t an 
M e r e n c a n a k a n p r o g r a m d e n g a n 
p e r t i m b a n g a n b i s n i s 

2 ) M e n i n g k a t k a n cost 
effectiveness 

Persen tase ( % ) 
p e n u r u n a n b i a y a 
o p e r a s i o n a l 

M e l a k u k a n s i s t e m p e n g e n d a l i a n b i a y a 
seeara o p t i m a l pada m a s i n g - m a s i n g u n i t 
ser ta m e n j a l a n k a n m e k a n i s m e a u d i t pada 
s e m u a l e v e l y a n g ada d i p e r u s a h a a n 

3 ) M e n i n g k a t k a n r a s i o 
l i k u i d i t a s ( C R , Q R , C A R ) 

Persen tase ( % ) r a s i o 
l i k u i d i t a s ( C R , Q R , C A R ) 

M e l a k u k a n s i s t e m p e n g e n d a l i a n a k t i v a 
y a n g d i m i l i k i p e r u s a h a a n agar dapat 
d i l i h a t seberapa besar k e m a m p u a n 
p e r u s a h a a n m e m e n u h i k e w a j i b a n j a n g k a 
p e n d e k n y a pada saat j a t u h t e m p o 

4 ) M e n i n g k a t a n r a s i o 
p r o f i t a b i l i t a s ( N P M , A T , R O I , 
R O E ) 

Pe r sen tase ( % ) r a s i o 
p r o f i t a b i l i t a s 
( N P M , A T , R O I , R O E ) 

M e l a k u k a n be rapa besar k e m a m p u a n 
p e r u s a h a a n m e n g g u n a k a n m o d a t n y a 
g u n a m e n g h a s i l k a n k e u n t u n g a n . 

Perspektif Pelanggan 
I ) R e t e n s i p e l a n g g a n Pe r sen ta se ( % ) 

p e r t u m b u h a n usaha a t a u 
b i s n i s d e n g a n p e l a n g g a n 
y a n g ada saat i n i . 

M e l a k u k a n i d e n t i f l k a s i s e l u r u h 
p e l a n g g a n d e n g a n cara m e n g u k u r r e t e n s i 
p e l a n g g a n d a r i p e r i o d e k e p e r i o d e . 

2 ) A k u i s i s i p e l a n g g a n Persen tase ( % ) p e l a n g g a n 
b a r u d a l a m se t i ap t a h u n n y a 

M e l a k u k a n a t a u m e n e t a p k a n t u j u a n 
b e r u p a p e n i n g k a t a n b i s n i s p e l a n g g a n 
d a l a m s e g m e n sasaran 

3 ) K e p u a s a n p e l a n g g a n T i n g k a t k e p u a s a n 
p e l a n g g a n 

M e l a k u k a n a t a u m e n e t a p k a n t u j u a n 
be rupa p e n i n g k a t a n b i s n i s p e l a n g g a n 
seeara p e r i o d e 

Perspektif Proses Bisnis Internal 
1) I n o v a s i p r o d u k d a n j a s a y a n g 

d i t a w a r k a n 
Per sen tase ( % ) p e n j u a l a n 
d a r i p r o d u k b a r u t e rhadap 
t o t a l pendapa t an p e r u s a h a a n 
( o m z e t ) 

M e l a k u k a n be rbaga i i n o v a s i d a n 
k r e a t i v i t a s t e r k a i t dengan p e r k e m b a n g a n 
p e l a y a n a n se r t a m e l a k u k a n p e r e n c a n a a n 
d a n p e n g e m b a n g a n p r o d u k a t a u j a s a 

2 ) P r o s e s o p e r a s i T i n g k a t e f e k t i f i t a s d a r i 
p roses o p e r a s i 

M e l a k u k a n p roses u n t u k m e m b u a t dan 
m e n y a m p a i k a n p r o d u k a t a u j a s a 

Perspektif Pembeiajaran dan Pertumbuhan 
1) K o m p e t e n s i S D M R a s i o k a r y a w a n y a n g i k u t 

p e l a t i h a n 
M e l a k u k a n p e n g r e k r u t a n k a r y a w a n 
d a n p e l a n g g a n b a r u seeara s e l e k t i f 
M e n g i r i m p e g a w a i u n t u k m e n g i k u t i 
p e l a t i h a n 
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2 ) R e t e n s i K a r y a w a n B a n y a k n y a K a r y a w a n y a n g 
m a m p u b e r t a h a n s e l a m a 
m u n g k i n 

M e l i h a t persentase j u m l a h k a r y a w a n 
y a n g k e l u a r se t i ap t a h u n n y a d e n g a n 
j u m l a h k e s e l u r u h a n k a r y a w a n . 

3 ) P r o d u k t i v i t a s K a r y a w a n T i n g k a t k e h a d i r a n 
k a r y a w a n 

M e l i h a t j u m l a h k e h a d i r a n k a r y a w a n y a n g 
real, d e n g a n j u m l a h k e s e l u r u h a n 
k a r y a w a n 

S u m b e r : P e n u l i s , 2 0 1 3 

4. Tujuan Pengukuran dengan Balanced Scorecard 

R o b e r t d a n D a v i d ( 2 0 0 0 : 1 7 ) T u j u a n p e n g u k u r a n d e n g a n Balanced 

Scorecard d a l a m s u a t u e n t i t a s a d a l a h : 

a ) M e n g k l a s i f i k a s i k a n d a n m e n g h a s i l k a n c o n s e n s u s m e n g e n a i s t r a t e g i 

b ) M e n g k o m u n i k a s i k a n s t r a t e g i k e s e l u r u h a n p e r u s a h a a n 

c ) M e n y e l a r a s k a n b e r b a g a i t u j u a n d e p a r t e m e n d a n p r i b a d i d e n g a n 

s t r a t e g i p e r u s a h a a n 

d ) M e n g a i t k a n b e r b a g a i t u j u a n s t r a t e g i d e n g a n s a s a r a n j a n g k a p a n j a n g 

d a n a n g g a r a n t a h u n a n 

e ) M e n g i d e n t i f i k a s i k a n d a n m e n y e l a r a s k a n b e r r b a g a i i n i s i a t i f s t r a t e g i s 

f ) M e l a k s a n a k a n p e n i n j a u a n u l a n g s t r a t e g i s e e a r a periodic d a n s i s t e m a t i s 

g ) M e n d a p a t k a n u m p a n b a l i k y a n g d i b u t u h k a n u n t u k m e m p e l a j a r i d a n 

m e m p e r b a i k i s t r a t e g i . 

B e r d a s a r k a n t u j u a n d i a t a s d a p a t d i s i m p u l k a n b a h w a t u j u a n 

Balanced Scorecard u n t u k m e m o t i v a s i m a n a j e r d a l a m m e n c a p a i t u j u a n 

k e u a n g a n p e r u s a h a a n b a i k j a n g k a p e n d e k m a u p u n j a n g k a p a n j a n g . 
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BAB I I I 

M E T O D E PENELITIAN 

A. Jenis Penelitian 

B a m b a n g P r a s e t y o d a n L i n a M i f t a h u l J a n n a h ( 2 0 0 5 : 4 1 ) m e n y a t a k a n 

k l a s i f i k a s i p e n e l i t i a n b e r d a s a r k a n t u j u a n p e n e l i t i a n i y a n g t e r d i r i d a r i : 

1 ) P e n e l i t i a n E k s p i o r a t i f 

P e n e l i t i a n i n i d i l a k u k a n u n t u k m e n g g a l i s u a t u g e j a l a y a n g r e l a t i v e m a s i h 

b a r u . D a p a t d i k a t a k a n b a h w a a d a s u a t u f e n o m e n a a t a u g e j a l a y a n g 

s e l a m a i n i b e l u m p e m a h d i k e t a h u i a t a u d i r a s a k a n 

2 ) P e n e l i t i a n D e s k r i p t i f 

P e n e l i t i a n i n i d i l a k u k a n u n t u k m e m b e r i k a n g a m b a r a n y a n g l e b i h d e t a i l 

m e n g e n a i s u a t u g e j a l a a t a u f e n o m e n a . 

3 ) P e n e l i t i a n E k s p l a n a t i f 

P e n e l i t i a n i n i u n t u k m e n e m u k a n p e n j e l a s a n t e n t a n g m e n g a p a s u a t u 

k e j a d i a n a t a u g e j a l a t e r j a d i . 

A d a p u n j e n i s p e n e l i t i a n y a n g d i g u n a k a n p e n u l i s d a l a m p e n e l i t i a n i n i 

a d a l a h d e s k r i p t i f y a i t u s u a t u p e n e l i t i a n y a n g b e r s i f a t m e n g a n a l i s i s 

p e n g u k u r a n k i n e r j a p e r u s a h a a n d e n g a n m e n g g u n a k a n p e n d e k a t a n balanced 

scorecard p a d a P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g . 

B. Tempat Penelitian 

T e m p a t p e n e l i t i a n d i l a k u k a n p a d a P T . A s u r a n s i W a h a n a T a t a 

C a b a n g P a l e m b a n g J l . K o l . H . B u r l i a n N o . 1 7 3 K m . 5 P a l e m b a n g 3 0 1 5 1 
2 5 
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C. Operasionalisasi Variabel 

O p e r a s i o n a l i s a s i v a r i a b e l a d a l a h s u a t u d e f i n i s i y a n g d i b e r i k a n 

k e p a d a v a r i a b e l d e n g a n c a r a m e m b e r i k a n a r t i t e r h a d a p v a r i a b e l y a n g d i u k u r . 

O p e r a s i o n a l i s a s i v a r i a b e l p a d a p e n e l i t i a n i n i d a p a t d i l i h a t p a d a t a b e l 

b e r i k u t i n i : 

Tabel I I I . l 
Operasionalisasi Variabel 

Variabel Definisi Indikator 
P e n g u k u r a n 
k i n e r j a 
p e r u s a h a a n 
d e n g a n 
m e n g g u n a k a n 
Balanced 
Scorecard 

S u a t u p e n g u k u r a n k i n e r j a 
y a n g l e b i h k o m p r e h e n s i f , 
a k u r a t d a n t e r u k u r d a l a m 
m e n i l a i k i n e i j a s u a t u 
o r g a n i s a s i t i d a k h a n y a 
m e n g u k u r b e r d a s a r k a n u k u r a n 
k e u a n g a n t e t a p i j u g a a s p e k 
n o n k e u a n g a n p a d a P T . 
A s u r a n s i W a h a n a T a t a 
C a b a n g P a l e m b a n g . 

E l e m e n - e l e m e n Balanced 
Scorecard : 
1 . P e r s p e k t i f k e u a n g a n 
2 . P e r s p e k t i f P e l a n g g a n 
3 . P e r s p e k t i f P r o s e s B i s n i s 
I n t e r n a l 
4 . P e r s p e k t i f P e m b e i a j a r a n d a n 
P e r t u m b u h a n 

S u m b e r : P e n u l i s 2 0 1 3 

D. Data Yang Digunakan 

M u d r a j a d K u n c o r o ( 2 0 0 3 : 1 2 4 ) , d a t a y a n g d i g u n a k a n d a l a m s u a t u 

p e n e l i t i a n t e r d i r i d a r i : 

1 . D a t a P r i m e r 

D a t a p r i m e r m e r u p a k a n d a t a y a n g d i p e r o l e h d e n g a n s u r v e y l a p a n g a n y a n g 

m e n g g u n a k a n m e t o d e p e n g u m p u l a n d a t a o r i g i n a l . 

2 . D a t a S e k u n d e r 

D a t a s e k u n d e r m e r u p a k a n d a t a y a n g t e l a h d i k u m p u l k a n o l e h l e m b a g a 

p e n g u m p u l d a t a d a n d i p u b l i k a s i k a n k e p a d a m a s y a r a k a t p e n g g i m a j a s a . 
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A d a p u n d a t a y a n g a k a n d i g u n a k a n p e n u l i s d a l a m p e n e l i t i a n i n i 

a d a l a h d a t a p r i m e r y a n g t e r d i r i d a r i : 

1 . S e j a r a h s i n g k a t P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g 

2 . V i s i d a n M i s i P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g 

3 . A k t i v i t a s P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g 

4 . S t r u k t u r o r g a n i s a s i P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g 

5 . P e m b a g i a n t u g a s d a n w e w e n a n g 

6 . L a p o r a n p e n d a p a t a n p r e m i P T . A s u r a n s i W a h a n a T a t a C a b a n g 

P a l e m b a n g 

7 . L a p o r a n B e b a n K l a i m P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g 

8 . L a p o r a n b i a y a o p e r a s i o n a l P T . A s u r a n s i W a h a n a T a t a C a b a n g 

P a l e m b a n g 

9 . D a t a p r o d u k b a r u P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g 

1 0 . D a t a j u m l a h n a s a b a h P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g 

1 1 . D a t a j u m l a h k a r y a w a n P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g 

E . Teknik Pengumpulan Data 

N a n L i n a h l i B a h a s a W . G u l o ( 2 0 0 2 : 1 2 3 ) , m e n y a t a k a n b a h w a a d a 

b e b e r a p a t e k n i k p e n g u m p u l a n d a t a y a i t u : 

1 . W a w a n c a r a , a d a l a h b e n t u k k o m u m k a s i l a n g s u n g a n t a r a p e n e l i t i d e n g a n 

r e s p o n d e n , k o m u n i k a s i b e r l a n g s u n g d a l a m b e n t u k T a n y a j a w a b d a l a m 

h u b u n g a n t a t a p m u k a . 

2 . D o k u m e n t a s i , a d a l a h c a t a t a n t e r t u l i s t e n t a n g b e r b a g a i k e g i a t a n a t a u 

p e r i s t i w a p a d a w a k t u y a n g l a i n . 
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3 . O b s e r v a s i , a d a l a h m e t o d e p e n g u m p u l a n d a t a d i m a n a p e n e l i t i a t a u 

k o l a b o l a t o m y a m e n c a t a t s e b a g a i m a n a y a n g m e r e k a s a k s i k a n s e l a m a 

p e n e l i t i a n . 

4 . A n g k e t ( k u e s i o n e r ) , d i s u s u n d a l a m k a l i m a t T a n y a s e d a n g k a n a n g k e t 

d i s u s u n d a l a m b e n t u k k a l i m a t . 

5 . S u r v e y , a d a l a h m e t o d e p e n g u m p u l a n d a t a d e n g a n m e n g g u n a k a n 

i n s t r u m e n t u n t u k m e m i n t a t a n g g a p a n d a r i r e s p o n d e n t e n t a n g sample. 

D a l a m p e n e l i t i a n i n i t e k n i k - t e k n i k p e n g u m p u l a n d a t a y a n g 

d i g u n a k a n o l e h p e n u l i s a d a l a h t e k n i k w a w a n c a r a d a n d o k u m e n t a s i . D i m a n a 

w a w a n c a r a d i l a k u k a n l a n g s u n g k e p a d a p i h a k y a n g b e r w e n a n g y a n g 

d i a n g g a p d a p a t m e m b e r i k a n i n f o r m a s i y a n g d i b u t u h k a n , d a n t e k n i k 

d o k u m e n t a s i a d a l a h d e n g a n c a r a m e m i n t a d a t a p e r u s a h a a n y a n g 

b e r h u b u n g a n d e n g a n m a s a l a h y a n g a k a n d i t e l i t i s e h i n g g a s e s u a i d e n g a n 

t u j u a n p e n e l i t i a n . 

F. Analisis Data dan Teknik Analisis 

1. Analisis Data 

S o e r a t n o d a n L i n c o l i n A r s y a d ( 2 0 0 1 ; 1 7 5 ) , a d a d u a m e t o d e a n a l i s i s 

y a n g d i g u n a k a n : 

a. M e t o d e K u a n t i t a t i f , y a i t u a n a l i s i s y a n g d a p a t d i n y a t a k a n d a l a m a n g k a 

d a n d a p a t d i h i t u n g d e n g a n m m u s 

b . M e t o d e K u a l i t a t i f , y a i t u s u a t u a n a l i s i s y a n g d a p a t d i n y a t a k a n b u k a n 

b e m p a a n g k a a t a u d a t a m e l a i n k a n b e r b e n t u k p e n j e l a s a n . 
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A n a l i s i s d a t a y a n g d i g u n a k a n o l e h p e n u l i s a d a l a h a n a l i s i s k u a l i t a t i f 

y a i t u d e n g a n m e m b e r i k a n u r a i a n p e n j e l a s a n t e n t a n g p e n g u k u r a n k i n e i j a 

p e r u s a h a a n d e n g a n Balanced Scorecard. 

2. Teknik Analisis 

T e k n i k a n a l i s i s y a n g d i g u n a k a n d a l a m p e n e l i t i a n i n i a d a l a h t e k n i k 

a n a l i s i s k u a l i t a t i f d e n g a n m e l i h a t b a g a i m a n a p e n g u k u r a n k i n e r j a 

p e r u s a h a n p a d a P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g t e r s e b u t 

d i a n a l i s i s d e n g a n t e o r i - t e o r i y a n g b e r k a i t a n d e n g a n l i t e r a t u r m e n g e n a i 

Balanced Scorecard. 
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BAB IV 

HASIL PENELITIAN DAN PEMBAHASAN 

A. HASIL PENELITIAN 

1. Gambaran Umum PT. Asuransi Wahana Tata Cabang Palembang 

a. Sejarah Singkat PT. Asuransi Wahana Tata Cabang Palembang 

P a d a t a n g g a l 2 5 J u l i 2 0 0 7 P T . A s u r a n s i W a h a n a T a t a t e l a h 

b e r u s i a 4 3 t a h u n . S e b a g a i k a r y a w a n , d i a n t a r a n y a m a s i h a d a y a n g 

b e l u m m e n g e t a h u i a w a l m u l a b e r d i r i n y a p e r u s a h a a n t e r s e b u t . B e r m u l a 

b e m a m a P T . M a s k a p a i A s u r a n s i M a d i j o p a d a t a h u n 1 9 6 4 d a n p a d a 

t a h u n 1 9 7 5 t e l a h b e m b a h n a m a m e n j a d i P T . A s u r a n s i W a h a n a T a t a . 

S e l a n j u t n y a s e d i k i t g a m b a r a n p e r i s t i w a m e n g e n a i s e j a r a h 

s i n g k a t p e r u s a h a a n A s u r a n s i W a h a n a T a t a , s e b a g a i b e r i k u t : 

1 ) P T . M a s k a p a i A s u r a n s i M a d i j o 

P T . A s u r a n s i M a d i j o d i d i r i k i i n d i S u r a b a y a p a d a h a r i S a b t u t a n g g a l 

2 5 J u l i 1 9 6 4 , b e r k e d u d u k a n d i S u r a b a y a , J a l a n B e l i b i s N o . 1 9 . 

M o d a l d a s a r s e b e s a r R p . 1 5 . 0 0 0 . 0 0 0 d e n g a n m o d a l s e t o r s e b e s a r 

R p . 8 . 5 0 0 . 0 0 0 d i h a d a p a n N o t a r i s J u l i a n N i m r o d S i r e g a r g e l a r 

M a n g a r a d j a N a m o r a S a r j a n a H u k u m y a n g t e l a h m e n d a p a t 

p e n g e s a h a n d a r i M e n t e r i K e h a k i m a n R e p u b l i k I n d o n e s i a t e r t a n g g a l 

2 3 S e p t e m b e r 1 9 6 4 N o . J . A . 5 / 1 0 8 / 2 2 , T a m b a h a n B e r i t a N e g a r a R I 

N o . 8 1 t a h u n 1 9 6 5 . 

3 0 
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2 ) P e r u b a h a n N a m a P e r u s a h a a n 

S e t e l a h 1 1 t a h u n , p a d a h a r i S e n i n t a n g g a l 1 9 M a r e t 1 9 7 5 , d i 

h a d a p a n A b d u l L a t i e f , N o t a r i s d i J a k a r t a , t e l a h d i u b a h a n g g a r a n 

d a s a m y a s e m u l a b e m a m a P T . M a s k a p a i A s u r a n s i M a d i j o m e n j a d i 

P T . A s u r a n s i " W a h a n a T a t a " y a n g b e r k e d u d u k a n d a n b e r k a n t o r 

p u s a t d i J a k a r t a , a k t e m a n a t e l a h m e n d a p a t p e n g e s a h a n d a r i 

M e n t e r i K e h a k i m a n R e p u b l i k I n d o n e s i a t e r t a n g g a l 1 7 M a r e t 1 9 7 6 

N o . Y . A . 5 / 1 6 6 / 2 2 , T a m b a h a n B e r i t a N e g a r a R I N o . 4 0 3 T a h u n 

1 9 7 3 . K a t a "Wahana Tata" d i a m b i l d a r i b a h a s a J a w a , w a h a n a 

a d a l a h t e m p a t , s e d a n g k a n t a t a a d a l a h m e n g a t u r y a n g b e r a r t i 

" T e m p a t M e n g a t u r " . 

3 ) P T . A s u r a n s i W a h a n a T a t a 

K a n t o r P T . A s u r a n s i W a h a n a T a t a P u s a t b e r k e d u d u k a n d a n 

b e r k a n t o r p u s a t d i J a k a r t a , J a l a n H . R R a s u n a S a i d K a v . C - 4 . 

S e d a n g k a n P T . A s u r a n s i W a h a n a T a t a K n a t o r C a b a n g P a l e m b a n g 

b e r d i r i p a d a t a n g g a l 1 0 S e p t e m e r 1 9 8 5 . P T . A s u r a n s i W a h a n a T a t a 

s e k a r a n g t e l a h m e m p u n y a i 3 0 c a b a n g y a n g t e r l e t a k d i s e l u m h 

w i i l a y a h I n d o n e s i a . 

P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g m e m p u n y a i 

b e b e r a p a a n a k p e r u s a h a a n a t a u b e m p a p e n a n a m a n m o d a l s a h a m d i 

b e b e r a p a p e m s a h a a n a n t a r a l a i n p a d a P T . M a s k a p a i A s u r a n s i 

I n d o n e s i a , P T . A s u r a n s i T r i p a k a r t a , P T . G e l o r a K a r y a J a s a t a m a , 

P T . B e r i n g i n S e j a h t e r a A r t a M a k m u r , d a n I a i n - l a i n . 
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b. Bidang Usaha 

K e g i a t a n u s a h a p e r u s a h a a n a d a l a h m e n e r i m a p e r t a n g g u n g a n s e g a l a 

m a c a m a s u r a n s i k e r u g i a n y a n g m e l i p u t i a s u r a n s i k e b a k a r a n , 

p e n g a n g k u t a n , k e n d a r a a n b e r m o t o r , g e m p a b u m i , p e n c u r i a n . 

S e d a n g k a n a s u r a n s i j i w a m e l i p u t i a s u r a n s i k e c e l a k a a n d i r i d a n 

s e b a g a i n y a . 

c. Struktur Organisasi dan Pembagian Tugas PT. Asuransi 

Wahana Tata Cabang Palembang 

D i d a l a m s u a t u p e r u s a h a a n a d a n y a s t r u k t u r o r g a n i s a s i y a n g 

b a i k d a n j e l a s m e m a n g s a n g a t d i p e r l u k a n . B a g i m a n a j e m e n s e e a r a 

u m u m d a p a t l a h d i k a t a k a n b a h w a s t r u k t u r o r g a n i s a s i m e r u p a k a n 

k e r a n g k a k e r j a s e h i n g g a a k t i v i t a s p e r u s a h a a n a k a n t e r l a k s a n a d a n 

m e m e r l u k a n u r a i a n t u g a s u n t u k m a s i n g - m a s i n g j a b a t a n . M e l a l u i 

p e n c i p t a a n o r g a n i s a s i y a n g b a i k , p e r u s a h a a n d a p a t m e n g k o o r d i n a s i 

s e l u r u h a k t i v i t a s p e r u s a h a a n d a n s u b b a g i a n y a n g d i k e p a l a i o l e h 

i n d i v i d u - i n d i v i d u y a n g d i b e r i t u g a s d i b e r b a g a i t i n g k a t w e w e n a n g 

d a n t a n g g i m g j a w a b . 

U n t u k l e b i h j e l a s n y a t e n t a n g s t r u k t u r o r g a n i s a s i 

P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g d a p a t d i l i h a t p a d a 

g a m b a r . 
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1) Uraian dan Tugas yang terdapat dalam Struktur Organisasi 

PT. Asuransi Wahana Tata Cabang Palembang. 

a ) M a n a j e r 

M a n a j e r s e b a g a i p e m i m p i n p e r u s a h a a n m e m p u n y a i t u g a s 

s e b a g a i b e r i k u t : 

- M e n e n t u k a n t a r g e t p r o d u k s i k a n t o r c a b a n g 

- M e n e n t u k a n s t r a t e g i c a b a n g 

- M e n g a p l i k a s i k a n k e p u t u s a n d a r i k a n t o r p u s a t u n t u k d i t e r a p k a n d i 

k a n t o r c a b a n g 

- M e n y i a p k a n / m e m p u n y a i planning j a n g k a p e n d e k m a u p u n j a n g k a 

p a n j a n g . 

- B e r t a n g g i m g j a w a b a t a s b e i j a l a n n y a p r o g r a m a s u r a n s i w a h a n a t a t a 

- M e n j a d i n a r a s u m b e r b a g i b a w a h a n d a n m e m p e r h a t i k a n 

k e s e j a h t e r a a n k a r y a w a n 

- M e n g a m a n k a n k e u a n g a n p e r u s a h a a n 

- M e n g a m b i l a l i h t a n g g u n g j a w a b a p a b i i a b a w a h a n m e l a k u k a n 

k e s a l a h a n d a l a m m e l a k u k a n p e k e i j a a n / k e d i n a s a n . 

b ) Deputy Manager B a g i a n M a r k e t i n g 

A d a p u n t u g a s D e p u t y M a n a g e r M a r k e t i n g a d a l a h : 

- M e n g k o o r d i n a s i p e r e n c a n a a n t a r g e t c a b a n g 

- M e l a k u k a n m o n i t o r i n g d a n m e m b e r i k a n n o t i f i k a s i t e n t a n g t i n d a k a n 

y a n g p e r l u d i l a k u k a n ^ i k a d i k e h e n d a k i ) m e l a l u i system t e r h a d a p : 

( 1 ) workplan d a n k e g i a t a n p r o s p e c t i n g d a r i j a j a r a n m a r k e t i n g 
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( 2 ) P r o s e s d a n p e r k e m b a n g a n p e n a g a n a n p e r m i n t a a n p e n u t u p a n 

m u l a i d a r i Incoming request, simulation, h i n g g a f m a l i s a s i d a n 

o r d e r o l e h j a j a r a n m a r k e t i n g . 

- M e l a k u k a n entry k e d a l a m s y s t e m j a d w a l k e g i a t a n p r o s p e c t i n g k e 

d a l a m s y s t e m 

M e l a k u k a n entry d a t a d a n p e n a n g a n a n p r o s e s s e l a n j u t n y a a t a s 

a c c o u n t y a n g d i t a n g a n i , d a r i s e j a k t a h a p incoming request, 

simulation h i n g g a finalisasi d a n o r d e r . 

M e m b e r i k a n p e r s e t u j u a n d a n p e n o l a k a n 

P e r m i n t a a n k o r t e s p o n d e n s i ( n e g o s i a s i a t a s k o n d i s i p e n u t u p a n y a n g 

d i t e t a p k a n underwriting) y a n g d i a j u k a n M a r k e t i n g 

- M e n a n g a n i d a n m e n a n g g a p i d a t a Inquiry y a n g d i t e r i m a d a r i 

Customer Service Officer. 

c ) Deputy Manager U R C S a t a u b a g i a n Underwriting I K l a i m 

A d a p u n t u g a s d a r i d e p u t y m a n a g e r a d a l a h : 

- M e m u t u s k a n d i t e r i m a t i d a k n y a p e n u t u p a n a s u r a n s i y a n g d i a j u k a n 

o l e h b a g i a n m a r k e t i n g . 

- M e m u t u s k a n K l a i m d a p a t d i P r o s e s a t a u t i d a k 

- M e n a n d a t a n g a n i p o l i s d a n k w i t a n s i 

- M e n a n d a t a n g a n i claim statement 
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d ) Asisten Manager Marketing 

A d a p u n t u g a s a s i s t e n m a n a g e r d a n s t a f b a g i a n m a r k e t i n g a d a l a h 

- M e n e t a p k a n t a r g e t p r o d u k s i 

K o n s u l i d a s i t a r g e t i n d i v i d u a l d a r i s e l u r u h s t a f f m a r k e t i n g 

- M e l a k u k a n s u r v e y r i s i k o y a n g a k a n d i t a n g g u n g 

M e n g i n p u t d a t a u n t u k d i j a d i k a n p o l i s a s u r a n s i 

M e n g a n t a r p o l i s a s u r a n s i y a n g s u d a h d i t e r b i t k a n 

M e m b a t a l k a n p o l i s a s u r a n s i y a n g t i d a k m e m b a y a r p r e m i 

- M e n j a g a h u b u n g a n b a i k d e n g a n m i t r a k e r j a 

- M e l a k u k a n k u n j u n g a n t e r h a d a p Account y a n g m e n j a d i t a n g g u n g 

j a w a b n y a u n t u k m e n d a p a t k a n p e n u t u p a n a s u r a n s i y a n g b a r u d a n 

m e m p e r t a h a n k a n p o l i s p e r p a n j a n g a n 

- M e l a k u k a n k o n t r o l p r o d u k s i p r e m i . 

- M e n a g i h d a n m e n g o n t r o l p e m b a y a r a n p r e m i a s u r a n s i 

- M e m b u a t s u r a l m e n y u r a t a t a u F a x y a n g b e r k a i t a n d n e g a n 

k e p e r l u a n m a r k e t i n g . 

e ) Asisten Manager K e u a n g a n 

A d a p u n t u g a s A s i s t e n M a n a j e r b a g i a n k e u a n g a n a d a l a h : 

- M e m b e r i k a n p e n i l a i a n p r e s t a s i s t a f 

- M e m e r i k s a h a s i l k e r j a S t a f 

- M e m b e r i k a n m a s u k a n k e p a d a m a n a j e m e n ( p i m p i n a n c a b a n g ) 

M e l a k u k a n k o o r d i n a s i d e n g a n b a g i a n l a i n n y a 
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f ) Asisten Manager Claim 

A d a p u n t u g a s Asisten Manager b a g i a n Claim a d a l a h : 

M e m p r o s e s s e m u a j e n i s k l a i m l i m i t c a b a n g m a u p u n o v e r l i m i t 

c a b a n g . 

g ) Pro Manager Keuangan 

A d a p u n t u g a y pro manager keuangan a d a l a h : 

- M e n e r i m a , m e n c a t a t d a n m e n y e t o r p e n e r i m a a n p r e m i 

- M e n c a t a t p e n e r i m a a n y a n g t i d a k b e r h u b u n g a n d e n g a n p r e m i 

a s u r a n s i 

- M e m b u a t b u k t i p e n e r i m a a n (Cash Credit Voucher) 

M e m b u a t b u k t i p e n g e l u a r a n (Cash Debit Voucher) 

- M e l a k u k a n p e m b a y a r a n k l a i m 

- M e l a k u k a n p e m b a y a r a n o p e r a s i o n a l p e r u s a h a a n s e p e r t i l i s t r i k , 

t e l e p o n , p a m d a n I a i n - I a i n 

M e m b u a t k w i t a n s i t a g i h a n p r e m i a s u r a n s i 

h ) Pro Manager Underwriting 

A d a p u n t u g a s pro manager underwriting a d a l a h : 

- M e m b a w a h i Underwriting Staff BO 

- P e r s e t u j u a n a t a u p e n o l a k a n n p e r m i n t a a n p e n u t u p a n d a r i marketing 

Prose .? Under a t a u Over limit c a b a n g 

- M e l a k u k a n e d i t d a t a p e r t a n g g u n g a n y a n g t e l a h d i s e t u j u i n a s a b a h , 

m a r k e t i n g a t a u u n d e r w r i t i n g , g u n a p r o s e s o r d e r d a n p e n e r b i t a n 

p o l i s . 
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- P e n e r b i t a n p o l i s a t a u Endorsement d a n N o t a 

P e n g h u b u n g a n t a r a k a n t o r c a b a n g d e n g a n b a g i a n E D P ( I T ) 

K o r e s p o n d e n s i k e k a n t o r p u s a t u n t u k k e p e n t i n g a n b a g i a n a k s e p t a s i 

- M e n e r i m a , m e n g a n a l i s a d a n m e n g k a j i l a p o r a n - I a p o r a n d a r i p a r a 

b a w a h a n y a n g t e r k a i t 

M e m b a n t u p e k e r j a a n b a g i a n a k s e p t a s i l a i n n y a . 

i ) Pro Manager Claim 

A d a p u n t u g a s d a r i pro manager claim a d a l a h : 

- M e n e r i m a p r o s e s k l a i m d a r i n a s a b a h 

M e l a k u k a n s u r v e y k e n d a r a a n b e r m o t o r k e b e n g k e l - b e n g k e l 

- M e l a k u k a n s u r v e y k e l u a r k o t a u n t u k k l a i m k e b a k a r a n d a n 

k e n d a r a a n b e r m o t o r 

- M e m b u a t claim statement 

M e m b u a t a t a u p e n y e l e k s i a n k l a i m marine hull 

j ) Staff Marketing 

A d a p u n t u g a s d a r i staff marketing a d a l a h : 

- Input d a n Control p o l i s s a m p a i s e l e s a i d a n s i a p d i a n t a r 

S u r v e y p o l i s - p o l i s y a n g p e r l u d i s u r v e y 

A n t a r p o l i s k e n a a s a b a h a t a u r e k a n a n d a l a m k o t a 

- T a g i h a n p r e m i k e n a s a b a h a t a u r e k a n a n 

- K i m j i m g a n u n t u k m e m b i a n h u u n g a n k e r j a s a m a k e n a s a b a h a t a u 

r e k a n a n b a i k d a l a m m a u p i m l u a r k o t a 
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- C e t a k p e r p a n j a n g a n , a n t a r k e t e r t a n g g u n g , input d a n control j a d i 

p o l i s k e m b a l i h i n g g a s e l e s a i 

- E n t e r t a i n n a s a b a h a t a u r e k a n a n 

- M e l a k s a n a k a n t u g a s - t u g a s d a r i a t a s a n , m a u p u n k a n t o r p u s a t 

- M e m b u a t s u r a t p e n a w a r a n k e p a d a c a l o n n a s a b a h 

- M e m e l i h a r a h u b u n g a n b a i k d e n g a n p o s - p o s B a n k B N I , D a n a m o n , 

S i m p a n P i n j a m d a n I a i n - l a i n 

T e r i m a d a n p e r i k s a a p l i k a s i y a n g m a s u k k e m a r k e t i n g . 

k ) StaffKeuangan 

A d a p u n t u g a s d a r i ^ / t j ^ k e u a n g a n a d a l a h : 

- M e n g e c e k k a r t u p i u t a n g 

M e m b u a t s u r a t t a g i h a n p r e m i a s u r a n s i 

- M e n g i r i m d o k u m e n a k u n t a n s i a t a u k e u a n g a n k e K a n t o r p u s a t 

Memfile d o k u m e n a k u n t a n s i a t a u k e u a n g a n 

- M e m b u a t l a p o r a n k e b a g i a n M a r k e t i n g d a f t a r t a g i h a n p r e m i 

a s u r a n s i 

- M e m b u a t l a p o r a n m a n a j e m e n 

1) S t a f f U m u m a t a u General Affair 

A d a p u n t u g a s staff u m u m a t a u General Affair a d a l a h : 

- M e r e g i s t e r s u r a t m a s u k , s u r a t k e l u a r , f a c s i m i l e m a s u k d a n k e l u a r , 

e m a i l m a s u k d a n k e l u a r 

M e n e r i m a t e l e p o n m a s u k d a n m e m b a n t u u n t u k t e l e p o n k e l u a r y a n g 

s i f a t n y a i n t e r l o k a l 

Skripsi oleh Rischa Oktariany Pemhimhing: Drs. Sunardi, SP..,MSi 



4 0 

- M e m i n t a b a r a n g - b a r a n g c e t a k a n k e K a n t o r P u s a t 

M e r e k a p a b s e n t b u l a n a n i m t u k d i l a p o r k a n k e K a n t o r P u s a t 

- M e m o n i t o r p a j a k k e n d a r a a n - k e n d a r a a n d i n a s y a n g j a t u h t e m p o d a n 

s e g e r a u n t u k d i p e r p a n j a n g 

- M e n g o r d e r i k l a n u n t u k d i s u r a t k a b a r ( k a l a u a d a p e n a w a r a n i k l a n 

d a r i K o r a n - k o r a n d i P a l e m b a n g ) d e n g a n d i k e t a h u i o l e h m a n a g e r 

- M e r e g i s t r a s i p e n g i r i m a n d o k u m e n k e l u a r k o t a 

M e n y e t o r a t a u m e n g a m b i l u a n g k e B a n k 

- M e n g a m b i l r e k e n i n g K o r a n d a n m i n t a Print Out 

- M e n g a n t a r m a n a g e r k e l u a r ( k u n j u n g a n d i n a s ) 

- M e n g e r j a k a n speeding p o l i s 

m ) Staff Underwriting 

A d a p u n t u g a s Stajf Underwriting a d a l a h : 

- C e t a k p o l i s atau print 

Up Date Over Letter 

n ) Staff Claim 

A d a p i m t u g a s d a r i Staff Claim a d a l a h : 

M e n e r i m a a t a u m e m p r o s e s l a p o r a n k l a i m b a i k s e e a r a l a n g s i m g 

m a u p u n v i a t e l e p o n 

M e m b u a t k l a i m statement i m t u k p e m b a y a r a n k e p e n j u a l 

M e n g a d a k a n review 

- M e m b u a t l a p o r a n d a r i t e r t a n g g u n g 
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0 ) Security 

A d a p u n t u g a s d a r i Security a d a l a h : 

M e n j a g a k e a m a n a n d a n k e t e r t i b a n d i l i n g k u n g a n k a n t o r 

- M e m b u a t A d m i n i s t r a s i 

M e n e r i m a t a m u 

- M e l a k s a n a k a n p e r i n t a h a t a u t u g a s a t a s a n 

O p e r a t o r g e n s e t , d e n g a n p e m e s a n a n g e n s e t s e t i a p h a r i , m e g i s i a i r r a d i a t o r , 

m e n g i s i b a h a n b a k a r s o l a r , c e k o l i d a n A c c u g e n s e t , c e k K w h g e n s e t 

- M e n g i s i a i r p a m d i d a l a m b a k t a m p u n g a n y a n g a d a 

- M e n g a t u r p a r k e r d i t e m p a t y a n g s u d a h d i s e d i a k a n . 

d. Aktivitas dan Produk PT. Asuransi Wahana Tata Cabang Palembang 

A k t i v i t a s p e r u s a h a a n P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g 

a d a l a h m e n a w a r k a n d a n m e n j u a l p r o d u k A s u r a n s i j i w a d a n A s u r a n s i K e r u g i a n 

g u n a m e m e n u h i k e b u t u h a n m a s y a r a k a t . P r o d u k A s u r a n s i j i w a t e r d i r i d a r i 

b e r b a g a i m a c a m p r o g r a m y a n g d i r a n c a n g s e d e m i k i a n r u p a u n t u k m e m b e r i k a n 

m a n f a a t y a n g b e r b e d a . B e r i k u t i n i a d a l a h p r o d u k - p r o d u k y a n g t e r d a p a t p a d a 

P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g : 

1 ) Marine Cargo 

A d a l a h a s u r a n s i y a n g b e r k e n a a n d e n g a n b a r a n g - b a r a n g d a l a m 

t r a n s i t a t a u b a r a n g - b a r a n g y a n g s e d a n g d i t a n g a n i p e r u s a h a a n 

p e n g a n g k u t a n , b i a s a n y a y a n g d i a s u r a n s i k a n b u k a n h a n y a b a r a n g - b a r a n g 

y a n g d i a n g k u t s a j a , t e t a p i t e r m a s u k j u g a a l a t - a l a t p e n g a n g k u t a n n y a . 
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2 ) Fire 

A d a l a h b e n t u k p e r l i n d u n g a n a s u r a n s i y a n g p a l i n g u m u m . 

P e m b a k a r a n r u m a h d e n g a n s e n g a j a d i b e r i g a n t i r u g i , a s a l k a n t i d a k t e r j a d i 

a t a s p e r s e t u j u u a n p i h a k y a n g d i a s u r a n s i k a n . A s u r a n s i k e b a k a r a n b e r t u j u a n 

u n t u k m e n g g a n t i k e r u g i a n y a n g d i s e b a b k a n o l e h k e b a k a r a a 

3 ) Earthquake 

A d a l a h b e n t u k p e r t a n g g i m g a n a s u r a n s i y a n g t e r j a d i a k i b a t g e m p a 

b u m i d a n m e m b u a t t e m p a t t i n g g a l d a n h a r t a t e r t a n g g u n g m e n j a d i r u s a k 

a k i b a t r e r u n t u h a n y a n g t e r j a d i k a r e n a g e m p a b u m i . 

4 ) Motor 

A s u r a n s i k e n d a r a a n b e r m o t o r a d a l a h a s u r a n s i p e r t a n g g u n g a n 

k e r u g i a n a t a u k e r u s a k a n t e r h a d a p k e n d a r a a n b e r m o t o r . A s u r a n s i 

k e n d a r a a n b e r m o t o r p a d a p r i n s i p n y a m e n j a m i n d u a r e s i k o y a i t u k e r u g i a n 

a t a u k e r u s a k a n k e n d a r a a n b e r m o t o r d a n t a n g g u n g g u g a t , y a i t u t a n g g i m g 

j a w a b t e r h a d a p p i h a k k e t i g a y a n g b e r k a i t a n d e n g a n p e n g g i m a a n k e n d a r a a n 

b e r m o t o r . 

5 ) Heavy Equipment 

A d a l a h a s u r a n s i p e r t a n g g u n g a n t e r h a d a p a l a t b e r a t y a n g s u d a h 

d i a s u r a n s i k a n a k i b a t k e r u s a k a n y a n g t i d a k d i s e n g a j a o l e h p e m i l i k n y a . 

6 ) Aswata Motor 

A d a l a h a s u r a n s i k e n d a r a a n p e n g a n g k u t y a n g d i g e r a k k a n o l e h 

m o t o r m e k a n i k s e p e r t i m o b i l s e d a n , b i s u m u m , pick-up, truck, trailer, 

k e n d a r a a n b e r o d a t i g a d a n b e r o d a d u a , k e r e t a a p i , d a n s e b a g a i n y a . 
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7 ) Glass Insurance 

A d a l a h a s u r a n s i r u m a h k a c a . A p a b i i a r u m a h k a c a i t u r u s a k a t a u 

r u n t u h a k i b a t d a r i k e t i d a k s e n g a j a a n s a n g p e m i l i k . 

8 ) Bulgary/Theft 

A d a l a h a s u r a n s i p e r t a n g g u n g a n k e r u g i a n a k i b a t p e n c u r i a n d a n 

m e n g a k i b b a t k a n t e r t a n g g u n g m e n g a l a m i k e r u g i a n y a n g s a n g a t b e s a r . 

9 ) Billboard 

A d a l a h a s u r a n s i t e r h a d a p i k l a n d a n b e r h u b i m g a n d e n g a n 

p e m a s a n g a n i k l a n . 

10) Liability-Public 

A d a l a h p e r t a n g g u n g j a w a b a n u m u m a t a u m a s y a r a k a t , a r t i n y a 

a p a b i i a t e r j a d i g e m p a , k e b a k a r a n , b a n j i r , g i m u n g m e l e t u s d a n s e b a g a i n y a 

y a n g m e n y e b a b k a n k e r u g i a n b a g i m a s y a r a k a t b a n y a k . Y a n g t i n g g a l d i 

s u a t u t e m p a t y a n g s a m a . 

1 1 ) Marine hull 

A d a l a h a s u r a n s i m e l a l u i k a p a l a t a u p e n g a n g k u t a n l a u t y a n g 

m e n g a s u r a n s i k a n k e r u g i a n y a n g m e n i m p a b a h a n - b a h a n y a n g d i a n g k u t a l a t 

p e n g a n g k u t a n d i l a u t y a n g b e r m a c a m - m a c a m s e p e r t i b e r a s , g a n d u m , d a n 

s e b a g a i n y a . 

1 2 ) Electronic Equipment Insurance 

A d a l a h a s u r a n s i a l a t - a l a t e l e k t r o n i k y a n g m e n g a l a m i k e r u s a k a n 

a t a u h i l a n g s e p e r t i t e l e v i s i , k u l k a s , r a d i o , m e s i n c u c i d a n s e b a g i n y a . 
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1 3 ) Money 

A d a l a h a s u r a n s i u a n g y a n g t e r j a d i a k i b a t k e h i l a n g a n u a n g d i 

p e r j a l a n a n w a k t u a k a n m e n a g n t a r k a n u a n g t e r s e b u t k e s u a t u t e m p a t . 

14) Surety Bond 

A d a l a h a s u r a n s i o b l i g a s i . 

1 5 ) Personal Accident 

A d a l a h a s u r a n s i j i w a a k i b a t k e c e l a k a a n d i r i . S e p e r t i k e c e l a k a a n 

b e r k e n d a r a a n , j a t u h d a r i p o h o n d a n s e b a g a i n y a . 

\6) Hole In One 

A d a l a h a s u r a n s i p e r m a i n a n b o l a g o l f . 

B. PEMBAHASAN 

1. Pengukuran kinerja perusahaan dengan menggunakan pendekatan 

balanced scorecard 

Balanced Scorecard t e t a p m e n g g u n a k a n p e r s p e k t i f k e u a n g a n 

k a r e n a u k u r a n k e u a n g a n s a n g a t p e n t i n g d a l a m m e m b e r i k a n p e t u n j u k 

a p a k a h s t r a t e g i p e r u s a h a a n s a n g a t p e n t i n g d a n p e l a k s a n a a n y a , L a p o r a n 

k e u a n g a n d a p a t d i j a d i k a n s e b a g a i s u m b e r i n f o r m a s i u t a m a u n t u k 

m e n g e t a h u i k e a d a a n k e u a n g a n p e r u s a h a a n o l e h s e m u a p i h a k d a l a m 

m e n i l a i k i n e r j a k e u a n g a n s e k a l i g u s m e n i l a i k i n e r j a m a n a j e m e n . 

B e r d a s a r k a n T a b e l I V . l . a k a n m e n j e l a s k a n s e b a g a i b e r i k u t : 

a. P e r s p e k t i f p e r t u m b u h a n p e n d a p a t a n p a d a P T . A s u r a n s i W a h a n a T a t a 

C a b a n g P a l e m b a n g h a r u s m e n j a l a i o k a n s i s t e m A u d i t n y a d a l a m u p a y a 

u n t u k m e n g u r a n g i k e c u r a n g a n d a n m a n i p u l a s i d a t a y a n g t i d a k a d a . 
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b . P e r s p e k t i f P e l a n g a n p a d a P T . A s u r a n s i W a h a n a T a t a C a b a n g 

P a l e m b a n g d i l i h a t d a r i A k u i s i s P e l a n g g a n s u p a y a d a p a t d i t i n g k a t k a n 

b i s n i s p e l a n g g a n s e e a r a p e r i o d e a g a r d a p a t m e n a m b a h p e n i n g k a t a n 

p e n d a p a t a n . 

c . P e r s p e k t i f B i s n i s I n t e r n a l p a d a P T . A s u r a n s i W a h a n a T a t a C a b a n g 

P a l e m b a n g p r o s e s o p e r a s i n y a h a r u s d i t i n g k a t k a n u n t u k m e m b u a t d a n 

m a n y a m p a i k a n p r o d u k d a n j a s a b a i k m e l a l u i m e d i a m a s a a t a u r u m a h 

k e n i m a h . 

d . P e r s p e k t i f P e m b e i a j a r a n d a n p e r t u m b u h a n p a d a P T . A s u r a n s i W a h a n a 

T a t a C a b a n g P a l e m b a n g t e r u t a m a p a d a s i s t e m i n f o r m a s i n y a a d a n y a 

t e n a g a t e r a m p i l y a n g a h l i d a l a m b i d a n g n y a , m e n y e d i a k a n f a s i l i t a s 

y a n g m e n d u k u n g k i n e r j a k a r y a w a n . 
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Tabel I V . l 
Desain Balanced Scorecad 

PT. Asuransi Wabana Tata Cabang Palembang 

P E R S P E K T I F K E K U A T A N MASALAH SOLUSI 
P e r s p e k t i f K e u a n g a n 
1) Pendapatan P e r t u m b u h a n pendapatan M e r e n c a n a k a n p r o g r a m dengan 

p e r t i m b a n g a n b isn is 
2 ) M e n i n g k a t k a n cost 

E f f ec t ivess 
P e n u r u n a n B i a y a o p e r a s i o n a l B e s a m y a b i a y a operas iona l y a n g 

d i k e l u a r k a n pemsahaan ak iba t 
K u r a n g n y a pengenaa i i an le rnaoap 
penge luaran dana 

M e l a k u k a n s i s tem pengenda l ian 
b i a y a seeara o p t i m a l pada m a s i n g -
m a s i n g u n i t serta m e n j a l a n k a n 
m e k a n i s m e audi t pada semua l a v e l 
y a n g ada d i pemsahaan 

3 ) M e n i n g k a t k a n r a s io l i k u i d i t a s 
f C R O R C A R I 

M e n i n g k a t k a n r a s io l i k u i d i t a s 
CCR O R P A R I 

K e c i l n y a r a s io l i k u i d i t a s perusahaan M e l a k u k a n s i s tem pengenda l ian 
a K i i v a y a n g u i m i i i K i pemsanaan 
agar aapa i a i i i n a i seoerapa oesar 
k e m a m p u a n pemsahaan m e m e n u h i 
k e w a j i b a n j a n g k a pendeknya pada 
saat j a t u h t e m p o 

4 ) M e n i n g k a i a n ras io 
p r o f i t a b i l i t a s ( N P M , A T , R 0 1 , R O E ) 

M e n i n g k a t k a n r a s io p r o f i t a b i l i t a s 
( N P M , A T , R O I , R O E ) 

K e c i i n y a ras io p r o f i t a i l i t a s y a n g 
didapat o l e h pemsahaan 

M e l a k u k a n berapa besar 
k e m a m p u a n pemsahaan 
m e n g g u n a k a n m o d a l n y a g u n a 
m e n g h a s i l k a n k e u n t u n g a n . 

P e r s p e k t i f Pe langgan 
1) R e t e n s i pe langgan P e r t u m b u h a n usaha a t au b i sn i s dengan 

pe langgan y a n g ada saat i n i 
M e l a k u k a n i d e n t i f l k a s i s e l u m h 
pe langgan dengan cara m e n g u k u r 
r e t ens i pe langgan da r i per iode k e 
pe r iode . 



2 ) A k u i s i s i pe langan Pe l anggan b a r u d a l a m setiap t a h u n n y a M e l a k u k a n a t au m e n e t a p k a n t u j u a n 
berupa p e n i n g k a t a n b i sn i s 
pe langgan d a l a m segmen sasaran 

3 ) K e p u a s a n pe langgan T i n g k a t kepuasan pe langgan B a n y a k n y a t u n t u t a n d a r i k o n s u m e n 
mengena i k u a l i t a s p e l a y a n a n 

M e l a k u k a n a tau m e n e t a p k a n t u j u a n 
berupa p e n i n g k a t a n b i sn i s 
pe langgan seeara per iode 

P e r s p e k t i f Proses B i s n i s I n t e r n a l 
1) I n o v a s i p r o d u k dan j a s a y a n g 
d i t a w a r k a n 

pen jua lan d a r i p r o d u k b m i te rhadap 
t o t a l pendapa tan perusahaan ( o m z e t ) 

M e l a k u k a n berbagai i n o v a s i d a n 
k r e a t i v i t a s t e r k a i dengan 
p e r k e m b a n g a n pe l ayanan ser ta 
m e l a k u k a n perencanaan dan 
pengembangan p r o d u k a tau jasa 

2 ) P roses operas i T i n g k a t e f e k t i f i t a s d a r i proses operas i Operas iona l perusahaan m a s i h k u r a g 
ba ik 

M e l a k u k a n proses u n t u k m e m b u a t 
dan m e n y a m p a i k a n p r o d u k a tau 
jasa 

P e r s p e k t i f P e m b e i a j a r a n dan 
P e r t u m b u h a n 
1) K o m p e t e n s i S D M M e n i n g k a t k a n S u m b e r D a y a M a n u s i a B i a y a p e n d i d i k a n S D M m a s i h k u r a n g • M e l a k u k a n p e n g r e k r u t a n 

k a r y a w a n dan pe langan b a r u 
seeara s e l e k t i f 

• M e n g i r i m pegawa i u n t u k 
m e n g i k u t i pe la t ihan 

2 ) R e t e n s i K a r y a w a n R a s i o k a r y a w a n y a n g m a m p u ber tahan 
se l ama m u n g k i n 

M e l i h a t persentase j u m l a h 
k a r y a w a n y a n g k e l u a r se t iap 
t a h u n n y a dengan j u m l a h 
k e s e l u r u h a n k a r y a w a n . 

3 ) P r o d u k t i v i t a s K a r y a w a n T i n g k a t k e h a d i r a n k a r y a w a n M e l i h a t j u m l a h k e h a d i r a n 
k a r y a w a n y a n g real, dengan j u m l a h 
k e s e l u r u h a n k a r y a w a n . 

S u m b e r : P e n u l i s 2 0 1 3 

4^ 
- J 
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2. Elemen-elemen Balanced Scorcard 

a. Perspektif Keuangan 

Balanced Scorcared t e t a p m e n g g i m a k a n p e r s p e k t i f k e u a n g a n 

k a r e n a u k u r a n s a n g a t p e n t i n g d a l a m m e m b e r i k a n p e t u n j u k a p a k a h 

s t r a t e g i p e r u s a h a a n , p e n e r a p a n d a n p e l a k s a n a a n n y a m e m b e r i k a n 

k o n t r i b u s i a t a u t i d a k k e p a d a p e n i n g k a t a n l a b a p e r u s a h a a n . L a p o r a n 

k e u a n g a n d a p a t d i j a d i k a n s e b a g a i s u m b e r i n f o r m a s i u t a m a u n t u k 

m e n g e t a h u i k e a d a a n k e u a n g a n p e r u s a h a a n o l e h s e m u a p i h a k d a l a m 

m e n i l a i k i n e i j a k e u a n g a n s e k a l i g u s m e n i l a i k i n e r j a m a n a j e m e r m y a . 

U n t u k m e m p e r t a h a n k a n k e l a n g s u n g a n h i d u p p e r u s a h a a n , d i p e r l u k a n 

a d a n y a d a n a a t a u p e n e r i m a a n k a s . P e n e r i m a a n k a s y a n g d i p e r o l e h 

a s u r a n s i m e r u p a k a n h a s i l d a r i p e n j u a l a n p o l i s - p o l i s a s u r a n s i . D a r i 

p e n j u a l a n p o l i s - p o l i s a s u r a n s i i n i l a h a k a n d i p e r o l e h p e n e r i m a a n k a s 

b e r u p a p e n d a p a t a n p r e m i . P e r s p e k t i f k e u a n g a n d i b a g i m e n j a d i : 

1 ) P e n d a p a t a n P r e m i 

m e r u p a k a n i m s u r y a n g p a l i n g p e n t i n g d a l a m s e b u a h p e r u s a h a a n , 

k a r e n a p e n d a p a t a n a k a n d a p a t m e n e n t u k a n m a j u m u n d u m y a s u a t u 

p e r u s a h a a n . O l e h k a r e n a i t u p e r u s a h a a n h a r u s s e m a k s i m a l 

m i m g k i n u n t u k m e m p e r o l e h p e n d a p a t a n y a n g m e m u a s k a n . D a n 

d i h a r a p k a n d a p a t m e n g g u n a k a n s e g a l a s u m b e r y a n g a d a d a l a m 

p e r u s a h a a n d e n g a n s e e f i s i e n m u n g k i n . A d a p u n p e n d a p a t a n p r e m i 

b r u t o P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g d a p a t d i l i h a t 

p a d a t a b e l I V . 2 . 
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Tabel IV.2 
Premi Bruto 

PT. Asuransi Wahana Tata Cabang Palembang 
tahun 2009 s/d 2012 

(dalam rupiab^ 

Jenis / Class 2009 2010 2011 2011 

Marine Cargo 1 0 5 . 1 4 0 . 8 6 1 1 1 7 . 7 7 1 . 7 6 3 3 3 3 . 5 4 0 . 0 5 3 5 4 7 . 9 4 3 . 5 1 9 
Fire 3 5 4 5 0 1 6 7 3 5 1 0 7 7 1 1 Q n j.A 1 1A I V.O l U 7 O K 7 0 7 0/18 7 8 0 7 AA/1 I 8A Z . 6 V Z . 0 0 4 . 1 5 0 
Earthquake 5 2 7 6 4 6 0 A 1A7 

4 . I O j . j D Z 
Motor s 4 0 1 4 7 1 0 5 6 A ttA7 1 1 1 7 7 A A <QO ^^A 8A 1 C 1 A7 I Al 8 7 7 7 . 1 0 7 . 1 4 / . 5 / / 
Heavy Equipment /17 1 ^ A c o o 4 z . 1 50 .5UU 7 8 1 A 8 77C 7 5 . l 0 6 . J ID 
Aswata Motor 4 168 2 3 6 7 5 1 ^ 7 0 0 Q/17 / I K J . Z U V . V 4 Z . 4 J J 7 80/ ! 77Q AQ8 Z . o V 4 . Z Z V . 0 V o 7 AOC A 1 A CAQ 

7 . 0 V 7 . 4 1 o . 7 o y Class Insurance 7 ^ A 7 7 77/1 Z j . O / Z . / j 4 17 C/17 BQA 1 Z . 7 4 7 . 5 5 0 /GO OAO\ 

omgary/1 neji 1 A 7/17 C77 l O . / 4 Z . 7 / Z 
DiiiDoara 1 7 7 7 e7A 

1 . Z 7 Z . 5 /O 
Liability Public 1 7 5 . 0 0 0 
Marine Hull 4 8 7 . 4 1 0 . 3 7 4 3 1 2 . 2 8 6 . 8 3 6 3 4 6 . 5 0 9 . 6 1 0 3 1 7 . 1 4 9 . 5 0 0 
Eectronic Equipment 
Insurance 

8 4 8 . 7 0 2 . 3 1 8 1 . 1 5 1 . 9 9 0 1 .176 .990 

Money 7 . 5 6 5 . 4 6 1 7 5 3 . 4 4 6 . 5 7 8 5 5 4 . 6 5 8 . 0 1 4 6 6 4 . 6 8 7 . 0 3 1 
Surety Bond 2 6 5 . 6 5 0 . 3 3 3 6 8 0 . 5 8 5 . 5 1 0 
Personal Accident 9 . 6 1 5 . 4 8 4 1 .513 .813 1 5 . 4 7 3 . 3 2 5 
Hole In One 1 0 0 . 0 0 0 
Customs Bond 1 0 0 . 0 0 0 1 0 0 . 0 0 0 6 4 . 0 0 0 
Contractor All Risk 3 0 . 0 6 8 . 2 6 6 3 9 . 9 8 0 . 3 3 3 4 . 4 0 7 . 5 1 7 
Total Premi Bruto 14.688.990.282 14.617.210.571 14.071.218J23 14.034.818.100 

S u m b e r : P T . A s u r a n s i W a h a n a T a t a , 2 0 1 3 

B e r d a s a r k a n t a b e l I V . 2 , p a d a P T . A s u r a n s i W a h a n a T a t a C a b a n g 

P a l e m b a n g , d i t e m u k a n a d a n y a p e r m a s a l a h a n d i m a n a p e n d a p a t a n p r e m i y a n g 

d i d a p a t p e r u s a h a a n m e n u r u n s e t i a p t a h u n n y a . H a l i n i d i s e b a b k a n k a r e n a 

p e r u s a h a a n s e t i a p t a h u n n y a m e n a m b a h p r o d u k p r e m i , a k a n t e t a p i p r o d u k p r e m i 

t i d a k m e n c a p a i p e n d a p a t a n y a n g m e m u a s k a n s e s u a i y a n g d i i n g i n k a n p e r u s a h a a n 

k a r e n a p a d a t a b e l p r e m i t a h u n 2 0 0 9 j u m l a h p r o d u k p r e m i y a n g d i p a s a r k a n 1 0 

j e n i s d e n g a n p e n d a p a t a n R p . 1 4 . 6 8 8 . 9 9 0 . 2 8 2 , s e d a n g k a n p a d a t a h u n 2 0 1 0 j u m l a h 
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p r o d u k y a n g d i p a s a r k a n 1 1 j e n i s d e n g a n p e n d a p a t a n R p . 1 4 . 6 1 7 . 2 1 0 . 5 7 1 , p a d a 

t a h u n 2 0 1 1 j u m l a h p r o d u k y a n g d i p a s a r k a n 1 2 j e n i s d e n g a n p e n d a p a t a n R p . 

1 4 . 0 7 1 . 2 1 8 . 3 2 3 d a n t a h u n 2 0 1 2 j u m l a h p r o d u k y a n g d i p a s a r k a n 1 6 j e n i s d e n g a n 

p e n d a p a t a n R p . 1 4 . 0 3 4 . 8 1 8 . 1 0 0 . 

P e n d a p a t a n p r e m i P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g b i l a 

d i l i h a t d a r i g r a f i k , y a i t u p a d a g a m b a r I V . 2 . 

G a m b a r I V . 2 
G r a f i k P e n d a p a t a n P r e m i 

1 4 . 8 0 0 . 0 0 0 . 0 0 0 

1 4 . 6 0 0 . 0 0 0 . 0 0 0 

1 4 . 4 0 0 . 0 0 0 . 0 0 0 

1 4 . 2 0 0 . 0 0 0 . 0 0 0 

1 4 , 0 0 0 . 0 0 0 . 0 0 0 

1 3 . 8 0 0 . 0 0 0 . 0 0 0 

1 3 . 6 0 0 . 0 0 0 . 0 0 0 

14.071.1 IU23 
I4.0.MJ1S.IS0 

2 0 0 9 2 0 1 0 2 0 1 1 2 0 1 2 

T a b e l I V . 3 
P e n u r u n a n P e n d a p a t a n P r e m i 

P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g 
T a h u n 2 0 1 0 - 2 0 1 2 

( d a l a m r u p i a h ) 
2 0 1 0 2 0 1 1 2 0 1 2 

P e n d a p a t a n 
P r e m i 

1 4 . 6 1 7 . 2 1 0 . 5 7 1 1 4 . 0 7 1 . 2 1 8 . 3 2 3 1 4 . 0 3 4 . 8 1 8 . 1 0 0 

P e n u r u n a n 
P e n d a p a t a n 

7 1 . 7 7 9 . 7 1 1 5 4 5 . 9 9 2 . 2 4 8 3 6 . 4 0 0 . 2 2 3 

% 0 , 0 4 9 % 0 , 0 3 8 % 0 , 0 2 5 % 

S u m b e r : P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g , 2 0 1 3 
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T a b e l I V . 3 d i a t a s m e n u n j u k a n b a h w a P T . A s u r a n s i W a h a n a T a t a 

C a b a n g P a l e m b a n g m e m p e r o l e h p e n d a p a t a n p a d a t a h u n 2 0 1 2 s e b e s a r 

R p . 1 4 . 0 3 4 . 8 1 8 . 1 0 0 a t a u t u r u n 0 , 0 2 5 % d a r i p e r o l e h a n p e n d a p a t a n 

s e b e l u m n u a . H a l i n i m e n j a d i p e r h a t i a n p a d a P T . A s u r a n s i W a h a n a 

T a t a C a b a n g P a l e m b a n g a g a r d a p a t t e r u s m e n i n g k a t k a n b a i k k u a l i t a s 

m a u p u n k u a n t i t a s d a r i p e l a y a n a n a g a r d a p a t s e m a k i n m e n a r i k m i n a t 

m a s y a r a k a t u n t u k b e r t r a n s a k s i finacial a t a u p u n non financial l a i n n y a 

s e h i n g g a d a p a t m e m b a n t u m e n i n g k a t k a n p e n d a p a t a n y a n g t e l a h 

d i t a r g e t k a n . 

2 ) B i a y a O p e r a s i o n a l 

M e r u p a k a n s u a t u p e n g o r b a n a n y a n g e k o n o m i s y a n g h a r u s 

d i l a k u k a n u n t u k m e m p e r o l e h b a r a n g a t a u j a s a . H a l i n i m e m b u k t i k a n 

b a h w a b e t a p a p e n t i n g n y a b i a y a y a n g d i k e l u a r k a n a g a r o p e r a s i 

p e r u s a h a a n d a p a t b e i j a l a n d e n g a n b a i k . A d a p u n b i a y a o p e r a s i o n a l P T . 

A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g d a p a t d i l i h a t p a d a t a b e l 

I V . 4 
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Tabel IV.4 
Data Biaya Operasional 

PT. Asuransi Wahana Tata Cabang Palembang 
Tahun 2010-2012 

(dalam rupiah 
2010 2011 2012 

R i a v a nTf^naffa 
Kerja 5 2 0 . 0 0 0 . 0 0 0 4 3 0 . 0 0 0 . 0 0 0 3 0 0 . 6 7 0 . 4 2 0 

R i a v a r J a i i 
LllUj a VSMJI 
Karyawan 

9 5 3 . 0 0 0 . 0 0 0 7 2 5 . 5 0 0 . 0 0 0 5 9 3 . 2 2 1 . 0 0 0 

Riiiva Relania 
Bulanan 1 6 5 . 3 0 0 . 0 1 i 1 7 0 . 0 0 0 . 8 3 5 7 3 . 6 6 4 . 2 4 5 

Biaya 
Pembayaran 
Klaim 

6 . 5 5 0 . 0 4 4 . 0 0 0 4 . 4 5 3 . 2 0 0 . 0 5 0 5 . 1 9 7 . 2 6 6 . 8 8 0 

Biaya Perawatan 
Fasilitas 3 4 2 . 2 0 0 . 0 0 0 4 4 9 . 6 5 0 . 3 3 0 3 3 8 . 5 5 2 . 9 0 0 

Biaya BBM & 
Transport 2 2 2 . 0 0 0 . 4 0 0 7 5 2 . 7 7 1 . 1 8 0 1 2 5 . 0 0 0 . 6 3 4 

Biaya Perjalanan 
Dinas 2 . 7 0 0 . 0 0 0 . 5 0 0 2 . 4 2 5 . 0 0 0 . 0 0 0 9 4 2 . 3 6 7 . 2 9 4 

Total Biaya 
Operasional 10.452.544.911 8.123.622J95 7.570.743J73 

S u m b e r : P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g , 2 0 1 3 

B e r d a s a r k a n t a b e l I V . 4 d a p a t d i l i h a t b a h w a t o t a l b i a y a 

o p e r a s i o n a l P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g m e n g a l a m i 

p e n u r u n a n t i a p t a h u n n y a . P a d a t a h u n 2 0 1 0 d i p e r o l e h 

R p . 1 0 . 4 5 2 . 5 4 4 . 9 1 1 , p a d a t a h u n 2 0 1 1 m e n g a l a m i p e n u r u n a n m e n j a d i 

R p . 8 . 1 2 3 . 6 2 2 . 3 9 5 . D a n p a d a t a h u n 2 0 1 2 m e n g a l a m i p e n u n m a n 

m e n j a d i R p . 7 . 5 7 0 . 7 4 3 . 3 7 3 . 
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Tabel IV.5 
Rasio Biaya Operasional 

PT. Asuransi Wahana Tata Cabang Palembang 
Tahun 2010-2012 

(dalam rupiah) 

2010 2011 2012 

Total Biaya 
Operasional 

1 0 . 4 5 2 . 5 4 4 . 9 1 1 8 . 1 2 3 . 6 2 2 . 3 9 5 7 . 5 7 0 . 7 4 3 . 3 7 3 

Penurunan 
Biaya 
Operasional 

5 0 9 . 7 7 1 . 0 8 6 2 . 3 2 8 . 9 2 2 . 5 1 6 5 5 2 . 8 7 9 . 0 2 2 

% 0,049 % 0,028 % 0,07 % 

S u m b e r : P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g , 2 0 1 2 

B e r d a s a r k a n t a b e l I V . 5 , h a s i l p e r h i t u n g a n b i a y a o p e r a s i o n a l 

p a d a t a h u n 2 0 1 1 . T a h u n 2 0 1 0 d i p e r o l e h 0 , 0 4 9 % d a n t a h u n 2 0 1 1 

m e n g a l a m i p e n u r u n a n 0 , 0 2 8 %. P a d a t a h u n 2 0 1 2 h a s i l p e r h i t i m g a n 

b i a y a o p e r a s i o n a l d i p e r o l e h 0 , 0 7 %. 

B i a y a o p e r a s i o n a l P T . A s u r a n s i W a h a n a T a t a C a b a n g 

P a l e m b a n g b i l a d i l i h a t d a r i g r a f i k , y a i t u p a d a g a m b a r I V . 3 . 

Gambar IV.3 
Grafik Biaya Operasional 

PT. Asuransi Wahana Tata Cabang Palembang 
Tahun 2010-2012 
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G a m b a r I V . 3 d i a t a s m e n u n j u k k a n b a h w a d a t a b i a y a 

o p e r a s i o n a l p e r u s a h a a n y a n g d i d a p a t m e n u n j u k k a n a d a n y a p e n u r u n a n 

d a r i t a h u n 2 0 1 0 s a m p a i t a h u n 2 0 1 2 . H a l i n i m e n u n j u k k a n b a h w a P T . 

A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g t e r u s m e n e r u s m e l a k u k a n 

e f i s i e n s i b i a y a . 

3 ) R a s i o L i k u i d i t a s 

R a s i o l i k u i d i t a s m e n u n j u k k a n s e b e r a p a b e s a r k e m a m p u a n 

p e r u s a h a a n i m t u k m e m e n u h i k e w a j i b a n j a n g k a p e n d e k n y a ( h u t a n g 

l a n c a r ) p a d a s a a t j a t u h t e m p o . R a s i o i n i m e r u p a k a n s a l a h s a t u i n d i k a s i 

u n t u k m e n g e t a h u i e f i s i e n s i d a n e f e k t i f i t a s p e r u s a h a a n . A d a p u n r a s i o 

l i k u i d i t a s s u a t u p e r u s a h a a n s a n g a t t e r g a n t u n g b a g a i m a n a p e r u s a h a a n 

t e r s e b u t m e n g e l o l a a k t i v a y a n g d i m i l i k n y a . 

U n t u k m e n g a n a l i s i s t i n g k a t l i k u i d i t a s P T . A s u r a n s i W a h a n a T a t a 

C a b a n g P a l e m b a n g s e l a m a 3 t a h u n t e r a k h i r ( t a h u n 2 0 1 0 - 2 0 1 2 ) p e n u l i s 

m e n g g u n a k a n current ratio, quick ratio, d a n cash ratio, 

a. Current ratio 

Current ratio d i g u n a k a n i m t u k m e n g u k u r k e m a m p u a n p e r u s a h a a n 

m e m e n u h i k e w a j i b a n j a n g k a p e n d e k n y a . C a r a u n t u k m e n g h i t i m g 

Current ratio y a i t u d e n g a n m e m b a n d i n g k a n a k t i v a l a n c a r d a n h u t a n g 

l a n c a r . S e m a k i n b e s a r r a t i o m e n a n d a k a n s e m a k i n b e s a r k e m m a p u a n 

p e r u s a h a a n u n t u k m e m e n u h i k e w a j i b a n j a n g k a p e n d e k n y a d e m i k i a n 

p u l a s e b a l i k n y a . 

Current ratio A k t i v a l a n c a r 
xlOOVo 

H u t a n g l a n c a r 
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U n t u k l e b i h j e l a s n y a , d a p a t d i l i h a t b e s a m y a a k t i v a l a n c a r d e n g a n 

h u t a n g l a n c a r y a n g d i m i l i k i p e r u s a h a a n s e l a m a t i g a t a h u n d a r i t a h u n 

2 0 1 0 s a m p a i t a h u n 2 0 1 2 . 

Tabel IV.6 
Aktiva Lancar dengan Hutang Lancar 

U r a i a n 2 0 1 0 2 0 1 1 2 0 1 2 
( R p ) ( R p ) ( R p 

A k t i v a 5 . 9 8 9 . 2 1 7 . 5 3 1 7 . 2 7 7 . 4 6 2 . 5 8 0 6 . 7 1 7 . 6 9 5 . 0 5 0 
l a n c a r 
H u t a n g 4 . 0 8 5 . 1 0 3 . 6 4 1 6 . 1 9 1 . 5 2 0 . 5 8 4 3 . 4 8 5 . 4 7 1 . 2 6 8 
l a n c a r 

S u m b e r : O l a h d a t a P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g 

T a h u n 2 0 1 0 = 5 . 9 8 9 . 2 1 7 . 5 3 1 ^^^^^^^ 
4 . 0 8 5 . 1 0 3 6 4 1 

= 1 4 6 , 6 1 % 

T K o n , , 7 . 2 7 7 . 4 6 2 . 5 8 0 T a h u n 2 0 1 1 = x 1 0 0 % 
6 . 1 9 1 . 5 2 0 . 5 8 4 

= 1 1 7 , 5 3 % 

T i , o n t o 6 . 7 1 7 . 6 9 5 . 0 5 0 T a h u n 2 0 1 2 = x 1 0 0 % 
3 . 4 8 5 . 4 7 1 . 2 6 8 

- 1 9 2 , 7 3 % 

D a r i h a s i l a n a l i s i s d i a t a s d a p a t d i l i h a t Current ratio p e r u s a h a a n 

a n t a r a t a h u n 2 0 1 0 s a m p a i d e n g a n t a h i m 2 0 1 2 s e b a g a i b e r i k u t : 
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1 . P a d a t a h u n 2 0 1 0 current ratio p e r u s a h h a a n 1 4 6 , 6 1 % y a n g 

d i p e r o l e h d e n g a n p e r b a n d i n g a n a k t i v a l a n c a r s e b e s a r R p . 

5 . 9 8 9 . 2 1 7 . 5 3 1 , - d e n g a n h u t a n g l a n c a r s e b e s a r R p . 4 . 0 8 5 . 1 0 3 . 6 4 1 , - . 

H a l i n i b e r a r t i s e t i a p R p . 1 , - h u t a n g l a n c a r d a p a t d i j a m i n o l e h 

a k t i v a l a n c a r s e b e s a r R p . 1 , 4 6 6 1 , -

2 . P a d a t a h u n 2 0 1 1 current ratio p e r u s a h a a n m e n g a l a m i p e n u n m a n 

d a r i 1 4 6 , 6 1 % p a d a t a h u n 2 0 1 0 m e n j a d i 1 1 7 , 5 3 % y a n g d i p e r o l e h 

d e n g a n p e r b a n d i n g a n a k t i v a l a n c a r s e b e s a r R p . 7 . 2 7 7 . 4 6 2 . 5 8 0 , -

d e n g a n h u t a n g l a n c a r s e b e s a r R p . 6 . 1 9 1 . 5 2 0 . 5 8 4 , - . I n i b e r a r t i s e t i a p 

R p . 1 , - h u t a n g l a n c a r d a p a t d i j a m i n o l e h a k t i v a l a n c a r s e b e s a r R p . 

1 , 1 7 5 3 , -

3 . P a d a t a h u n 2 0 1 2 current ratio p e r u s a h a a n m e n g a l a m i k e n a i k a n 

d a r i 1 1 7 , 5 3 % p a d a t a h u n 2 0 1 1 m e n j a d i 1 9 2 , 7 3 % y a n g d i p e r o l e h 

d e n g a n p e r b a n d i n g a n a k t i v a l a n c a r s e b e s a r R p . 6 . 7 1 7 . 6 9 5 . 0 5 0 , -

d e n g a n h u t a n g l a n c a r s e b e s a r R p . 3 . 4 8 5 . 4 7 1 . 2 6 8 , - d a p a t d i j a m i n 

o l e h a k t i v a l a n c a r s e b e s a r R p . 1 , 9 2 7 3 , -

B e r d a s a r k a n h a s i l a n a l i s i s current ratio d i a t a s d a p a t d i l i h a t 

b a h w a l i k u i d a i t a s p e r u s a h a a n , a p a b i i a d i l i h a t d a r i 

p e r k e m b a n g a n n y a d a r i d i a t a s t a h u n 2 0 1 0 - 2 0 1 2 b e r f l u k t u u a s i , t e t a p i 

r a t a - r a t a current rationya b e r a d a p a d a d i a t a s 1 0 0 %. S e h i n g g a 
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d a p a t d i k a t a k a n b a h w a p e r u s a h a a n d a l a m k e a d a a n l i k u i d a t a u 

p e r u s a h a a n d a p a t m e n j a m i n s e m u a h u t a n g j a n g k a p e n d e k n y a 

d e n g a n a k t i v a l a n c a r y a n g a d a , d e n g a n k a t a l a i n p e r u s a h a a n i n i 

m a m p u m e l u n a s i k e w a j i b a n - k e w a j i b a n n y a y a n g s e g e r a j a t u h 

t e m p o . 

b. Quick ratio 

Quick Ratio d i g u n a k a n u n t u k m e n g u k u r k e m a m p u a n p e r u s a h a a n 

m e m e n u h i k e w a j i b a n f i n a n s i a l n y a a t a s a k t i v a y a n g p a l i n g l i k u i d . 

S e m a k i n b e s a r r a s i o m e n a n d a k a n s e m a k i n b e s a r k e m a m p u a n 

p e r u s a h a a n u n t u k m e m e n u h i k e w a j i b a n f i n a n s i a l n y a . C a r a m e n g u k u r 

r a s i o i n i d e n g a n m e m b a n d i n g k a n a k t i v a l a n c a r y a n g d i k u r a n g i 

p e r s e d i a a n d e n g a n h u t a n g l a n c a r , d e n g a n r u m u s : 

Quick Ratio 
A k t i v a L a n c a r - P e r s e d i a a n 

xlOO% 
H u t a n g L a n c a r 

B e r i k u t i n i d a p a t d i l i h a t b e s a m y a a k t i v a l a n c e r , p e r s e d i a a n , d a n 

h u t a n g l a n c a r , k a s ( b a n k ) y a n g d i m i l i k i o l e h P T . A s u r a n s i W a h a n a 

T a t a C a b a n g P a l e m b a n g . 

Tabel IV.7 
Aktiva Lancar, Persediaan, Hutang Lancar, dan Kas 

Uraian 2010 
(Rp) 

2011 
(Rp) 

2012 
(Rp) 

K a s ( B a n k ) 6 6 1 . 4 1 0 . 1 8 5 2 . 8 7 0 . 3 7 7 . 3 2 5 1 . 3 2 0 . 4 2 2 . 4 3 4 
P i u t a n g 3 . 2 4 0 . 7 5 2 . 2 8 6 1 0 7 . 4 0 4 . 2 4 0 2 . 3 0 5 . 7 2 6 . 5 1 9 
P e r s e d i a a n 2 . 0 8 7 . 0 5 5 . 0 6 0 4 . 2 3 9 . 6 8 1 . 0 1 5 3 . 0 9 1 . 5 4 6 . 0 9 7 
A k t i v a L a n c a r 5 . 9 8 9 . 2 1 7 . 5 3 1 7 . 2 1 7 . 4 6 2 . 5 8 0 6 . 7 1 7 . 6 9 5 . 0 5 0 
H u t a n g 

^utatoer: O l a h d 
4 . 0 8 5 . 1 0 3 . 6 4 1 

i t a P T . A s u r a n s i V 
6 . 1 9 1 . 5 2 0 . 5 8 4 

' a h a n a T a t a C a b a r 
3 . 4 8 5 . 4 7 1 . 2 6 8 

g P a l e m b a n g 
S u m b e r : O l a h d a t a P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g 
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T a h u n 2 0 1 0 
5 . 9 8 9 . 2 1 7 . 5 3 1 - 2 . 0 8 7 . 0 5 5 . 0 6 0 

4 . 0 8 5 . 1 0 3 . 6 4 1 
x l 0 0 % 

= 9 5 , 5 2 % 

T a h u n 2 0 1 1 
1211A61.580 - 4 . 2 3 9 . 6 8 1 . 0 1 5 

6 . 1 9 1 . 5 2 0 . 5 8 4 
x l O O % 

- 4 9 , 0 6 % 

T a h u n 2 0 1 2 6 . 7 1 7 . 6 9 5 . 0 5 0 - 3 . 0 9 1 . 5 4 6 . 0 9 7 
4 . 4 8 5 . 4 7 1 . 2 6 8 

x l 0 0 % 

- 8 0 , 8 4 % 

D a r i h a s i l a n a l i s i s d i a t a s d a p a t d i l i h a t quick ratio p e r u s a h a a n 

a n t a r a t a h u n 2 0 1 0 s a m p a i t a h u n 2 0 1 2 , s e p e r t i p a d a u r a i a n b e r i k u t : 

T a h u n 2 0 1 0 quick ratio p e r u s a h a a n 9 5 , 5 2 % y a n g d i p e r o l e h 

d e n g a n p e r b a n d i n g a n quick assets s e b e s a r R p . 3 . 9 0 2 . 1 6 2 . 4 7 1 , - d e n g a n 

h u t a n g l a n c a r s e b e s a r R p . 4 . 0 8 5 . 1 0 3 . 6 4 1 , - . H a ! i n i b e r a r t i s e t i a p R p . 1 , -

h u t a n g l a n c a r d i j a m i n o l e h quick assets s e b e s a r R p . 0 , 9 5 5 2 , -

P a d a t a h u n 2 0 1 1 q u i c k r a t i o p e r u s a h a a n m e n g a l a m i p e n u r u n a n 

d a r i 9 5 , 5 2 % p a d a t a h u n 2 0 1 0 m e n j a d i 4 9 , 0 6 % p a d a t a h u n 2 0 1 1 y a n g 

d i p e r o l e h d e n g a n p e r b a n d i n g a n quick assets s e b e s a r R p . 

3 . 0 3 7 . 7 8 1 . 5 6 5 , - d e n g a n h u t a n g l a n c a r R p . 6 . 1 9 1 . 5 2 0 . 5 8 4 . I n i b e r a r t i 

s e t i a p R p . 1 , - h u t a n g l a n c a r d a p a t d i j a m i n o l e h quick assets s e b e s a r 

R p . 0 , 9 5 5 2 , -

P a d a t a h u n 2 0 1 2 quick ratio p e r u s a h a a n m e n g a l a m i 

p e n i n g k a t a n d a r i t a h u n 4 9 , 0 6 % p a d a t a h u n 2 0 1 1 m e n j a d i 8 0 , 8 4 % 
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p a d a t a h u n 2 0 1 2 y a n g d i p e r o l e h d a r i p e r b a n d i n g a n quick assets s e b e s a r 

R p . 3 . 6 2 6 . 1 4 8 . 9 5 3 , - d e n g a n h u t a n g l a n c a r s e b e s a r R p . 4 . 4 8 5 . 4 7 1 . 2 6 8 , - . 

I n i b e r a r t i s e t i a p R p . 1 , - h u t a n g l a n c a r d a p a t d i j a m i n o l e h quick assets 

s e b e s a r R p . 0 , 8 0 8 4 , - . 

D r a i h a s i l a n a l i s i s d a p a t k i t a l i h a t t i n g k a t l i k u i d i t a s y a n g d i u k u r 

d e n g a n quick ratio p a d a t a h u n 2 0 1 0 s a m p a i t a h u n 2 0 1 2 b e r a d a 

d i b a w a h 1 0 0 %. S e h i n g g a d a p a t d i k a t a k a n b a h w a p e r u s a h a a n t i d a k 

m a m p u m e n j a m i n s e m u a h u t a n g j a n g k a p e n d e k n y a d e n g a n a k t i v a 

l a n c a r y a n g l e b i h l i k u i d p a d a s a a t j a t u h t e m p o . 

c. Cash ratio 

Cash ratio d i g u n a k a n u n t u k m e n g u k u r k e m a m p u a n p e r u s a h a a n 

m e m e n u h i k e w a j i b a n f i n a n s i a l k a s d a n B a n k . S e m a k i n k e c i l r a s i o 

m e n a n d a k a n s e m a i k k e c i l p u l a k e m m a p u a n p e r u s a h a a n u n t u k 

m e m e n u h i k e w a j i b a n f i n a n s i a l n y , y a n g d i h i t u n g d e n g a n c a r a 

m e m b a n d i n g k a n k a s y a n g d i t a m b a h b a n k d e n g a n h u t a n g l a n c a r , 

d e n g a n m e n g g u n a k a n r u m u s s e b a g a i b e r i k u t : 

Cash Ratio 
K a s { B a n k ) 

x i o o y c 
H u t a n g L a n c a r 

T a h u n 2 0 1 0 
6 6 1 . 4 1 0 . 1 8 5 

x l 0 0 % 
4 . 0 8 5 . 1 0 3 . 6 4 1 

1 6 , 1 9 % 

2 . 8 7 0 . 3 7 7 . 3 2 5 
- x l 0 0 % 

T a h u n 2 0 1 1 6 . 1 9 1 . 5 2 0 . 5 8 4 

4 6 , 3 5 % 
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T a h u n 2 0 1 2 

1 . 3 2 0 . 4 2 2 . 4 3 4 
4 . 4 8 5 . 4 7 1 2 6 8 

x l 0 0 % 

= 2 9 , 4 3 % 

D a r i h a s i ! a n a l i s i s d i a t a s d a p a t d i l i h a t cash ratio p e r u s a h a a n 

a n t a r a t a h u n 2 0 1 0 s a m p a i t a h u n 2 0 1 2 , s e p e r t i p a d a u r a i a n b e r i k u t : 

P a d a t a h u n 2 0 1 0 cash ratio p e r u s a h a a n s e b e s a r 1 6 , 1 9 % 

y a n g d i p e r o l e h d e n g a n p e r b a n d i n g a n a n t a r a k a s d i t a m b a h b a n k 

s e b e s a r R p . 6 6 1 . 4 1 0 . 1 8 5 , - d e n g a n h u t a n g l a n c a r s e b e s a r R p . 

4 . 0 8 5 . 1 0 3 . 6 4 1 . H a l i n i b e r a r t i s e t i a p R p . 1 , - h u t a n g l a n c a r d i j a m i n 

o l e h cash assets s e b e s a r R p . 0 , 1 6 1 9 , -

P a d a t a h u n 2 0 1 1 cash ratio p e r u s a h a a n m e n g a l a m i 

k e n a i k a n d a r i 1 6 , 1 9 % p a d a t a h u n 2 0 1 0 m e n j a d i 4 6 , 3 5 % p a d a 

t a h u n 2 0 1 1 y a n g d i p e r o l e h d a r i p e r b a n d i n g a n a n t a r a k a s ( b a n k ) 

s e b e s a r R p . . 8 7 0 . 3 7 7 . 3 2 5 d e n g a n h u t a n g l a n c a r s e b e s a r R p . 

6 . 1 9 1 . 5 2 0 . 5 8 4 , - I n i b e r a r t i s e t i a p R p . l , - h u t a n g l a n c a r d a p a t 

d i j a m i n o l e h cash assets s e b e s a r R p . 0 , 4 6 3 5 , -

P a d a t a h u n 2 0 1 2 cash ratio p e r u s a h a a n m e n g a l a m i 

p e n u r u n a n d a r i 4 6 , 3 5 % p a d a t a h u n 2 0 1 1 m e n j a d i 2 9 , 4 3 % p a d a 

t a h u n 2 0 1 2 y a n g d i p e r o l e h d a r i p e r b a n d i n g a n a n t a r a k a s ( b a n k ) 

s e b e s a r R p . 1 . 3 2 0 . 4 2 2 . 4 3 4 , - d e n g a n h u t a n g l a n c a r s e b e s a r R p . 

4 . 4 8 5 . 4 7 1 . 2 6 8 , - I n i b e r a r t i s e t i a p R p . l , - h u t a n g l a n c a r d a p a t 

d i j a m i n o l e h cash assets s e b e s a r R p . 0 , 2 9 4 3 , -

D a r i h a s i l a n a l i s i s d a p a t k i t a l i h a t t i n g k a t l i k u i d i t a s y a n g 

d i u k u r d e n g a n cash ratio b e r f l u k t u a s i . D a r i h a s i l p e r h i t u n g a n 

t e r l i h a t r a t a - r a t a y a n g d i u k u r b e r a d a d i b a w a h 1 0 0 %. A r t i n y a 

b a h w a d a n a y a n g t e r t a n a m d a l a m p e r u s a h a a n y a n g d a p a t 

d i g u n a k a n u n t u k m e m b a y a r h u t a n g l a n c a r y a n g s e g e r a h a r u s 
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d i p e n u h i t i d a k t e r l a l u t i n g g i . D e n g a n k a t a l a i n , b a h w a s e b a g i a n 

a k t i v a l a n c a r t e r t a n a m p a d a p e r s e d i a a n . 

U n t u k l e b i h j e l a s n y a , g a m b a r a n r a s i o l i k u i d i t a s y a n g d i u k u r 

d e n g a n current ratio , quick ratio, dan cash ratio s e e a r a t i n g k a t 

l i k u i d i t a s r a t a - r a t a d a p a t d i l i h a t p a d a t a b e l b e r i k u t i n i : 

Tabel IV. 8 
Rasio Likuiditas 

PT. Asuransi Wahana Tata Cabang Palembang 

Tabun 
Likuiditas 

Tabun 
C R (%) Q R ( % ) C A R (%) 

2010 1 4 6 , 6 1 9 5 , 5 2 1 6 , 1 9 

2011 1 1 7 , 5 3 4 9 , 0 6 4 6 , 3 5 

2012 1 9 2 , 7 3 8 0 , 8 4 2 9 , 4 3 

S u m b e r : D a t a d i o l a h 

B e r d a s a r k a n t a b e l d i a t a s d a p a t d i k e t a h u i b a h w a t i n g k a t 

l i k u i d i t a s y a n g d i c a p a i o l e h p e r u s a h a a n d e n g a n m e n g g u n a k a n 

current ratio s u d a h c u k u p b a i k w a l a u p i m d a r i t a h u n k e t a h u n 

m e n g a l a m i p e n u r u n a n t e t a p i s u d a h m e n d e k a t i s t a n d a r i n d u s t r i 

y a i t u b e r a d a d i a t a s 1 0 0 %. D a n j i k a d i l i h a t d a r i Quick ratio 

k e m a m p u a n p e r u s a h a a n m e m e n u h i k e w a j i b a n finnasialnya 

b e r f l u k t u a s i , d a n j i k a d i l i h a t d a r i cash rasionya k e m a m p u a n 

p e r u s a h a a n u n t u k m e m e n u h i k e w a j i b a n l a n c a r d e n g a n k a s ^ a n k 

r e n d a h . 
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4 ) R a s i o P r o f i t a b i l i t a s 

R a s i o P r o f i t a b i l i t a s s u a t u p e r u s a h a a n m e n u n j u k k a n b e r a p a b e s a r 

k e m a m p u a n p e r u s a h a a n m e n g g i m a k a n m o d a l n y a u n t u k m e n g e l o l a h 

p e r u s a h a a n g u n a m e n g h a s i l k a n k e i m t i m g a n s e l a m a p e r i o d e t e r t e n t u . 

D e n g a n m e n g a n a l i s a p r o f i t a b i l i t a s P T . A s u r a n s i W a h a n a T a t a 

C a b a n g P a l e m b a n g s e l a m a t i g a t a h u n t e r a k h i r ( t a h u n 2 0 1 0 - t a h u n 2 0 1 2 ) , 

p e n u l i s m e n g g u n a k a n net profit margin, asset turnover, R O I , R O E . 

a) Net Profit Margin 

Net profit margin m e r u p a k a n r a s i o y a n g m e m b a n d i n g k a n a n t a r a 

l a b a b e r s i h s e s u d a h p a j a k d e n g a n p e n j u a l a n b e r s i h . R a s i o i n i 

d i g i m a k a n u n t u k m e n g u k u r k e m a m p u a n p e r u s a h a a n u n t u k 

m e m p e r o l e h l a b a a t a s v o l u m e p e n j u a l a n , s e m a k i n t i n g g i Net profit 

margin, s e m a k i n b a i k o p e r a s i s u a t u p e r u s a h a a n , d e n g a n r u m u s : 

*r . n . f ^ . w L a b a b e r s i h s e s u d a h p a j a k 
Net Profit Margin = —— x 1 0 0 % 

P e n j u a l a n 

Tabel IV.9 
N e t Profit M a r g i n PT. Asuransi Wabana Tata Cabang 

Uraian 2010 (Rp) 2011 (Rp) 2012 (Rp) 

L a b a s e t e l a h p a j a k 5 . 2 4 8 . 9 3 1 . 5 0 9 4 . 3 8 3 . 4 7 7 . 9 7 5 6 . 0 7 4 . 2 1 3 . 0 9 5 

P e n j u a l a n / P e n d a p a t a n 
u s a h a 

1 2 . 5 1 1 . 5 5 1 . 2 3 4 1 2 . 3 0 1 . 0 4 1 . 9 7 5 1 1 . 9 3 4 . 9 5 7 . 8 3 0 

T o t a l A k t i v a 7 . 4 6 5 . 5 2 6 . 5 6 8 8 . 8 3 9 . 5 4 9 . 1 1 3 9 . 8 4 2 . 3 9 5 . 6 6 5 

M o d a l S e n d i r i 5 . 2 3 9 . 0 7 6 . 6 0 0 5 . 1 3 6 . 3 0 0 . 8 2 2 6 . 1 1 4 . 7 9 8 . 8 6 8 

S u m b e r : O l a h d a t a P T . A s u r a n s i W a h a n a T a t a P a l e m b a n g 
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T a h u n 2 0 1 0 = 
5 . 2 4 8 . 9 3 1 . 5 0 9 

x l 0 0 % 
1 2 . 5 1 1 . 5 5 1 . 2 3 4 

= 4 1 , 9 5 % 

4 . 3 8 3 . 4 7 7 . 9 7 5 
x l 0 0 % 

T a h u n 2 0 1 1 = _ 1 2 . 3 0 1 . 0 4 1 . 9 7 5 

= 3 5 , 6 3 % 

6 . 0 7 4 . 2 1 3 . 0 9 5 x l 0 0 % 
T a h u n 2 0 1 2 = _ 1 1 . 9 3 4 . 9 5 7 . 8 3 0 

= 5 0 , 8 9 % 

B e r d a s a r k a n a n a l i s i s net profit margin d i a t a s , m a k a d a p a t 

d i p e r o l e h g a m b a r a n b a h w a p a d a t a h u n 2 0 1 0 n e t p r o f i t m a r g i n 

s e b e s a r 4 1 , 9 5 %. I n i b e r a r t i b a h w a s e t i a p R p . 1 , - p e n j u a l a n a k a n 

m e n g h a s i l k a n k e u n t u n g a n n e t o R p . 0 , 4 1 9 5 . 

P a d a t a h u n 2 0 1 1 t e r j a d i p e n u n m a n y a i t u d a r i 4 1 , 9 5 % p a d a 

t a h i m 2 0 1 0 t u r u n m e n j a d i 3 5 , 6 3 % p a d a t a h u n 2 0 1 1 . I n i b e r a r t i 

b a h w a s e t i a p R p . 1 , - p e n j u a l a n a k a n m e n g h a s i l k a n k e u n t u n g a n 

n e t o s e b e s a r R p . 0 , 3 5 6 3 . 

P a d a t a h u n 2 0 1 2 t e r j a d i k e n a i k a n y a i t u d a r i 3 5 , 6 3 % p a d a 

t a h u n 2 0 1 1 n a i k m e n j a d i 5 0 , 8 9 % p a d a t a h u n 2 0 1 2 . I n i b e r a r t i 

b a h w a s e t i a p R p . 1 , - p e n j u a l a n a k a n m e n g h a s i l k a n k e i m t i m g a n 

n e t o s e b e s a r R p . 0 , 5 0 8 9 . 
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D a r i h a s i l p e r h i t u n g a n t e r s e b u t , tingkat net profit margin 

y a n g d i c a p a i p e r u s a h a a n s e l a m a t i g a t a h u n t e r a k h i r b e r f l u k t u a s i . 

I n i d i s e b a b k a n k a r e n a t i n g k a t p e n j u a l a n / p e n d a p a t a n j a s a t i d a k 

m e n g a l a m i p e n i n g k a t a n y a n g b e g i t u b e s a r . 

b) Asset Turnover 

Asset turnover m e r u p a k a n r a s i o y a n g m e m b a n d i n g k a n 

p e n j u a l a n b e r s i h d e n g a n t o t a l a k t i v a . R a s i o i n i m e n u n j u k k a n 

t i n g k a t e f i s i e n s i a k t i v a p e r u s a h a a n d a l a m m e n g h a s i l k a n v o l u m e 

p e n j u a l a n t e r t e n t u . S e m a k i n t i n g g i r a s i o i n i , b e r a r t i s e m a k i e f i s i e n 

p e n g g u n a a n k e s e l u r u h a n a k t i v a d i d a l a m m e n g h a s i l k a n p e n j u a l a n , 

d e n g a n r u m u s : 

. ^ „ P e n j u a l a n Asset lurnover = x 1 
T o t a l A k t i v a 

TU o m n 1 2 . 5 1 1 . 5 5 1 . 2 3 4 , T a h u n 2 0 1 0 = x l 
7 . 4 6 5 . 5 2 6 . 5 6 8 

= 1 ,67 k a l i 

1 2 . 3 0 1 . 0 4 1 . 9 7 5 , 
X I 

T a h u n 2 0 1 1 = 8 8 3 9 . 5 4 9 . 1 1 3 

= 1 ,39 k a l i 

1 1 . 9 3 4 . 9 5 7 . 8 3 0 

T a h u n 2 0 1 2 = 9 . 8 4 2 . 3 9 5 . 6 6 5 

= 1 ,21 k a l i 

x l 
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B e r d a s a r k a n p e r h i t u n g a n d i a t a s , t e r l i h a t j e l a s b a h w a t o t a l 

asset turnover d a r i t a h u n k e t a h u n m e n g a l a m i p e n u r u n a n . Asset 

turnover y a n g d i c a p a i p e r u s a h a a n p a d a t a h u n 2 0 1 0 d a l a h s e b e s a r 

1 ,67 k a l i . 

P a d a t a h u n 2 0 1 1 t e r j a d i p e n u r u n a n asset turnover s e b e s a r 

1 , 6 7 k a l i p a d a t a h u n 2 0 1 0 m e n j a d i 1 ,39 k a l i p a d a t a h u n 2 0 1 1 , 

s e d a n g k a n p a d a t a h u n 2 0 1 2 j u g a m e n g a l a m i p e n u r u n a n d a r i 1 , 3 9 

k a l i p a d a t a h u n 2 0 1 1 m e n j a d i 1 , 2 1 k a l i p a d a t a h u n 2 0 1 2 . 

P e n u r u n a n asset turnover d a r i t a h u n k e t a h u n d i s e b a b k a n 

k a r e n a a d a n y a p r o s e n t a s e k e n a i k a n p e n j u a l a n / p e n d a p a t a n j a s a 

y a n g l e b i h k e c i l d i b a n d i n g k a n d e n g a n p r o s e n t a s e k e n a i k a n a k t i v a . 

c ) R e n t a b i l i t a s E k o n o m i {Return on Investment) 

R e n t a b i l i t a s e k o n o m i m e r u p a k a n r a s i o y a n g m e n g u k u r 

k m m a p u a n p e r u s a h a a n d a l a m m e n g g u n a k a n m o d a l i m t u k 

m e m p e r o l e h k e u n t u n g a n b e r s i h . R a s i o i n i m e m b a n d i n g k a n l a b a 

b e r s i h s e s u d a h p a j a k d e n g a n t o t a l a k t i v a , d e n g a n r u m u s : 

Return On Investment = L a b a b e r s i h s e s u d a h p a j a k ^ ^ ^̂ ^̂ ^ 
T o t a l a k t i v a 

5 . 2 4 8 . 9 3 1 . 5 0 9 
x l 0 0 % 

T a h u n 2 0 1 0 7 . 4 6 5 . 5 2 6 . 5 6 8 

7 0 , 3 0 % 

4 . 3 8 3 . 4 7 7 . 9 7 5 
x l 0 0 % 

T a h u n 2 0 1 1 8 . 8 3 9 . 5 4 9 . 1 1 3 

4 9 , 5 8 % 
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6 . 0 7 4 . 2 1 3 . 0 9 5 
x l 0 0 % 

T a h u n 2 0 1 2 = 9 . 8 4 2 . 3 9 5 . 6 6 5 

= 6 1 , 7 1 % 

D a r i h a s i l p e r h i t u n g a n d i a t a s , m a k a d a p a t d i l i h a t b a h w a 

R O I t a h u n 2 0 1 0 s e b e s a r 7 0 , 3 0 %, t a h u n 2 0 1 1 s e b e s a r 4 9 , 5 8 %, 

d a n t a h i m 2 0 1 2 s e b e s a r 6 1 , 7 1 %. H a l i n i b e r a r t i b a h w a 

k e m a m p u a n d a r i m o d a l y a n g d i i n v e s t a s i k a n d a l a m k e s e l u r u h a n 

a k t i v a u n t u k m e n g h a s i l k a n k e u n t u n g a n n e t o s e b e s a r 7 0 , 3 0 % p a d a 

t a h u n 2 0 1 0 , 4 9 , 5 8 % p a d a t a h u n 2 0 1 1 , d a n 6 1 , 7 1 % p a d a t a h u n 

2 0 1 2 . 

K o n d i s i i n i m e m m j u k k a n b a h w a p e n g g i m a a n a k t i v a 

p e r u s a h a a n b e l u m e f i s i e n d a n r e n d a h n y a t i n g k a t l a b a y a n g 

d i h a s i l k a n o l e h k e s e l u r u h a n p e n g g u n a a n a k t i v a . 

d ) R e n t a b i l i t a s M o d a l S e n d i r i (Return On Equity) 

R e n t a b i l i t a s m o d a l s e n d i r i m e r u p a k a n r a s i o y a n g m e n g u k u r 

k e m a m p u a n p e r u s a h a a n i m t u k m e m p e r o l e h l a b a b e r s i h a t a s m o d a l 

s e n d i r i . R a s i o i n i m e m b a n d i n g k a n l a b a b e r s i h s e s u d a h p a j a k 

d e n g a n m o d a l s e n d i r i . M a k i n t i n g g i return a t a u p e n g h a s i l a n y a n g 

d i p e r o l e h s e m a k i n b a i k k e d u d u k a n p e m i l i k p e r u s a h a a n , d e n g a n 

r u m u s : 

Return on equity = 
L a b a B e r s i h S e s u d a h P a j a k 

x l 0 0 % 
M o d a l S e n d i r i 
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T a h u n 2 0 1 0 = 
5 . 2 4 8 . 9 3 1 . 5 0 9 

x l 0 0 % 
5 . 2 3 9 . 0 7 6 . 6 0 0 

= 1 0 0 , 1 8 % 

T a h u n 2 0 1 1 = 4 . 3 8 3 . 4 7 7 . 9 7 5 
x l 0 0 % 

5 . 1 3 6 . 3 0 0 . 8 2 2 

= 8 5 , 3 4 % 

T a h u n 2 0 1 2 - 6 . 0 7 4 . 2 1 3 . 0 9 5 
6 . 1 1 4 . 7 9 8 . 8 6 8 

x l 0 0 % 

= 9 9 , 3 3 % 

D a r i p e r h i t u n g a n d i a t a s , m a k a d a p a t d i l i h a t R O E t a h u n 

2 0 1 0 s e b e s a r 1 0 0 , 1 8 %, t a h u n 2 0 1 1 s e b e s a r 8 5 , 3 4 %, d a n t a h u n 

2 0 1 2 s e b e s a r 9 9 , 3 3 %. H a l i n i b e r a r t i k e m a m p u a n m o d a l s e n d i r i 

i m t u k m e n g h a s i l k a n k e u n t u n g a n n e t t o s e b e s a r 1 0 0 , 1 8 % p a d a 

t a h u n 2 0 1 0 , s e b e s a r 8 5 , 3 4 % p a d a t a h u n 2 0 1 1 , d a n s e b e s a r 9 9 , 3 3 

% p a d a t a h u n 2 0 1 2 . 

D a r i h a s i l t e r s e b u t b e r a r t i b a h w a k e m m a p u a n m o d a l s e n d i r i 

u n t u k m e n g h a s i l k a n k e u n t i m g a n n e t t o b e r f l u k t u a s i d a r i r t a h u n k e 

t a h u n . H a l i n i d i s e b a b k a n k a r e n a t i n g g i n y a b i a y a - b i a y a o p e r a s i , 

m e m b u a t l a b a y a n g d i c a p a i t i d a k s e b a n d i n g d e n g a n m o d a l y a n g 

d i k e l u a r k a n . U n t u k m e m p e r o l e h g a m b a r a n m e n g e n a i r a s i o 

p r o f i t a b i l i t a s y a n g d i u k u r d e n g a n n e t p r o f i t m a r g i n , a s s e t t u r n o v e r , 

R O I , d a n R O E , d a p a t d i l i h a t s e p e r t i t a b e l b e r i k u t i n i : 
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Tabel IV.IO 
Rasio Profitabilitas PT. Asuransi Wahana Tata Cabang 

Palembang 

Tahun Profitabilitas 
NPM (%) AT (kali) ROI (%) R O E (%) 

2010 4 1 , 9 5 1 , 6 7 7 0 , 3 0 1 0 0 , 1 8 
2011 3 5 , 6 3 1 , 3 9 4 9 , 5 8 8 5 , 3 4 
2012 5 0 , 8 9 1 , 2 1 6 1 , 7 1 9 9 , 3 3 

S u m b e r : D a t a d i o l a h 

B e r d a s a r k a n t a b e l d i a t a s d a p a t d i k e t a h u i b a h w a t i n g k a t 

p r o f i t a b i l i t a s y a n g d i c a p a i d e n g a n m e n g g u n a k a n Net Profit Margin 

( N P M ) , Asset Turnover ( A T ) , Return On Investment ( R O I ) , d a n 

Return On Equity ( R O E ) d a r i t a h i m 2 0 1 0 s a m p a i d e n g a n t a h u n 

2 0 1 1 b e r f l u k t u a s i . 

b. Persektif Pelanggan 

P a d a t u j u a n b i s n i s a d a l a h u n t u k m e n c i p t a k a n d a n m e m p e r t a h a n k a n 

p a r a p e l a n g g a i m y a . K o m p l e k s i t a s p e r s a i n g a n d a l a m s u a t u u s a h a 

m e n y e b a b k a n s e t i a p p e r u s a h a a n h a r u s s e l a l u b e r u s a h a m e n i n g k a t k a n 

k u a l i t a s n y a a g a r k e p u a s a n p e l a n g g a n d a p a t t e r w u j u d . K u a l i t a s y a n g 

d i p e n u h i h a r u s d i l i h a t d a r i s u d u t p a n d a n g p a r a p e l a n g g a n . 

A d a p i m y a n g d i l a k u k a n o l e h m a n a j e m e n P T . A s u r a n s i W a h a n a 

T a t a C a b a n g P a l e m b a n g t i d a k a k a n a d a m a n f a a t n y a b i l a a k h i m y a 

p e l a y a n a n y a n g d i b e r i k a n t i d a k m e n g a s i l k a n k e p u a s a n p e l a n g g a n . 

K e p e r c a y a a n d a n p e l a y a n a n y a n g m e m u a s k a n p e l a n g g a n d a p a t 

d i p e r o l e h b e b e r a p a m a n f a a t a n t a r a l a i n : 

1 ) T e r j a d i n y a p e n g u l a n g a n 

2 ) D a p a t m e n d o r o n g t e r c i p t a n y a l o y a l i t a s p e l a n g g a n 
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3 ) M e m b e n t u k s u a t u r e k o m e n d a s i d a r i m u l u t k e m u l u t y a g 

m e n g u n t u n g k a n p e r u s a h a a n . 

4 ) C i t r a a t a u r e p u t a s i p e r u s a h a a n m e n i n g k a t k a n a t a u b a i k d i m a t a 

p e l a n g a n 

5 ) L a b a p e r u s a h a a n y a n g d i p e r o l e h a k a n m e n i n g k a t . 

T o l a k u k u r y a n g d i g i m a k a n d a l a m p e n g u k u r a n p e r s p e k t i f 

p e l a n g g a n y a i t u : 

1 ) R e t e n s i P e l a n g g a n {Customer Retention) 

R e t e n s i p e l a n g g a n d i g u n a k a n u n t u k m e n g u k u r t i n g k a t l o y a l i t a s 

p e l a n g g a n t e r h a d a p p e r u s a h a a n . S e e a r a m a t e m a t i s 

d i f o r m u l a s i k a n s e b a g a i b e r i k u t : 

. J u m l a h P e l a n g g a n d i a k h i r t a h m 
R a s i o C R = — x l O O % 

J u m l a h p e l a n g g a n d i a w a l t a h u n 

Tabel I V . l l 
Data Retensi Pelanggan 

Tahun 2010-2012 
2010 2011 2012 

Pelanggan Awal 
tahun 

5 . 6 7 5 
o r a n g 

8 . 8 3 7 
o r a n g 

9 . 7 6 5 
o r a n g 

Total pelanggan 
akhir tahun 

5 2 8 0 
o r a n g 

4 4 5 1 
o r a n g 

5 6 6 7 
o r a n g 

Rasio C R 93,03 % 5036 % 58,03 % 

S u m b e r : P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g , 2 0 1 3 

B e r d a s a r k a n T a b e l I V . l 1 d a p a t d i l i h a t b a h w a s e e a r a u m u m 

t i n g k a t l o y a l i t a s p e l a n g g a n P T . A s u r a n s i W a h a n a T a t a C a b a n g 

P a l e m b a n g m e n g a l a m i f l u k t u a s i d a r i t a h i m k e t a h u n . 
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2 ) A k u i s i s i P e l a n g g a n {Customer Acquisition) 

M e r u p a k a n s u a t u c a r a u n t u k m e g u k u r t i n g k a t k e m a m p u a n 

s u a t u u n i t b i s n i s {new customer). 

Tabel IV.12 
Data Akuisisi Pelanggan 

Tahun 2010-2012 
2010 2011 2012 

Jumlah 1 0 . 9 5 5 1 3 . 2 8 8 1 5 . 4 3 2 
pelanggan 
sekarang 

O r a n g o r a n g o r a n g 

Jumlah 9 . 8 7 0 1 0 . 9 5 5 1 3 . 2 8 8 
pelanggan lalu O r a n g o r a n g o r a n g 
Pertumbuhan 10,92 % 2139 % 163 % 
pelanggan 
(dalam %) 
Rata-rata 
{Average) 16,17 % 

S u m b e r : P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g , 2 0 1 3 

B e r d a s a r k a n T a b e l I V . l 2 d a p a t d i l i h a t b a h w a r a t a - r a t a 

p e r t u m b u h a n p e l a n g g a n s e b e s a r 1 6 , 1 7 %. S e l a m a 3 t a h u n t e r a k h i r 

p e r t u m b u h a n p e l a n g g a n b e r f l u k t u a s i . J a d i , e f e k t i f i t a s k i n e r j a 

p e r t u m b u h a n p e l a n g g a n p a d a P T . A s u r a n s i W a h a n a T a t a C a b a n g 

P a l e m b a n g c u k u p e f e k t i f . 

3 ) K e p u a s a n P e l a n g g a n 

Y a i t u se j a u h m a n a m a n f a a t s e b u a h p r o d u k d i r a s a k a n 

{perceived) s e s u a i d e n g a n a p a y a n g d i h a r a p k a n p e l a n g g a n . 

K e p u a s a n p e l a n g g a n P T . A s u r a n s i W a h a n a T a t a C a b a n g 

P a l e m b a n g d a p a t d i l i h a t d a r i b a n y a k n y a p e l a n g g a n y a n g k l a i m 

a k a n p r o d u k y a n g d i b e r i k a n o l e h p i h a k p e r u s a h a a n , d a p a t 

d i l i h a t p a d a t a b e l I V . 1 3 . 
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Tabel IV. 13 
Klaim Bruto 

PT. Asuransi Wahana Tata Cabang Palembang 
tahun 2009 s/d 2012 

(dalam rupiah 
Jenis / Class 2009 2010 2011 2012 

Marine Cargo 6 . 6 4 0 . 6 8 7 1 4 . 7 7 6 . 1 9 4 1 1 3 . 8 7 9 . 6 5 4 3 7 1 . 4 0 3 . 2 1 1 
Fire 1 . 1 4 9 . 5 0 0 . 5 1 0 1 . 1 2 3 . 4 2 1 . 9 7 8 5 7 7 . 2 0 8 . 7 2 1 6 3 9 . 5 3 8 . 6 2 6 
Earthquake 8 7 6 . 3 4 0 . 7 1 2 
Motor 9 0 5 . 6 4 3 . 3 3 3 ] . 4 9 6 . 0 8 7 . 5 5 4 1 . 3 6 3 . 4 0 0 . 6 7 6 1 . 0 9 7 . 4 3 7 . 3 5 4 
Heavy Equipment 8 . 9 9 7 . 5 5 4 2 7 . 4 4 1 . 7 4 8 
Aswata Motor 1 . 4 8 9 . 1 3 4 . 8 2 7 2 . 5 7 7 . 4 2 7 . 2 3 9 1 . 6 6 5 . 3 6 4 . 0 0 9 2 . 3 6 6 . 6 7 4 . 2 0 7 
Glass Insurance 4 8 0 5 4 3 3 
Bulgary/Thefi 5 7 9 2 8 0 5 
Billboard 4 5 2 9 7 6 
Liability Public 1 2 7 . 0 0 0 
Marine Hull 4 8 7 . 4 1 0 . 3 7 4 3 4 3 . 0 0 8 . 6 7 0 1 9 2 . 1 6 0 . 8 8 9 
Eectronic Equipment 
Insurance 5 4 1 . 0 0 0 

Money 1 1 3 . 0 5 5 . 2 4 1 4 6 9 . 3 1 6 . 5 1 3 4 2 8 . 3 9 1 . 4 2 1 
Surety Bond 5 7 . 0 0 2 . 4 1 8 2 6 0 . 0 0 7 . 5 3 2 
Personal Accident 1 . 7 6 3 . 2 2 1 5 2 3 . 1 8 3 
Hole In One 
Customs Bond 
Contractor All Risk 4 . 1 6 3 . 2 0 0 
Total Klaim Bruto 4.038.329.731 6.550.044.000 4.453.200.050 5.197.266.880 

S u m b e r : P T . A s u r a n s i W a h a n a T a t a , 2 0 1 3 

B e r d a s a r k a n t a b e l I V . 13 d i l i h a t b a h w a k l a i m b r u t o b e r f l u k t u a s i d a r i 

t a h u n k e t a h u n . K l a i m p a d a t a h u n 2 0 1 2 s e b e s a r R p . 5 . 1 9 7 . 2 6 6 . 8 8 0 a t a u n a i k 

1 4 , 3 1 % d a r i t a h u n s e b e l u m n y a s e b e s a r R p . 4 . 4 5 3 . 2 0 0 . 0 5 0 . K l a i m t e r b e s a r b e r a s a l 

d a r i p r o d u k a s w a t a m o t o r s e b e s a r R p . 2 . 3 6 6 . 6 7 4 . 2 0 7 . 
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c. Perspektif Proses Bisnis Internal 

D a l a m P r o s e s b i n i s i n t e r n a l a k a n d i u k u r d a n d i e v a l u a s i t i g a 

p r i n s i p p a d a P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g y a i t u 

i n o v a s i , o p e r a s i d a n p e l a y a n a n j a s a . T u j u a n d a l a m p r o s e s i n o v a s i 

a d a l a h a g a r d a p a t m e m b e n t u k p e n i n g k a t a n k r e a t i v i t a s d a n i n o v a s i 

p r o g r a m p e n g e m b a n g a n p e l a n g g a n d a n p e l a t i h a n y a n g p e r s p e k t i f s e r t a 

l a y a n a n d a l a m k e g i a t a n P T . A s u r a n s i W a h a n a T a t a C a b a n g 

P a l e m b a n g . U n t u k d a p a t m e n i n g k a t k a n k r e a t i v i t a s k a r y a w a n 

P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g h a r u s m a m p u 

m e n c i p t a k a n i k l i m y a n g d a p a t m e m b a n t u m e n d u k u n g p r o g r a m 

p e n g e m b a n g a n j a r i n g a n p e l a n g a n d a n p e l a t i h a n y a n g b a i k . A l a t u k u r 

y a n g d i g u n a k a n d a l a m p e n g u k u r a n p e r s p e k t i f b i s n i s i n t e r n a l a d a l a h : 

1 ) P r o s e s I n o v a s i 

D a l a m p r o s e s i n i , u n i t b i s n i s m e l a k u k a n p e n e l i t i a n d a n 

p e n g e m b a n g a n u n t u k m e m e n u h i k e b u t u h a n d a r i p e l a n g g a n d a n 

m e n c i p t a k a n p r o d u k d a n j a s a y a n g d i b u t u h k a n . A d a p u n d a t a 

p r o d u k b a r u P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g d a p a t 

d i l i h a t p a d a t a b e l I V . l 4 . 
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Tabel IV. 14 
Data Produk Baru 

F T , Asuransi Wahana Tata Cabang Palembang 
Tahun 2010-2012 

(dalam mpiak 
Jenis Produk 2010 2011 2012 
Earthquake 4 . 1 6 3 . 5 6 2 
Heavy 
Equipment 

/ IT 1 CA cn f i 1 8 1A8 n c 

Glass Insurance 2 5 . 6 7 2 . 7 3 4 1 2 . 5 4 3 . 8 8 6 ( 9 0 . 9 6 0 ) 
Bulgary/Thefi 1 6 . 7 4 2 . 5 7 2 
Billboard 1 . 2 3 2 . 8 7 6 
Liability Public 1 7 5 . 0 0 0 
Electronic 
Equipment 
Insurance 

1 . 1 5 1 . 9 9 0 1 . 1 7 6 . 9 9 0 

Surety Bond 2 6 5 . 6 5 0 . 3 3 3 6 8 0 . 5 8 5 . 5 1 0 
Hole In One 1 0 0 . 0 0 0 
Customs Bond 1 0 0 . 0 0 0 6 4 . 0 0 0 
Contractor All 
Risk 3 9 . 9 8 0 . 3 3 3 4 . 4 0 7 . 5 1 7 

Jumlah Produk 
baru 69.916.629 325.910.226 738.154363 

S u m b e r : P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g , 2 0 1 3 

B e r d a s a r k a n T a b e l I V . 1 4 d a p a t d i l i h a t b a h w a j u m l a h 

p r o d u k b a r u y a n g d i h a s i l k a n P T . A s u r a n s i W a h a n a T a t a C a b a n g 

P a l e m b a n g m e n g a l a m i p e n i n g k a t a n . H a l i n i d a p a t d i l i h a t p a d a t a b e l 

t a h i m 2 0 1 0 j u m l a h p r o d u k b a r u y a n g d i p a s a r k a n s e b e s a r 

R p . 6 9 . 9 1 6 . 6 2 9 . P a d a t a h u n 2 0 1 1 j u m l a h p r o d u k y a n g d i p a s a r k a n 

m e n i n g k a t m e n j a d i R p . 3 2 5 . 9 1 0 . 2 2 6 . D a n p a d a t a h u n 2 0 1 2 j u m l a h 

p r o d u k y a n g d i p a s a r k a n s e b e s a r R p . 7 3 8 . 1 5 4 . 3 6 3 . P e r h i t u n g a n t i n g k a t 

p e r t u m b u h a n p r o d u k b a r u d a p a t d i l i h a t p a d a T a b e l F V . I O 
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Tabel IV. 15 
Rasio Produk Baru 

PT. Asuransi Wahana Tata Cabang Palembang 
Tahun 2010-2012 

(dalam rupiah 
2010 2011 2012 

Jumlah produk 6 9 . 9 1 6 . 6 2 9 3 2 5 . 9 1 0 . 2 2 6 7 3 8 . 1 5 4 . 3 6 3 
baru 
Pertumbuhan 8 2 . 8 2 6 . 7 6 6 2 5 5 . 9 9 3 . 5 9 7 4 1 2 . 2 4 4 . 1 3 7 
produk baru 
% 1 1 8 , 4 6 % 7 8 , 8 4 % 5 5 , 8 4 % 

S u m b e r : P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g , 2 0 1 3 

B e r d a s a r k a n T a b e l I V . 15 d a p a t d i l i h a t b a h w a p e r h i t u n g a n 

p e r t u m b u h a n p r o d u k b a r u P T . A s u r a n s i W a h a n a T a t a C a b a n g 

P a l e m b a n g m e n g a l a m i p e n u r u n a n t i a p t a h u n n y a . 

2 ) P r o s e s O p e r a s i 

P r o s e s o p e r a s i m e r u p a k a n p r o s e s p e n c i p t a a n n i l a i d a l a m 

p e r u s a h a a n . P r o s e s i n i d i m u l a i d a r i d i t e r i m a n y a p e s a n a n p e l a n g g a n 

d a n d i a k h i r i d e n g a n p e n y a m p a i a n p e s a n a n k e p a d a p e l a n g g a n . 

D a l a m h a l i n i , p r o s e s o p e r a s i P T . A s u r a n s i W a h a n a T a t a d i l i h a t 

d a r i l a m a n y a p e l a y a n a n k l a i m k e p a d a p e l a n g g a n . 

Tabel IV. 16 
Data Proses Operasi 

PT. Asuransi Wahana Tata Cabang Palembang 
Tahun 201( (-2012 

Lamanya 
pelayanan 
klaim 

2010 2011 2012 Lamanya 
pelayanan 
klaim 1 4 h a r i 1 0 h a r i 7 h a r i 

S u m b e r : P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g , 2 0 1 3 

B e r d a s a r k a n t a b e l I V . 1 1 d i l i h a t b a h w a p r o s e s o p e r a s i 

p e l a y a n a n k l a i m d a r i t a h u n k e t a h u n s e m a k i n m e n u r u n . A r t i n y a 

s e m a k i n c e p a t p r o s e s o p e r a s i p e l a y a n a n k l a i m k e p a d a n a s a b a h m a k a 

Skripsi okh Rjscfia Oktariany PemSimSing: Drs. Sunardi, SP -MSi 



75 

p e l a y a n a n P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g d a p a t 

d i k a t a k a n b a i k . 

d. Perspektif Pertumbuhan dan Pembeiajaran 

S a s a r a n s t r a t e g i p e r t a m a p e r s p e k t i f p e m b e i a j a r a n d a n 

p e r t u m b u h a n a d a l a h k o m p e t e n s i s u m b e r d a y a m a n u s i a , d e n g a n 

m e n i n g k a t k a n s u m b e r d a y a m a n u s i a y a n g t e r k a i t d a l a m p r o s e s b i s n i s 

i n t e r n a l y a i t u d e n g a n m e l a k u k a r e k r u i t m e n p e g a w a i b a r u s e e a r a 

s e l e k t i f , p e n g i r i m a n p e g a w a i u n t u k m e n g i k u t i p e l a t i h a n , s e r t a 

d u k u n g a n k a r i r . T o l a k u k u r p e r s p e k t i f p e r t u m b u h a n d a n p e m b e i a j a r a n 

d a p a t d i l i h a t d a r i : 

1 ) K o m p e t e n s i S u m b e r D a y a M a n u s i a ( S D M ) 

K o m p e t e n s i S D M d a p a t d i l a k u k a n d e n g a n m e n g i r i m k a r y a w a n 

u n t u k m e n g i k u t i p e l a t i h a n . A d a p u n k a r y a w a n P T . A s u r a n s i 

W a h a n a T a t a C a b a n g P a l e m b a n g y a n g i k u t p e l a t i h a n d a p a t d i l i h a t 

p a d a t a b e l I V . 1 7 . 

Tabel I V . l 7 
Rasio Karyawan Yang Dilatih 

PT. Asuransi Wahana Tata Cabang Palembang 
tahun 2010 s/d 2012 

U r a i a n 2010 2011 2012 
J u m l a h K a r y a w a n Y a n g I k u t P e l a t i h a n 1 0 1 8 2 5 
J u m l a h K e s e l u r u h a n K a r y a w a n 1 7 2 5 3 0 
R a s i o S D M Y a n g I k u t P e l a t i h a n 5 8 % 7 2 % 8 3 % 

S u m b e r : P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g , 2 0 1 3 

D i h a t d a r i t a b e l I V . 1 7 P e r s e n t a s e R a s i o S D M Y a n g I k u t p e l a t i h a n 

d a r i t a h u n k e t a h u n m e n g a l a m i k e n a i k a n , s e h i n g a s e m a k i n b a n y a k 
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k a r y a w a n y a n g i k u t p e l a t i h a n y a n g a d a m a k a a k a n s e m a k i n b a n y a k 

j u g a b i a y a y a n g d i k e l u a r k a n u n t u k m e n d u k u n g k e g i a t a n p e l a t i h a n 

t e r s e b u t h a l i t u m i m g k i n d i a k i b a t k a n k a r e n a a d a n y a u s a h a d a r i p i h a k 

P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g i m t u k b e r u s a h a 

m e n g e n d a l i k a n b i a y a y a n g k e l u a r y a i t u d e n g a n m e n e k a n s e m i n i m 

m i m g k i n p e n g l u a r a n - p e n g e l u a r a n y a n g d i a n g g a p m a s i h b i s a 

d i k e n d a l i k a n . 

T u j u a n d a r i p e r t u m b u h a n d a n p e m b e i a j a r a n a d a l a h i m t u k 

m e n d o r o n g p e n c a p a i a n h a s i l - h a s i l d a r i t i g a p e r s p e k t i f y a i t u k e u a n g a n , 

p e l a n g g a n d a n p r o s e s b i s n i s i n t e r n a l . 

2 ) R e t e n s i K a r y a w a n (Employee Retention) 

R e t e n s i k a r y a w a n d i a p a k a i d a s a r d a l a m m e n e n t u k a n k e m a m p u a n 

p e r u s a h a a n u n t u k m e m p e r t a h a n k a n k a r y a w a n n y a . H a l i n i p e n t i n g 

d i l a k u k a n s e b a g a i b a h a n p e r t i m b a n g a n a p a k a h m a n a j e m e n 

p e r u s a h a a n s u d a h m e m p e r h a t i k a n t i n g k a t t k e s e j a h t e r a a n 

k a r y a w a n n y a , y a n g p a d a a k h i m y a k a r y a w a n i t u s e n d i r i m e r a s a 

p u a s d a n n y a m a n b e k e r j a d i P T . A s u r a n s i W a h a n a T a t a C a b a n g 

P a l e m b a n g . H a s i l p e r h i t u n g a n t i n g k a t r e t e n s i k a r y a w a n d a p a t 

d i s a j i k a n p a d a T a b e l I V . 1 8 . 
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Tabel IV.18 
Rasio Retensi Karyawan 

PT. Asuransi Wahana Tata Cabang Palembang 
Tahun 2010 s/d 2012 

2010 2011 2012 
J u m l a h s e l u r u h K a r y a w a n 3 3 2 8 2 5 
J u m l a h K a r y a w a n k e l u a r 5 3 2 
R a s i o K e l u a r k a r y a w a n 1 5 , 2 % 1 0 , 7 % 8 % 
S u m b e r : P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g , 2 0 1 3 

D a r i t a b e l I V . 1 8 m e n u n j u k a n a d a n y a p e n u r u n a n j u m l a h k a r y a w a n 

t i a p t a h u n n y a . A k i b a t k e l u a m y a k a r y a w a n d i s e b a b k a n o l e h 

b e b e r a p a a l a s a n y a i t u : a d a y a n g d i m u t a s i , p i n d a h k e i s n t a n s i l a i n 

a t a u k e d a e r a h t u r u t s u a m i , p e n s i u n d a n b e r h e n t i k e r j a k a r e n a 

a l a s a n t e r t e n t u . 

3 ) P r o d u k t i f i t a s K a r y a w a n (Employee Produktivias) 

P r o d u k t i f i t a s k a r y a w a n b e r k a i t a n d e n g a n k e m a m p u a n s u m b e r d a y a 

y a n g d i g i m a k a n u n t u k m e n g h a s i l k a n p r o d u k . P e n i n g k a t a n 

p r o d u k t i f i t a s k a r y a w a n m e r u p a k a n s a l a h s a t u l a n t a n g a n p e n t i n g 

b a g i P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g s a a t i n i . 

M e n i n g k a t n y a p r o d u k t i f i t a s k a r y a w a n s a g a t p e n t i n g d e n g a n 

m e m p e r t i m b a n g k a n k a r y a w a n s e b a g a i i n p u t ( m a s u k a n ) k u n c i 

d a l a m m e m b e r i k a n p e l a y a n a n p a d a p e l a n g g a n . T o l a k u k u r 

p r o d u k t i v i t a s k a r y a w a n d a p a t d i l i h a t d a r i r a t a - r a t a k e h a d i r a n 

k a r y a w a n y a i t u p a d a l a b e l F V . l 8 . 
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Tabel IV.18 
Rekapitulasi Rata-Rata Kehadiran Karyawan 

Tahun 2010-2011 

No Tahun Jumlah 
Kehadiran 
Karyawan 
seharusnya 

Jumlah 
Kehadiran 
karyawan 

real 

Jumlah 
kehadiran 
per bulan 

Jumlah 
Karyawan 

Rata-
Rata 
hari 

1 2010 7 9 2 0 5 7 8 7 4 8 2 , 5 3 3 1 4 , 6 1 

2 2011 6 7 2 0 5 7 8 0 4 8 1 , 6 2 8 1 7 , 2 

3 2012 6 0 0 0 5 7 7 5 4 8 1 , 2 5 2 5 1 9 , 2 5 

S u m b e r : P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g , 2 0 1 3 

B e r d a s a r k a n t a b e l I V . 1 8 d i l i h a t b a h w a r a t a - r a t a h a r i 

k e h a d i r a n k a r y a w a n P T . A s u r a n s i W a h a n a T a t a C a b a n g 

P a l e m b a n g m e n g a l a m i p e n i n g k a t a n . 

3. Balanced Scorecard PT. Asuransi Wahana Tata Cabang Palembang 

B e r i k u t d i s a j i k a n t a b e l y a n g m e r a n g k u m h a s i l (score) d a r i 

k i n e r j a p e r u s a h a a n s e c r a k e s e l u r u h a n p a d a 4 ( e m p a t ) p e r s p e k t i f 

balanced scorecard d e n g a n s t a n d a r y a n g d i t e t a p k a a 
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Tabel 14.19 
Rangkuman Hasil Pengukuran Kinerja 

PT. Asuransi Wahana Tata Cabang Palembang 

4 (Empat) Perspektif Balanced i 3 i a n a a r P A A lio A c r i 
iveaiisasi Scorecard serta ukuran kinerja 

P < * i * G n < i l f t J f IZ<>iiannan 
a 1 Pf»rt"i irYi r , i i n Q t ^ Pi^t^H cir>atan a) 1 c r i U l I l U U I l a l l r C l l U i i p a U U I > 7 1 1 9 % 9 5 0 % 

A,.J 7 /V 1 P **\/*»ni I f * I f r o w / t n \ l I v w V C I I U C v j i u w i i i y 
< R n 3 6 0 4 2 5 7 9 9 6 R n 5 5 2 8 7 9 0 2 2 
> S 9 6 1 % 1 0 9 7 3 % 

1 / J lit \X) g/UlCK IxUtlO fl^KJ > A t 9 SO/. on OA oz 
p j Cnvh Rntin ( T A R J C I c-t4.>/i i\i4ti(J y\iir\J\.f < 1 5 9 0 9 0 4 3 % 
I) i\ei I rujti iviurgtri ^ i > i ivij > 9 S 4 0 5 0 8 0 % 
g) Total Asset Turnover ( T A T O ) > 0 , 6 x 1 ,21 X 
iij jxeiurn on invesimeni yt\.\Ji) > A 9 t S oz A I 7 1 % 
il Return On Eauitv ( R O E ) 
1# « l v A f 4 ' /. J L . ' U M f f I ' \ fXV . f4_rff 

> 4 5 4 6 % 9 9 , 3 3 % 
X erspcHiii v.usiunier 
a) i v c l c i l o l r c l o i i g g o i i yy^usiuftier < 5 0 9 3 % 

^ J U , Z J /o 

5 8 0 3 % 
I X C t c I I I luri) 

h J A W i t i c i c i P p l a n o D f i n (Cnvtnmpr 
U f f X ^ U I o l o l 1 C l o l l g ^ u l l \\^ 14^ lull 111 1 

> 2 1 8 7 % 1 6 3 % 
/tLquiSiiiUii) 
c\ FCpn i i acan P p l f l n o o a n 
C / IX-CLIUdOCU 1 I C l c U i ^ ^ u l l 

< R n 3 3 0 8 7 7 6 9 9 8 R n 5 1 9 7 2 6 6 8 8 0 
XVLJ« aZ . X A r a^\J\Jm\j\j\J Perspektif Proses Bisnis Internal 

a ) P e n i n g k a t a n I n o v a s i > 5 2 % 5 5 , 8 4 % 
b ) P r o s e s O p e r a s i < 5 h a r i 7 h a r i 

Perspektif Pembeiajaran dan 
Pertumbuhan 
a ) K o m p e t e n s i S D M > 5 2 , 1 7 % 8 3 % 
b ) R e t e n s i K a r y a w a n {Employee < 1 0 , 1 5 % 8 % 
Retention) 

c ) P r o d u k t i v i t a s K a r y a w a n > 1 8 h a r i 2 0 h a r i 
{Employee Produktivity) 

S u m b e r : H a s i l O l a h a n D a t a 

D a r i t o t a l 1 7 ( t u j u h b e l a s ) t o l o k u k u r y a n g d i g u n a k a n , t e r d a p a t 1 0 

( s e p u l u h ) t o l o k u k u r y a n g m e n c a p a i / m e m e n u h i s t a n d a r a t a u t a r g e t y a n g 

d i t e t a p k a n , s e d a n g k a n 7 ( t u j u h ) t i d a k m e m e n u h i s t a n d a r / t a r g e t . D e n g a n 

d e m i k i a n t o t a l p e r s e n t a s e k i n e r j a y a n g d i c a p a i o l e h P T . A s u r a n s i W a h a n a 

T a t a C a b a n g P a l e m b a n g a d a l a h s e b a g a i b e r i k u t : 
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_ , . J u m l a h s t a n d a r y a n g d i c a p a i 
T o t a l P e r s e n t a s e K i n e r i a = ^—^ — ; — x l O O % 

J u m l a h u k u r a n k i n e r j a y a n g d i g u n a k a n 

— x l O O % 
17 

= 5 8 , 8 3 % 

U n t u k p e r h i t i m g a n t o t a l p e r s e n t a s e k i n e i j a y a n g d i c a p a i P T . 

A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g m a k a d i t e t a p k a n s t a n d a r , s t a n d a r 

y a n g d i g i m a k a n d i s i n i a d a l a h s t a n d a r y a n g d i g u n a k a n o l e h S a r i S e p t i a L e s t a r i 

d a l a m S k r i p s i n y a d e n g a n j u d u l " I m p l e m e n t a s i Balanced Scorecard S e b a g a i 

A l a t U k u r K i n e r j a P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g " s e b a g a i 

b e r i k u t : 

a ) S a n g a t B a i k : 8 0 - 1 0 0 % d a r i s t a n d a r y a n g d i t e t a p k a n 

b ) B a i k : 6 0 - 8 0 % d a r i s t a n d a r y a n g d i t e t a p k a n 

c ) C u k u p : 4 0 - 6 0 % d a r i s t a n d a r y a n g d i t e t a p k a n 

d ) K u r a n g : 2 0 - 4 0 % d a r i s t a n d a r y a n g d i t e t a p k a n 

e ) T i d a k B a i k : 0 - 2 0 % d a r i s t a n d a r y a n g d i t e t a p k a n 

D a r i h a s i l p e r h i t u n g a n d i a t a s , d a p a t d i k e t a h u i b a h w a p e r s e n t a s e k i n e r j a 

y a n g d i c a p a i o l e h P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g m e l a l u i 

p e n d e k a t a n Balanced Scorecard a d a l a h s e b e s a r 5 8 , 8 3 % d a r i t o t a l t o l o k u k u r y a n g 

d i g i m a k a n i m t u k m e l a k u k a n p e n g u k u r a n k i n e r j a . H a s i l i n i m e n i m j u k k a n b a h w a 

k i n e r j a P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g s e e a r a k e s e l u r u h a n 

m e m p u n y a i k i n e r j a c u k u p b a i k . 
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SIMPULAN DAN SARAN 

A. Simpulan 

B e r d a s a r k a n p e m b a h a s a n y a n g d i l a k u k a n , p e n u l i s d a p a t m e n a r i k 

b e b e r a p a k e s i m p u l a n d a r i s e t i a p p e r s p e k t i f Balanced Scorecard y a n g 

d i g u n a k a n u n t u k m e n g u k u r k i n e r j a P T . A s u r a n s i W a h a n a T a t a C a b a n g 

P a l e m b a n g s e b a g a i b e r i k u t ; 

1 . P e r s p e k t i f K e u a n g a n 

D a r i b e b e r a p a k a j i a n y a n g d i l a k u k a n u n t u k m e n g u k u r p e r s p e k t i f 

k e u a n g a n d i l i h a t d a r i p e n d a p a t a n p r e m i , m e n g a l a m i p e n u r u n a n t i a p 

t a h u i u i y a m e m p e n g a r u h i l a b a p e r u s a h a a n . D i l i h a t d a r i b i a y a , 

m e n g a l a m i p e n u r u n a n h a l i n i j u g a d a p a t b e r p e n g a r u h t e r h a d a p 

p e n i n g k a t a n l a b a p e r u s a h a a n . D i l i h a t d a r i r a s i o l i k u i d i t a s . Current 

ratio ( C R ) s u d a h c u k u p b a i k w a l a u p u n d a r i t a h u n k e t a h u n m e n g a l a m i 

p e n u r u n a n t e t a p i s u d a h m e n d e k a t i s t a n d a r i n d u s t r i y a i t u b e r a d a d i a t a s 

1 0 0 %. D a n j i k a d i l i h a t d a r i Quick ratio ( Q R ) k e m a m p u a n p e r u s a h a a n 

m e m e n u h i k e w a j i b a n f i n a n s i l a n y a b e r f l u k t u a s i d a r i t a h u n k e t a h u n , 

d a n j i k a d i l i h a t d a r i Cash Rationya ( C A R ) k e m a m p u a n p e r u s a h a a n 

u n t u k m e m e n u h i k e w a j i b a n l a n c a r d e n g a n k a s / b a n k r e n d a h . D i l i h a t 

d a r i r a s i o p r o f i t a b i l i t a s . Net Profit Margin (NPM), Asset Turnover 

( A T ) , Return On Investment ( R O I ) , d a n Return On Equity ( R O E ) d a r i 

t a h u n 2 0 1 0 s a m p a i d e n g a n t a h u n 2 0 1 1 b e r f l u k t u a s i 
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p e n i n g k a t a n . U m u m n y a k a r y a w a n c u k u p m e r a s a p u a s b e k e r j a p a d a 

p e r u s a h a a n n a m u n P T . A s u r a n s i W a h a n a T a t a C a b a n g P a l e m b a n g 

h a r u s t e t a p m e l a k u k a n p e r u b a h a n - p e r u b a h a n a g a r t i n g k a t k e p u a s a n 

k a r y a w a n t e r c a p a i . S e d a n g k a n i n d e k s p e m b e i a j a r a n d e n g a n 

p e n i n g k a t a n p r o g r a m - p r o g r a m t r a i n i n g y a n g d i l a k u k a n p e r u s a h a a n 

u n t u k p a r a k a r y a w a n n y a s u d a h m e n c a p a i b a h k a n m e l e b i h i t a r g e t y a n g 

d i h a r a p k a n . 

S e e a r a k e s e l u r u h a n , k i n e r j a p e r u s a h a a n d a r i 4 ( e m p a t ) p e r s p e k t i f 

balanced scorecard dapat d i k a t a k a n c u k u p b a i k k a r e n a p e r u s a h a a n d a p a t 

m e n c a p a i s t a n d a r y a n g t e l a h d i t e t a p k a n . T e r d a p a t 1 0 ( s e p u l u h ) d a r i 1 7 

( t u j u h b e l a s ) t o l o k u k u r y a n g d i g u n a k a n d e n g a n p e r s p e k t i f Balanced 

Scorecard b e r h a s i l m e m e n u h i t a r g e t . 

S e t e l a h m e n g k a j i k e e m p a t p e r s p e k t i f Balanced Scorecard, s e t i a p 

p e r s p e k t i f m e m i l i k i k e t e r k a i t a n y a n g d a p a t d i s i m p u l k a n b a h w a customer 

( p e l a n g g a n ) s a n g a t b e r p e n g a r u g h t e r h a d a p k e l a n g s u n g a n k i n e r j a 

p e r u s a h a a n d i m a n a k e p u a s a n p e l a n g g a n m e n g a k i b a t k a n p e r u s a h a a n 

m e l a k u k a n p e r u b a h a n - p e r u b a h a n p e n i n g k a t a n a t a u p e n i n g k a t a n i n o v a s i d a n 

m e l a k u k a n p e l a y a n a n y a n g t e r b a i k u n t u k p a r a p e l a n g g a n . U n t u k i t u 

p e n i n g k a t a n p r o g r a m p e l a t i h a n s e b a g a i p r o s e s p e m b e i a j a r a n p a r a 

k a r y a w a n n y a h a r u s d i l a k u k a n a g a r p a r a k a r y a w a n n y a d a p a t m e m b a n t u 

p e r u s a h a a n d a l a m m e l a k u k a n p e r u b a h a n a t a u i n o v a s i . S e m a k i n b a n y a k 

customer y a n g m e n j a d i k o n s u m e n , m a k a p e l a y a n a n d a n i n o v a s i y a n g 

d i l a k u k a n p e r u s a h a a n j u g a s e m a k i n b e r t a m b a h d a n p e r u s a h a a n t i d a k a k a n 

Skripsi okh Rischa Oktariany PemhimSing : Drs. Sunardi, SP .,MSi 



84 

r a g u u n t u k m e m b e k a l i p a r a k a r y a w a n n y a d e n g a n i l m u y a n g d i h a r a p k a n 

a k a n b e r g u n a b a g i p e r u s a h a a n k a r e n a h a l t e r s e b u t s e e a r a l a n g s u n g a k a n 

m e n i n g k a t k a n p r o f i t a b i l i t a s p e r u s a h a a n y a n g b e r p e n g a r u h t e r h a d a p 

k e l a n g s u n g a n h i d u p p e r u s a h a a n . 

B. Saran 

B e b e r a p a s a r a n y a n g d a p a t d i b e r i k a n p e n u l i s b e r d a s a r k a n h a s i l 

p e n e l i t i a n a d a l a h : 

1 . P e r u s a h a a n h a r u s t e r u s m e m p e r t a h a n k a n b a h k a n m e n i n g k a t k a n 

k i n e r j a n y a p a d a t a h u n - t a h u n y a n g a k a n d a t a n g , i n i d i k a r e n a k a n d a r i 1 7 

( t u j u h b e l a s ) t o l o k u k u r y a n g d i g u n a k a n h a n y a 1 0 ( s e p u l u h ) t o l o k 

u k u r y a n g b e r h a s i l . I n i m e n u n j u k a n b a h w a p e r u s a h a a n b e l u m 

m e n c a p a i h a s i l y a n g m a k s i m a l w a l a u p u n k i n e r j a y a n g d i c a p a i o l e h 

p e r u s a h a a n d a p a t d i k a t e g o r i k a n c u k u p b a i k . 

2 . P e r s p e k t i f K e u a n g a n , p e r u s a h a a n h a r u s d a p a t m e n e k a n b i a y a y a n g 

d i g u n a k a n d a l a m m e n g h a s i l k a n l a y a n a n j a s a . K a r e n a d e n g a n 

m e n g e f e s i e n k a n b i a y a t a n p a m e n g u r a n g i k u a l i t a s d a r i p r o d u k y a n g 

d i t a w a r k a n s e h i n g g a n l a b a y a n g d i h a s i l k a n a k a n l e b i h b e s a r . 

3 . P e r s p e k t i f Customer ( P e l a n g g a n ) , p e r u s a h a a n h a r u s t e r u s b e r u s a h a 

m e m p e r t a h a n k a n h u b i m g a n b a i k d e n g a n customer b a h k a n l e b i h 

m e n i n g k a t k a n h u b u n g a n b a i k t e r s e b u t . D e n g a n c a r a l e b i h 

m e m p e r h a t i k a n p o i n - p o i n y a n g d i a n g g a p k u r a n g o l e h customer. 

D e n g a n m e m p e r b a i k i a s p e k - a s p e k y a n g d i a n g g a p k u r a n g o l e h 
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customer m a k a d i h a r a p k a n customer a k a n l e b i h p u a s d a n i n d e k s 

k e p u a s a n customer a k a n m e n i n g k a t , i n i t e n t i m y a a k a n m e n i n g k a t k a n 

p e n d a p a t a n p e r u s a h a a n . 

4 . P e r s p e k t i f P r o s e s B i s n i s I n t e r n a l , p e r u s a h a a n h a r u s d a p a t 

m e n i n g k a t k a n i n o v a s i p r o d u k d a n m e n i n g k a t k a n p e l a y a n a n p r o d u k 
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