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ABSRACT

The purpose of this paper is o provide an overview of the vselulness of
the Balgneed Scorccard in improving 510 Rahmah Flospital management and
delivery ol health care at reduced cost without Ioss of quality. This paper
deseribes an approach o designing and implementing o Balanced Scorccand
svatem for measuring performance and productivity in 5in Rahmah Hospital
gerting, Specific messures of perlormance criteria ane sugpested as owell as
interpreted.  Guidelings  tor measuning  productiviey are also sugpesied  and
imterpreted. How these measures may be used by Siti Rabmah Hospital to improve
its administration ol health care while reducing costs and maintaining, qualiy are
described, This paper is mimed o be a uselul resource Tor 511 Bohmah and other
hospital management leaking o improve their performance and productivity.

Fhe Balanced Scorceard is a management fool that s widely used in the
manufacturing industry. This paper (WIS a4 need by healthcare providers 1o
ohtain informatiom on implementing @ balanced scorccand system thot specilically
addresses issues uniyue 1o hospiials. This paper also addresses how e mensures

productivity within a Balanced Scorecard sysiem.

Kerwords: Balanced Scorecard, Siti Rahmah Hospital, Peelormance Measurement

System



CHAPTER 1

INTRODLUCTION

1.1 Backeground

ltv the previous years. Performance Mepsurement system was only based
e financial dimension in the form of financial statement, Vnforunately, lnancial
dimension con only explains limited company’s past yveur expericnees which
mostly related o company’s shor-term goals, Finaneial measurements were only
able o evaluate company’s condition in the current periad and fTailed 10 predict o
better  future  condibon. Financial meassurement s mainly use to mensure
company’s tangible asscts. and tends 1o neglect the company’s mangible gssets
such as costemer value and heman-resourees value.

Anthony and Govindarajan (20001 stated the Tour swesknesses of
performance measurement through financial dirmension;

L. Performance measurement systemm only stimulates shor-term action that

does notl give advantages [or company™s long-term goals,

I

- Managers are not motivated o take actions in establishing long term poals
advanlages, because they are e busy pursuits shon term goals,
i, Short term poals might become an 133ue e the communication between
business unit managers and senlor managers.
4. sinet imancial controls may lead to data manipulation.
Based on the limitation ol perlormance measurement through fnancial
dimension, Robert 5. Kaplan and David P, Norton introduced an approach of

perlormance measurement using the Balanee Scorceard (BSC)L In [Us application,



Balance Scorccard still use varnouws traditional Anancial measurement, and add
ather dimensions which influenced the company™s future through investnent in
costumers, suppliers, workers, business processes, weehnology, and Innovations.

Balanced Seorecand combined the past financial performance with the
future performance drivers. Scorecard purposes and megsurements are foemulated
based on the company’s vision and strategies. Balanced Scorccard views the
conmpany Trom foor dillerent perspectives:

. Financial Porspective

-

2, Costomers Perspective

[nternal Business Mrocess

Lid

. Leaming and Growth

Balanced Scarecard s an approach applied w obtin g form of
measurement which suits the company needs and strategy in a specilic way. That
isowhy Balanced  Scorecard application should  be considered  as wavs ol
translating, commuanicating, and directing strucgies oo behavioural activities
which will lead the company 1o a better condition.

According to Mulvadi (2001} there are varons factors that incdicale the
need of Balance scorecard application in o company;

. Clompetitive business environiment,

2. Management systems that does not suits the business environmen)

condition, in which the company operates.

Highly competitive business environment requires the company 1o

|, Developing competitive advantages through Distinetive capability

2. preparing company’s mainlrame for the future
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CHAFTER Y

COMUT LSO

V.l Conclusion

Balanced Scorecard is a measurement systemn that emphasizes on the
balances of various strategie measurements in order o establish the balance of
poals realizulion in orpanieation. Balanced Scorecand 15 alen considered 22
strategic management tools in stimulating workers to perlorm and act in the best
poasible way for the orpantzation,

wrenerully, Palanced Scorecard holds an imporant role in:
1. Focusing the orpanization to achieve their poals
2. Maximizing the role of commumuation

. Estahlishing organization goals

Tl

[
-

Providing strategic [eed-hack [or organization
Fvery measurement in Balanced Scorecard is aimed 1o :155i5-:t5 strategic
aspects of the organization. In designing balanced Scorecard. it s essential for the
management to estabiish o sel of measurements which:
|, Rellects the main factors in realizing strategic goals for organizalion
2. Indicates the cavse and effect relaion between financial and non-financial
measurements in the organization
3, Provides the organization with an evaluation bases
Based on the eesearch conducted in Sit Rabmah Hospital, it con be

concluded that Siti Rahmah hospital is ready to apply Balanced Scorecard as their

perlormance measurement sysiem.
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