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ABSTRAK

Celine Valencia, 112.21.005
Skripsi
EVALUASI PERSPEKTIF BALANCED SCORECARD SEBAGAI DASAR
PENINGKATAN PENGENDALIAN OPERASIONAL PADA PT. MULTI JAYA
NIAGA RAYA

Perusahaan perlu melakukan evaluasi terhadap kinerja operasionalnya dengan
tingkat ketelitian dan akuntabilitas tinggi. Pendekatan Balanced Scorecard akan
melakukan pengukuran unit dari setiap bisnis perusahaan, sehingga mampu meningkatkan
pengendalian operasional dengan memberi pertimbangan bagi kepentingan perusahaan
yang dikaji melalui beberapa perspektif. Dinamika pasar yang terus berubah, menuntut
perusahaan berinovasi dalam proses penyediaan dan distribusi guna mempertahankan
keunggulan kompetitifnya. Peneliti menggunakan pendekatan deskriptif kualitatif untuk
menggambarkan data secara mendalam melalui narasi. Pengumpulan data dilakukan
melalui wawancara, observasi, dan dokumentasi. Sumber data utama berasal dari data
primer dan sekunder yang diperoleh langsung dari perusahaan.

PT. Multi Jaya Niaga Raya merupakan perusahaan bidang distributor spareparts
otomotif angkutan niaga dan mitsubishi, yang berdomisili di Surabaya, Jawa Timur.
Perspektif Balanced Scorecard yang dikaji adalah perspektif keuangan, pelanggan, proses
bisnis internal, serta pembelajaran dan pertumbuhan. Hasil penelitian pada perspektif
keuangan mencerminkan profitabilitas stabil, namun belum optimal karena pengambilan
keputusan belum berbasis analisis rasio. Pada perspektif pelanggan, hubungan dengan
pelanggan cukup stabil, namun pertumbuhan pasar masih terhambat oleh keterbatasan
diversifikasi produk. Perspektif proses bisnis internal menunjukkan efisiensi operasional
yang baik, namun belum didukung prosedur kerja dan dokumentasi terstruktur. Pada
perspektif pembelajaran dan pertumbuhan mengindikasikan produktivitas karyawan yang
tinggi, namun tidak seimbang dengan struktural dan pengembangan Sumber Daya
Manusia.

Kata kunci: Pengendalian Operasional, Balanced Scorecard, Struktur Organisasi
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ABSTRACT

Celine Valencia, 112.21.005
Thesis
EVALUATION OF THE BALANCED SCORECARD PERSPECTIVES AS A BASIS
FOR IMPROVING OPERATIONAL CONTROL AT PT MULTI JAYA NIAGA RAYA

The company needs to evaluate its operational performance with a high level of
accuracy and accountability. The Balanced Scorecard approach measures the
performance of each business unit within the company, thereby enhancing operational
control by considering the interests of the company through several key perspectives. The
constantly evolving market dynamics require companies to innovate in their supply and
distribution processes in order to maintain their competitive advantage. This research
employs a descriptive qualitative approach to present data in-depth through narrative.
Data collection techniques include interviews, observations, and documentation. The
primary data sources are both primary and secondary data obtained directly from the
company.

PT. Multi Jaya Niaga Raya is a Surabaya-based company in East Java engaged in
the distribution of commercial vehicle and Mitsubishi automotive spare parts. The
Balanced Scorecard perspectives examined in this study include financial, customer,
internal business process, and learning and growth perspectives. The results of the
financial perspective indicate stable profitability, though still suboptimal due to decision-
making that is not yet based on financial ratio analysis. In the customer perspective,
customer relations are relatively stable; however, market growth is hindered by limited
product diversification. The internal business process perspective shows good operational
efficiency, but lacks structured work procedures and documentation. The learning and
growth perspective indicates high employee productivity, yet it is not balanced with
organizational structure and human resource development.

Keywords: Operational Control, Balanced Scorecard, Organizational Structure
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