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ANALISIS KINERJA PT INDOSAT, Tbk DENGAN 

MENGGUNAKAN PENDEKATAN BALANCED SCORECARD 

Andaru Saputro
1
, Dr. Luki Karunia, S.E. Ak., M.A.

2

ABSTRAK 

Penelitian ini bertujuan untuk menganalisis kinerja PT Indosat, Tbk. 

dengan menggunakan pendekatan Balanced Scorecard. Analisis pada penelitian 

ini dilakukan terhadap empat perspektif, yaitu: perspektif keuangan, pelanggan, 

proses bisnis internal, dan pembelajaran dan pertumbuhan. Perspektif keuangan 

diukur dengan menggunakan ROA (Return on Assets) dan Profit Margin. 

Perspektif pelanggan diukur melalui kepuasan pelanggan dengan teori Servqual. 

Perspektif proses bisnis internal diukur dengan Inventory Turnover dan analisis 

terhadap proses inovasi dan layanan purna jual. Perspektif pembelajaran dan 

pertumbuhan diukur dengan produktivitas karyawan, perputaran karyawan, dan 

kepuasan karyawan. Data yang digunakan dalam penelitian ini adalah laporan 

keuangan Indosat periode 2008 dan 2009. Penelitian ini merupakan studi kasus 

dengan menggunakan metode analisis kuantitatif deskriptif. 

Temuan pertama penelitian ini adalah kinerja perspektif keuangan Indosat 

belum menunjukkan hasil yang maksimal sesuai dengan penurunan 2 (dua) 

indikator pengukurannya. Kemudian kinerja perspektif pelanggan Indosat yang 

dinilai cukup baik. Penilaian terhadap kinerja perspektif proses bisnis internal 

yang baik ditandai dengan adanya inovasi dan pelayanan purna jual yang 

memadai, walaupun tidak cukup baik untuk proses operasinya. Perspektif 

pembelajaran dan pertumbuhan Indosat dinilai tidak baik karena terdapat 

penurunan pada produktivitas karyawan, meningkatnya jumlah karyawan keluar 

dan karyawan merasa cukup puas dengan kebijakan manajemen Indosat. 

Kata kunci: Balanced Scorecard, ROA (Return on Assets), Profit Margin, 

kepuasan pelanggan, teori Servqual, Inventory Turnover, proses inovasi, layanan 

purna jual, produktivitas karyawan, perputaran karyawan, kepuasan karyawan 

1
Mahasiswa Program Studi Akuntansi Universitas Bakrie, Jakarta 

2
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PERFORMANCE ANALYSIS OF PT INDOSAT, Tbk. USING 

BALANCED SCORECARD APPROACH 

Andaru Saputro
1
, Dr. Luki Karunia, S.E. Ak., M.A.

2

ABSTRACT 

This study aims to analyze performance of PT Indosat, Tbk. using 

Balanced Scorecard approach. Analysis of this study is done to four perspectives, 

such as financial perspective, customer perspective, internal business process 

perspective, and learning and growth perspective. Financial perspective is 

measured using ROA (Return on Assets) and Profit Margin. Customer perspective 

is measured through customer satisfaction using Servqual theory. Internal 

business process is measured with Inventory Turnover and it analyzes innovation 

process and after-sales service. Learning and growth perspective is measured with 

employee productivity, employee turnover, and employee satisfaction. Data used 

in this study is Indosat financial report for the period of 2008 and 2009. This study 

is a case study using quantitative descriptive analysis method.  

The first findings of this study is the performance of Indosat financial 

perspective has not showed maximum results, based on the decrease in 2 (two) 

measurement indicators. Then the performance of Indosat customer perspective 

considered quite good. An assessment of the performance of internal business 

process perspective is good which are characterized by innovation and after sales 

service are adequate, although not good enough for the operation process. 

Indosat’s learning and growth perspective is considered not good because there 

are decreasing in employee productivity, increasing the number of employees 

came out and the employees feel quite satisfied with Indosat’s management 

policy. 

Keyword: Balanced Scorecard, ROA (Return on Assets), Profit Margin, customer 

satisfaction, Servqual theory, Inventory Turnover, innovation process, after-sales 

service, employee productivity, employee turnover, employee satisfaction 

1
Student in Accounting Major of Bakrie University, Jakarta 

2
Lecturer in Accounting Major of Bakrie University, Jakarta 



 

x 
 

DAFTAR ISI 

 

 

HALAMAN JUDUL  .......................................................................................  i 

HALAMAN PERNYATAAN ORISINALITAS  ............................................  ii 

HALAMAN PENGESAHAN  .........................................................................  iii 

HALAMAN PERSETUJUAN PUBLIKASI TUGAS AKHIR  ......................  iv 

KATA PENGANTAR  ....................................................................................  v 

ABSTRAK  ......................................................................................................  viii 

DAFTAR ISI  ...................................................................................................  x 

DAFTAR GAMBAR  ......................................................................................  xv 

DAFTAR TABEL  ...........................................................................................  xvi 

DAFTAR LAMPIRAN  ...................................................................................  xviii 

BAB 1. PENDAHULUAN  .............................................................................  1 

1.1. Latar Belakang Penelitian  ........................................................................  1 

1.2. Rumusan Masalah Penelitian  ...................................................................  6 

1.3. Batasan Masalah Penelitian  .....................................................................  6 

1.4. Tujuan Penelitian  .....................................................................................  7 

1.5. Manfaat Penelitian  ...................................................................................  7 

1.6. Sistematika Penelitian  ..............................................................................  8 

BAB 2. TINJAUAN PUSTAKA  ....................................................................  10 

2.1. Sistem Pengukuran Kinerja  ......................................................................  10 

2.1.1. Pengertian Pengukuran Kinerja  ......................................................  10 



 

xi 
 

2.1.2. Tujuan Pengukuran Kinerja  ............................................................  12 

2.1.3. Manfaat Pengukuran Kinerja  ..........................................................  12 

2.1.4. Karakteristik Sistem Pengukuran Kinerja  ......................................  13 

2.1.5. Pengukuran Kinerja dengan Sistem Tradisional  ............................  14 

2.2. Balanced Scorecard  .................................................................................  15 

2.2.1. Gambaran Umum Balanced Scorecard  ..........................................  15 

2.2.2. Keunggulan Balanced Scorecard  ...................................................  17 

2.2.2.1. Komprehensif  ...................................................................  18 

2.2.2.2. Koheren  ............................................................................  19 

2.2.2.3. Seimbang  ..........................................................................  19 

2.2.2.4. Terukur  .............................................................................  21 

2.2.3. Hubungan Balanced Scorecard dengan Visi, Misi,  

dan Strategi Perusahaan  ..................................................................  22 

2.2.3.1. Cause-and-effect Relationship  .........................................  22 

2.2.3.2. Performance Drivers  ........................................................  23 

2.2.3.3. Linkage to Financials  .......................................................  23 

2.3. Perspektif Balanced Scorecard  ................................................................  24 

2.3.1. Perspektif Keuangan  .......................................................................  24 

2.3.1.1. Pertumbuhan (Growth)  .....................................................  25 

2.3.1.2. Bertahan (Sustain Stage)  ..................................................  25 

2.3.1.3. Menuai (Harvest)  .............................................................  26 

2.3.2. Perspektif Pelanggan  ......................................................................  26 

2.3.2.1. Customer Core Measurement  ...........................................  27 



 

xii 
 

2.3.2.2. Customer Value Proposition  ............................................  28 

2.3.2.3. Teori Kepuasan dan Pengukurannya  ................................  29 

2.3.3. Perspektif Proses Bisnis Internal  ....................................................  34 

2.3.3.1. Proses Inovasi  ...................................................................  34 

2.3.3.2. Proses Operasi  ..................................................................  35 

2.3.3.3. Proses Pelayanan Purna Jual  ............................................  35 

2.3.4. Perspektif Pembelajaran dan Pertumbuhan  ....................................  36 

2.3.4.1. Kemampuan Karyawan  ....................................................  37 

2.3.4.2. Kemampuan Sistem Informasi  .........................................  37 

2.3.4.3. Motivasi, Pemberdayaan, dan Penjajaran  .........................  37 

2.4. Penelitian Terdahulu  ................................................................................  38 

2.4.1. Penelitian Helen Livingston (1999)  ................................................  39 

2.4.2. Penelitian Aji Dwi Prihananto (2006)  ............................................  40 

2.4.3. Penelitian Novira Ayu Dewi (2007)  ...............................................  42 

BAB 3. METODE PENELITIAN ...................................................................  46 

3.1. Desain Penelitian  .....................................................................................  46 

3.2. Penetapan Sampel/Responden  .................................................................  47 

3.2.1. Teknik Pengumpulan Data  .............................................................  49 

3.3. Instrumen Penelitian  ................................................................................  50 

3.3.1. Skala Pengukuran  ...........................................................................  50 

3.3.2. Instrumen Penelitian  .......................................................................  51 

3.3.3. Pengujian Instrumen Penelitian  ......................................................  54 

3.3.3.1. Uji Validitas  .....................................................................  55 



 

xiii 
 

3.3.3.2. Uji Reliabilitas  ..................................................................  58 

3.4. Metode Analisis  .......................................................................................  60 

3.4.1. Pengukuran Kinerja Perspektif Keuangan  ......................................  60 

3.4.2. Pengukuran Kinerja Perspektif Pelanggan  .....................................  60 

3.4.2.1. Perhitungan Nilai Ekspektasi dan Nilai Persepsi  .............  61 

3.4.2.2. Pemaknaan Indeks Kepuasan Pelanggan (IKP)  ...............  62 

3.4.3. Pengukuran Kinerja Perspektif Proses Bisnis Internal  ...................  62 

3.4.4. Pengukuran Kinerja Perspektif Pembelajaran dan Pertumbuhan  ...  63 

BAB 4: GAMBARAN UMUM PERUSAHAAN  ..........................................  66 

4.1. Sekilas Tentang Perusahaan  .....................................................................  66 

4.1.1. Sejarah Perusahaan  .........................................................................  66 

4.1.2. Profil Perusahaan  ............................................................................  68 

4.1.3. Produk dan Layanan Perusahaan  ....................................................  72 

4.2. Struktur Organisasi Perusahaan  ...............................................................  74 

4.3. Visi dan Misi Perusahaan  .........................................................................  75 

4.3.1. Visi Perusahaan  ..............................................................................  76 

4.3.2. Misi Perusahaan  ..............................................................................  76 

4.3.3. Nilai-Nilai Perusahaan  ....................................................................  77 

4.4. Logo Perusahaan  ......................................................................................  77 

BAB 5: ANALISIS DAN PEMBAHASAN  ...................................................  79 

5.1. Kinerja Perspektif Keuangan  ...................................................................  79 

5.1.1. Indikator ROA  ................................................................................  80 

5.1.2. Indikator Profit Margin  ..................................................................  81 



 

xiv 
 

5.2. Kinerja Perspektif Pelanggan  ...................................................................  82 

5.3. Kinerja Perspektif Proses Bisnis Internal  ................................................  85 

5.3.1. Proses Inovasi  .................................................................................  85 

5.3.2. Proses Operasi  ................................................................................  88 

5.3.3. Proses Pelayanan Purna Jual ...........................................................  92 

5.3.3.1. Galeri Indosat  ...................................................................  93 

5.3.3.2. Griya Indosat  ....................................................................  93 

5.3.3.3. Payment Point  ..................................................................  94 

5.3.3.4. Komunitas Pelanggan  .......................................................  95 

5.4. Kinerja Pembelajaran dan Pertumbuhan  ..................................................  96 

5.4.1. Produktivitas Karyawan  .................................................................  96 

5.4.2. Perputaran Karyawan  .....................................................................  97 

5.4.3. Kepuasan Karyawan  .......................................................................  98 

BAB 6: KESIMPULAN DAN SARAN  .........................................................  102 

6.1. Kesimpulan  ..............................................................................................  102 

6.2. Keterbatasan Penelitian  ............................................................................  108 

6.3. Saran  ........................................................................................................  108 

DAFTAR PUSTAKA  .....................................................................................  110 

  



 

xv 
 

DAFTAR GAMBAR 

 

 

Gambar 2.1 Balanced Scorecard .................................................................  16 

Gambar 2.2 Penjabaran Visi ke Dalam Tujuan dan Sasaran Stratejik  ........  17 

Gambar 2.3 Keseimbangan Sasaran-Sasaran Stratejik yang Diterapkan 

 Dalam Perencanaan Stratejik   ..................................................  20 

Gambar 2.4 Generic Value Model – Perspektif Proses Bisnis Internal  .......  36 

Gambar 2.5 Kerangka Kerja Perspektif Pembelajaran dan Pertumbuhan  ...  38 

Gambar 4.1 Struktur Organisasi Indosat  .....................................................  75 

Gambar 4.2  Logo Indosat  ............................................................................  78 

Gambar 5.1 Grafik Perubahan Indikator Keuangan  ....................................  80 

Gambar 5.2 Jumlah Pelanggan Selular  ........................................................  90 

Gambar 5.3 ARPU (Average Revenue Per User)  .......................................  90 

Gambar 5.4 MoU (Minutes of Usage) dan RPM (Revenue Per Minute)  ....  91 

Gambar 5.5 Grafik Perputaran Karyawan  ...................................................  100 

  



 

xvi 
 

DAFTAR TABEL 

 

 

Tabel 1.1 Kinerja Keuangan Indosat tahun 2008 dan 2009  ....................  5 

Tabel 2.1 Ukuran Kinerja dalam 4 Perspektif Balanced Scorecard  ........  21 

Tabel 3.1  Kisi-Kisi Kuesioner Aspek Pelanggan  ....................................  52 

Tabel 3.2  Kisi-Kisi Kuesioner Aspek  

 Pembelajaran dan Pertumbuhan  ..............................................  53 

Tabel 3.3  Uji Validitas Kuesioner Pelanggan  .........................................  56 

Tabel 3.4 Uji Validitas Kuesioner Karyawan  ..........................................  57 

Tabel 3.5  Hasil Uji Reliabilitas Kuesioner Pelanggan  ............................  59 

Tabel 3.6 Hasil Uji Reliabilitas Kuesioner Karyawan  ............................  59 

Tabel 3.7 Tabulasi Keempat Perspektif Balanced Scorecard  .................  64 

Tabel 4.1  Beberapa Indikator Keuangan Indosat  ....................................  69 

Tabel 4.2  Produk dan Layanan Indosat  ...................................................  72 

Tabel 5.1  Tabulasi Perhitungan ROA dan  

 Profit Margin (dalam persen)  ..................................................  80 

Tabel 5.2  Dimensi Kualitas Pelayanan dalam Kuesioner Pelanggan  ......  82 

Tabel 5.3 Perhitungan Nilai Servqual ......................................................  83 

Tabel 5.4 Indeks Kepuasan Pelanggan (IKP) berdasarkan 

 Nilai Servqual  ..........................................................................  84 

Tabel 5.5 Tingkat Kepuasan Pelanggan berdasarkan 

 Nilai IKP (Servqual)  ................................................................  84 



 

xvii 
 

Tabel 5.6 Indikator Kegiatan Operasional Indosat  ..................................  89 

Tabel 5.7 Galeri Indosat di Indonesia  ......................................................  95 

Tabel 5.8 Griya Indosat di Indonesia  .......................................................  96 

Tabel 5.9 Perhitungan Nilai Servqual ......................................................  99 

Tabel 5. Tingkat Kepuasan Karyawan berdasarkan  

 Nilai IKK (Servqual)  ...............................................................  100 

Tabel 6.1 Tabulasi Penilaian Kinerja Indosat dengan 

 Pendekatan Balanced Scorecard  .............................................  105 

 

  



 

xviii 
 

DAFTAR LAMPIRAN 

 

 

Karakteristik Responden  ............................................................................  114 

Laporan Keuangan Konsolidasi Indosat tahun 2008 dan 2009  ..................  118 

Investor Memo tahun 2008  .........................................................................  129 

Investor Memo tahun 2009  .........................................................................  137 

Indosat Presentation tahun 2008  ...............................................................  142 

Indosat Presentation tahun 2009  ...............................................................  147 

 


