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 Background: The rapid development of health services is a 
challenge for hospitals in facing the increasingly open and 
accessible competition. Good human resource management is 
needed to increase the productivity of an organization. One of the 
strategies to increase productivity and improve human resource 
management is to use an integrated and comprehensive 
employee performance measurement. This research measured 
employee performance using the Human Resources Scorecard 
(HRSC) approach based on several conditions. HRSC is a 
Balanced Scorecard with a Human Resources (HR) approach 
where Key Performance Indicators (KPI) are based on 4 (four) 
perspectives: Financial Perspective, Customer Perspective, 
Internal Business Process Perspective, and Learning and Growth 
Perspective. Method: This study used a quantitative approach 
with a cross-sectional survey research design. Data collection 
methods included questionnaires, document review, and 
Consensus Decision Making Group (CDMG). The research 
population was 256 employees of the ‘Aisyiyah Hospital Klaten.  
Samples were determined using non-probability sampling 
technique with a purposive sampling method of 100 respondents. 
Results: The results showed that overall employee performance 
was good, with a score of 4.03. Based on Key Performance 
Indicators for each perspective, the internal business process 
perspective of employee performance was very good, with a 
score of 1.24. The financial perspective of employee performance 
was good with a score of 0.8, while the customer perspective of 
employee performance was good, with a score of 1.19. Finally, 
the learning and growth perspective of employee performance 
was good, with a score of 0.8. Conclusion: With the HRSC 
approach, the overall performance results of the ‘Aisyiyah Klaten 
Hospital employees were good. 
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1. Introduction 

The current rapid development in the health industry has resulted in increasingly fierce 
competition. Hence, healthcare companies must improve their performance in a comprehensive 
and integrated manner to win the competition by improving the quality of work. A company or 
organization will always face the challenge to survive the competition. Therefore, companies 
and organizations must run their business dynamically. They also need to be customer-oriented 
and cost-efficient so they can face changes and competition [1]. 

Healthcare companies or community service organizations, especially hospitals, are 
experiencing rapid growth. There are new hospitals, either public or private hospitals with better 
models and facilities emerging in some regions. The community now has more choices in health 
services. This development has resulted in an increasingly tough competition. Thus, it is 
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important for hospital managers to make improvements and developments through their 
organizational strategies. In addition, there are some essential points to consider, namely the 
organization's manner in conducting its activities, the strategies to survive successfully, and the 
strategies to mobilize and satisfy all interested parties for organizational goals [2]. 

Human Resources (HR) is one of the most critical assets in maintaining and developing 
the viability of an organization [3]. A key to the success of the organization’s performance in 
realizing its vision and mission is employee performance. If employees are able to deliver 
excellent performance, the performance of the organization or company will also be satisfying. 
Performance can be determined if the individual or group has predetermined success criteria. 
HR performance of an organization or company is measured based on the employees' 
competence or the performance of each HR within the organization. Some organizations still 
measure their HR performance qualitatively and have not considered HR’s contribution to 
strategies and company goals. A reasonable, measurable, and comprehensive HR performance 
appraisal system will reflect the actual performance of employees. The performance results 
obtained will give an idea of the role of employees in carrying out the hospital’s vision and 
mission. Moreover, it can also provide an insight on the role of HR development in achieving the 
organization's shared vision and mission. Comprehensive and measurable employee 
performance results significantly affect the success of hospital performance.  

“Balanced Scorecard” is one of the tools used to measure institutional performance. In 
the current development where organizations are more dominated by “human capital” and 
“intangible” capital, the “Human Resources Scorecard” (HRSC) method was developed where 
this method used specific stages to regulate human resource strategies [5]. A concept to 
measure HR’s contribution is to use the HRSC method [4]. The HRSC transforms the vision, 
mission, and strategy to become human resources whose contribution can be measured. The 
HRSC can help managers or leaders of organizations or companies to ensure that all HR 
decisions support or contribute to business strategies. 

There are four perspectives in HRSC: financial perspective, customer perspective, 
business process perspective, and learning and growth perspective [6]. First, the financial 
perspective provides a brief insight on the impact of an organization's economic policy and 
activities. Financial performance helps an organization to evaluate their regulations and its 
impact on the company's revenue. Second, from the customer perspective, employee 
achievement is an asset used to implement HR tactics. Therefore, it is necessary to measure 
employees 'satisfaction regarding rewards and compensation according to the standards set. 
Third, the business process perspective focuses on company activities that impact customer 
satisfaction and the organization’s financial targets. This perspective focuses on activities within 
the company that have an impact on achieving company goals and includes a continuous 
change in processes and services. Fourth, the learning and growth perspective focuses on the 
system and how to improve the capabilities of human resources, for example, through 
certification or employee skills development. This perspective focuses on systems and ways to 
improve human resource capabilities through training and skills development [4]. 

There are several studies that have conducted research on HRSC by analyzing the four 
perspectives. One study took the form of qualitative research, and the results showed that the 
hospital’s performance scored 78%. There were three perspectives that should be considered, 
namely customer, the learning and growth, and the internal business process [1]. 

The ‘Aisyiyah Klaten Hospital has determined its vision and mission. This vision and 
mission become the guideline for all work units at all levels in carrying out their duties. Hence, 
all activities must be conducted according to the organization's goals. The hospital’s vision is to 
realize a hospital of exceptional choice for mothers and children. A hospital who not only 
provides excellent service but also holds Islamic values. One of its missions is to provide 
professional health services with quality human resources as an effort to serve the community 
and spread Islamic values. This study measured and analyzed employee performance based 
on the HRS of ‘Aisyiyah Klaten Hospital. The findings contribute to taking the next strategic 
steps to realize the hospital’s vision, mission, and development. In addition, employee 
performance measurement is necessary for the hospital to manage their strategic 
responsibilities effectively in facing future competition. This can help the hospital to achieve the 
vision and mission. 

 

2. Method 
This research used a quantitative approach and a cross-sectional survey. Each research 

subject was observed only once. The measurements were made on the status of the character or 



e-ISSN: 2720-9997 Disease Prevention and Public Health Journal   49 
             Vol. 16, No. 1, March 2022, pp. 47-54 

Siti Kundariyah (Employee Performance Measurements at ‘Aisyiyah Klaten...) 

subject variable at the time of examination [16]. The population used in this study was all 256 
employees of the ‘Aisyiyah Hospital Klaten. Some of the inclusion criteria included: 1) working as 
nurses and midwives; 2) has worked for more than two years. Respondents who have worked for 
two years or less at the time of data collection were excluded. Based on the consideration of the 
selected sample with purposive sampling technique, the total respondents were 100 hospital 
employees. 

The data collection method used to obtain data in this study was a questionnaire and CDMG. 
HRSC perspective was measured using a questionnaire consisting of 28 questions. All survey 
questions utilized Likert scale with five answer options, namely: Strongly Disagree (STS) with a 
value of 1, Disagree (TS) with a value of 2, Neutral (N) with a value of 3, Agree (S) with a value of 
4, and Strongly Agree (SS) with a score of 5. Consensus Decision-Making Group (CDMG) is a 
decision-making process that involves more than one decision-maker in a group. The CDMG 
involved the management of the ‘Aisyiyah Klaten hospital. Using CDMG, a mutual agreement is 
obtained to determine a weighting value to the Key Performance Indicator (KPI) from each 
perspective and provide a weighting perspective in the HRSC method. The research data were 
analyzed using descriptive statistics with a significance level of 95%. 

 

3. Results and Discussion 
3.1. Results 
3.1.1. Respondents’ Characteristics 

Table 1 illustrates that all respondents are women (100%). More than half of the 

respondents (51%) are between the ages of 30-40 years. In terms of education, most of the 

respondents had Diploma 3 (96%). Nurses made up nearly three quarters (72%) of the total 

respondents, and the majority of respondents work in inpatient ward B (25%). Regarding employee 

status and working period, a significant number of respondents were permanent employees (47%) 

and have worked for 10-20 years (75%). 

 
Table 1. Respondents Characteristics (N=100) 

Variable n,% 

Age 

 <30 years old  21 

 30 - 40 years old 51 

 40 - 50 years old 28 

Education 

 Diploma (D3) 96 

 Bachelor Degree (S1) 4 

Occupation 

 Midwife 28 

 Nurse 72 

Working Unit 

 Emergency Room 22 

 Operating Room 17 

 Birthing Room 9 

 Ward A 17 

 Ward B 25 
 Intensive Care Unit Room 10 

Working Period 

 2-5 years 8 

 5-10 years 34 

 10-20 years 47 

 >20 years 11 

    Employee Status 

 Permanent  75 

 Temporary 25 
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3.1.2. Results of KPI 
Based on Table 2, the overall KPI achievement of RSIA ‘Aisyiyah Klaten Hospital is 4.03. The KPI achievements for each perspective are as follows: 

financial perspective with a weight of 0.2 is 0.8, customer perspective with a weight of 0.3 is 1.19, internal business process perspective with a weight of 
0.3 is 1.24, learning and growth perspective with a weight of 0.2 is 0.8. 

 

Table 2. KPI Results at ‘Aisyiyah Hospital Klaten 

Performance Goals KPI Weight Score 
Weighted 

Score  
Financial Perspective    

Training Cost Effectiveness Employees' skills increase after attending the training provided by the hospital 0.04 4.26 0.17 

 The hospital allows sharing skills for every knowledge investment provided. 0.03 4.11 0.12 
The training budget provided by the hospital will increase the hospital’s revenue. 0.03 3.85 0.12 

Cost of Revenue Job satisfaction can increase work productivity. 0.03 4.07 0.12 

 Performance results contribute to increasing hospital revenues. 0.04 4.07 0.16 
Salary increases as hospital revenue increases. 0.03 3.8 0.11 

Subtotal KPI 0.2   0.8 

Customer Perspective    

Compensation Employees get proper compensation from the hospital. 0.04 3.69 0.15  
Employees can complete the work correctly and quickly. 0.04 3.54 0.14 

Competence Employees get recognition for their work achievements. 0.04 4.04 0.16  
Employees have reliable knowledge and skills in handling patients. 0.04 3.92 0.16 

Employees can cooperate with co-workers and support each other. 0.04 4.31 0.17 
Career path I am proud of my job 0.04 3.77 0.15 
Pride The work environment has a positive influence. 0.03 4.26 0.13 
 Hospitals provide opportunities for career advancement. 0.03 4.23 0.13 

Subtotal KPI 0.3  1.19 

Internal Business Process Perspective    

Work environment The facilities provided make it easier to complete the work. 0.04 3.92 0.16  
Patients are treated according to applicable procedures. 0.04 3.89 0.16 

Work procedures All tasks assigned by the hospital can be carried out correctly. 0.05 4.43 0.22  
Hospitals provide good job security for employees 0.05 4.14 0.21 

The hospital has made a clear SOP for the primary duties and functions of employees. 0.04 4.04 0.16 
Employees provide an excellent explanation to the patient/patient’s family every time they apply a procedure. 0.04 4.37 0.17 

Service Quality Employees prioritize quality over quantity in providing services to patients. 0.04 3.94 0.16 

Subtotal KPI 0.3  1.24 

Learning and Growth Perspective    

HR training and development 
 

Employees attend training that supports their performance improvement. 0.03 4.13 0.12 
The hospital provides complete facility support in carrying out the duties and responsibilities assigned to 
employees. 

0.03 3.35 0.12 

Employees need to update their knowledge and skills from time to time. 0.03 4.24 0.13 
Employees can develop and improve their abilities optimally while working. 0.03 4.08 0.12 

Management Information System The hospital organizes participation in activities. 0.02 4.01 0.08 
HR Engagement Hospitals provide easy access to data and information 0.03 4.1 0.12 
 Employees are often involved in activities carried out by the hospital. 0.03 3.52 0.11 

Subtotal KPI 0.2  0.80 

Total KPI 1  4.03 
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3.2 Discussion 
The Human Resource Scorecard (HRSC) method showed that the overall employee 

performance was good. The management must maintain these performance results and strive 
to improve the performance to the best result by increasing the achievements of the four HRSC 
perspectives. Each performance result can be seen from the measured scores of the four 
HRSC perspectives. 

From a financial perspective, the performance targets are the training costs and income 
costs effectiveness. This perspective is also related to the cost of HR and the contribution of HR 
to the company. One of the contributions that HR can provide is to develop employees' skills 
which can be realized through training. Training is a means to build human resources towards 
globalization full of challenges. Therefore, training activities are needed to face the increasingly 
fierce competition. Furthermore, employees must also develop their competencies according to 
the science and technology development [20]. 

In addition, training for companies improves the effectiveness and quality of employees at 
work, which will ultimately increase the company’s revenue. Therefore, the status of employees 
in the modern management era becomes a critical asset [21-22]. The training program will 
increase the efficiency and effectiveness of employees’ work in achieving the work targets. 
Training will also strengthen the attitude and spirit of customer-oriented service. In addition to 
training, another performance target from a financial perspective is hospital revenue. According 
to a study, HR performance is measured by employee productivity. The increase in hospital 
revenue is strongly influenced by employee performance. The better the employee’s 
performance is, the better hospital’s revenue will be [22]. 

The result of the financial perspective performance scores in this study is quite satisfying. 
The management needs to maintain and improve the performance of HR from a financial 
perspective to get the maximum achievement. Hospital management must realize that 
employees are hospital assets that will determine success in achieving the hospital’s vision and 
mission. For this reason, hospitals need to improve employees competence through training 
that improves employee skills. Management should also be aware that the hospital budget 
spent on employee training is an investment to increase hospital revenue. 

With a score of 3.85, the management needs to pay attention to the budget training 
because it is the second-lowest score in the financial perspective The training budget needs to 
be increased so that the training can run more effectively and lead to the increase of hospital 
productivity and revenue. From the results of the financial perspective questionnaire, employee 
income got the lowest score of 3.8. Although the score is actually quite high, it is still the lowest 
score from the financial perspective. Therefore, the management should pay more attention to 
the employee pay. Employee income should increase along with the hospital revenue while still 
considering operational costs and investment costs. 

Although the score from the financial perspective was good, hospital management should 
improve employee performance. For example, they can periodically hold or involve employees 
in training and conducting performance evaluations. Thus, the skills possessed can contribute 
to hospital income. These findings are similar to that of a study which reported that the cost of 
training services provided to nurses contributed to a revenue increase at the Royal Prima 
Hospital in Medan [1]. Furthermore, the findings of a study conducted at the Bhayangkara 
Tebing Tinggi hospital concluded that driven by the performance of its human resources, the 
employee performance as well as the revenue increased after attending training.  This means 
that the findings of this study are consistent with those of previous studies [11]. 

From the customer perspective, the targets for employee performance are employee 
satisfaction, competence, career path, and pride. Employee satisfaction depends on the 
suitability or balance between expectation and reality. Each individual has a different level of 
satisfaction according to the value system [23]. The satisfaction is measured based on the fact 
faced and accepted as compensation for the effort given. Competence refers to the ability to do 
a job based on skills and knowledge which is supported by the work attitude required [23]. The 
result showed that customer perspective scored 1.19. This means that it can be categorized as 
good although it has not yet reached the maximum result. These results need to be maintained 
and improved to achieve the maximum result by looking at the scores of each indicator from the 
customer perspective. 

The respondents’ answers to the questionnaire on customer perspective revealed that 
most scores were high. The lowest score that requires attention from management is the 
indicator of recognition of employee performance with a score of 3.54. This score is in the high 
category but is the lowest score from the customer perspective. Thus, it needs improvement to 
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achieve an optimal level of employee satisfaction It can be a system of recognition, promotion, 
or other rewards. These findings match those of earlier studies which showed that employee 
performance based on the customer perspective was good. A higher score obtained from the 
customer’s perspective would further increase hospital revenue [1-11]. 

The internal business process perspective focuses on internal processes that impact 
employee satisfaction and achieve the organization’s financial goals. The performance targets 
of this perspective include the work environment, work procedures, and service quality. The 
internal business process perspective scored 1.24 and can be categorized as very good. These 
results need to be maintained and improved to achieve the maximum result by increasing the 
value of indicators from the internal business process perspective. 

Based on the respondents’ answers to the questionnaire, job security for employees 
scored 3.89.  The score is high, but it is the lowest score from this perspective. Management 
needs to pay more attention to employee safety, provide more comprehensive facilities and 
infrastructure, and conduct a health check to employees regularly. These efforts should be 
conducted so that the hospital’s K3 program can run effectively. Contrary to these findings, 
earlier studies showed that better facilities did not contribute tonurses’ performance as expected 
by hospital management [1]. However, one study reported that this perspective influenced 
employee satisfaction and hospital financial improvement [11]. 

The learning and growth perspective focuses on systems and strategies for human 
resource development, such as training, employee involvement in activities that support hospital 
programs to realize organizational goals, and support for hospital management information 
systems. Training refers to non formal all employee competency improvement activities within 
and outside hospitals. Training is a critical element in employee development. The activities 
held are intended to assist employees in developing their capacity and abilities to work 
according to their competencies. Thus, performance improvements can be achieved and the 
organization’s general goals can be realized. 

Hospital Management Information System (MIS) is an arrangement that deals with data 
collection, information presentation, analysis and inference of information, and the delivery of 
information needed for hospital activities [24]. Integration of information is an essential element 
in hospital management. Integrated information allows planning, control, and supervision 
properly, quickly, and directly. Operational tasks can be more effective and efficient and 
increase the speed and accuracy of delivering information to management by utilizing a 
computer program to manage hospital information systems. A suitable information system will 
play a critical role in the decision-making process by hospital leaders and strategic facilities in 
providing customer satisfaction-oriented services [25]. Another performance target from a 
learning and growth perspective is employee engagement. Employee involvement in various 
hospital activities will lead to good relations with employees—the more employees involved in 
hospital activities, the more significant the role of employees in achieving organizational goals 
[26-28]. 

This study indicated that employee performance is good as seen from the score of 0.8. 
However, the hospital management still needs to maintain these results and improve their 
performance to get the maximum result by increasing the indicator value in the learning and 
growth perspective. From the score of respondents’ answers to the questionnaire, the lowest 
score was employees' involvement in hospital activities, at 3.52. This result was high but was 
the lowest according to the learning and growth perspective. The hospital management needs 
to involve employees more often in hospital activities so that a more optimal working 
relationship between management and employees can be established and organizational goals 
can be achieved together. These results are different from that of a study which reported that all 
indicators of this perspective have achieved the maximum results [1,29]. However, some 
studies revealed that all indicators of this perspective have not shown the maximum results 
[11,30]. 

 

4. Conclusion 
Using the HRSC approach, the overall performance results of the ‘Aisyiyah Klaten 

Hospital employees were good. However, the hospital needs to maintain the performance value 
achieved and improve employee performance to obtain the maximum result. Monitoring and 
evaluating employee performance should be conducted regularly to assess the progress of 
employee performance results. Although the results from all perspectives were good or even 
very good, more attention is required from hospitals to the indicators with the lowest scores in 
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each perspective. It is necessary to formulate related policies to improve employee performance 
so that the results of performance appraisals can be maximized. 
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