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CHAPTER IV 

ANALYSIS RESULTS AND DISCUSSION 

 

4.1 General description 

4.1.1. History of the UB hotel  

UB Hotel is known as UB Guest House before the transition to the 

function of the Guest House Hotel in mid-2010. Once inaugurated on February 9, 

2006 by Rector Prof. UB. Dr. Ir. Bambang Guritno, the Guest House has more 

functions and facilities than an ordinary guest house. It’s different from the other 

residential "guest house" because UB Guest House is located in a beautiful 

campus environment with the service displayed is equivalent to a five-star hotel. 

Other than that, the hotel, convenience, and the taste of the menu have a typical 

presentation. The guest house is one of the Business Units of the University of 

Brawijaya which is operated under the responsibility of the Rector. The Guest 

House is professionally-run as the other hotels in general to provide a decent 

accommodation for the benefit of UB. 

In mid-2010, UB Guest House was transformed into a function of a Guest 

House. The hotel management committed to provide the best services and 

qualified products to customers as the realization of the the hotel’s change 

physically and systematically, including improvement, renovation, and 

construction. 
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4.1.2. Location of UB Hotel  

UB Hotel is located in the center of Malang city, between the prestigious 

business center of Jl. Soekarno-Hatta and the education center of Jl. Veteran.  To 

be precise, UB Hotel is located in the UB campus complex. The detailed 

information of UB Hotel is as follos: 

Address : Jl. MT. Haryono 169 Kota Malang  

Telp.  : (0341) 558585-87 

Fax.  : (0341) 575810 

Email  : info@ubhotelmalang.com 

Website : www.ubhotelmalang.com 

UB Hotel location is on the north area of Brawijaya University near the 

Faculty of Economics and Business, aligned with the UB north entrance which is 

facing Jl. Soekarno-Hatta. To be build in the center of Malang city, UB Hotel is 

not too far from the access road many tourism or non-tourism facilities, such as 

Abdurrahmansaleh Airport, many tourism objects in Batu, tourism objects at 

Mount Bromo, Mount Kawi and other recreation objects in Malang city. UB Hotel 

also can become a transit for the tourists who want to travel to the island of Bali 

through Malang or reverse direction. 

4.1.3. Vision and mission of UB Hotel 

The vision and mission of UB Hotel were made in 2011, those are: 

Vision: 

Being a hotel that can nurture the creativity, innovation and quality of 

human resources which have been tested and provide the best accommodation 

mailto:info@ubhotelmalang.com
http://www.ubhotelmalang.com/
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based service that suits international standards without abandoning the values of 

education. 

Mission: 

1. Improve product quality which major in the services quality to give 

satisfaction to the customers 

2. Improve the quality of the human resources to become more skillful and have 

the ability to provide the best service to give customer satisfaction in a 

professional manner in order to face the changing demands and increasingly 

sophisticated proactive society and competitive environment 

3. Accelerate the development of the hotel as a business unit to become a 

professional business unit of UB, which are productive, efficient and also 

excels in an increasing competition atmosphere. 

 

4.1.4. UB Hotel Organizational Structure 

As befits with the company in general, in carrying out its activities in order 

to be well coordinated and run effectively and efficiently, the organization 

structure becomes the vehicle or container of the collaboration among all actors in 

the organization to achieve the common goal. Organizational structure established 

at UB Hotel is an organizational structure in which the lines in it can be clearly 

illustrated with the authority and responsibility of each piece as following: 

 

 

 



55 
 

 

 

 

 

 

 

 

1. Commissioner 

 As Public Relations 

 Develop Business Center 

 Be possible for the interior set general view of the interior layout of the 

hotel and Physical Building 

2. Directors/Management Enterprises 

 Lead the Enterprises (UB Hotel) 

3. Operations Manager 

 Organize and be responsible for the smooth functioning and operational 

nets Hotel 

4. Accounting Manager 

 Organize and be responsible for the smooth functioning and operational 

nets Accounting Division 

5. Marketing Manager 

 Organize and be responsible for the smooth functioning and operational 

nets Marketing 

Figure   4.1Organization Structure of Hotel 

UB 2012 
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6. HR Manager 

 Organize and be responsible for the smooth functioning and operational 

nets HR Division 

7. Accounting SPV 

 Be responsible for the smooth operation nets Accounting Division 

8. FO SPV 

 Be responsible for the smooth running of Front Office operations division 

9. HK SPV 

 Be responsible for the smooth running of Division Room operations 

10. FB Service SPV 

 Be responsible for the smooth running of his net F & B Service 

Operations 

11. ME & Property SPV 

 Be responsible for the smooth running of ME operations 

12. FB Product SPV 

 Be responsible for the smooth running of FB Product operations 

13. Public Area SPV 

 Be responsible for the smooth running of Division PA operations 

14. Banquet SPV 

 Be responsible for the smooth running of Banquet operations 

15. Salesman 

 Be responsible for the smooth running of Marketing operations 
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16. HR SPV 

 Be responsible for the smooth running of relationships and 

communication within the team/the employment 

17. Book Keeper 

 Manage the accounts of all existing journal voucher and record in the 

ledger as well close the book and prepare a worksheet/trial balance, fill 

out all the forms of financial statements in accordance with the numbers - 

the numbers in the general ledger 

18. Receivable account 

 Execute a smooth billing/receivables and perform tasks - other tasks 

related to official duties 

19. General Cashier 

 Manage the receipt of cash/check /deposit to a bank or company owning 

the following recording 

20. Tax 

 Manage payments and reports on the entire corporate tax 

21. Income Audit 

 Implement the examination and record all sales either cash or charge and 

make daily reports 

22. Store Keeper 

 Manage the storage, safety and release of goods 

23. Night Audit 

 Execute on all reports of each outlet every day 
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24. FO Division 

 Implement the smooth operation of each shift at the FO 

25. F & B Service 

 Implement a smooth service for each shifty 

26. Room Division 

 Implement the cleanliness, neatness and readiness of all the rooms every 

shifty 

27. ME & Property 

 Implement the process of maintenance and repair of all existing facilities 

at the hotel 

28. Cook 

 Implement the raw material preparation, cutting, storage and processing 

and presentation of dishes 

29. Banquet 

 Implement the preparation, implementation, before, during and after the 

event banquet 

30. Public Area 

 Implement the cleanliness of the whole hotel area either inside or outside 

31. Marketing Administration 

 Implement to the administration before, during and after the process 

associated with sales / sales activities 
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32. HR Division 

 Implement the smooth running of the employment relationship across 

divisions 

 

4.1.5. Company Business Activities 

UB Hotel as an accommodation for tourism provides some facilities to make the 

customer feel relaxed and comfortable. The facilities are: 

a) Selling room : 

 EXECUTIVE SUITE (1st Floor) 

Air Conditioner, Television, Internal Telephone, Minibar, Coffee & Tea 

Maker, Private Bathroom (Hot&Cold) Bath Tub, Breakfast for 2 Person, Fruit 

Basket, Daily Newspaper. 

 JUNIOR SUITE (1st Floor) 

*Available for Connected Rooms 

Air Conditioner, Television, Internal Telephone, Minibar, Coffee & Tea Maker, 

Private Bathroom (Hot&Cold) Shower, Breakfast for 2 Person, Fruit Basket, 

Daily Newspaper. 

 DELUXE (2nd Floor) 

Air Conditioner, Television, Internal Telephone, Minibar, Coffee & Tea Maker, 

Private Bathroom (Hot&Cold) Shower, Breakfast for 2 Person, Fruit Basket, 

Daily Newspaper. 

 SUPERIOR (3rd Floor) 
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Air Conditioner, Television, Internal Telephone, Minibar, Coffee & Tea Maker, 

and Private Bathroom (Hot&Cold) Shower, Breakfast for 2 People, Daily 

Newspaper. 

b) Meeting room for rent 

UB Hotel provides 5 kinds of meeting rooms to support their business needs. Each 

type of meeting room has different facilities and capacities. Table 4.1 showing the 

specification of the meeting room as follows: 

Table 4.1 types of meeting room in UB Hotel 

Room/set-up U-Shape Class 

Room 

Theater Round 

Table 

Oryza Sativa 150 250 400 100 

Apple 60 75 100 50 

Banana 20 30 40 - 

Citrus 20 30 40 - 

Mango 20 30 40 - 

 

c) Other selling activities 

Restaurant, bar, souvenir shop 

 

4.2. Strategic Map 

The way of UB Hotel achieve their goal is give more effort based on their 

vision. Balanced scorecard as an alternative strategic management tool can help 

UB Hotel to describe the vision into some perspectives. Figure 4.2 showing the 

perspectives will give the contribution for UB Hotel to realize their vision. 
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Figure 4.2 Strategic Map 

 

4.2.1. Performance Assessment of Financial Perspective 

Measurements using the Balance scorecard retain financial measures in 

assessing the performance of a company. Because the financial benchmarks that 

taken by the company is useful to summarize the consequences of economic 

Vision   
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actions. Financial benchmarks indicate whether the strategy, implementation and 

execution already contributed to the improvement of the company’s productivity. 

The author uses assessment conducted at UB financial perspective at the 

period of 2009-2011. The performance assessment of financial perspective of the 

hotel is done by calculating the following ratios: 

1. Liquidity ratios; consist of current ratio and quick ratio. 

2. Profitability ratios; consist of Return on Investment (ROI), Return on Equity 

(ROE), Operating Income Ratio, and Cost of Goods Sold Ratio to Net Sales. 

3. Growth ratios; consist of total revenue growth rate, the growth rate of total 

cost of goods and the growth rate of net income. 

Based on the data obtained, the financial ratios can be calculated as follows: 

4.2.1.1 Liquidity Ratios 

Liquidity ratios are used to measure the strength of corporation to fulfill their 

responsibility that can be billed immediately. The liquidity ratios that used are: 

1) Current ratio 

Current ratio is the ratio of the current asset compared to the current 

liability. It means the ability to pay liabilities that must be met with the current 

asset. This type of ratio shows the company's cash position and ability to meet 

obligations/current liabilities.   
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 Table 4.2 Current ratios of UB Hotel in 2009,2010,and 2011  

Source: data analyze and appendix 1,2,3 

The results of the data can be concluded that in 2009 every Rp. 1. - 

Current liabilities secured by the company's current 5,1 Current assets. In 2010, 

every Rp.1. - Current liabilities secured by the company’s 6,74 Current assets. In 

2011, every Rp.1. - Current liabilities secured by the company's current 16,45. 

Current assets. This means the company's ability to pay off any current liabilities 

in 2009 and 2010 by using current assets owned by showed an increase of 1,74 or 

by 174%. Where in 2010 and 2011, the company's ability to pay off any current 

liabilities by using current assets owned by showing an increase of 9,71 or 971%. 

This means that the hotel become more liquid to pay off the debt.        

2) Quick Ratio 

A quick ratio is an indicator of a company's short-term liquidity. What 

differentiate the quick ratio with the current ratio is that the quick ratio minus the 

current asset with inventories first, before it is divided by the current liabilities 

Table 4.3 Quick Ratios in UB Hotel in 2009,2010, and 2011 

Source: data analyze and appendix 1,2,3 

Year Current Asset Current Liabilities Current Ratio 

2009                               5,1 

2010                                 6,74 

2011                                16,45 

Year Current Asset Inventories Current Liabilities Quick Ratio 

2009                                                4,81 

2010                                               6,38 

2011                                               11,72 
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In 2009, every Rp1. - The company's current liabilities were secured by Rp 

4,81 cash and receivables. In 2010 every Rp1. – current liabilities weresecured by 

the company's current cash and receivables of 6,38. In 2011, every Rp1. - Current 

liabilities were secured by the company's current 11,72 cash and receivables. This 

means that in the year 2009 and 2010 the company's ability to pay off each Rp1. - 

Current liabilities using cash and receivables owned by showing an increase of 

1,57 or by 157%. In 2010 and 2011, the company's ability to repay every 1, - 

current liabilities using cash and receivables owned, showed an increase of 5.34 or 

by 534%.   

 

4.2.1.2.Profitability Ratio  

Profitability ratio describes the corporation ability to get income through 

all abilities, and all source of corporation itself related with their activity such as 

sales, capital, number of employees, etc. 

1) Return of Investment 

Return of investment is received by dividing the benefit of an investment 

with the cost of the investment, return of investment is a measurement used to 

evaluate the efficiency of an investment or to compare the efficiency of a number 

of different investments. The result itself is expressed as a percentage or a ratio. 
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Table 4.4 ROI’s in UB Hotel in 2009,2010, and 2011 

Year Net Profit Total Asset ROI 

2009                                 0,16 

2010                                       0,11 

2011                                 0,36 

Source: data analyze and appendix 1,2,3 

In 2009, for every Rp1 assets owned by the company earned a net profit of 

0,16 or by 16%. In 2010, every Rp1 assets owned by the company generated a net 

profit of 0, 11 or 11%. In 2010, every Rp1 assets owned, generated a net profit of 

0,36 or 36%. This means net profit decline in 2009 to 2010 for every Rp 1 

company-owned assets in the amount of 0,05 or -5%. In 2010 and 2011, net 

income for Rp1 of company-owned assets increased in the amount of 0, 25 or by 

25%.   

2) Return of Equity 

The amount of net income returned as a percentage of shareholders equity. 

Return on equity measures a corporation's profitability by revealing how much 

profit a company generates with the shareholders money that have been invested. 

Table 4.5 ROE’s of UB Hotel in 2009,2010, and 2011 

Year Net Income Shareholder Equity ROE 

2009                                 0,17 

2010                                 0,11 

2011                                    0,24 

Source: data analyze and appendix 1,2,3 

In 2009, every Rp1 of equity capital held by the company earned a net 

profit of 0,17 or 17%. In 2010, every Rp1 of equity capital owned by 0.11 or 

generated profits by 11%. In 2011, every Rp1 of equity capital owned by 0.24 or 
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generated profits by 24%. This means that in the year 2009 and 2010 a decline in 

net profit for every Rp1 of equity capital of the company was equal to 0,06 or by 

6%. In 2010 and 2011, net income increased for every Rp 1 equity capital of the 

company amounted to Rp 0.12 or by 12%. 

3) Operating Income Ratio 

The amount of profit is realized from a business's operations after taking 

out operating expenses - such as cost of goods sold (COGS) or wages - and 

depreciation. Operating income takes the gross income (revenue minus COGS) 

and subtracts other operating expenses and then removes depreciation. 

Table 4.6 Operating income ratios of UB Hotel in 2009, 2010, and 2011 

Year Operating Profit Net Sales 

Operating Income 

Ratio 

2009                                 0,16 

2010                                   0,22 

2011                                   0,24 

Source: data analyze and appendix 1,2,3 

In 2009, net sales of Rp 1 each generated an operating profit of 0.16 or by 

16%. In 2010, net sales of Rp 1 each generated an operating profit of 0.22 or by 

22%. In 2011, net sales of Rp 1 each generated an operating profit of 0.24 or 24%. 

This means an increase in operating profit for every Rp1 net sales amounted to 

0,06 or by 6% in 2009 and 2010. In 2010 and 2011, there was an increase in 

operating profit for every Rp1 net sales of 0.02 or 2%. 
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Table 4.7 UB Hotel Financial Ratios Year 2009 2010 and 2011 (in percent) 

No. Benchmarks 
Year(period) Average 

Percentage 2009 2010 2011 

1 Liquidity ratio 

a. Current ratio 

b. Quick Ratio 

 

510% 

481% 

 

674% 

638% 

 

1645% 

1172% 

 

943% 

763,7% 

2 Profitability Ratio 

a. ROI 

b. ROE 

c. Operating income ratio 

 

16% 

17% 

16% 

 

 

11% 

11% 

22% 

 

 

36% 

24% 

24% 

 

 

21% 

17,3% 

20,7% 

 

Source: data analyze and appendix 1,2,3 

From Table 4.7 it can be concluded that the overall performance of 

financial hotel shows improvement. By comparing the ratio of financial ratios for 

the period 2009 2010 and 2011, it is known that the performance of the hotel in 

terms of financial perspective shows significant improvement in short terms of 

performance, so the hotel financial perspective is not good enough. 

4.2.2. Performance Assessment of Customer Perspective  

Customer is one part of a long-term plan to consider. In the era of 

globalization, the company is being forced to provide superior service to the 

customers. Because there are possibilities that the customers who are not satisfied 

with the company’s given services will change their preference to the other 

companies. In this case, the author is interested to know how much the 

satisfaction of the guests or customers who enjoy the services provided by the 

hotel is. The number of population is taked from appendix 8. 

The steps in the data processing are begun with tabulation and then 

proceed to calculate the Real Average Score of each dimension of service quality. 
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The Real Average Score calculation of each service quality dimension can be seen 

in the attachment. The attachment calculates the Total Real Average Score of each 

dimension processed with validity and reliability as follows: 

Table 4.8 Total Average Score Real Five Dimensions of Service Quality 

No.  Elements  Total average score 

1 Tangibles 366 

2 Empathy 371 

3 Reliability 352 

4 Responsiveness 364 

5 Assurance 356 

 Source : appendix 4 

 

From the above data, the results of customer satisfaction ratio of each element 

obtained as follows: 

Table 4.9  Recapitulation Real Average Score Five Dimensions of Service 

Quality 

Elements Total 

average 

score 

Number of 

respondent 

Number of 

question 

Ratio of 

customer 

satisfaction 

Tangibles 366 94 5 78% 

Empathy 371 94 5 79% 

Reliability 352 94 5 75% 

Responsiveness 364 94 5 77% 

Assurance 356 94 5 76% 

Source: data analyze  

From Table 4.6 the results of Ratio of customer satisfaction for tangibles 

dimension, empathy, reliability, responsiveness, and assurance are 78%, 79%, 

75%, 77%, and 76%. Real average score fatherly whole dimension values are in 

the range 60% ≤ Real Average Score ≤ 100%. This means that customers are 

satisfied with the quality of services provided by Hotel. Real score of the overall 
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average for the five dimensions of service quality is 77% which means the Real 

Score average overall is in the interval ≤ 60% Average Real Score ≤ 100%. The 

calculation results show that the customers are satisfied with the quality of 

services provided by the hotel and the performance from the customer's 

perspective is good. 

 

4.2.3. Performance Assessment of Internal Business Process Perspective 

Internal business process perspective has contribution in how well the 

management skill. UB Hotel as a service business must focus how to make the 

costumer be confortable. Table 4.10 is showing some element to determine the 

assessment of UB Hotel. The result is good when the actual times are below the 

maximum expectation times. The maximum times have determined by UB Hotel 

management based on their experiences. 

Table 4.10  Target and realization percentage table of internal business 

perspective element 

Element  Maximum 

Expectation 

Times 

Actual 

Times 

Realization 

Times in 

Percentage (%) 

The Average time for check-

in/check-out  

Check in  

14’ 

Check out 

12’ 

Check in  

13’ 

Check out 

12’ 

Check in  

107 % 

Check out 

100% 

The Average time for 

service one room 

30’ 20’  150 % 

The Average time for 

restaurant and bar service 

time 

15’ 14’ 107% 

The Average time for bar 

service time 

5 4 120% 

Source: interview and data analyze 
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Overall data processed are considered good, but the check-out process still 

needs to be fixed more, because it should not be more than the given target. This 

indicates that the internal business perspective is good because the realization 

percentage is more than 100% or in the other word is over the set target.  

 

4.2.4. Performance Assessment of Learning and Growth Perspective 

1. Employee satisfaction  

After testing the validity, reliability, and using descriptive test frequency, 

then the data are judged and prepared to be processed. To assess the performance 

of the UB Hotel from the learning and growth perspective, the measurement tool 

that is used is in the form of "Employee Satisfaction Index" (IKK). The Employee 

satisfaction index is used to gauge the employee’s satisfaction in the workplace. 

Satisfied employees are expected to improve their quality, especially in the 

relation with the way they give their services to the guests. So the more satisfied 

the employee is, the more quality of services is given by them, thus it will 

increase the customer’s satisfaction. There are 55 respondents to rate the 

performance of the Hotel viewed from the perspective of learning and growth. 

The Identification result of respondents will be analyzed further to determine the 

level of employee satisfaction. The number of population is taked from appendix 

8. 

 The first stage is to summarize the data and calculate respondents Real 

Score Average for each element of the formation of employee satisfaction. 
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Elements include the establishment of employees such as mental work, Reward, 

Working conditions, Working partner and Suitable Personality. 

Table 4.11 Total Average Score of Real Elements Satisfaction Formation 

Employee 

Elements  Total 

score 

Number of 

respondent 

Number of 

question 

Average Score 

of employee 

satisfaction 

Mental work 812 55 4 3,69 

Reward 790 55 4 3,59 

Working conditions 826 55 4 3,75 

Working partner 807 55 4 3,67 

Suitable personality 803 55 4 3,65 

Source: appendix 5  

The second stage is to calculate the weight or importance of each element 

to determine employee’s satisfaction based on the respondents' assessment. 

Recapitulation level or degree of importance of each element can be seen in the 

table below: 

Table 4.12 Average weight of determining Employee Satisfaction elements  

No. Element  Weight  

1 Mental work 20% 

2 Reward 20% 

3 Working conditions 20% 

4 Working partner 20% 

5 Suitable personality 20% 

Total  100% 

 

Based on Table 4.12 all the elements are given equal with average 

weights, it mean that each element should be entitled equally as important roles. 

The third stage is to calculate “Employee Satisfaction Index” (IKK).  The IKK 

calculations are shown in Table 4.13 and 4.14 
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Table 4.13 Employee Satisfaction Index Calculation Based on 

Respondents Assessment 

No. Element Weight 

Average 

performance 

score 

Average 

expectation 

score 

Difference Difference 

in weight 

1 Mental 

work 
20% 3,69 

5,00 -1,31 -0,26 

2 Reward 20% 3,69 5,00 -1,31 -0,26 

3 Working 

conditions 
20% 3,75 

5,00 -1,25 -0,25 

4 Working 

partner 
20% 3,67 

5,00 -1,33 -0,27 

5 Suitable 

personality 
20% 3,65 

5,00 -1,35 -0,27 

Total Average 20 % 3,69 5,00 -1,31 -0,26 

Source: Table 4.12 

Note: Average expectation scores on each determining element of employee 

satisfaction is the average of the highest scores for each question with the 

assumption that every employee always expects the conditions and situations that 

work well. 

Table 4.14 Employee Satisfaction Index calculations Highest Possibly 

Achieved 

No. Element  Weight 

Average 

performance 

score 

Average 

expectation 

score 

Difference 
Difference 

weight 

1 Mental 

work 
20% 5,00 

5,00 0 0 

2 Reward 20% 5,00 5,00 0 0 

3 Working 

conditions 
20% 5,00 

5,00 0 0 

4 Working 

partner 
20% 5,00 

5,00 0 0 

5 Suitable 

Personality 
20% 5,00 

5,00 0 0 

Total average 20 % 5,00 5,00 0 0 

Source: Table 4.12 
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Table 4.15 Calculation of Employee Satisfaction Index of the Lowest 

Possiblyy Achieved 

No.  

Element  Weight  

Average 

performance 

score 

Average 

expectation 

score 

Difference Difference 

weight 

1 Mental 

work 
20% 1,00 

5,00 -4,00 -0,80 

2 Reward 20% 1,00 5,00 -4,00 -0,80 

3 Working 

conditions 
20% 1,00 

5,00 -4,00 -0,80 

4 Working 

partner 
20% 1,00 

5,00 -4,00 -0,80 

5 Personality 

suitability 

to the job 

20% 1,00 
5,00 -4,00 -0,80 

Total average 20 % 1,00 5,00 -4,00 -0,80 

Source: Table 4.12 

The fourth stage is the assessment criteria to determine the level of 

employee satisfaction and performance of the learning and growth perspective. 

It’s based on the calculation of Hotel Employee Satisfaction Index which are 

presented in Table 4.12 up to 4.15. 

1. IKK determine the highest and lowest of IKK that may be achieved: 

a = highest possible CCI = 0.00 

b = lowest attainable CCI = -0.80 

2. Determine the value of the area 

Area values (r) = a – b = 0,00 – (-0,80) = 0,80 

3. Determine the value interval 

Interval value (c) 
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4. Determine the value range of each assessment criteria 

b + 4c ≤ IKK ≤ a → -0,16 ≤ IKK ≤ 0,00 means employees are very satisfied with 

the situation and working conditions in the hotel (the performance of learning and 

growth perspective is very good) 

b + 3c ≤ IKK ≤ b + 4c → -0,32 ≤ IKK ≤ -0,16 means employees are very satisfied 

with the situation and working conditions in the hotel (the performance of 

learning and growth perspective is good) 

b + 2c ≤ IKK ≤ b + 3c → -0,48 ≤ IKK ≤ -0,32 means employees are very satisfied 

with the situation and working conditions in the hotel (the performance of 

learning and growth perspective is good enough) 

b + c ≤ IKK ≤ b + 2c → -0,64 ≤ IKK ≤ -0,48 means employees are very satisfied 

with the situation and working conditions in the hotel (the performance of 

learning and growth perspective is not good) 

b ≤ IKK ≤ b + c → -0,80 ≤ IKK ≤ -0,64 means employees are very satisfied with 

the situation and working conditions in the hotel (the performance of learning and 

growth perspective is not very good) 

1. IKK (Employee Satisfaction Index) for the element of mental work, 

discipline, working conditions, co-workers and compliance with the 

personality of each work are -0.26; -0.26; -0.25; -0.27; -0, 27 they are in the 

interval -0,32 ≤ IKK ≤ -0,16. This means that employees are satisfied with the 

work they are doing in terms of the mental aspects of the work, rewards, 

working conditions, co-workers and suitable personality to the job. 
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2. Average Employee Satisfaction Index of the five elements forming job 

satisfaction is -0.26, is in the interval -0,32 ≤ IKK ≤ -0,16 which means 

employees satisfied with the situation and working conditions. This shows 

that the performance of the UB Hotel viewed from the perspective of learning 

and growth is good. 

2. Employee retention  

From Table 4.10 below shows the level of employee retention increases 

from year to year. Discharge of employees due to several reasons, namely: they 

are transferred, promoted to other hotels, resigned because of severe pain, or 

follow the family that move to other regions. But in 2011 showed that the number 

of employees’ retention was leaving the least, it shows that the hotel management 

was better in retaining employees.  

Table 4.16 Employee Retention  

 2009 2010 2011 

Number of Employees 58 58 58 

Number of Employees Who Quit 0 1 1 

The ratio of Employees Who quit  0 2% 2% 

Source: HRD Manager UB hotel  

4.2.5. Performance measurement result of corporation by Balanced 

scorecard 

After the data presented, the next step is to decide whether the 

performance is good or not. Performance is measured by comparing the hotel 

from year to year and from the targets that have been set, it is used because of 

hotel industry data limitations.  



76 
 

The data weights are measured by using interval size. Size of the interval 

is used to sort objects based on an attribute. Equal intervals on an interval scale 

interval are considered to represent the same object to be measured. The number 

of items is 11 items, the total score considered bad is -11, score considered 

enough is 0, and good score is 11. 

Table 4.17 Rating Score of Balance Scorecard 

 Score Total 

score 

Description  

Bad -1 -11 Level achievement is under standard 

Enough 0 0 Level achievement is appropriate 

with standard 

Good  1 11 Level achievement is over standard 

Source: Mulyadi 2001 

By using rating score on table 4.17 the data from each perspective can be 

analyze to get the result whether the score is neither bad, enough, nor good. The 

score is based on the differences of actual score with average score. The score is 

bad if the actual score is far below the average score. The score is enough if the 

score if the score is near with the average score. The results based on obtainable 

data thet are analyzed are as follows: 
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Table 4.18 The Summary of Data Analyzed   

Perspectives 
Years 

Average/Standard Scorecard Score 
2009 2010 2011 

Financial perspective : 

 Current ratio 

 Quick ratio 

 ROI 

 ROE 

 Operating income 

 

510% 

481% 

16% 

17% 

16% 

 

 

 

674% 

638% 

11% 

11% 

22% 

 

 

1645% 

1172% 

36% 

24% 

24% 

 

 

943% 

764% 

21% 

17% 

21% 

 

Good 

Good 

Bad  

Bad 

Good  

 

1 

1 

-1 

-1 

1 

Customer perspective : 

 Customer 

satisfaction 

 

 

- 

 

- 

 

77% 

 

60% 

 

Good 

 

1 

Internal business 

process perspective : 

 The average for 

check-in/check-out 

times 

 The Average time 

to service one room 

 The average for 

restaurant service 

time 

 The average for bar 

service time 

 Innovation 

 

 

- 

 

- 

 

- 

 

- 

 

- 

 

 

- 

 

- 

 

- 

 

- 

 

- 

 

 

107% 

100% 

150% 

 

107% 

 

120% 

 

120% 

 

 

100% 

100% 

100% 

 

100% 

 

100% 

 

100% 

 

 

Good 

 

Good 

 

Good 

 

Good 

 

Good 

 

 

 

1 

 

1 

 

1 

 

1 

 

1 

Growth and learning 

perspective : 

 Employee 

satisfaction 

 Employee retention 

 

 

- 

- 

 

 

- 

2% 

 

 

0.26 

2% 

 

 
0,32 ≤ IKK ≤ -0,16 

- 

 

 

Good 

Enough 

 

 

1 

0 

Total score 8 

Source: data analyzed 

The results of the performance assessment above are the analyses of the 

data presented. Assessment results show that there are achievements in UB hotel 

is still under the standards. In the analysis of the current ratio and quick ratio, the 

achievements increase very significantly from year to year so it is given a score of 
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1. In ROI analysis the values  are still below average standard so it’s given a score 

of -1. The analysis of ROE is far from the average standard so it is scored -1. The 

analysis of operating income results a real score above the average score, so the 

score is 1. Then the total score for the financial perspective is 1.  

In the perspective of the customer, customer satisfaction is considered 

good and given a score of 1. The customer satisfaction is assessed from the 

existing facilities in UB hotel. The data comes from the questionnaires that have 

been distributed and processed by using SPSS. The results of customer 

satisfaction are considered good because the data are reinforced by the results of 

the management regarding the consumer complaints which are still below 

average. 

In the internal business process perspective, services sales revenue 

increases from year to year due to the increasing number of customers that is rated 

well and given a score of 1. This strengthens the marketing of UB hotel and is 

rated very well because institutions can encompass agency in East Java. Average 

rate of the Average time for check-in/check-out is also very good so it is given a 

score of 1. Average times to service one room of UB Hotel rated well and were 

given a score of 1. Similarly, in restaurant and bar Average service time 

considered good because of the accuracy in the preparation of food and beverages 

to customers is above average. Business development at UB Hotel is also rated 

well so given a score of 1, because UB hotel is able to float the business for 

example in selling cakes. 
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In the learning and growth perspective, employee satisfaction is good so it 

is given a score of 1. Employee satisfaction is rated well it can be seen from the 

data results of the questionnaires that has been processed by using SPSS. 

Employee retention rate is also considered good so it is given a score of 1. Data 

retention rate of employees assessed through interviews. Total weighted score on 

UB hotel is 6 of the total weight of the standard, so that the average score is 8/13 

= 0,61. The next step is to create a scale to assess the total score, so company can 

be said "bad", "enough" or "good". The following picture shows UB Hotel 

performance 

 

Figure  4.3. Curve of UB Hotel performance 

 

 

 

 

 

In this step, the author determines the border of "enough" which is less 

than 50% (score of 0), and performance is said to be "good" is if more than 80% 

or 0.6. The rest is "enough" if it is from 0 up to 0.6. Thus it can be interpreted that 

the UB Hotel after applying the Balanced Scorecard is located in the "good" 

border it is located between 0.6 up to 1. 

 

 

 

-1 1 0,61 0 

Bed Enough good 
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22 

4.2.5.1.1. Diagrams of measurement the result of UB Hotel by Balance 

scorecard 

The measurement of UB Hotel performance can be measured by Diagram 

Balanced Scorecard. The diagram will help managers to see the condition of UB 

Hotel. It will be a basis or foundation for UB Hotel to decide where they must 

focus their development. On table 4.19 shows the condition of each perspective of 

Balanced Scorecard.  

 

Table 4.19 The average score based on each perspectives of Balanced 

scorecard  

Perspectives  Symbol  Average score 

of each 

perspective (X) 

The average score 

of the interest 

level of each 

perspectives (Y) 

Financial  P1 164 31 

Customers P2 128 24 

Internal business process P3 120 23 

Learning and growth P4 119 22 

Average score  132 25 

Base on table above the balanced scorecard point is 132; 25 (X, Y). The point 

results based on each perspective are as follows: 

Figure 4.4 Diagram of UB Hotel by Balanced Scorecard 

 

 

 

 

 

 

 

 

 

 

P4 

P3 

P2 

P1 

119 

31 

23 

24 

120 128 164 134 

Y 

25 

X 

134,25(BSC) 
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Diagram above shows description of the results of measuring performance 

in UB Hotel. If the point of result with the point of balanced scorecard is close, so 

the data will show that the performance of the company is good. Otherwise, if the 

point of result with the point of balanced scorecard is far, so the data will show 

that the performance of the company is not good. 

 

4.2.6. Summary of the analysis of the four perspectives performance of 

Balance Scorecard 

Seen from the four general perspectives above Hotel performance which 

was assessed by using a balanced scorecard can be caragorized good. It's just that 

the performance of the financial perspective required attention hotel still more so 

things that do not add value can be reduced or even eliminated. From the 

discussion, the performance of each BSC perspective above, it can be summarized 

as follows: 

1. Performance of the financial perspective 

Performance of the financial perspective can be analyzed with the liquidity 

ratios, profitability ratios and growth ratios. From these three ratios, it can be 

concluded that the performance of the financial perspective at the hotel is 

undergoing a significant increase. The performance of the financial perspective is 

good except for the profitability ratios. UB Hotel profitability ratios have not 

experienced significant improvement when they are compared between 2009 and 

2011, so it still needs to be improved. 



82 
 

2. Performance of customer perspective 

Customer perspective on hotel performance is analyzed by using Real 

Score average the average data in the validity and reliability tests indicate that the 

quality of services provided by the hotel is able to satisfy the customers, so it ca 

be concluded that, the performance of the customer perspective in the hotel is 

good. 

 

3. Performance of the internal business process perspective 

Performance of the internal business process perspective can be seen from 

the effectiveness of the activities carried out in the hotel. If there are non-value 

added activities as shown in this hotel, it is a valuation indicator of the average 

time for check in / checkout, average time to service one room, average time for 

bar service, and average time for restaurant service. Results of the assessment the 

indicator show that the performance of the internal business process perspective in 

this hotel is good. 

4. Performance of growth and learning perspective 

This perspective is measured by using the index of employee satisfaction 

with the situation and working conditions of the hotel. In this perspective it can be 

seen that the performance of the learning and growth perspective at this hotel. 

Seen from four general perspectives above Hotel performance was 

assessed by using a balanced scorecard can be categorzed good. It's just that the 

performance of the financial perspective required attention hotel still more so 

things that do not add value can be reduced or even eliminated. 


