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CHAPTER I 

INTRODUCTION 

 

1.1.Research Background 

Business development in Indonesia has experienced a very significant 

increase in trend. Positive trends begin to appear, it can be detected from the 

growing number of tourists every year. Government influence also has a positive 

effect on the development of tourism in Indonesia. The results of the Vivanews 

reporter interviews with Minister of Tourism and Creative Economy, Marie Elka 

Pangetsu in response to a positive outlook for the tourism industry and the 

creative economy will continue to grow during 2012. Indonesian Tourism in 2011 

grew successfully grown with good results of 7.6 million tourists visited 

Indonesia. These results have exceeded the determined target, which amounted to 

7.1 million tourists. The positive effects of the tourism growth occured in 

Indonesia also have positive impact on the hotel business in Indonesia. So, hotel 

can get good effect from positive trend of tourism in Indonesia. 

(http://www.dansapar.com)  

Hotels are basically a trade in a form of services. Hotel entrepreneurs who 

work in the services industry will try to provide maximum service to their guests 

and to make their guests describe that the hotels are in a healthy condition. The 

hotel manager, however still has many task of describing condition of the 

company in the present and future. The conditions will indicate the level of the 
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company. There are many companies that still give more priority to financial gain 

as a benchmark of successful performance than other factors. Financial 

measurement is still not enough as a basic reference of success. Other aspects are 

still needed in order to optimize the company's performance assessment. 

Traditional management is a management evaluation system that uses a 

financial gain as a major factor in assessing the performance. Measurements 

which are based on the financial aspects only describe the condition of the 

company at the time, but the company also has to assess the performance of others 

who that describe the company's future. If a company only continues to consider 

the financial aspect there will be negative impacts that will arise. The negative 

impacts themself are such as, poor quality management, the decline of customer 

satisfaction levels, and the company's lack of efficiency which are caused by the 

quality of employees that are not developed. Therefore, in addition to the financial 

aspect, there are some other aspects that should be considered as reference 

valuation. 

The financial performance will be the weaknesses of the company's 

performance measurement system that only focuses on the financial aspects and 

ignores non-financial performance such as customer satisfaction, employee 

productivity, and internal management. Financial performances are just showing 

the condition of the company in short term. Because of those reasons, there is 

created a performance measurement model which includes not only financial but 

also non-financial course which is known as the concept of Balanced Scorecard 

(BSC). 
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The concept of the Balanced Scorecard can be alternative management 

strategy tool to communicate the strategic perception of a company in a simple 

way and is also easily understood by companies; especially by organizations that 

will formulate a strategy. Definition of Balanced Scorecard itself can be 

meaningful if it is translated as a balanced report card performance (Balanced). 

Scorecard is a card used to record the individuals and organizations performance 

score results. It is also planned to record the score to be realized. Thus, it can be 

said that the application of the concept of Balanced Scorecard greatly affects the 

achievement of corporate’s goals. The result of Balanced Scorecard that has been 

done can improve and change the company strategy in order to enhance the 

performance achievement of the company's business units. 

UB hotel located in the Brawijaya University has been operated for 2 

years. This hotel previously was a guest house that was developed by Brawijaya 

University. The hotel has facilities such as: Guest Room, Restaurant, Meeting 

Room, as well as the other facilities. These facilities are very important to 

improve the promotion of the employee services. The performance assessment of 

this company has not been carried out by using the method of Balanced Scorecard 

yet, the company only uses the analysis of financial statements (financial ratios) to 

measure their performance. Generally, an organization categorized good is 

measured by how good their management doing their activities not only about 

profit but also about the response of all perspectives related about the company 

performances. Therefore, in order to determine the performance, the company can 

implement the Balanced Scorecard as a strategic management tool contained such 
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as financial perspective, internal business process perspective, customer 

perspective, and learning and growth perspective. The advantage of Balanced 

Scorecard implementation is able to provide a measurement that can be used as a 

basis for strategic improvement. 

From the description above, the author is interested in writing minor thesis 

with the title: "BALANCED SCORECARD IMPLEMENTATION as a 

MEASUREMENT of the UB HOTEL PERFORMANCE ASSESSMENT". 

1.2. Research Question 

Based on the background described above, the issue addressed in this study is: 

a. How is the way to measure the performance of UB Hotel management using 

Balanced Scorecard method? 

 

1.3.  Research limitation 

 The problem is limited by the author with the intention that it will make 

the discussion become more focused. This study will only discuss the application 

of the Balanced Scorecard in measuring the UB hotel performance in terms of 

four aspects: 

1. Financial aspects 

2. Customers 

3. Internal Business Processes 

4. Learning and growth 
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1.4. Research Objectives 

Objectives to be achieved in this study are: 

1. To provide an overview to the use of Balanced Scorecard of performance 

assessment in the field of hotel. 

2. To determine the extent of application of the Balanced Scorecard as a tool of 

comprehensive and coherent analysis in the field of hotel. 

3. To provide an alternative measurement of the company performance aspect 

both financial aspects and non-financial aspects. 

 

1.5. Motivation of research 

 The increasing number of tourists coming to Indonesia should be followed 

by adequate facilities. One of them is in the field of hotel. From the management, 

hotel requires to maximize the potential that exists. A good structure will 

automatically assign a better value in the eyes of the customers. 

 

1.6. Research Contribution 

1.6.1. Theoretical Uses 

Discourse and provide illustrations for the development of science, 

especially in the hotel accounting. 

1.6.2. Research benefit  

1. for the author 

 The author knows more about the reality of the subject given in the course. 
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 To test and enhance the economics skill of the the author  

2. for FEB 

 This research result can be used as a reference theory for the academic class, 

especially when it comes to the measurement by using Balanced Scorecard 

method.  

3. for UB hotel 

 as a conjunctive tool between UB Hotel and the Faculty of Economics and 

Business 

 As a tool of management quality measurement by using the Balanced 

Scorecard Method 

 By knowing the balance scorecard result, the company can view and plan a 

better strategy for the future 

 

 

 

 

 

 

 

 

 

 

 


